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Revenue Management and 
Debt Collection Services 

For the Water Industry

Echo Managed Services Ltd



At a time when water companies are having to collect more debt whilst operating under 
increasing cost to serve constraints, your arrears and late payment strategies must be 
both efficient and effective.

That’s where Echo can help you. We place your customers at the heart of our 
collections strategies. We focus on proactive early intervention, innovation and 
using every opportunity to improve customer engagement to reduce your debts 
and your operating costs.

The fact is that debt is just another part of the customer 
journey and when your normal debt recovery strategies have 
drawn a blank, Echo can help. 

 Paying essential household bills is a struggle 
for many customers. In 2015, one in four customers 
had water arrears. It’s not an issue just restricted 
to households either. An increasing number of non-
household customers are facing difficulties too. 

Overall debt in the UK is growing. The number of customers 
in difficulty is increasing. For the UK water industry, the debt 
challenge continues to grow. However, paying late is not always 
about being able to afford to pay.  Inaccurate billing, customers 
simply forgetting to pay and witholding payment due to disputes 
are also key issues - issues Echo is uniquely equipped to address.

Make a change for the betterThe mounting debt challenge

IS 605754

FS 68746



We understand your world of water

 From early arrears services right through to litigation, we 
deliver it all. Be it household or non-household debt, through 
our customer-centric office and field based strategies, we 
engage your customers and collect your debt. 

We understand that tackling all aspects of late payment - particularly in the water industry - requires 
a proactive and sophisticated approach to maximise both collections and customer satisfaction. The 
sooner you act to mitigate late payments the better. That’s why we champion proactive pre billing 
engagement; building relationships with your customers, using early behaviour indicators and external 
data to predict future behaviour, acting early to avoid debt and delivering the long term and sustainable 
success you’re looking for.

Having started life in the water industry, Echo continues to be immersed 
in the specific needs of your sector. We understand your world and our 
success in recovering all types of water debt speaks for itself.

From revenue management to early arrears collections through to aged 
debt recovery, we can help you engage customers and manage arrears 
efficiently whilst treating your customers fairly and focusing on affordable 
and sustainable repayments.

There are many debt collection providers in the UK, but few truly understand 
customer service. That’s where we’re different. Our people place customer service 
at the heart of our operation, engaging your customers, protecting your brand and 
collecting payment however late it may be.



Early Arrears
One of the best ways to successfully solve debt issues is to act early.  If you don’t have the in-
house capacity or expertise, we can ‘white label’ this service for you, with our people acting on 
your behalf.  Through our expertise in customer service, we protect your customer relationships 
as if they were our own, providing a seamless service whilst maximising returns.

Second & Third Placement Debt
We collect where others have failed.  If your current debt collection agent hasn’t performed as 
expected, our tailored strategies and highly skilled agents get the results you want.  Our success 
in recovering both household and non-household water debt speaks for itself.

End-to-end specialism in water debt 
collection 

Prime Debt
Let us take the stress of debt recovery away from you, we’ll manage the whole process 
whatever your requirements, leaving you to focus on your core business activities. Our 
industry-leading success rates help improve your cash flow and bring debt levels down.

Litigation
When other collection strategies have failed, our litigation services can be successful.  This 
occurs when our detailed analytics and customer insight indicate that issuing legal proceedings 
through the courts is the most appropriate course of action for a particular customer.

Trace and Collect
Experts in tracing missing customers, we are able to collect 
sums due that may otherwise be written off. Using the latest 
databases in conjunction with our credit reference agency 
relationships, our in-house trace verification teams, skilled 
debt negotiators and field agents offer a complete, unrivalled 
solution to enable collection from those customers you’ve 
lost touch with.

Field Based Services
Our nationwide field based teams are a cost effective and customer-centric solution 
to doorstep collections, income maximisation inspections, void management and 
disconnection and reconnection services.  We’re experts in affordability visits, identifying 
customers in circumstances of vulnerability, recommending the right tariffs and setting up 
the most appropriate payment method for each individual customer.



So much more than field  
based collections

 To effectively tackle late payment for water services, there’s a 
growing need for you to better engage your customer base. This 
increasingly means re-connecting with your customers by visiting them 
in their own homes and business premises, and getting to understand 
their reasons for being in arrears. 

Because our dedicated Customer Liaison Teams have both debt collection and customer service  
expertise, we can offer a full range of customer visit services that protect and enhance your  
relationships and perception of your brand whilst collecting late payment due to multiple causes.

Alongside our ability and expertise in field based collections, our customer visit services include:

Affordability visits
Here we ensure every customer gets the right support based on their own unique circumstances. Using expertise and 
empathy to ascertain their ability to pay, we secure the best possible outcome for you and your customer. We can 
promote your affordability schemes as well as pointing customers to free, impartial money advice.

Vulnerability visits
We understand identifying and protecting customers in circumstances of vulnerability is crucial, be it temporary or long 
term. Our Customer Liaison Teams have the training and skills to identify signs of vulnerability, ensuring customers are 
put at ease and receive helpful additional support.

Void property visits
When it comes to void property management, we have vast experience and expertise and deliver results. We will 
determine whether properties are occupied or not and, where possible, gain occupier details that enable you to 
accurately bill the right person at the right address.



We get to know your customers
Not every customer and case is the same. That’s why we select the right strategy for the right customer at the right 
time. Often customers don’t want to talk, and that’s where our customer journey expertise and the right communication 
channels are critical to success. We evolve our strategies constantly as customers and their ability to pay change.

Cost-effective tailored strategies
We understand that a squeeze on operational costs may hamper your ability to deploy the tailored approaches needed to 
deliver results. Working with Echo will not only help you recover debts faster, it will also allow you to adopt highly bespoke 
multi-channel collections strategies in a cost-effective way. We are specialists in this area and deliver success for our 
clients time and time again.

A customer-centric approach
We take great care to build relationships. We always take time to listen, understand and give the right advice, working with 
your customers to help them resolve their arrears. We’re also experienced in identifying customers in circumstances of 
vulnerabilty, taking a proactive and positive approach, engaging them sensitively and adopting appropriate strategies in 
line with regulatory and legal obligations.

Your customers in safe hands  At times when 
your customers 

are facing payment 
issues, sensitivity is 
required if we are to 

collect the debt whilst 
meeting your customers’ 

needs and protecting your 
relationships with them. 

Working in partnership with you, 
Echo can improve every aspect of 

your customer contact - even  when  
your customers are in arrears. By using 
the right people working with the right 

processes, our highly skilled teams listen 
and understand your customers and  deliver 

on your objectives every time.

The power of outstanding  
customer service

Debt collection is vital to cashflow and business performance, but the 
approach taken to recovering monies is a key consideration.  We don’t 

simply deliver great results, we have a customer service mind-set, 
impacting positively on customer satisfaction, even in these difficult 

circumstances.  Using our expertise, we’re able to predict behaviour 
and act early to get your valued customers back on track before debt 

becomes a longer-lasting issue.



Our people, our 
greatest asset

Ours is a people business
Echo is uniquely equipped to answer your customer 

engagement challenges. All of our services are delivered 
by people with the right skills, experience and attitude. 

Our approach is people-centric, which has proven to 
be the most effective way to produce results, protect 

relationships and enhance how customers see your brand. 
Our culture is underpinned by our vision, mission and values:

The right people
Great people start with the right recruitment and 

selection strategies. You can rest assured that our 
people are vetted to BS 7858 standards and that our 

field collections officers are DBS checked. We’re proud of 
the expertise and experience of our people, most of whom 

have been successfully collecting water debt on behalf of our 
clients for many, many years.

A customer service mind-set
Skilled and experienced in all water debt situations, our people 

are not only collections experts, they are also customer service 
specialists and true brand ambassadors. The way you interact with 

customers in debt is very important and our people place customer 
service at the heart of our operation. Openly and transparently 

engaging your customers, protecting your brand and importantly 
collecting more.



Issues with recovering debt? 
Let’s get it sorted.

We can provide either a selection of revenue management and debt 
collection services or a complete end-to-end solution to one of the 
water industry’s most pressing challenges. 
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THE WATER INDUSTRY EXPERTS

Contact me now…
Valerie Meek - 07816 270 886
valeriemeek@echo-ms.com
www.echo-ms.com/services/debt-recovery-revenue


