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What to expect
Debt collector interviews focus on resilience, negotiation and compliance. Employers want to know you

can have difficult conversations without crossing the line, and that you understand the Australian rules
that limit how and when you can contact a debtor.

» Process: Questions about how you manage a portfolio, prioritise accounts, document interactions
and escalate when needed.

» Behavioural: Questions asking for real examples of handling upset debtors, broken payment
promises, or competing priorities.

» Scenario: Hypothetical situations involving hardship, disputed debts or aggressive callers, testing
your judgement under pressure.

» Technical and compliance: Questions on the Privacy Act, the ACCC/ASIC Debt Collection
Guideline, contact limits, credit reporting and AFCA.

* Motivation and values: Questions about why you want the work and how you balance recovery
targets with fair treatment.

A typical process starts with a phone screen with a recruiter or team leader, covering your background
and availability. The main interview is usually with a collections manager and may include a role play or
call simulation. Some employers add a short written exercise, such as drafting a file note or a letter, and
a final conversation with a compliance or operations manager. You can expect follow-up questions that
test how you would apply policy in a live call.

1. Walk me through how you manage a portfolio of overdue accounts from
first contact to resolution.

Why they ask

This is a process question. The interviewer wants to see that you work systematically, prioritise sensibly
and document as you go.

How to structure your answer
Use a chronological walk-through: review and prioritise, verify, make contact, negotiate, document,
follow up, escalate.

Example answer

“| start by reviewing the portfolio and prioritising accounts by age, balance and previous contact
history, because older debts and broken arrangements need attention first. For each account | verify
the debtor's identity and confirm the outstanding balance before discussing details. Then | make
contact by phone where possible, and if that fails | send a written notice. On the call | listen to their
situation, confirm what they can afford, and propose a payment plan or settlement within my
delegation. | document the arrangement in the collections system straight away, set a follow-up task,
and if the arrangement breaks | re-engage before considering escalation. If the account needs legal
action, | prepare a complete file for counsel.”

2. Tell me about a time you dealt with a debtor who was upset or aggressive.
How did you handle it?

Why they ask

This is a behavioural question. Employers need evidence that you can stay calm, de-escalate and keep
the call compliant.

How to structure your answer



Use STAR: Situation, Task, Action, Result. Spend most of the answer on your actions and the outcome.

Example answer

“A debtor called me after receiving a letter about an overdue utility account. He was yelling and said
he had already paid. | stayed calm, let him finish, and acknowledged that it was frustrating to receive
a collection notice if he believed the account was clear. | asked him to confirm his identity and the
account details, then placed a hold on the account while | checked the payment history. The payment
had been applied to a different account. | apologised for the error, arranged for the balance to be
corrected, and sent him written confirmation the same day. He ended the call calm and the account
was closed without escalation.”

3. A debtor tells you they have lost their job and cannot pay anything
because they are struggling with rent and groceries. What do you do?

Why they ask

This is a scenario question testing judgement under pressure. The interviewer is looking for empathy
plus knowledge of hardship options.

How to structure your answer
Acknowledge the disclosure, assess the situation, outline options, refer where appropriate, document.
Do not promise outcomes you cannot authorise.

Example answer

“If a debtor tells me they have lost their job and cannot pay, | first acknowledge that it is a difficult
situation. | ask a few questions to understand their circumstances, such as whether the hardship is
temporary or ongoing and what other commitments they have. | explain the options available, which
may include a reduced payment arrangement, a payment pause, or a referral to a hardship team or a
free financial counsellor. | do not promise a particular outcome if it is outside my authority, but |
document everything and follow up within the agreed time. The aim is to find a realistic path forward
while staying compliant with the hardship obligations in the Debt Collection Guideline.”

4. What are the key rules you follow when contacting a debtor about an
overdue account?

Why they ask

This is a technical and compliance question. The role is regulated, so the interviewer needs to hear
specific Australian obligations.

How to structure your answer
Name the framework, list the main practical rules, then give a short example of applying them.

Example answer

“The main framework is the Privacy Act 1988 and the Australian Privacy Principles, plus the
ACCC/ASIC Debt Collection Guideline and the National Credit Code where relevant. In practice | only
discuss an account with the debtor or someone authorised to act for them, and | verify identity first. |
follow the contact rules, which means not calling at unreasonable hours, not contacting too frequently,
and not using pressure or misleading statements. If someone discloses hardship, | treat that seriously
and refer them to the right support. | also record every contact accurately, because credit reporting
and AFCA complaints depend on having a clear history.”

5. How do you handle a debtor who disputes the debt or says it is not theirs?
Why they ask

This is a process and judgement question. It tests whether you stop collection activity and investigate
rather than push for payment.

How to structure your answer
Stop, verify, investigate, respond, document, escalate if unresolved.



Example answer

“If a debtor disputes the debt, | stop asking for payment and place the account on hold. | ask them to
explain what they disagree with, and | check the details they provide against the account records,
such as the original contract, statements and payment history. If the dispute is about identity, | ask for
documents that confirm who they are. | then correct any error, or if the debt is valid | send a written
explanation with the supporting information. If the dispute cannot be resolved, | escalate it to a
supervisor or the complaints team and keep the account on hold until the process is complete.”

6. How do you stay motivated and professional when debtors avoid your
calls or make promises they do not keep?

Why they ask

This is a motivation and resilience question. Collections involves repeated follow-up and rejection, so
employers want to know you can keep going without becoming cynical.

How to structure your answer
Acknowledge the reality, describe your routines and mindset, give a brief example of persistence paying
off.

Example answer

“I stay motivated by focusing on the cases | can resolve and the people who genuinely want to sort
out their debts. When someone avoids my calls, | stick to a follow-up schedule and vary the contact
method, because a letter or email sometimes gets a better response than another phone call. | keep
my notes factual and | do not take broken promises personally. | also make sure | take breaks and
debrief with colleagues when a call has been difficult. One debtor avoided me for weeks, but after |
sent a clear letter with a realistic payment option, he called back and set up a plan that he kept to.”



