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Steve Wershing (00:04): 

Well, so most of the time on 30-Minute Money, we want to talk about getting ahead, but every once in 
a while we have to talk about how to dig yourself out of a hole that you may have gotten yourself into. 
That's, how you handle that is as important as how you try to get ahead. Welcome to 30-Minute Money. 
I'm Steve Wershing. 

 And today, we have Katie Borchers with us who is the owner and president of Beyond Green 
Solutions and focuses on recouping past-due revenue for businesses. You might know that as a 
collection agency. But her team focuses on empathetic collections by collaborating with consumers to 
resolve their debts. And so, to talk with us today about what you can expect and how to deal with the 
situation where you fall behind on bills is Katie Borchers. Katie, thank you for joining us on 30-Minute 
Money. 

Katie Borchers (00:52): 

Great. Thank you for having me. 

Steve Wershing (00:54): 

Okay. So of course, we have to start out with what on earth is an empathetic collection? 

Katie Borchers (01:00): 

Oh my gosh. Okay, that's an easy one to start with. Empathetic collections are really just using kindness 
and empathy in the space of the collections world. It's allowing people to tell their story and to be 
heard. And I think that's what people want in all situations. And when we're in debt, when we're upon 
hard times, we want people to be understanding. And so that's the skillset my staff uses to engage in the 
conversation with people who have fallen on hard times and have moved into collections. 

Steve Wershing (01:35): 

Yeah. So, we're going to come back to that because it's a very interesting idea and not what your 
industry is known for. So, I want to dig into that a little bit further. But first, let's talk a little bit about 
what happens if someone has an unpaid bill, and they fall behind and they can't afford to pay the whole 
thing right now. So, this is before it goes to collections, you're still getting statements from whatever 
company you owe money to. What kinds of things can they do to prevent it from going to the collection 
stage? 

Katie Borchers (02:05): 

Oh my gosh. The top thing that you can do to prevent from going to collections is open up the lines of 
communication. The vast majority of the people that I speak to that are coming to me as a business for 
help it's because they're feeling ignored. They're trying to engage and help their customers, their 
consumers. They're trying to extend an olive branch and give them all sorts of options to come back into 
the good graces and resolve that debt. But they're struggling to engage and get that conversation 
started. And so just know that the majority of people that you owe money to, they want to help you. 
They don't want to crush you and make it any harder than it already is, at least in my experience. 

Steve Wershing (02:53): 
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Yeah. Yeah. Yeah. And so, yeah, I heard someone joking one time that the way that they sort their mail 
is they take everything that says final notice and throw away everything else. That's probably not great 
strategy, right? 

Katie Borchers (03:01): 

Yeah. Yeah. And waiting until the last minute... 

Steve Wershing (03:07): 

Yeah. 

Katie Borchers (03:08): 

... you run out of options, right? 

Steve Wershing (03:10): 

Sure. 

Katie Borchers (03:10): 

Having a conversation is a way to start understanding what those options are and making a decision 
based on those options. But if you never open the mail and you never make that... 

Steve Wershing (03:21): 

That's right. 

Katie Borchers (03:21): 

.... phone call and you never answer that email, you're never going to hear what those options are. 

Steve Wershing (03:26): 

Right. Sure. And it's interesting, I mean some people may roll their eyes a little bit about saying how 
much vendors want to help you, but I get it. I mean, they want to stay in business, and they don't want 
to take action against people who are their customers after all. 

Katie Borchers (03:26): 

Yeah. 

Steve Wershing (03:44): 

So, it's an interesting perspective on doing that. And how open are most companies to trying to work 
something out? I mean, we're all used to the stereotype at least of the company that just sends you a 
bill and they just demand, demand, demand. That's all they want. But tell me what it's really like. You 
know, if someone's fallen behind and they have not yet engaged with the company, tell me what the 
experience might really be like if somebody calls and says, "Hey, I can't afford to pay the whole thing 
right now"? 

Katie Borchers (04:15): 

Yeah. So, from the business perspective... 
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Steve Wershing (04:16): 

Right, from the business perspective. 

Katie Borchers (04:18): 

... pre-debt collection. 

Steve Wershing (04:18): 

Yeah. Right. 

Katie Borchers (04:19): 

So, support small-to-medium-size businesses. And so when I think about those businesses, I think about 
your plumber, your electrician, your bookkeeper, your accountant, maybe the funeral home that you 
had services through. Those businesses, that size of business want to maintain customer service and the 
customer experience. And that is the customers that pay them right away, and that's the customers that 
are struggling to pay them back. 

 And so, my experience shows that they are going to go out of their way to reach out to you and 
say that, right? "Your past due." "Well, you're still past due." "Your past due. We want to help you." 
"You're past due. We want to talk to you. We have options. We can do a payment plan." And so, my 
experience shows me that if you owe a small business, they don't want the extra paperwork. They don't 
want to have to move to the next level of pressure on you. They just want to check that off that you've 
gotten into a plan, and you've shown good faith, right? You've acknowledged that you owe the money, 
you have admitted that you need some help to resolve it, you can't do it all at once, but that you want 
to show good faith to them as a person who did great service for you. Does that make sense? 

Steve Wershing (05:45): 

Sure. Yeah. And one thing that people may not realize is, if I understand it correctly, I'll look to you to 
educate me on this, that if a company has to send an account to collections, even if they collect 100% of 
the bill, the company doesn't get 100% of that. Right? 

Katie Borchers (06:06): 

Well, yes and no. See, here's the thing. You signed a contract a lot of times for those services, or you 
were given an overview of your financial obligation. And sometimes those obligations come with extra 
costs. I mean, we've all seen a late notice. Right? 

Steve Wershing (06:06): 

Right. Right. 

Katie Borchers (06:26): 

We've all seen an interest, an annual interest on a payment. And so, there are times when if that bill is 
sent to collections, you could end up owing more. 

Steve Wershing (06:38): 

Yeah. 
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Katie Borchers (06:38): 

And so, they don't want to do that. But they need to recoup as much money as they can... 

Steve Wershing (06:45): 

Right. 

Katie Borchers (06:46): 

... to support their business... 

Steve Wershing (06:47): 

Right. 

Katie Borchers (06:47): 

... which supports their employees and their families. 

Steve Wershing (06:50): 

Sure. But what I mean is that if a company is not having success in engaging with a customer who's 
behind and they have to send it to collections, the collection's agency keeps some portion of that. So, 
there's... 

Katie Borchers (06:50): 

Yeah. 

Steve Wershing (07:06): 

If I understand it right, there's an economic incentive to the company to work something out so that 
they don't... 

Katie Borchers (07:06): 

Yeah. 

Steve Wershing (07:10): 

... have to send it to collections. Is that right? I mean, if a company sends something to a collection 
agency, what proportion actually ends up back at the company? 

Katie Borchers (07:19): 

So, it depends. 

Steve Wershing (07:21): 

Okay. 

Katie Borchers (07:21): 

If the contract says that you as the consumer that didn't pay is responsible for those added costs for 
them to recoup that money, you could be paying more. 

https://www.rev.com/transcript-editor/Edit?token=3NCb_a-JwGG66jEaAofLi9HpRwaXIerEahJwcmd4Kr16AGb5rKyDyLAFeqmJ1zpblQcHNKAWx9dKuQJKbwK9saL-KXc&loadFrom=DocumentHeaderDeepLink
https://www.rev.com/
https://www.rev.com/transcript-editor/Edit?token=PdqNaUvZTii6ye4HdUEfbDXLHV0alsRWUwZ4YDIVnoaTWhudntbtgd6Kcf-_CIG6KFfoJd_0oaXGZHXPGQAoP2liz9o&loadFrom=DocumentDeeplink&ts=398.55
https://www.rev.com/transcript-editor/Edit?token=h2-8vNUAXWzY6VpqW7ACGe3yzm8bhy974UCx00qurH0D9KUk9MLLwWqUTijMXt6VzFPWvH0jiT6hAYd71323CKtCcQg&loadFrom=DocumentDeeplink&ts=405.76
https://www.rev.com/transcript-editor/Edit?token=ucvDSlljPS31pH6kJqpUgddIXiCFHjCmUwxsHNigg8IGQkf1t7lvpWVbPBPiw7AVKnOhpXCJpyRsFZbvO9Ktkn6qP-c&loadFrom=DocumentDeeplink&ts=406.54
https://www.rev.com/transcript-editor/Edit?token=AClcfuRQY3v6re2vCYk_ez9NcExjiShngxSazDbLZ1EjGGK_vTDGGIPRofNWYDNeX7ACd4IbqiL9_H_-mkf-MnBTQ4A&loadFrom=DocumentDeeplink&ts=407.71
https://www.rev.com/transcript-editor/Edit?token=hXGR4u9m5IX49dtdmfhRTzkLTA9NkMe3kfDh6V2lVx8Hw-2vaOmcymcZ8P8acrWy50BW-E1JXzF120qsAswQ4yyhsq8&loadFrom=DocumentDeeplink&ts=407.74
https://www.rev.com/transcript-editor/Edit?token=cmaVFOJwZjGCSpRXXjayKbleJFdh9_dJZNCoRvxnvkl4YBgjo7DjoQwgrw9nSPfRZ0JMTBfwPRJb5VN16USGoSH0uCQ&loadFrom=DocumentDeeplink&ts=410.22
https://www.rev.com/transcript-editor/Edit?token=y61UxKSbzQvrYewjeEMstKrknQKLvx92S6_OfXEG3U9kTx5HCtrNmXm787xFTm_r9_dBuf1SRnEyV1uO06viRpP0_pw&loadFrom=DocumentDeeplink&ts=410.22
https://www.rev.com/transcript-editor/Edit?token=QjbC03B1crt6PmtmRzomZgCOHnOUq0OqMwBrzMDB0BcpjMA9oqZF8-3E-aBpJ88-TLI0IazXBKy1VomgGvZDfkPFjoc&loadFrom=DocumentDeeplink&ts=426.3
https://www.rev.com/transcript-editor/Edit?token=pF98TViFmLtxkt85cPBNP_yHDuLdh3N0-oSPs9dxK5kSyogBF63k9YdttuSBqS4aT4Y611v6AIcfB5qbojeTs3aYp78&loadFrom=DocumentDeeplink&ts=426.3
https://www.rev.com/transcript-editor/Edit?token=GlzJcHqwCu3QaS_AkvH19A1J77Thc30QaOgqvWLDuwIsWam4Lzzuq3lLOy6t4ME9m36C8qgiN052-sDWzCIiPBPFGbw&loadFrom=DocumentDeeplink&ts=430.81
https://www.rev.com/transcript-editor/Edit?token=7t8qYxZrQAn2Iz0HAOw47_Cho6ypjSgQmaDtpp0787b7gfvIIGzUo1xkR7PdkhS-DP73YfJcMrXmPZQWaOvwIDzW4eM&loadFrom=DocumentDeeplink&ts=439.59
https://www.rev.com/transcript-editor/Edit?token=bcHZwSx6D_DBtHHcqUMzIlXA4Q_9R5Dh-p1eFdheQ_HmiiDWyLlhHa9Hn9SMl09YOcZAJKmb1w1cK6R1qqFg9EwOXRA&loadFrom=DocumentDeeplink&ts=441.34
https://www.rev.com/transcript-editor/Edit?token=vnor8JMLuntg69JzIRWs9AHSkKv0TiCeIfkyfHt8jLP-W7eMChHn5WQx8eICvQbASx2s7EKUHnaKQ-u39CwRoruK1JQ&loadFrom=DocumentDeeplink&ts=441.77


This transcript was exported on Apr 11, 2022 - view latest version here. 

 

 

Katie Borchers audio (Completed  04/10/22) 

Transcript by Rev.com 

Page 5 of 20 

 

Steve Wershing (07:21): 

Oh, I see. Okay. 

Katie Borchers (07:35): 

So, let's talk about an example, right? You owe $1,000. 

Steve Wershing (07:35): 

Yep. 

Katie Borchers (07:39): 

They tried to get you to pay that $1,000. You struggled for whatever reason. And they struggled to get 
you to communicate, and they moved it onto collections. You may now owe them more than $1,000... 

Steve Wershing (07:50): 

Okay. 

Katie Borchers (07:50): 

... because they need to recoup as much of that money as possible. 

Steve Wershing (07:54): 

Okay. Okay. I see. Okay. So, either the company has an incentive because they're going to get less than 
they would have gotten otherwise or the consumer has an incentive because they're going to end up 
paying more... 

Katie Borchers (08:09): 

Yeah. 

Steve Wershing (08:09): 

... one way or the other. 

Katie Borchers (08:10): 

One way or the other... 

Steve Wershing (08:12): 

Yeah. 

Katie Borchers (08:12): 

... because any sort of services, even my services, take time and money. 

Steve Wershing (08:18): 

Right. 

Katie Borchers (08:18): 
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And so, somebody is going to pay for that assistance that I'm providing. 

Steve Wershing (08:23): 

Yeah. So, either way, it makes sense to try to work out whatever you can with the company... 

Katie Borchers (08:29): 

Yeah. 

Steve Wershing (08:29): 

... rather than letting it go to collections. But let's say you've done that, and for whatever reason that 
hasn't worked out. Somebody finds themselves in collections. What should somebody expect, if a 
company sends an account to collections, what happens from the consumer's point of view? 

Katie Borchers (08:47): 

Yeah. So, you will know that it's going to collections in one of two ways. You will either receive a letter 
from that business that says your failure to pay means that we are going to send you to collections. That 
may be your last chance. That's a really good time to make that phone call if you haven't already. 

Steve Wershing (09:06): 

Yeah. 

Katie Borchers (09:06): 

Or... 

Steve Wershing (09:06): 

So, you get that before it goes to collections? 

Katie Borchers (09:09): 

They may. Right? 

Steve Wershing (09:09): 

Okay. 

Katie Borchers (09:10): 

They may get that. 

Steve Wershing (09:10): 

Okay. 

Katie Borchers (09:10): 

Or suddenly, it is in collections. And I, my company is going to send you that letter and we're going to 
say we are a collection agency; the purpose of this communication is to collect a debt. And we will give 
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you all of the information that you need for next steps and to make the decision that's right for you, as 
well as an overview and an understanding of what that debt is and how much is owed. 

Steve Wershing (09:38): 

Okay. That's how you do it. Is that common with agencies? Are there... 

Katie Borchers (09:44): 

Yeah. 

Steve Wershing (09:44): 

... many differences in what kind of communication you get? 

Katie Borchers (09:49): 

Yeah. It's actually more than common. It is required. 

Steve Wershing (09:51): 

Oh, okay. Great. 

Katie Borchers (09:52): 

So we are required to communicate to you who we are, what we do, how much you owe, and what your 
options are for next steps... 

Steve Wershing (10:02): 

Okay. So, let's say that... 

Katie Borchers (10:04): 

... for our consumer. 

Steve Wershing (10:06): 

Yeah. So, let's say you still can't pay it. And so, you get this letter, you get this communication. What's 
the first thing that somebody should do? 

Katie Borchers (10:14): 

Yeah. We go back to that communication. This is your next opportunity to engage in a conversation and 
talk about what those options are. If you truly know that you owe that debt, it's not a surprise when you 
see this letter, the dollar sign is something that you expected, then you want to make that phone call to 
the agency and talk about how they can help you resolve your debt because that's ultimately what 
they're trying to do. Right? They're trying to resolve that debt on behalf of the business that you owe 
money to. 

Steve Wershing (10:53): 

Right. Okay. So, you make that phone call. What are some of the things that a consumer can do to make 
their relationship with the collection's agency go as smooth as possible? 
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Katie Borchers (11:08): 

Yeah, absolutely. First off, just answer the phone or call back that message that you receive, or even 
better off, when you get that letter reach out proactively to start that line of communication. And if it is 
correct, acknowledging yes, I saw the letter, yes, I know I owe this much money to this company, and 
what are my options. Right? And a lot of times those options, you may be surprised that you have more 
options than you thought. 

 A company like mine that specializes in what I call empathetic collections, we would love to see 
you pay it all off today. But if you can't, we're ready to offer you other options of payment, payment 
plans, partial payment today. And so, knowing what it is that you can do as far as a dollar amount is a 
really good piece of information to have before you make that call. And so, take a look and think about 
what's going to work for you and then let us know. 

Steve Wershing (12:14): 

Yeah. So, you're different because you do the empathetic collections. Is that how a lot of other 
companies would do it? Would they typically offer you a series of different options, or what would 
normally happen? 

Katie Borchers (12:28): 

So, I would say the majority of collection agencies that I associate with, people who are members of my 
trade organization, the ACA, those are organizations that have taken the responsibility on to fall within 
the fair debt collection practices, right? They are collecting money and communicating with consumers 
as they are federally regulated to do. 

 Now, I think everyone's going to say, "Oh, no way, Katie," right? Because there are, like every 
industry, people out there that give them a bad rap. And we can all think about the industry we work in 
and that terrible story we tell ourself about somebody who does what we do not as good as we do. And 
those exist. But I like to tell people all the time, just because you've seen one bad apple doesn't mean 
the entire apple cart is rotten. And the industry is filled with many people who follow those federally 
regulated and state-regulated requirements. 

 I like to say we go one step above that. 

Steve Wershing (12:28): 

Sure. 

Katie Borchers (13:35): 

I like to say that we are there to mediate. 

Steve Wershing (13:39): 

Right. 

Katie Borchers (13:40): 

We are there to establish a rapport. We are there to give people the opportunity to tell their story, to 
get that hardship off their chest. We all feel better when we can tell our own story. And a lot of times 
giving people that time and listening and understanding and not judging, it makes us feel validated. It 
does more than that. It makes us feel like, okay, I can move forward. 
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Steve Wershing (14:11): 

Sure. Well, that's... 

Katie Borchers (14:11): 

And then I can engage in that conversation. 

Steve Wershing (14:14): 

That's good advice to a business owner, but we're talking about it from the consumer's point of view. 
And I'm pretty sure that no consumer is going to want to be empathetic and hear the story of the 
collection's person on the other end of the phone. So, I can certainly understand... 

Katie Borchers (14:23): 

Oh, no. 

Steve Wershing (14:24): 

Okay. 

Katie Borchers (14:25): 

I'm saying that my staff want to hear your story. 

Steve Wershing (14:28): 

Right. Yeah. But you're different, right? So, we want to take it from the perspective of the person that 
you're calling, right? But you just, you said something interesting a minute ago. You said that in the ACA, 
your trade association, that you made reference to some kind of standards. Are those association 
standards or legal standards, or what are those? 

Katie Borchers (14:51): 

Oh, I wish you wouldn't have asked me that because now you're going to call upon me to find both. But 
if you were to go... 

Steve Wershing (14:55): 

I won't ask you to recite it. 

Katie Borchers (14:56): 

Oh, don't ask me to recite it. 

Steve Wershing (14:58): 

I'll just ask you about it. Right. Exactly. 

Katie Borchers (15:00): 

Yeah. I mean, the oath is to follow fair collection practices, to treat people humanely, and to work 
towards living at the highest ethical standards that our organization can do. And again, I don't think 
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every collection agency is the same. I certainly know that mine goes above and beyond to create that 
conversation. 

Steve Wershing (15:28): 

Sure. 

Katie Borchers (15:29): 

But there are... 

Steve Wershing (15:31): 

Is there someplace where, and I know that there are a lot of legal requirements to a lot of legal 
standards around collections as well. 

Katie Borchers (15:40): 

There is. 

Steve Wershing (15:40): 

So is there a place where somebody could get the standards of your association or the laws... 

Katie Borchers (15:46): 

Yeah. 

Steve Wershing (15:46): 

... around it if they feel like they're not being treated really well? 

Katie Borchers (15:49): 

Yeah. It's funny that you say that. I actually just got this great pamphlet from the Consumer Financial 
Protection Bureau. So, the CFPB. Right? 

Steve Wershing (15:59): 

Okay. 

Katie Borchers (15:59): 

Those are the people that are advocating for the consumers, kind of on the other side of the fence for 
me. And they actually give a lot of great information on what should you do if you're contacted by a 
collection agency, what are your rights. 

Steve Wershing (16:15): 

Okay. 

Katie Borchers (16:15): 
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What are your recommended next steps. And they're going to be the ones that remind you what we 
should be doing and what you should expect from us in order to follow those rules and regulations. So, 
it's the CFPB... 

Steve Wershing (16:15): 

Okay. 

Katie Borchers (16:30): 

... Consumer Financial Protection Bureau. (https://www.consumerfinance.gov/consumer-

tools/educator-tools/your-money-your-goals/booklets-talk-about-money/) And it's actually really 
great. This actually has a page in the book, and it's called How Do I Respond to a Debt Collector? 

Steve Wershing (16:43): 

Oh, great. 

Katie Borchers (16:43): 

As a consumer, what is my first step? And it's really funny because one of the first things that it says to 
do is, "Well, call them," if you get the letter. 

Steve Wershing (16:53): 

Sure. Yeah. Right. Exactly. 

Katie Borchers (16:54): 

You know that this is true, and you know that you owe that, get in contact with them. Don't despair. Call 
them up and see... 

Steve Wershing (16:54): 

Right. 

Katie Borchers (17:00): 

... what your options are. 

Steve Wershing (17:02): 

Yeah. Don't try to hide. Right. 

Katie Borchers (17:04): 

Don't try to hide from them. 

Steve Wershing (17:05): 

So, we'll put a link to the CFPB in the show notes. I think that would be really useful, so that's great. But 
one thing you also said, if you get a call they're going to be talking about a debt, you know what the debt 
is, you know about how much it is. What if you get a call and it's like you have no idea what they're 
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talking about? You have not been contacted by a vendor; you have no idea there's an outstanding bill. 
What's the best way to respond to that? 

Katie Borchers (17:32): 

Yeah. So, if you get this letter and it doesn't make any sense to you, you have two options. It will tell you 
who that business is, who that creditor is, and you can reach out to them and say, "Hey, I have this letter 
from a collection agency. Is this legit?" Did you really engage with this company? Or I'm not sure I agree 
with what I'm seeing. Or you can let that collection agency know that you need more information. 
Right? I need you to explain to me where this came from because it's not something that I'm familiar 
with. 

Steve Wershing (18:05): 

Yeah. 

Katie Borchers (18:06): 

And we can do that. 

Steve Wershing (18:09): 

And if you end up in a dispute where there's a company that says that you owe them money, but you're 
thinking about it, saying I either don't know who this company is or I haven't dealt with that company 
for 10 years or whatever it is, what's the collections agencies likely response to that? 

Katie Borchers (18:32): 

Yeah. So, we are legally bound. If you do not believe this debt is something that is accurate and you tell 
us that, then we are legally obligated to stop collections efforts, which is really wonderful if you believe 
the debt is in error. If you don't believe the debt is an error, it's unfortunately not going to make it go 
away. 

Steve Wershing (18:56): 

Right. Yeah. 

Katie Borchers (18:57): 

It's just going to make it stop at this moment. And so, if you got some information from the business and 
you were like, "No, I'm going to pretend it's not happening." 

Steve Wershing (19:08): 

Sure. 

Katie Borchers (19:08): 

And then you got a letter from a collection agency and you're like, "No, that never happened." 

Steve Wershing (19:11): 

Yeah. Yeah. Yeah. Well... 
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Katie Borchers (19:12): 

If it did truly happen then... 

Steve Wershing (19:14): 

Of course, yeah. Well, and I think I can say, and for any of you who are listening, this goes for any of our 
episodes, it's a bad idea to lie, so let's not do that. But let's say that truly you don't have any knowledge 
of it or don't have any of that, is it more the responsibility of the company to prove that you owe that, 
or is it more your responsibility to prove that you don't owe that? 

Katie Borchers (19:39): 

Yeah. So as a company, once something gets to the dispute portion and we are required to cease 
communications, we will send that back to the business themselves to work through, and then they will 
have to decide what their next steps are. 

 If you're truly looking for more information like, "Yeah, I remember that. I don't remember that I 
still owed that much. I think it was less." Asking for more information because you're just not sure, 
absolutely. We would love to provide more information from that business on those services and what it 
looked like at that time. If you're disputing that it ever happened, that's a very different conversation. 
Right? 

Steve Wershing (19:39): 

Right. 

Katie Borchers (20:27): 

So, I would absolutely ask for more information if you need it. 

Steve Wershing (20:32): 

Yeah. I can see, I mean I've had clients who, for example, went to get a new car or went to buy a house 
and the mortgage company or the car financing company ran a credit report and they turned up all 
these things that were in collection that, "Oh, that was from a credit card that I had two houses ago 
three states from here. I haven't even lived there for 12 years." You know? 

Katie Borchers (20:32): 

Yeah. 

Steve Wershing (20:54): 

So, I mean, that kind of stuff comes up. But also, I think these days we have a lot of issues with things 
like identity theft. You know? And so... 

Katie Borchers (21:02): 

Yeah. Yeah. 

Steve Wershing (21:03): 

... I could certainly see somebody getting surprised by hearing from a company or a collection agency 
about something they truly didn't know. So, it's good to know that they have rights. I'm sure that that 
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booklet that the CFPB, if people go there, they can find out more about what you can do if you get into 
situation where you legitimately don't think that you owe what they're telling you that they owe, 
keeping in mind, however, that, like you said before, that it's not just what you owed them for the work 
or for the product but also if the contract says it, any additional fees and things that may be written into 
that contract if they're forced to collect. We'll direct people to that bureau to get more information. But 
just generally, is there sort of a high-level summary that you can provide of what are the rights that 
people have if something does in fact go to collections? 

Katie Borchers (22:00): 

Yeah, absolutely. I mean, the CFPB tells you what your rights are, right? 

Steve Wershing (22:05): 

Yeah. But I mean, before somebody goes there and gets that, I'm just asking you, while they're listening 
today, is there a high-level bullet point list that you can provide people about, hey, you know. 

Katie Borchers (22:15): 

Yeah. Yeah. I mean, you have the right to ask for more information. 

Steve Wershing (22:15): 

Okay. 

Katie Borchers (22:20): 

You have the right to not be harassed, right? You have the right to not have repeated phone calls 
outside of the rules and regulations. You have a right to expect somebody to treat you respectfully and 
not use inappropriate language. You have a right for them to not give you false information or mislead 
you in any way. Right? We are legally obligated to tell you the next steps and follow up on those. So, you 
should expect that the information that's given to you is truthful. And that's actually one of the other 
ones, you have a right not to be lied to. 

 So, any of those things that happen could be the violation of a law by a collection agency. And I 
kind of go back to my statement. I'm a collection agency owner, and I collaborate and associate with a 
lot of amazing collection agencies through the ACA International that they like me would kind of laugh 
when we say this. Of course, we're not going to harass you. Of course, we're not going to lie to you. And 
I think going back to all industries, sometimes industries get a bad rap because people don't abide by the 
rules. 

Steve Wershing (23:45): 

Sure. Yeah. And I imagine that you have a vested interest in making sure that as many other companies, 
as many of your colleagues as possible... 

Katie Borchers (23:54): 

Yeah. 

Steve Wershing (23:54): 

... can abide by those rules because... 
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Katie Borchers (23:56): 

Right. 

Steve Wershing (23:58): 

... it gives your whole industry a bad name. 

Katie Borchers (23:59): 

Yeah. 

Steve Wershing (24:00): 

Just like for me, I mean, if I hear of another financial advisor that's doing wrong against somebody, I'm 
going to report it because... 

Katie Borchers (24:09): 

Absolutely. 

Steve Wershing (24:10): 

... we want to keep our industry clean. In fact, as a certified financial planner, I have an obligation to the 
CFP Board that I will report any of those things. I take an oath to do things including reporting bad 
behavior. 

Katie Borchers (24:22): 

And I love that. Yeah. 

Steve Wershing (24:25): 

Yeah. 

Katie Borchers (24:26): 

I want my business to be seen as a respectable business... 

Steve Wershing (24:26): 

Right. 

Katie Borchers (24:29): 

... in a respectable industry that is doing the right thing for our economy. Right? 

Steve Wershing (24:38): 

Yeah. Right. 

Katie Borchers (24:39): 

Because that's really what my business does, it helps resolve those past dues to put more money into 
the businesses that are supporting our economy and our communities. 
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Steve Wershing (24:51): 

Yeah. 

Katie Borchers (24:52): 

And at the same time, it helps people resolve their financial obligations so that they can sleep better, 
breathe easier, and move on with their life. It's funny because when my staff talk to people who come 
to us in debt, they don't want to be in debt. Nobody wants to be in debt. 

Steve Wershing (24:52): 

Sure. Yeah, exactly. 

Katie Borchers (25:13): 

I think you just don't know what to do when it happens to us. 

Steve Wershing (25:13): 

Yeah. 

Katie Borchers (25:15): 

And we are either paralyzed, scared, ashamed. And we have all of these terrible stories that we tell 
ourselves about what's going to happen when I reach out to get help to resolve, whether I reach out to 
that business, or now it's gone to a collections and I have to reach out to them. 

Steve Wershing (25:33): 

Yeah. 

Katie Borchers (25:33): 

And maybe that happens. I'm sure it does happen, that it leaves a bad taste in your mouth when you 
reach out for help. But don't assume that it's always going to happen. 

Steve Wershing (25:43): 

Yeah. 

Katie Borchers (25:43): 

Right? Don't assume that every business or every collection agency is going to give you that bad 
experience... 

Steve Wershing (25:48): 

Yeah. 

Katie Borchers (25:48): 

... because most of them won't. 

Steve Wershing (25:53): 
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So, let's come back to this. Now, you said before that what makes you different and what makes your 
company sound more like somebody who fights climate change as opposed to collect unpaid debts... 

Katie Borchers (26:05): 

Yeah. 

Steve Wershing (26:07): 

... is empathetic collection. So, tell us what is an empathetic collection, and why on earth would you do 
it? 

Katie Borchers (26:14): 

Yeah. So, when we started Beyond Green Solutions, I actually left healthcare. I was a nurse for many 
years, and I worked in healthcare for 18 years. And when I started Beyond Green Solutions, I didn't want 
us to say we were a collection agency. As a matter of fact, I don't even introduce myself as a collection 
agency owner because I want people to meet me first. I want to lead with kindness and empathy and 
authenticity. And so, when I think about how I introduce myself, my background, my goal in the 
community as a business, I want my staff to approach those conversations with that or the same right 
way. Right? So, leading with kindness, leading with authenticity, leading with humanity. 

 And when somebody is on the phone with my team and they verify you are who you are, we a 
lot of times start with an open-ended question. "You know what? We're calling to resolve this debt. Is 
that something you'd like to take care of?" Or how would you like to take care of that, probably better. 

Steve Wershing (27:29): 

Yeah. 

Katie Borchers (27:29): 

And then that could lead us down many different roads, right? It could lead it down that quick road of, 
"Yep, let me resolve this." Or it could lead down a road of us listening to what has happened to that 
person that has gotten done to this situation. You know? 

Steve Wershing (27:44): 

Yeah. 

Katie Borchers (27:45): 

Empathy is listening... 

Steve Wershing (27:45): 

Yeah. 

Katie Borchers (27:47): 

... and understanding, not giving your side of the story, not saying, "Oh, I had that happen to me too. Let 
me tell you about my life." 

Steve Wershing (27:54): 
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Yeah. Right. Exactly. 

Katie Borchers (27:55): 

It's spending time and being more quiet. 

Steve Wershing (28:01): 

Right. So now I'm going to put you on the spot. 

Katie Borchers (28:04): 

Okay. 

Steve Wershing (28:06): 

So, if I ask somebody who's going into divorce, for example, how are you going to pick your attorney? I 
know some people who would say, "I want a bulldog. I want somebody who's going to go and rip the 
other side's head off because that's going to get me the outcome that I'm looking for." So, if you're 
being nice to people, doesn't that make you less effective... 

Katie Borchers (28:27): 

Yeah. 

Steve Wershing (28:27): 

... for the businesses? 

Katie Borchers (28:29): 

Wow. I love that question. You didn't even tell me beforehand you were going to ask me that. [inaudible 
00:28:33]. But let's go back to the divorce, the bulldog. 

Steve Wershing (28:36): 

Right. 

Katie Borchers (28:36): 

What is the ultimate resolution that they are looking for? They are looking to sever ties and get the most 
out of what is occurring. When I work with businesses, that's only half of their goal to get the revenue, 
right? The other half of their goal is to maintain their reputation, to maintain that customer service 
because they need that money, but they also want to keep their stature in their community, right? Their 
small-to-medium-sized businesses, the backbone of our economy. And so, when people come to me 
looking for my services and they only have one goal in mind and that's to get the money at all costs, I'm 
not going to be that solution for them, because I'm always going to balance that recouping of revenue 
with the maintaining of your reputation and that customer service in mind. 

 And then I got to tell you, studies show that treating people with kindness and empathy makes 
them want to engage in conversation more. Why would it be any different when it comes to resolving 
debt, right? Just like if you're going through a divorce, maybe you reach out to a mediator because he or 
she can solve problems without slinging mud. I mean, I don't know. I don't want to make jokes... 
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Steve Wershing (29:55): 

Sure. 

Katie Borchers (29:55): 

... about other industries that also... 

Steve Wershing (29:57): 

Yeah. 

Katie Borchers (29:57): 

... probably feel as judged as I do. But kindness can lead the way. 

Steve Wershing (30:02): 

Okay. 

Katie Borchers (30:03): 

And... 

Steve Wershing (30:03): 

So, it's... 

Katie Borchers (30:03): 

... maybe I'm wrong and maybe this will be a big failure, but I believe that it's the right thing. 

Steve Wershing (30:06): 

Well, it's a good point that the business has more than just collecting the debt on their agenda. But I'm 
assuming by what you're saying is that when it actually comes to how much money gets recouped, that 
your results are similar to your competitors results. 

Katie Borchers (30:25): 

Yeah, absolutely. 

Steve Wershing (30:25): 

Okay. 

Katie Borchers (30:25): 

I don't have any issues with results that are any different than the... 

Steve Wershing (30:30): 

Yeah. 

Katie Borchers (30:30): 

.... industry standards. 

https://www.rev.com/transcript-editor/Edit?token=3NCb_a-JwGG66jEaAofLi9HpRwaXIerEahJwcmd4Kr16AGb5rKyDyLAFeqmJ1zpblQcHNKAWx9dKuQJKbwK9saL-KXc&loadFrom=DocumentHeaderDeepLink
https://www.rev.com/
https://www.rev.com/transcript-editor/Edit?token=5QPHnSFNiNG4D2f3TsewN51KmXZYr2vZ5mf4Ttq1057ImRKLpkejB3uFBicp-AWelQIvX2Xmm0ask430CzQg8dbVsc0&loadFrom=DocumentDeeplink&ts=1795.57
https://www.rev.com/transcript-editor/Edit?token=wCeBNloCDmaes4Utnp-F66GTDGnmrszHnitmWMcSvitc9Ic4Ua9AZzE4l77yR3VeL9ZhewqB9ajrI39hBb7SeOfeL10&loadFrom=DocumentDeeplink&ts=1795.6
https://www.rev.com/transcript-editor/Edit?token=a70S-qr29Bamx3OtyO15qkUlLk_mnv2HjlZigcQieQzIFYlsREdEeJflShUfExAtSHJly8x_osX3OKQ6dOKOII-qZ9o&loadFrom=DocumentDeeplink&ts=1797.06
https://www.rev.com/transcript-editor/Edit?token=MNOlcW4wU7q8ZjjHJK3tm3sYqCd2c-rJ6Am1DndVyDSnUkttuu1z5WxgZUHpyt0kzksLNuO7FNOxFD3tPliYuy-nOC0&loadFrom=DocumentDeeplink&ts=1797.09
https://www.rev.com/transcript-editor/Edit?token=Li3OHnbGZ-t9le_7HrX1YDPHZNLRJ2hBumL-ILjqOKXftM2BdwOnzW3_D58SNerD4DcD3bk1LXHYVlH1MH6ENCPjWC0&loadFrom=DocumentDeeplink&ts=1802.19
https://www.rev.com/transcript-editor/Edit?token=2MVWWx0rPer9mKBVAmkfNvjbMfe4vtdeHT4aiXFOkc2YMVlimzIPWt30t073noE0UOZ1JAFWgTIXZ0FHgWFgb_nBPA8&loadFrom=DocumentDeeplink&ts=1803.22
https://www.rev.com/transcript-editor/Edit?token=PQlh_xIalrrwml34xUxdVPb7GGl1yzCP8VCbPasVNfxp9j7tgD1JeDbbxo3LKQM-aopCnYna-XCzW2aDDv8CCsvtgq8&loadFrom=DocumentDeeplink&ts=1803.22
https://www.rev.com/transcript-editor/Edit?token=eCOsruX-P_Pg3a4HvrqKKoAz5cQ1EIbRmO7ggpUTfl5y6tm7qwyvW1LbkkteEGlRjeQeiB2WSu9TlTEjnnIxeMGKMpQ&loadFrom=DocumentDeeplink&ts=1803.51
https://www.rev.com/transcript-editor/Edit?token=PTOwdR7vtYhDK1kAs4lMitKQaj8hKc6S_w0e5syg-YU_uReTYUc_LCceLcKqSN86DCdgHw272ynbf8Vdf_38smv7Z5Q&loadFrom=DocumentDeeplink&ts=1806.87
https://www.rev.com/transcript-editor/Edit?token=OmI1oqQDjQ9vvXHzbFGwMGIO3SbZP_F7LQ2ZfaEL-kF5rZm20tkbZl7C7hXN1LQzel0CkigA2b9Ck74pe1LzsFj6i5Y&loadFrom=DocumentDeeplink&ts=1825.44
https://www.rev.com/transcript-editor/Edit?token=mCww2EtS4a4Zj_w9iNSCFHPbZH3qc7WkU3PBm1p29wyW_xnLzpm1mRhoH173tZH4qDPCa3e-1x5aA9aWb-FT0va5z4E&loadFrom=DocumentDeeplink&ts=1825.44
https://www.rev.com/transcript-editor/Edit?token=8QgIrFJ8qzXAQH7vRSNvFrFns7inaax4CwvUUpaCxKp_MSIDCT2UjOUN6OvksDkKNpXUxKERZh2YHFy5h9luaKUChxA&loadFrom=DocumentDeeplink&ts=1825.46
https://www.rev.com/transcript-editor/Edit?token=tiZhHYAgH5hoDb6kPbKNaB1PpxTl2A9LJhMr3-kKBjjfxI-0Jz5cYoGNTl3laUD8egIul0hrXvkCDBT6vJfW-aymNco&loadFrom=DocumentDeeplink&ts=1830.29
https://www.rev.com/transcript-editor/Edit?token=NJqwYAsjveTGzVWcWlx9gWdZhJ1DkcmmjpBufPb0QomMvUhmBKv6M0jgbyydy3__-ZczpPwoMWp3_1OCw8iX8ULRgbo&loadFrom=DocumentDeeplink&ts=1830.29


This transcript was exported on Apr 11, 2022 - view latest version here. 

 

 

Katie Borchers audio (Completed  04/10/22) 

Transcript by Rev.com 

Page 20 of 20 

 

Steve Wershing (30:30): 

Interesting. Interesting. 

Katie Borchers (30:30): 

Yeah. 

Steve Wershing (30:32): 

Well, that's probably a great way to end the conversation, and it gives us hope for the future that even a 
collection's agency can still perform for the business and be nice to people at the same time. 

 So here at 30-Minute Money, we're real big fans of having 30-minute action lists. So if 
somebody is sort of struggling with how much they owe folks and they're working their way toward 
that, what kinds of things should they put on their 30-minute action list today? 

Katie Borchers (31:00): 

Oh, you've got to put that letter to the top of your to-do list. You need to sit down and understand what 
it says and how much you owe, acknowledge if that's true, and if it is you need to figure out where 
you're comfortable from resolving it, and then you make a phone call, right? Get your ducks in a row, 
know what you can do, reach out and call them, and see if you can get on the same page with them. 

Steve Wershing (31:29): 

Great. That's great advice. So if one of our listeners is a business owner and they want to take care of 
any unresolved debts that they have from former customers or current customers, where can they find 
you, Katie? 

Katie Borchers (31:42): 

Yeah. I would love to help them and help their consumers, and they can go to 
beyondgreensolutions.com and find a way to contact me from there. 

Steve Wershing (31:52): 

That sounds great. Katie Borchers, thank you so much for joining us on 30-Minute Money. 

Katie Borchers (31:56): 

Thank you. 
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