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This research aims to highlight the multifaceted challenges facing debt collection personnel within
financial and commercial institutions amidst complex economic and environmental changes. It
examines the psychological, legal, operational, and technological dimensions affecting the
efficiency of collection processes, recognizing the collector as a pivotal figure in ensuring cash
flow and maintaining institutional financial stability. The study also identifies gaps in current
practices and support mechanisms for collection staff—shortcomings that negatively impact

recovery rates and drive up employee turnover.

The research yields key findings underscoring the need to restructure collection processes by
adopting modern, integrated strategies. It proposes several solutions to overcome these challenges,
including advanced training in negotiation skills and emotional intelligence, the adoption of
technological solutions such as artificial intelligence and customer relationship management
(CRM) systems, and the creation of a work environment that offers psychological and legal
support. These solutions are crucial for enabling collectors to perform their duties efficiently and
ethically, thereby ensuring the recovery of dues without damaging customer relationships or

incurring legal liability.
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