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March 17, 2021 
 
Dear Chair Stephenson and Members of the House Commerce Committee: 
 
The Great Lakes Credit & Collections Association (GLCCA) represents debt collection professionals across Minnesota, 
employing more than 5,000 Minnesotans.   
 
Like so many Minnesota workers, due to the COVID pandemic, collection professionals are temporarily working from 
home. This work from home arrangement has demonstrated that collection professionals are able to collect from 
home in a safe and compliant manner under the oversight of their employers - licensed collection agencies - and the 
Minnesota Department of Commerce.   
 
We are asking for your support of the Department of Commerce Policy & Technical bill, 2024 and specifically the 
language that would permit third-party collection professionals to work from home, post-pandemic (sections 13 and 
14) as is permitted for other Minnesota workers regulated by the Department of Commerce.  
 
Background 
Collections is a highly regulated industry – at both the state and federal levels – and GLCCA members conduct 
collections in compliance with all laws and regulations, as well as with the ACA International Code of Conduct. In 
Minnesota, third-party debt collection agencies are licensed and regulated by the Department of Commerce, and 
each individual collector contacting Minnesota consumers is also registered with the Department by their employing 
collection agency. 
 
Currently, Minnesota law requires third-party collection agencies to secure a separate license for each of their 
locations. This structure is unique and puts collectors on unequal footing with other financial services employees, as it 
does not reasonably allow for individual collectors to work from home because each individual’s home would have to 
be licensed as if it were an agency location and pay a corresponding fee. Before the pandemic and the Executive 
Orders requiring work from home, GLCCA was engaged with the Department of Commerce to address this unique 
situation. The change would better align Minnesota’s practice with Wisconsin, which has allowed work from home for 
years even before the pandemic struck.   
 
The peacetime emergency’s requirement to work from home prompted the Department to temporarily waive 
enforcement of the “separate license” aspect of the current regulation to allow registered collectors to work from 
their homes. This was a welcome decision given the realities of the pandemic.  And fortunately the temporary waiver 
allowed these workers to remain employed over the past year.  
 
This arrangement has proven fully successful in all respects.  It has provided collection professionals with significant 
flexibility in managing their own work, health, and family needs during this challenging time.  
 
Work from Home Language in HF 2024 
The peacetime emergencies have in effect resulted in an unplanned but successful test run of the “work from home” 
concept GLCCA and the Department of Commerce were working on before the pandemic struck.  The Department’s 
enforcement team and GLCCA worked on language to permanently permit individual registered collectors to work 



 

from home - while still maintaining all other laws and regulations regarding debt collection. This language is contained 
in HF 2024, sections 13 and 14.   
 
Collection Agency & Employee Support 
Following the pandemic, and with this law change, professional collectors will have the flexibility to resume collection 
activities at their employer’s business locations, as well as work from home. It is anticipated that most agencies will 
pursue a hybrid approach that works best for their operations and employees.  
In short, even when the threat of COVID passes, the ability to work from home would benefit individual professional 
collectors, particularly those with transportation issues, child care issues, and other challenges, all of which would be 
eased by work from home flexibility.  GLCCA members received overwhelming positive feedback from their 
employees regarding their current work from home experiences.  Here are a few examples and more are attached:  
 

• “On top of the safety benefits there has been other positive effects from working from home. I normally have 
an hour commute to work. The ability to work from home has saved me time, gas money, wear on my vehicle 
and has reduced my carbon footprint. It has also allowed me to be home to help/monitor my kids with their 
distance learning and has provided more family time in general. My actual job experience has also been a 
positive. I've seen no drop off in my production while working from home compared to working in the office. 
There has been very little down time due to technical problems. The situation has also helped me to become 
more patient, improve my written communication and my problem-solving skills. If given the opportunity, I 
would like to continue to work from home as long as possible.”  
 

• “I always have support from my Managers and IT, while at home, so that has been no different than being in 
the office. I honestly don't see even one reason why working from the office would be better for me than 
working from home.”  
 

• “I also enjoy working from home. It is very quiet here so I am able to concentrate on my job more effectively. 
My coworkers and managers are easily reachable by email or phone so I never feel separated from my team. 
We have daily team conference calls also. My home is a stress-free environment. My desk overlooks a 
wooded back yard, the dogs lay by my feet, I can grab a cup of coffee, and I enjoy being in a familiar place 
that is comfortable. There is also something to say about not fighting traffic for half an hour each way to and 
from work. I really appreciate the extra 5 hours every week that not driving gives me to spend with my 
family.” 

 
GLCCA strongly supports the proposed change to permit collection agencies to afford their employees the option to 
work from home, just as numerous other MN employers already do.  We appreciate the Department of Commerce 
bringing this proposal forward and urge you to support HF 2024.   
 
Thank you. 

 

Michael Klutho 
President, GLCCA  

 

 

 



 

Minnesota collection agency employees’ have been working from home over the past year due to the COVID-
19 pandemic. A number of those workers submitted comments about their experience and how working from 
home has impacted their lives. Below is a sampling of comments. 
 

“As a someone who acts as a personal care taker for my father, working from home has allowed me to 
continue to work from home during the pandemic. During the beginning of the pandemic before getting 
switched to remote I cried daily at work in fear of catching Covid and infecting my Father. Continuing to 
work from home has been a huge help to take care of my dad, because I am at home and can check on 
him a few times a day we did not need to hire a home health aide to come to the house once a day. 
When he had a medical emergency and I had to call 911, I was home to do that. Even on days that are 
good medical days, working from home gives peace of mind as we know someone will be home with my 
dad at all times.”  

 
“The flexibility is fantastic. No commute! Save an hour or more of my day in the car. Get to eat dinner 
with my family. I had worked remotely for 10+ years prior to joining the company so the adjustment was 
simple for me. My team has thrived in this environment and done all the company has asked of them. If 
they were to have to come back to the office I foresee turnover on my team. Which would be a negative 
to the company. In my interactions with others throughout the company this seems to be a common 
feeling. The preference is to continue to work from home. Now the work from home is the norm at the 
company that will be a continued expectation. Flipping the switch on something perceived as a benefit 
after a year will be a tough sell for many.” 

 
“On the work side, productivity has increased on my end. There is less running around, less  
interruptions day to day and more organization and I can get to more things and feel more  
accomplished and on pace getting work done. I am 100% secure and private and follow all our  
security protocols that I would at the office. We have someone at the office that handles paper  
and that means I don’t have or need any paper copies at home for anything myself. Our AR’s  
are the same, as we are able to access everything electronically and virtually. This has showed  
us how little paper waste we really need! But on a personal level, working from home removed and 
lifted a lot of my day to day anxiety. Because we’ve had more time at home (no commute or getting 
ready, etc.) and such I then have more personal time to work on my mental & emotional health. I can 
say I have more “me time”, which waterfalls to my focus state of mind and to my family at home. We 
have actually been able to have family dinner by 6! When before we weren’t having dinner until 8 
because of when we got home and commute and picked up our dog from the shelter (some people drive 
an hour+ to and from work and still have childcare to deal with). Happy people & families = even better 
work quality.” 
 
“Working from home has been a “blessing in disguise” for me during COVID. I have a six year old son 
who has a rare genetic syndrome. He has a medical staff of over 25 doctors, specialists, and therapists 
that we see throughout the year. He also attends kindergarten class five days a week. By working from 
home, it allows me the flexibility to take him to his appointments, drop him off at therapy, attend 
conference calls with the state and county social staff, and pick him up from school abruptly, if needed. 
On top of having a special needs child, I also have medical appointments of my own due to being 
diagnosed with breast cancer two years ago and currently in remission. I have to see my oncologist and 
get medical injections every 12 weeks. Since I am an hourly employee, it has been a major stress reliever 
for me to not have to worry about making up my time. Working from home has given me the flexibility 
to continue to work a full 40-hour week and being able to attend to my child’s and my medical needs. I 
am a better parent and a better employee because of it.” 
 



 

“I am of the opinion that working for home is not only beneficial to my employer through higher 
production in working hours, but also beneficial to our environment by putting less cars on the road, not 
only reducing our carbon footprint as a company, but also less wear and tear on the roads. My family 
really enjoys the additional time I get to spend with them every day.” 
 
“Working remote gave me the opportunity to keep my job during the pandemic, also, I was able to have 
the opportunity to get promoted to lead while working remote. Working remote was a big advantage 
for me, it allowed me to have my mom come and stay with me for a while, who has medical problems, 
as she had lost her caregiver for a few months. At that time, if I wasn’t working remote and still working 
on site I would have had to take a few months off to take care of her. I feel the ability to work remotely 
is definitely something I would take advantage of and would allow anyone to work will they are dealing 
with family issues and be able to stay away from other co-workers if they aren’t feeling well. This would 
allow everyone to be able to get a paycheck to pay their bills.” 

 
“Working from home has greatly improved my job satisfaction. I find my stress levels are much lower for 
not having to commute, rush in the morning & feeling comfortable/ relaxed in my work environment. I 
do not find my productivity has faltered- if anything I feel more motivated to achieve my tasks due to my 
company’s faith in me. Should I have a question, my supervisor is very prompt at answering via email or 
Microsoft chat. I do not feel it is necessary to report to an office to perform my job. I would find it very 
disappointing if things went back to the way they were. I am very happy & grateful for the opportunity 
to work remotely. Thank you for your consideration.” 

 
“Working from home as a supervisor I feel has increased productivity on my team.  
• I have found more ways to check work remotely. There are less interruptions. I can. work 
nontraditional hours as long as I get the work done. I have the ability to come in occasionally which has 
been helpful. 
• No commute means everyone is logged in and ready to work at their starting time. No traffic or 
weather delays. Virtually no requests to leave early due to bad weather. 
• I receive feedback of employee satisfaction. Despite a lack of flexibility, my team needs to be available 
to cover phones 8:00 am – 4:30 pm, they are still happier that they save money due to not having to 
budget for lunch/snacks at work, not having to purchase work outfits, and reduced transportation costs.  
• Better health. Staff is not calling in sick. Say they are healthier.  
• Improved family life.” 

 
“I think working from home has been very important for many reasons. I have been able to have better 
focus and less distractions which has resulted in better productivity with my overall job performance. 
Better collections, better attendance and have not had any problems reaching another member of the 
company for help or communication issues. I also think it has been very important in an outside 
perspective as this allows more time for family and less travel time which allows me to work more hours 
b/c I get the cut out the 2 hrs a day driving.” 

 
“The WFH has helped me tremendously in being a “mom” again to my kids. I have a long commute from 
my home (62 miles one way) and with working from home, I am able to effectively do my job with 40+ 
hours a week and still be here for my kids and be home to cook well balanced/healthy meals during the 
week, take them to appointments rather than have them call our neighbor, be here to cheer them on 
during their sporting events and not miss it! This has been HUGE for me and my family and really 
balanced family and work life. My stress has gone down so much because the time I can spend logging 
right into work and not dealing  with traffic, getting up at 4:40a and getting up at 6a, which the full 8-9 
hours of sleep has helped in the stress levels alone. I have been able to manage my team, the team has 
been just as productive, if not even more productive since we have been WFH. My team is happier 



 

overall. I can see the stress levels have gone down immensely just in my reps. This is another benefit I 
see every day that is a plus for the company.” 

 
“Working from home has been a big plus for me. I have been able to maintain my income during  
this time. As a single person my income is the only one paying the bills. I have a private office in  
my home where there are no distractions and can maintain the company policies and the  
privacy of the clients. I feel it is easier for me to work without outside distractions from normal  
workplace noise. I feel my production has increased and I have kept my stats above what is  
expected. Being an older employee in age (in my 60s) working from home would be a plus in  
considering how long I will continue to work before my decision to retire. Working from home  
has worked out very well for me, I have the ideal work situation at home and feel that I have  
helped the company in this uncertain time. My hope is that it can continue.” 

 
“Working from home has allowed me to be a caregiver to my mother and father, who passed a few 
months ago. The time and money I would have normally spent in the office or commuting I was able to 
spend with them and provide care they would have struggled without. Work from home has also 
enabled me to address other tasks and appointments throughout the day I would not have normally 
been able to take advantage of or take time off of work to attend to. Also, I am way more focused at 
home and it’s a lot quieter so I am able to be more productive.” 

 
“Working from home as a single mom with two younger kids in school has really helped me this  
past year. Having a more flexible schedule for them helps me put in more hours and work more  
efficiently then if I were driving into the office. Not as easy to drive 20 mins then leave and  
drive home 20 mins multiple times a day if need to. Also allows me to really help my 12-yearold more 
with schoolwork and fundamentals since he does have an IEP and reading disability. since covid 
happened my kids no longer have before/after school childcare there for if I returned to the office, they 
would be home alone for 9 hours a day essentially. My youngest is only 9 and that is way too young to 
stay home alone with a 12-year-old.” 

 
“It is important for me to be able to work from home because my husband and I both have  
elderly parents that we help to take care of and need to be available at any given time.” 

 
“My personal health is far better while working from home-even prior to Covid ,traveling to  
work and the physical environment caused me physical pain. I am far more productive and  
have had far better results than I ever have because of it. The same securities utilized in the  
workplace are utilized at home. With less commuters on the road, less emissions are good for  
the planet as well as saving the state tax dollars with less road repairs.” 

 
“I find working from home more productive in my business life and personal life. It's a win-win.  
According to my manager I have a better performance than when I was working at the office. I  
have two kids and during my breaks I can still be father when I need to be. Not to mention the  
45-minute drive to work saves me time. Being required to go back to the office not only would  
break my kids' heart but I would always know that there are better ways of doing business.” 

 
“Since working from home I have found myself to be more productive with my collection  
efforts. I also do not have a car and have a 15 min walk to the bus stop and then 30 min  
commute on the bus. being able to work from home especially in the winter has been a  
blessing not having to walk and wait out in the cold for the bus.”  
 



 

“Working from home helps me manage my own environment and control any potential distractions at a 
more effective rate. My productivity and focus towards my work has increased. The lack of commute 
has also decreased my carbon footprint.”  

 
“It's been shown by us that working from home can be just as productive or even more  
productive than working in the office. Putting aside the major risks from Covid-19, which we all  
hope can be made a thing of the past sometime soon, working from home has allowed us all to  
be in an environment free of the loud distractions of a busy office and where we're all able to  
comfortably work as an office environment doesn't work for everybody.” 

 
“Working from home has been an absolute game changer for me. One of the main positives is my 
production. Without any distraction I am able to focus directly on my work without the inner office 
chatting around me, and the urge to chat with others myself. Also to be able to be in my own 
environment makes it so much more comfortable. The other highs to working from home is saving on 
the long trips to and from the office daily, and having the ability to be home for my children while they 
have no other care while still being able to work.” 

 
“The first thing I would like to express about working remotely is gratitude for the opportunity to 
continue working without interruption as many have been laid off, so I am thankful for this opportunity 
and the challenges that it presents! The growth and learning opportunities afforded by working from 
home are multifold and new ones present themselves almost daily as we are constantly challenged by 
needing to find new ways to do old things. That being said first and foremost I continue to become more 
and more flexible and more readily adapt to new challenges that require creative solutions. I am 
learning a new patience as the answers to my inside questions come more slowly and is no longer so 
simple as turning around and asking "hey Pete" etc. I must now clearly articulate my question in an 
email to the individual and also relate the level urgency of the question by using subject line indicators 
and wait for a response. I may have quite a few of these inside email questions which also presents an 
opportunity for increased and better organization. When I am called upon as a team lead to provide 
coaching or technical help I must not only have increased patience and flexibility but, in my 
communication, I must listen carefully and answer back verbally and or in writing via email in a way that 
is clear and understandable to the person I am helping and be effective in helping them achieve the 
training they need. All of the growth areas above, flexibility, patience, creativity, organization and 
communication also directly strengthen my abilities as a collector as these are the skills that often make 
the difference between a good call and a bad one.” 

 


