PCA Escalated Call Procedures

PCA front line collectors who have problem calls with borrowers can refer these borrowers to their Team Leaders or supervisors.  If there is still a problem, the calls are then referred to the Operations Manager for the PCA.  This will give three levels which the borrower can go through at the PCA.  Some PCAs  may have additional levels, but most have at least three levels of staff which calls can go through.

Following is the progression of a “problem” borrower call.

1. Borrowers who are not satisfied with the response received from the front-line PCA collector will be transferred to the next level, which is the Team Leader or supervisor.  These are more experienced collectors and more knowledgeable than most of the front line collectors

2. Borrowers who are still dissatisfied after speaking to a Team Leader or supervisor will be transferred to the Operations Manager.  This is a seasoned PCA person, who is usually in charge of the PCA collection office.  

3. Borrowers who are still unhappy after speaking to three different levels of PCA  staff, will be referred directly to the Contract Services Branch (CSB) in the Atlanta Regional Office.  Calls will come in on the CSB number (404) 562-6010 and one of the loan analysts will respond to the borrower’s call.  If the borrower’s call concerns a complaint against the PCA, then the call will be referred to the specific loan analyst for that agency.

4. If the CSB loan analyst cannot resolve the issue, the call will be referred to one of the CSB Senior Loan Analysts (SLA) to attempt to defuse the borrower’s issue.

5. From the SLA, the borrower’s call will be referred to the Chief of the Contracts Services Branch.  He/she will attempt to work with the borrower.  If the borrower is still not satisfied at this point, then the call will be referred to the Regional Director of the Atlanta Service Center.   

PCAs will refer borrowers to PIC if the borrower wants to talk to ED.  An example of this would be if the borrower wants to verify that the PCA has the authority to offer a compromise, etc.  Another situation where the PCAs will refer the borrower to PIC would be when the account is no longer assigned to the PCA.  These calls must be referred to PIC since the agency can no longer access the account on the ED system and is unable to give any information to the borrower.

