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Global Collections Review

Assessing businesses requirements for
outsourcing of collections across four
continents
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Legal Disclaimer

The purpose of this survey is to provide a cross sectional look at the views of businesspeople on

their requirements for outsourcing of collections services across a range of countries in Europe,
North America, Asia and Australia. In accessing this survey, you signify your agreement with, and
understanding of the following terms of use and legal restrictions regarding the survey results.

Content

Survey results and content were based on data collected and tabulated by Heliview Research B.V.
and are for informational purposes only. The information contained in this report is not intended as
a recommendation to particular transactions, investments or strategies in any way to any reader of
this survey. The information in this survey should not be considered as a substitute for professional
advice in specific situations. Readers of the information contained in this survey must make their
own independent decisions, commercial or otherwise regarding the information provided.
Information on which the survey results were based was not audited or verified. The data and charts
may not be copied or reproduced without permission and the content may not be modified.

Although care has been taken to ensure data quality, Atradius Credit Insurance N.V., its affiliates
and subsidiaries (“Atradius”) and its contributors do not guarantee the accuracy or completeness of
the survey or of any of the information presented herein. They will not be held liable for any
inaccuracies or omissions the content may contain and the information is presented without
warranty, express or implied.

Atradius makes no representations that the content of the survey or the conclusions drawn therein
are appropriate for every use in every jurisdiction. Those using the information do so at their own
risk and are responsible for their own compliance with applicable laws or regulations.

Liability Waiver
Atradius Credit Insurance N.V., its affiliates and subsidiaries and the contributors assume no liability

for any loss or damage as a result of errors or omissions in the information or for damages resulting
from use, misuse or inability to use the data presented.
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1.1 Survey scope

Basic population

Companies from twenty countries were monitored

(Australia, Austria, Belgium, Canada, China, the Czech Republic, Denmark, France, Germany,
Hong Kong, Ireland, Italy, Mexico, the Netherlands, Poland, Spain, Sweden, Switzerland,
the United Kingdom and the United States of America)

The appropriate contacts for accounts receivables management were interviewed

Internet survey: - n=3,538 persons were interviewed in
Companies were selected and contacted by use total (approx. n=150-200 persons per
of an international internet panel country)
At the beginning of the interview, a - Ineach country, a quota was
screening for the appropriate contact and maintained according to three rough
for quota control was conducted industry categories and two classes of
company size.
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1.2 Sample overview

Country (n=3,538) n %
Austria 167 5%
Belgium 195 6%
Czech Republic 152 4%
Denmark 150 4%
France 203 6%
Germany 204 6%
Ireland 154 4%
Italy 211 6%
The Netherlands 209 6%
Poland 149 4%
Spain 212 6%
Sweden 151 4%
Switzerland 161 5%
United Kingdom 208 6%
Australia 168 5%
Canada 156 4%
China 162 5%
Hong Kong 162 5%
Mexico 154 4%
USA 210 6%
Turnover (n=3,538) n %
1-10 million euro 1,392 39%
Over 10 million euro 2,146 61%
Economic sector (n=3,538) n %
Services 1,489 42%
Wholesale / Retail / Distribution 1,155 33%
Manufacturing 894 25%
Position in company (multiple answer, n=3,538) n %
Accountant 891 26%
Senior manager / division director 707 21%
Controller 397 12%
CEO / CFO / Managing Director 376 11%
Owner of the company 343 10%
(Chief) financial administration 342 10%
Project manager / project employee 338 10%
Financial manager 287 8%
Debtor management 278 8%
Credit manager 161 5%
Other 115 3%

Don’t know / no information given 153 -
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1.2 Sample overview (continued)

Industry (n=3,538) n %
Building / Construction 324 9%
Services 280 8%
Financial Services 232 7%
Trade / Wholesale 218 6%
Steel- / Metal-working 215 6%
Government / Local Authorities 214 6%
Technology / Science / Electronics 197 6%
Transport / Logistics 180 5%
Food / Drinks / Agricultural Products 177 5%
Health Care 168 5%
Retail 165 5%
Real Estate 112 3%
Chemical / Pharmaceutical 110 3%
Tourism / Leisure 102 3%
Automotive 101 3%
Textiles / Footwear / Clothing / Fabrics 90 3%
Telecommunications 77 2%
Plastics Processing or Fabrication 66 2%
Energy 59 2%
Media / Advertising / PR 54 2%
Raw Materials 49 1%
Printing / Publishing 47 1%
Paper / Packaging 35 1%
Oil and Gas 34 1%
Furniture 34 1%
Education 28 1%
Other 136 4%
Don’'t know / no answer given 34 -

Where a single answer is possible, it may occur that the results are one percent more or less then 100% when adding
the results up. This is the consequence of rounding off the results. We have chosen to not adjust the results so the
outcome would fit to a 100% outcome, so the individual results will be as exact as possible.
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2 Summary

2.1 Foreword

The “Global Collections Review’ survey has been conducted with the objective of building insight into current business
practices and trends in relation to outsourcing of collections services. The survey looks into the impact of the
economic crisis on the use of outsourced collections services; and gives insight into the criteria businesses are likely to
use to select a debt collections partner, as well as aspects that are likely to discourage them from outsourcing their
outstanding debts.

2.2 Economic crisis impact on the use of outsourced collections services

More than 50% of the respondents in all but five of the countries surveyed have made no change in their use of
outsourced collections services. However, out of the respondents from companies that have made a change in practice,
a distinctly larger number have increased their use of outsourced collections compared to those that have decreased
their use. Overall, approximately 35% of respondents have increased their use of outsourced collections as a result of
the economic crisis.

Belgium stands out with the highest percentage of companies increasing their use of outsourced collections services
(44%), followed by the Netherlands (43%), China and Hong Kong (41%).

The Czech Republic and to a lesser extent Denmark stood out as extremes with very large percentages of respondents
who have made no change (82% and 72% respectively) in there use of outsourced collections services, and
subsequently very low percentages of decreases (0% and 5% respectively) in use. The most notable decrease in the
use of outsourced collections was reported in Poland (20%).

2.3 Outstanding debts: domestic versus international

In the majority of the surveyed countries, the outstanding receivables owed by domestic business partners amounted
to 70% or more of the total outstanding debts. Hong Kong and Belgium stood out with the highest percentage of
international debts — 44% and 32% respectively. Australian, Canadian and Italian companies have the lowest
percentage of international debts. About 13% of the outstanding debts of Australian companies, and 17% of Canadian
and Italian companies” debts are owed by foreign business partners.

In respect to turnover class, the survey results did not bring any surprises confirming the common belief that larger
companies are likely to have a greater share of international debts. 36% of the receivables of respondents from
companies with turnover exceeding 1 billion Euro were foreign. International debts only account for 18% of the
receivables of the smaller companies (with the turnover between 1 and 10 million Euro) participating in the survey.

Respondents from the chemical/pharmaceutical industries have the highest percentage of international debts — 41%,
followed by companies from the steel/metal sector with 37% of debts owed by foreign business partners. Among the
industries with the lowest percentage of international debts were government/local authorities (9%) followed by
retail (16%) and building/construction (16%).
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2.4  Selection Criteria for outsourcing debt collections

Price

Across all 20 countries surveyed, the vast majority of respondents ranked ‘price” as either ‘very important” or
‘reasonably important’. Mexican respondents, 63% of which said price is a very important and 32% a reasonably
important consideration when looking for a provider of debt collection services, are the most price sensitive. Denmark
stood out with the highest percentage of respondents among the surveyed countries who rated price as ‘not important
at all’ (20%).

Global expertise

Importance of global expertise ranks very high among French, Italian and Belgian respondents. 75% of French
companies rated global expertise as ‘very important’, followed by Belgium (68%) and Italy (64%). Austria and Sweden
have the highest percentage of respondents who ranked global expertise as ‘not important at all’ (37% and 34%
respectively).

By industry sector, respondents from the health care industry rated global expertise as the least important with 27%
of respondents selecting ‘not important at all” and only 30% ‘very important’. Respondents operating in the
technology/science/electronics sector rated global expertise highest of all sectors represented in the survey (43% -
‘reasonably important’, 47% - ‘very important’).

Local knowledge
As expected, local knowledge was consistently rated of high importance across all 20 countries surveyed. Belgian,
French, Irish and Czech respondents are the most likely to have rated local knowledge ‘very important’.

Relation with debtor

The survey countries showed less unanimity when it comes to the importance of the supplier’s relation with their
debtors. This criterion was ranked as ‘not important at all” by 47% of German respondents and 40% of Danish
respondents. In contrast, respondents in France and Mexico attached higher significance to their relation with the
debtor than any other country — 53% of respondents from these two countries rated it as ‘very important’.

Easy access to up-to-date information

Most of the companies surveyed across all 20 countries were inclined to rate easy access to up-to-date information as
an important consideration when selecting a debt collection services supplier. Approximately 49% of all respondents
rated it as ‘very important” and about 42% rated it as ‘reasonably important’.

Success rate

The importance of success rate in selecting a supplier to outsource debt collections was assessed highest by French
respondents, 87% of which rated it as ‘very important” and 12% as ‘reasonably important’. Success rate is considered
to be the most important of all criteria when selecting a debt collections service provider.

Reputation

While reputation rated consistently high in importance among all countries surveyed, respondents in Denmark and
Hong Kong attached slightly less importance to this criterion. 24% of respondents in Denmark and 20% in Hong Kong
rated reputation as ‘not important at all’.

Additional services

Additional services are the least important of all the criterion in the selection of a debt collections service provider. In
Denmark, only 21% of respondents rated it as ‘very important” while 49% said it was ‘not important at all’. Likewise
in Germany, 21% of respondents rated it as ‘very important’, and 40% as ‘not important at all".
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2.5 Reasons for not outsourcing collection of outstanding debt

Across all but one of the surveyed countries, respondents named ‘price” and ‘use of internal resources” as their prime
reasons for not outsourcing collection of outstanding debts. The only exception was Hong Kong where respondents
named ‘language/legal complexity” as their second most important reason for not outsourcing after ‘price’.

Italian companies rated ‘price” higher than any other surveyed country — 61% of respondents selected it as a reason
for not outsourcing. Chinese respondents rated ‘language/legal complexity” highest out of all surveyed countries
(38%). The Czech Republic stood out as an extreme with regards to using internal resources for debt collections —
70% of respondents selected it as the reason for not outsourcing collection of outstanding debts.

Consistently throughout the majority of the surveyed countries, the lowest percentage of respondents selected ‘No
trust in the success of the outsourcing party” as the reason for not outsourcing debt collections.

2.6 Conclusions

The survey shows that as a result of the economic crises, the majority of respondents across all markets are more
inclined to have increased than decreased their use of outsourced collections services in their efforts to improve cash
flow and increase liquidity.

The importance of ‘price” was consistently rated high - both as an aspect to consider when selecting a debt collections
partner, and as a reason that discourages companies from outsourcing.

While respondents across all surveyed countries rated success rate of collections efforts as one of the most important
factors to consider, they did not display a low level of trust in the success of external parties, thus leading to the
conclusion that the outsourced debt collections industry maintains a positive image.
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3. Outsourcing of collections services

3.1 Australia

Outstanding debts: domestic versus international

87% of the total outstanding receivables of respondents from Australian companies are domestic, whereas 13% are
international. Of all the countries surveyed, Australia has the highest percentage of domestic receivables.

Selection criteria for outsourcing collection of outstanding debts

Importance of price

54% of Australian respondents rated price as a “very important” consideration when selecting a supplier of debt
collection services, whereas 40% rated it as “reasonably important”. Only 6% of respondents in Australia rated price
as “not important at all”. Respondents across all 20 countries surveyed were more inclined to rate price as an
important consideration when selecting a supplier of debt collection services.

Importance of global expertise

32% of respondents rated global expertise as a “reasonably important” consideration when selecting a debt collection
services supplier, and 42% rated it as “very important”. Global expertise was rated as “not important at all” by 26% of
Australian respondents. Respondents in all of the countries surveyed were more inclined to rate global expertise as an
important consideration when selecting a debt collection supplier.

Importance of local knowledge

Local knowledge was rated as “reasonably important” in the selection of a debt collection services supplier by 40% of
Australian respondents, whereas 57% rated it as “very important”. 3% of Australian respondents, the lowest
percentage of all 20 countries surveyed, rated local knowledge as “not important at all” in their consideration of a
supplier of debt collections services. Respondents in all of the surveyed countries were more inclined to rate local
knowledge as an important consideration when selecting a debt collection services supplier.

Importance of relation with debtor

36% of Australian respondents rated their relation with the debtor as a “reasonably important” consideration when
selecting a supplier of debt collection services, whereas 41% rated it as “very important”. The relation with the debtor
was rated as “not important at all” by 24% of respondents in Australia. Respondents in all of the surveyed countries,
were more inclined to rate the relation with the debtor as an important consideration when selecting a debt collection
services supplier.

Importance of easy access to up to date information

Easy access to up to date information was rated as “reasonably important” in the selection of a debt collection services
supplier by 38% of Australian respondents, whereas 56% rated it as “very important”. 6% of respondents in Australia
rated easy access to up to date information as consideration that is “not important at all”. Respondents in all of the
surveyed countries were more inclined to rate easy access to up to date information as an important consideration in
the selection of a debt collection services supplier.

Importance of success rate

75% of respondents in Australia rated success rate as “very important”, whereas 22% rated it as “reasonably
important”. Only 2% of Australian respondents rated success rate as “not important at all” in the selection of a debt
collection services supplier. Respondents across all 20 surveyed countries were more inclined to consider success rate
as a very important consideration when selecting a debt collection services supplier. Only in Hong Kong was the
response “reasonably important” more frequently recorded than “very important”.

Importance of reputation

Reputation was rated as “very important” by 66% of Australian respondents, whereas 31% rated it as “reasonably
important”. 3% of respondents rated reputation as “not important at all” in the selection of a debt collection services
supplier. Respondents across all 20 surveyed countries were more inclined to rate reputation as an important
consideration when selecting a debt collection services supplier.
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Importance of additional services

53% of respondents in Australia rated additional services as a “reasonably important” consideration when selecting a
supplier of debt collection services, and 25% rated them as “very important”. Additional services were rated as “not
important at all” by 22% of Australian respondents. Respondents in all the countries surveyed were more inclined to
rate additional services as an important consideration when selecting a debt collection services supplier. Additional
services however are considered to be the least important consideration of all those queried.

Reasons for not outsourcing collection of outstanding debts

In all of the surveyed countries, as observed in Australia, the use of internal sources as well as costs are the main
reasons for companies not to outsource collection of their outstanding receivables.

The reasons most often noted by Australian respondents for not outsourcing collection of both domestic and
international receivables include:

1. Use of internal sources (59% of respondents)

2. Costs (40%)

3. Relationship with the customer (20%)

4. No trust in the success of the outsourcing party (14%)

5. Too complex - language/legal (12%)
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3.2 Austria

Outstanding debts: domestic versus international

78% of the total outstanding receivables of respondents from Austrian companies are domestic, whereas 22% are
international. In the majority of the surveyed countries, more than 70% of outstanding debts are domestic debts.

Selection criteria for outsourcing collection of outstanding debts

Importance of price

54% of Austrian respondents consider price to be a “very important” consideration when selecting a supplier of debt
collection services, whereas 42% rated price as “reasonably important”. Only 4% of respondents in Austria rated price
as “not important at all”. Respondents across all 20 countries surveyed were more inclined to rate price as an
important consideration when selecting a supplier of debt collection services.

Importance of global expertise

27% of Austrian respondents rated global expertise as a “very important” consideration when selecting a supplier of
debt collection services, and almost 36% rated it as “reasonably important”. Global expertise of the supplier was rated
as “not important at all” by 37% of Austrian respondents, the highest percentage of all the countries surveyed.
Respondents in all of the countries surveyed were more inclined to rate global expertise as an important consideration
when selecting a debt collection supplier.

Importance of local knowledge

Local knowledge was rated as “very important” by 52% of Austrian respondents, whereas 41% rated it as “reasonably
important”. 7% of Austrian respondents rated local knowledge as “not important at all” in the selection of a debt
collection services supplier. Respondents in all of the surveyed countries were more inclined to rate local knowledge
as an important consideration when selecting a debt collection services supplier.

Importance of relation with debtor

39% of Austrian respondents rated their relation with the debtor as a “reasonably important” consideration when
selecting a supplier of debt collection services, whereas 33% rated it as “very important”. The relation with the debtor
was rated as “not important at all” by 28% of Austrian respondents. Respondents in all of the surveyed countries,
were more inclined to rate the relation with the debtor as an important consideration when selecting a debt collection
services supplier.

Importance of easy access to up to date information

Easy access to up to date information was rated as “very important” by 51% of Austrian respondents, whereas 44%
rated it as “reasonably important”. 5% of respondents in Austria rated easy access to up to date information as “not
important at all” in the selection of a debt collection services supplier. Respondents in all of the surveyed countries

were more inclined to rate easy access to up to date information as an important consideration in the selection of a

debt collection services supplier.

Importance of success rate

Success rate was assessed as “very important” by 71% of Austrian respondents and 28% rated it as “reasonably
important”. 2% of Austrian respondents rated success rate as “not important at all” in the selection of a supplier of
debt collection services. Respondents across all 20 surveyed countries were more inclined to consider success rate as a
very important consideration when selecting a debt collection services supplier. Only in Hong Kong was the response
“reasonably important” more frequently recorded than “very important”.

Importance of reputation

Reputation was rated as “very important” by 53% of Austrian respondents, whereas 40% rated it as “reasonably
important”. 8% of respondents in Austria rated reputation as “not important at all” in the selection of a supplier of
debt collection services. Respondents across all 20 surveyed countries were more inclined to rate reputation as an
important consideration when selecting a debt collection services supplier.

Importance of additional services
50% of respondents rated additional services as a “reasonably important” consideration when selecting a supplier of
debt collection services, whereas 14% rated additional services as “very important”. Additional services were rated as
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“not important at all” by 36% of Austrian respondents. Respondents in all the countries surveyed were more inclined
to rate additional services as an important consideration when selecting a debt collection services supplier. Additional
services however are considered to be the least important consideration of all those queried.

Reasons for not outsourcing collection of outstanding debts

In all of the surveyed countries, as observed in Austria, the use of internal sources as well as costs are the main
reasons for companies not to not to outsource collection of their outstanding receivables.

The reasons most often noted by Austrian respondents for not outsourcing collection of both domestic and
international receivables include:

1. Costs (56%)

2. Use of internal sources (44%)

3. Relationship with the customer (41%)

4. Too complex - language/legal (23%)

5. No trust in the success of the outsourcing party (19%)
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3.3 Belgium

Outstanding debts: domestic versus international

69% of the receivables of respondents from companies in Belgium are domestic, whereas 32% are international. Of the
20 surveyed countries, Belgium has the second highest percentage of international debts, after Hong Kong.

Selection criteria for outsourcing collection of outstanding debts

Importance of price

48% of Belgian respondents rated price as a “very important” consideration when selecting a supplier of debt
collection services. A slightly lower percentage of respondents (45%) rated price as “reasonably important”. Only 8%
rated price as “not important at all”. Respondents across all 20 countries surveyed were more inclined to rate price as
an important consideration when selecting a supplier of debt collection services.

Importance of global expertise

58% of respondents in Belgium rated global expertise as “very important”, whereas 25% rated it as “reasonably
important”. 18% of respondents rated global expertise as “not important at all” in the selection of a debt collection
services supplier. Respondents in all of the countries surveyed were more inclined to rate global expertise as an
important consideration when selecting a debt collection supplier.

Importance of local knowledge

Local knowledge was rated as “very important” by 69% of Belgian respondents, the highest percentage of all the
countries surveyed. 25% rated it as “reasonably important”. 6% of respondents rated local knowledge as “not
important at all” in the selection of a debt collection services supplier. Of all the countries surveyed, Belgium stands
out as the country with the largest percentage of respondents who rated local knowledge as “very important”.
Respondents in all of the surveyed countries were more inclined to rate local knowledge as an important consideration
when selecting a debt collection services supplier.

Importance of relation with debtor

40% of Belgian respondents rated the relation with the debtor as a “reasonably important” aspect to consider when
selecting a debt collection services supplier, and 39% rated it as “very important”. The relation with the debtor was
rated as “not important at all” by 21% of Belgian respondents. Respondents in all of the surveyed countries, were
more inclined to rate the relation with the debtor as an important consideration when selecting a debt collection
services supplier.

Importance of easy access to up to date information

Easy access to up to date information was rated as “very important” by 58% of Belgian respondents, whereas 39%
rated it as “reasonably important”. 4% of Belgian respondents rated easy access to up to date information as “not
important at all” in the selection of a debt collection services supplier. Respondents in all of the surveyed countries
were more inclined to rate easy access to up to date information as an important consideration in the selection of a
debt collection services supplier.

Importance of success rate

Success rate was assessed as “very important” by 79% of Belgian respondents, whereas 16% rated it as “reasonably
important”. 5% of Belgian respondents rated success rate as “not important at all” in the selection of a supplier of debt
collection services. Belgium ranks second to France as to the percentage of respondents who consider success rate to
be “very important” in the selection of a supplier of debt collection services. Respondents across all 20 surveyed
countries were more inclined to consider success rate as a very important consideration when selecting a debt
collection services supplier. Only in Hong Kong was the response “reasonably important” more frequently recorded
than “very important”.

Importance of reputation

54%of respondents rated reputation as “very important”, whereas 35% rated it as “reasonably important”. 11% of
Belgian respondents rated reputation as “not important at all” in the selection of a debt collection services supplier.
Respondents across all 20 surveyed countries were more inclined to rate reputation as an important consideration
when selecting a debt collection services supplier.
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Importance of additional services

51% of respondents in Belgium rated additional services as a “reasonably important” consideration when selecting a
debt collection services supplier, whereas 26% rated them as “very important”. Additional services were rated as “not
important at all” by 23% of Belgian respondents. Respondents in all the countries surveyed were more inclined to rate
additional services as an important consideration when selecting a debt collection services supplier. Additional
services however are considered to be the least important consideration of all those queried.

Reasons for not outsourcing collection of outstanding debts

In all of the surveyed countries, as observed in Belgium, the use of internal sources as well as costs are the main
reasons for companies not to outsource collection of their outstanding receivables.

The reasons most often noted by Belgian respondents for not outsourcing collection of both domestic and
international receivables include:

1. Use of internal sources (58%)

2. Costs (32%)

3. Relationship with the customer (25%)

4. No trust in the success of the outsourcing party (5%)

5. Too complex - language/legal (5%)
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3.4 Canada
Outstanding debts: domestic versus international

83% of the receivables of respondents from companies in Canada are domestic, whereas 17% are international. Of all
the countries surveyed, Canada along with Italy has the second highest percentage of domestic receivables, after
Australia.

Selection criteria for outsourcing collection of outstanding debts

Importance of price

49% of respondents in Canada rated price as a “reasonably important” consideration when selecting a supplier of debt
collection services, and a slightly smaller percentage of respondents (47%) rated price as “very important”. Only 5% of
respondents in Canada (5%) rated price as “not important at all”. Respondents across all 20 countries surveyed were
more inclined to rate price as an important consideration when selecting a supplier of debt collection services.

Importance of global expertise

56% of respondents in Canada rated global expertise as a “very important” consideration when selecting a debt
collection services supplier, and 31% rated it as “reasonably important”. 13% of respondents in Canada rated global
expertise as “not important at all”. Respondents in all of the countries surveyed were more inclined to rate global
expertise as an important consideration when selecting a debt collection supplier.

Importance of local knowledge

57% of respondents rated local knowledge as a “very important” consideration when selecting a debt collection
services supplier, and 37% rated it as “reasonably important”. Only 5% of companies rated local knowledge as “not
important at all”. Respondents in all of the surveyed countries were more inclined to rate local knowledge as an
important consideration when selecting a debt collection services supplier.

Importance of relation with debtor

42% of Canadian respondents rated the relation with the debtor as a “very important” consideration when selecting a
debt collection services supplier and the same percentage of respondents rated it as “reasonably important”. The
relation with the debtor was rated as “not important at all” by 15% of responding companies. Respondents in all of
the surveyed countries, were more inclined to rate the relation with the debtor as an important consideration when
selecting a debt collection services supplier.

Importance of easy access to up to date information

Easy access to up to date information was rated as “very important” by 59% of respondents in Canada, whereas 37%
rated it as “reasonably important”. 5% of respondents rated easy access to up to date information as “not important at
all” in the selection of a debt collection services supplier. Respondents in all of the surveyed countries were more
inclined to rate easy access to up to date information as an important consideration in the selection of a debt
collection services supplier.

Importance of success rate

69% of respondents in Canada rated success rate as “very important”, and 27% rated it as “reasonably important”. 4%
of respondents rated success rate as “not important at all” in the selection of a debt collection services supplier.
Respondents across all 20 surveyed countries were more inclined to consider success rate as a very important
consideration when selecting a debt collection services supplier. Only in Hong Kong was the response “reasonably
important” more frequently recorded than “very important”.

Importance of reputation

63% of Canadian respondents rated the reputation of the debt collection services supplier as “very important”,
whereas 31% rated it as “reasonably important”. 6% of respondents in Canada rated reputation as “not important at
all” in the selection of a debt collection services supplier. Respondents across all 20 surveyed countries were more
inclined to rate reputation as an important consideration when selecting a debt collection services supplier.

Importance of additional services

44% of respondents in Canada rated additional services as a “reasonably important” consideration when selecting a
supplier of debt collection services, and 34% rated additional services as “very important”. Additional services were
rated as “not important at all” by 22% of Canadian respondents. Respondents in all the countries surveyed were more
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inclined to rate additional services as an important consideration when selecting a debt collection services supplier.
Additional services however are considered to be the least important consideration of all those queried.

Reasons for not outsourcing collection of outstanding debts

In all of the surveyed countries, as observed in Canada, the use of internal sources as well as costs are the main
reasons for companies not to outsource collection of their outstanding receivables.

The reasons most often noted by Canadian respondents for not outsourcing collection of both domestic and
international receivables include:

1. Use of internal sources (53%)

2. Costs (34%)

3. Relationship with the customer (23%)

4. No trust in the success of the outsourcing party (14%)

5. Too complex - language/legal (13%)
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3.5 China
Outstanding debts: domestic versus international

71% of the receivables of Chinese companies are domestic, whereas 29% are international. In the majority of the
surveyed countries, more than 70% of outstanding debts are domestic debts.

Selection criteria for outsourcing collection of outstanding debts

Importance of price

58% of Chinese respondents rated price as a “reasonably important” consideration when selecting a supplier of debt
collection services, whereas 38% reported that price is “very important”. Only 3% of respondents in China rated price
as “not important at all”. Respondents across all 20 countries surveyed were more inclined to rate price as an
important consideration when selecting a supplier of debt collection services.

Importance of global expertise

51% of Chinese respondents rated global expertise as a “reasonably important” consideration when selecting a debt
collection services supplier, whereas 43% rated it as “very important”. Only 6% of respondents in China, second
fewest after France, rated global expertise as “not important at all”. Respondents in all of the countries surveyed were
more inclined to rate global expertise as an important consideration when selecting a debt collection supplier.

Importance of local knowledge

47% of respondents in China rated local knowledge as a “very important” consideration when selecting a debt
collection services supplier, and the same percentage of respondents rated it as “reasonably important”. Local
knowledge was rated as “not important at all” by 5% of Chinese respondents. Respondents in all of the surveyed
countries were more inclined to rate local knowledge as an important consideration when selecting a debt collection
services supplier.

Importance of relation with debtor

51% of Chinese respondents rated the relation with the debtor as a “reasonably important” consideration when
selecting a debt collection services supplier, whereas 42% of respondents rated it as “very important”. Only 7% - the
lowest percentage of the 20 countries surveyed - rated the relation with the debtor as “not important at all”.
Respondents in all of the surveyed countries, were more inclined to rate the relation with the debtor as an important
consideration when selecting a debt collection services supplier.

Importance of easy access to up to date information

53% of respondents in China rated easy access to up to date information as a “reasonably important” consideration
when selecting a debt collection services supplier, and 45% of respondents rated it as “very important”. Only 1% of
respondents rated easy access to up to date information as “not important at all”. Respondents in all of the surveyed
countries were more inclined to rate easy access to up to date information as an important consideration in the
selection of a debt collection services supplier.

Importance of success rate

54% of Chinese respondents rated success rate as “very important”, and 41% rated it as “reasonably important” in the
selection of a debt collection services supplier. 5% of Chinese respondents rated success rate as a consideration that is
“not important at all”. Respondents across all 20 surveyed countries were more inclined to consider success rate as a
very important consideration when selecting a debt collection services supplier. Only in Hong Kong was the response
“reasonably important” more frequently recorded than “very important”.

Importance of reputation

Reputation was rated as “very important” by 65% of respondents, whereas 32% rated it “reasonably important” in the
selection of a supplier of debt collections services. 3% of Chinese respondents rated reputation as an aspect that is
“not important at all” in the selection of a debt collection services supplier. Respondents across all 20 surveyed
countries were more inclined to rate reputation as an important consideration when selecting a debt collection services
supplier.

Importance of additional services
56% of respondents in China rated additional services as a “reasonably important” consideration when selecting a
supplier of debt collection services, whereas 34% of respondents rated them as “very important”. 10% of Chinese
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respondents, the smallest percentage of the 20 countries surveyed, rated additional services as “not important at all”.
Respondents in all the countries surveyed were more inclined to rate additional services as an important consideration

when selecting a debt collection services supplier. Additional services however are considered to be the least
important consideration of all those queried.

Reasons for not outsourcing collection of outstanding debts

In all of the surveyed countries, as observed in China, the use of internal sources as well as costs are the main reasons
for companies not to outsource collection of their outstanding receivables.

The reasons most often noted by Chinese respondents for not outsourcing collection of both domestic and
international receivables include:

1. Costs (57% of respondents)

2. Use of internal sources (54%)

3. Too complex - language/legal (38%)

4. Relationship with the customer (36%)

5. No trust in the success of the outsourcing party (22%)
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3.6 Czech Republic
Outstanding debts: domestic versus international

72% of the total outstanding debts of companies in the Czech Republic are owed by domestic business partners,
whereas 28% are owed by international business partners. In the majority of the surveyed countries, more than 70%
of outstanding debts are domestic debts.

Selection criteria for outsourcing collection of outstanding debts

Importance of price

60% of Czech respondents rated price as a “reasonably important” consideration when selecting a supplier of debt
collection services, whereas 35% of respondents rated price as “very important”. Only 5% of respondents in the Czech
Republic rated price as “not important at all”. Respondents across all 20 countries surveyed were more inclined to rate
price as an important consideration when selecting a supplier of debt collection services.

Importance of global expertise

61% of Czech respondents rated global expertise as a “reasonably important” consideration when selecting a debt
collection services supplier, whereas 27% rated it as “very important”. Global expertise was rated as “not important at
all” by 13% of respondents in the Czech Republic. Respondents in all of the countries surveyed were more inclined to
rate global expertise as an important consideration when selecting a debt collection supplier.

Importance of local knowledge

Local knowledge was rated as “very important” by 60% of Czech respondents, and 34% rated it as “reasonably
important”. 6% of respondents rated local knowledge as “not important at all” in the selection of a debt collection
services supplier. Respondents in all of the surveyed countries were more inclined to rate local knowledge as an
important consideration when selecting a debt collection services supplier.

Importance of relation with debtor

The relation with the debtor was rated as “very important” by 47% of Czech respondents, whereas 34% rated it as
“reasonably important”. 19% of respondents in the Czech Republic rated the relation with the debtor as “not
important at all” in the selection of a debt collection services supplier. Respondents in all of the surveyed countries,
were more inclined to rate the relation with the debtor as an important consideration when selecting a debt collection
services supplier.

Importance of easy access to up to date information

Easy access to up to date information was rated as “very important” by 54% of Czech respondents, and 44% rated
easy access to up to date information as “reasonably important”. Only 2% of Czech respondents rated easy access to
up to date information as “not important at all” in the selection of a debt collection services supplier. Respondents in
all of the surveyed countries were more inclined to rate easy access to up to date information as an important
consideration in the selection of a debt collection services supplier.

Importance of success rate

Success rate was assessed as “very important” by 72% of Czech respondents, whereas 26% of the respondents rated it
as “reasonably important”. Only 2% of respondents rated success rate as “not important at all” in the selection of a
debt collection services supplier. Respondents across all 20 surveyed countries were more inclined to consider success
rate as a very important consideration when selecting a debt collection services supplier. Only in Hong Kong was the
response “reasonably important” more frequently recorded than “very important”.

Importance of reputation

47% of Czech respondents rated reputation as a “very important” consideration when selecting a debt collection
services supplier, whereas 44% rated it as “reasonably important”. Reputation was rated as “not important at all” by
9% of Czech respondents. Respondents across all 20 surveyed countries were more inclined to rate reputation as an
important consideration when selecting a debt collection services supplier.

Importance of additional services

54% of respondents in the Czech Republic rated additional services as a “reasonably important” aspect to consider
when selecting a supplier of debt collection services, and 9% rated additional services as “very important”. The Czech
Republic stands out as the country with the lowest percentage of respondents that consider additional services as
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“very important”. Additional services were rated as “not important at all” by 37% of Czech respondents. Respondents
in all the countries surveyed were more inclined to rate additional services as an important consideration when

selecting a debt collection services supplier. Additional services however are considered to be the least important
consideration of all those queried.

Reasons for not outsourcing collection of outstanding debts

In all of the surveyed countries, as observed in the Czech Republic, the use of internal sources as well as costs are the
main reasons for companies not to outsource collection of their outstanding receivables.

The reasons most often noted by Czech respondents for not outsourcing collection of both domestic and international
receivables include:

1. Use of internal sources (70% of respondents)

2. Costs (25%)

3. Relationship with the customer (20%)

4. No trust in the success of the outsourcing party (10%)

5. Too complex - language/legal (6%)
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3.7 Denmark
Outstanding debts: domestic versus international

77% of the receivables of respondents from companies in Denmark are domestic, whereas 23% are international. In
the majority of the surveyed countries, more than 70% of outstanding debts are domestic debts.

Selection criteria for outsourcing collection of outstanding debts

Importance of price

41% of Danish respondents rated price as a “very important” consideration when selecting a supplier of debt
collection services, whereas 39% rated price as “reasonably important”. 20% of respondents in Denmark (the largest
percentage of the 20 countries surveyed) rated price as “not important at all”. Respondents across all 20 countries
surveyed were more inclined to rate price as an important consideration when selecting a supplier of debt collection
services.

Importance of global expertise

37 of Danish respondents rated global expertise as a “very important” consideration when selecting a supplier of debt
collection services, whereas 34% rated it as “reasonably important”. Global expertise was rated as “not important at
all” by 29% of Danish respondents. Respondents in all of the countries surveyed were more inclined to rate global
expertise as an important consideration when selecting a debt collection supplier.

Importance of local knowledge

Local knowledge was rated as “very important” by 53% of Danish respondents, whereas 40% rated it as “reasonably
important”. 7% of respondents in Denmark rated local knowledge as “not important at all” in the selection of a debt
collection services supplier. Respondents in all of the surveyed countries were more inclined to rate local knowledge
as an important consideration when selecting a debt collection services supplier.

Importance of relation with debtor

24% of Danish respondents, the lowest percentage of the 20 countries surveyed, rated the relation with the debtor as
a “very important” consideration when selecting a debt collection services supplier. 36% rated it as “reasonably
important”. The relation with the debtor was rated as “not important at all” by a quite large percentage of Danish
respondents (40%). Of the 20 surveyed countries, Denmark ranks second after Germany as to the percentage of
respondents who rated the relation with the debtor as “not important at all”. Respondents in all of the surveyed
countries, were more inclined to rate the relation with the debtor as an important consideration when selecting a debt
collection services supplier.

Importance of easy access to up to date information

Easy access to up to date information was rated as “very important” in the selection of a debt collection services
supplier by 47% of respondents and 42% rated it as “reasonably important”. 10% of Danish respondents rated easy
access to up to date information as “not important at all”. Respondents in all of the surveyed countries were more
inclined to rate easy access to up to date information as an important consideration in the selection of a debt
collection services supplier.

Importance of success rate

Success rate was assessed as “very important” in the selection of debt collection services supplier by 56% of Danish
respondents, whereas 30% of respondents in Denmark rated it as “reasonably important”. 13% of Danish respondents
rated success rate as “not important at all”. Respondents across all 20 surveyed countries were more inclined to
consider success rate as a very important consideration when selecting a debt collection services supplier. Only in
Hong Kong was the response “reasonably important” more frequently recorded than “very important”.

Importance of reputation

Reputation was rated as “very important” in the selection of a debt collection services supplier by 46% of Danish
respondents, whereas 30% rated it as “reasonably important”. 24% of Danish respondents rated reputation as “not
important at all”, the highest percentage of the 20 countries surveyed. Respondents across all 20 surveyed countries
were more inclined to rate reputation as an important consideration when selecting a debt collection services supplier.

Importance of additional services
21% of respondents in Denmark rated additional services as a “very important” aspect to consider when selecting a
supplier of debts collection services, and 30% rated them as “reasonably important”. Additional services were rated as
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“not important at all” by 49% of Danish respondents. Of the 20 surveyed countries, Denmark stands out as the
country with the largest percentage of respondents rating additional services as “not important at all”. Respondents in
all the countries surveyed were more inclined to rate additional services as an important consideration when selecting
a debt collection services supplier. Additional services however are considered to be the least important consideration
of all those queried.

Reasons for not outsourcing collection of outstanding debts

In all of the surveyed countries, as observed in Denmark, the use of internal sources as well as costs are the main
reasons for companies not to outsource collection of their outstanding receivables.

The reasons most often noted by Danish respondents for not outsourcing collection of both domestic and
international receivables include:

1. Use of internal sources (57% of respondents)

2. Costs (30%)

3. Relationship with the customer (18%)

4. Too complex - language/legal (12%)

5. No trust in the success of the outsourcing party (10%)
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3.8 France
Outstanding debts: domestic versus international

76% of the receivables of respondents from companies in France are domestic, whereas 24% are international. In the
majority of the surveyed countries, more than 70% of outstanding debts are domestic debts.

Selection criteria for outsourcing collection of outstanding debts

Importance of price

55% of French respondents rated price as a “very important” consideration when selecting a supplier of debt
collection services, and 40% of respondents rated price as “reasonably important”. Only 5% of respondents in France
rated price as “not important at all”. Respondents across all 20 countries surveyed were more inclined to rate price as
an important consideration when selecting a supplier of debt collection services.

Importance of global expertise

Global expertise of the supplier was rated as “very important” in the selection of a supplier of debt collection services
by 75% of French respondents, whereas 21% rated it as “reasonably important”. 4% of French respondents rated
global expertise as “not important at all”. Of the 20 surveyed countries, France stands out as the country with the
largest percentage of respondents who rated global expertise as “very important”. Respondents in all of the countries
surveyed were more inclined to rate global expertise as an important consideration when selecting a debt collection
supplier.

Importance of local knowledge

Local knowledge was rated as “very important” in the selection of a supplier of debt collection services by 64% of
French respondents, whereas 28% rated it as “reasonably important”. 7% of respondents in France rated local
knowledge as “not important at all”. Of all the surveyed countries, France ranks second after Belgium as to the
percentage of respondents who rated local knowledge as “very important”. Respondents in all of the surveyed
countries were more inclined to rate local knowledge as an important consideration when selecting a debt collection
services supplier.

Importance of relation with debtor

The relation with the debtor was rated as “very important” by 53% of French respondents, whereas 36% rated it as
“reasonably important” in the selection of a debt collection services supplier. 11% of French respondents rated
relations with the debtor as “not important at all”. Of the 20 countries surveyed, France and Mexico stand out as the
countries whose respondents were most inclined to rate the relation with the debtor as a very important consideration
in the selection of a debt collection services supplier.

Importance of easy access to up to date information

Easy access to up to date information was rated as “very important” by 60% of French respondents, whereas 35%
rated it as “reasonably important” in the selection of a debt collection services supplier. 5% of French respondents
rated easy access to up to date information as “not important at all”. Of all the countries surveyed, France ranks
second after Mexico as to the percentage of respondents who rated easy access to up to date information as “very
important”. Respondents in all of the surveyed countries were more inclined to rate easy access to up to date
information as an important consideration in the selection of a debt collection services supplier.

Importance of success rate

Success rate was assessed as “very important” in the selection of a supplier of debt collection services by 87% of
French respondents, whereas 12% rated it as “reasonably important”. Only 1 % of respondents in France rated success
rate as “not important at all”. Of all the countries surveyed, France stands out as the country with the largest
percentage of respondents who considered the success rate of the supplier as “very important”. Respondents across all
20 surveyed countries were more inclined to consider success rate as a very important consideration when selecting a
debt collection services supplier. Only in Hong Kong was the response “reasonably important” more frequently
recorded than “very important”.

Importance of reputation

Reputation was rated as “very important” by 55% of French respondents and 37% rated it as “reasonably important”
in the selection of a debt collection services supplier. 8% of respondents in France rated reputation as “not important
at all”. Respondents across all 20 surveyed countries were more inclined to rate reputation as an important
consideration when selecting a debt collection services supplier.
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Importance of additional services

58% of French respondents rated additional services as a “reasonably important” consideration in selecting a supplier
of debt collection services, whereas 30% rated additional services as “very important”. Additional services were rated
as “not important at all” by 11% of respondents from French companies. Respondents in all the countries surveyed
were more inclined to rate additional services as an important consideration when selecting a debt collection services
supplier. Additional services however are considered to be the least important consideration of all those queried.

Reasons for not outsourcing collection of outstanding debts
In all of the surveyed countries, as observed in France, the use of internal sources as well as costs are the main
reasons for companies not to outsource collection of their outstanding receivables.

The reasons most often noted by French respondents for not outsourcing collection of both domestic and
international receivables include:

1. Use of internal sources (48% of French respondents)

2. Costs (39%)

3. Relationship with the customer (15%)

4. Too complex - language/legal (12%)

5. No trust in the success of the outsourcing party (8%)
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3.9 Germany
Outstanding debts: domestic versus international

74% of the receivables of respondents from companies in Germany are domestic, whereas 26% are international. In
the majority of the surveyed countries, more than 70% of outstanding debts are domestic debts.

Selection criteria for outsourcing collection of outstanding debts

Importance of price

50% of German respondents rated price as a “very important” consideration when selecting a supplier of debt
collection services, whereas 43% of respondents rated price as “reasonably important”. Only 7% of respondents in
Germany rated price as “not important at all”. Respondents across all 20 countries surveyed were more inclined to rate
price as an important consideration when selecting a supplier of debt collection services.

Importance of global expertise

39% of respondents rated global expertise as a “reasonably important” consideration when selecting a debt collection
services supplier, and 29% of respondents rated it as “very important”. Global expertise was rated as “not important at
all” by 32% of respondents in Germany. Respondents in all of the countries surveyed were more inclined to rate
global expertise as an important consideration when selecting a debt collection supplier.

Importance of local knowledge

47% of German respondents rated local knowledge as a “reasonably important” consideration when selecting a debt
collection services supplier, whereas 40% rated it as “very important”. Local knowledge was rated as “not important at
all” by 13% of German respondents. Respondents in all of the surveyed countries were more inclined to rate local
knowledge as an important consideration when selecting a debt collection services supplier.

Importance of relation with debtor

26% of respondents rated their relation with the debtor as a “very important” consideration when selecting a debt
collection services supplier, whereas 28% rated it as “reasonably important. The relation with the debtor was rated as
“not important at all” by 47% of respondents in Germany. Of all the 20 countries surveyed, Germany stands out as the
country with the largest percentage of respondents who rated the relation with the debtor as “not important at all”.
Respondents in all of the surveyed countries, were more inclined to rate the relation with the debtor as an important
consideration when selecting a debt collection services supplier.

Importance of easy access to up to date information

53% of German respondents rated easy access to up to date information as a “reasonably important” consideration
when selecting a debt collection services supplier, and 43% of respondents rated it as “very important”. Easy access to
up to date information was rated as “not important at all” by 4% of respondents. Respondents in all of the surveyed
countries were more inclined to rate easy access to up to date information as an important consideration in the
selection of a debt collection services supplier.

Importance of success rate

Success rate was assessed as “very important” by 65% of respondents in Germany, whereas 29% rated it as
“reasonably important” in the selection of a debt collection services supplier. 6% of German respondents rated success
rate as “not important at all”. Respondents across all 20 surveyed countries were more inclined to consider success
rate as a very important consideration when selecting a debt collection services supplier. Only in Hong Kong was the
response “reasonably important” more frequently recorded than “very important”.

Importance of reputation

Reputation was rated as “very important” in the selection of a debt collection services supplier by 53% of respondents,
whereas 39% rated it as “reasonably important”. 7% of German respondents rated reputation as “not important at all”.
Respondents across all 20 surveyed countries were more inclined to rate reputation as an important consideration
when selecting a debt collection services supplier.

Importance of additional services

21% of respondents in Germany rated additional services as a “very important” aspect to consider when selecting a
supplier of debt collection services, and 40% rated additional services as “reasonably important”. Additional services
were rated as “not important at all” by 40% of German respondents. Of all the 20 countries surveyed, Germany stands
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out as the country with the second highest percentage of respondents, after Denmark, who rated additional services
as “not important at all”. Respondents in all the countries surveyed were more inclined to rate additional services as

an important consideration when selecting a debt collection services supplier. Additional services however are
considered to be the least important consideration of all those queried.

Reasons for not outsourcing collection of outstanding debts

In all of the surveyed countries, as observed in Germany, the use of internal sources as well as costs are the main
reasons for companies not to outsource collection of their outstanding receivables.

The reasons most often noted by German respondents for not outsourcing collection of both domestic and
international receivables include:

1. Costs (51%)

2. Use of internal sources (34%)

3. Relationship with the customer (31%)

4. Too complex - language/legal (18%)

5. No trust in the success of the outsourcing party (18%)
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3.10 Great Britain
Outstanding debts: domestic versus international

70% of the receivables of respondents from companies in Great Britain are domestic, whereas 30% are international.
In the majority of the surveyed countries, more than 70% of outstanding debts are domestic debts.

Selection criteria for outsourcing collection of outstanding debts

Importance of price

51% of British respondents rated price as a “very important” consideration when selecting a supplier of debt collection
services, whereas 43% of respondents rated price as “reasonably important”. Only 5% of respondents in Great Britain
rated price as “not important at all”. Respondents across all 20 countries surveyed were more inclined to rate price as
an important consideration when selecting a supplier of debt collection services.

Importance of global expertise

43% of British respondents rated global expertise as a “reasonably important” consideration when selecting a debt
collection services supplier, whereas 39% of respondents rated it as “very important”. Global expertise was rated as
“not important at all” by 19% of British respondents. Respondents in all of the countries surveyed were more inclined
to rate global expertise as an important consideration when selecting a debt collection supplier.

Importance of local knowledge

Local knowledge was rated as “very important” in the selection of a debt collection services supplier by 57% of British
respondents, whereas 36% rated it as “reasonably important”. 7% of respondents in Great Britain rated local
knowledge as “not important at all”. Respondents in all of the surveyed countries were more inclined to rate local
knowledge as an important consideration when selecting a debt collection services supplier.

Importance of relation with debtor

42% of British respondents rated the relation with the debtor as a “reasonably important” aspect to consider when
selecting a debt collection services supplier, whereas 40% of respondents rated it as “very important”. The relation
with the debtor was rated as “not important at all” by 19% of British respondents. Respondents in all of the surveyed
countries, were more inclined to rate the relation with the debtor as an important consideration when selecting a debt
collection services supplier.

Importance of easy access to up to date information

Easy access to up to date information was rated as a “very important” consideration in the selection of a debt
collection services provider by 53% of British respondents, whereas 41% rated it as “reasonably important”. 6% of
respondents in Great Britain rated easy access to up to date information as a consideration that is “not important at
all” in the selection of a debt collection services supplier. Respondents in all of the surveyed countries were more
inclined to rate easy access to up to date information as an important consideration in the selection of a debt
collection services supplier.

Importance of success rate

Success rate was assessed as a “very important” consideration in the selection of a supplier of debt collections services
by 66% of respondents, whereas 31% rated it as “reasonably important”. Only 3% of British respondents rated success
rate as “not important at all” in the selection of a supplier of debt collection services. Respondents across all 20
surveyed countries were more inclined to consider success rate as a very important consideration when selecting a
debt collection services supplier. Only in Hong Kong was the response “reasonably important” more frequently
recorded than “very important”.

Importance of reputation

Reputation was rated as “very important” in the selection of a debt collection services supplier by 63% of respondents,
whereas 29% rated it as a “reasonably important”. 8% of British respondents rated reputation as “not important at all”.
Respondents across all 20 surveyed countries were more inclined to rate reputation as an important consideration
when selecting a debt collection services supplier.
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Importance of additional services

47% of respondents in Great Britain rated additional services as a “reasonably important” consideration when
selecting a supplier of debt collection services, whereas 34% rated them as “very important”. Additional services were
rated as “not important at all” by 20% of British respondents. Respondents in all of the countries surveyed were more
inclined to rate additional services as an important consideration when selecting a debt collection services supplier.
Additional services however are considered to be the least important consideration of all those queried.

Reasons for not outsourcing collection of outstanding debts

In all of the surveyed countries, as observed in the United Kingdom, the use of internal sources as well as costs are
the main reasons for companies not to outsource collection of their outstanding receivables.

The reasons most often noted by British respondents for not outsourcing collection of both domestic and international
receivables include:

1. Use of internal sources (60%, the second largest percentage of all the countries surveyed)

2. Costs (49%)

3. Too complex - language/legal (22%)

4. Relationship with the customer (21%)

5. No trust in the success of the outsourcing party (13%)
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3.11 Hong Kong
Outstanding debts: domestic versus international

56% of the receivables of respondents from companies in Hong Kong are domestic, whereas 44% are international. Of
the 20 surveyed countries, Hong Kong has the highest percentage of international receivables.

Selection criteria for outsourcing collection of outstanding debts

Importance of price

48% of respondents in Hong Kong rated price as a “reasonably important” consideration when selecting a supplier of
debt collection services, and 41% rated price as “very important”. Only 11% of respondents in Hong Kong rated price
as “not important at all”. Respondents across all 20 countries surveyed were more inclined to rate price as an
important consideration when selecting a supplier of debt collection services.

Importance of global expertise

49% of respondents rated global expertise as a “reasonably important” consideration when selecting a debt collection
services supplier, and 30% rated global expertise as “very important”. Global expertise was rated as “not important at
all” by 21% of respondents in Hong Kong. Respondents in all of the countries surveyed were more inclined to rate
global expertise as an important consideration when selecting a debt collection supplier.

Importance of local knowledge

45% of respondents in Hong Kong rated local knowledge as a “reasonably important” consideration when selecting a
debt collection services supplier, whereas 38% rated it as “very important”. Local knowledge was rated as “not
important at all” by 17% of respondents. Respondents in all of the surveyed countries were more inclined to rate local
knowledge as an important consideration when selecting a debt collection services supplier.

Importance of relation with debtor

50% of respondents in Hong Kong rated their relation with the debtor as a “reasonably important” consideration
when selecting a debt collection services supplier, and 31% rated it as “very important”. The relation with the debtor
was rated as “not important at all” by 19% of respondents. Respondents in all of the surveyed countries, were more
inclined to rate the relation with the debtor as an important consideration when selecting a debt collection services
supplier.

Importance of easy access to up to date information

47% of respondents in Hong Kong rated easy access to up to date information as a “reasonably important”
consideration when selecting a debt collection services supplier, whereas 34% rated it as “very important”. Easy
access to up to date information was rated as “not important at all” by 20% of respondents. Of the 20 countries
surveyed, Hong Kong stands out as the country whose respondents were most inclined to rate easy access to up to
date information as not important in the selection of a debt collection services supplier. Respondents in all of the
surveyed countries were more inclined to rate easy access to up to date information as an important consideration in
the selection of a debt collection services supplier.

Importance of success rate

43% of respondents in Hong Kong rated success rate as a “reasonably important” consideration when selecting a
supplier of debt collection services, and 41% rated it as “very important”. 17% rated success rate as “not important at
all”. Of the 20 countries surveyed, Hong Kong stands out as the country with the highest percentage of respondents
who rated success rate as “not important at all” in the selection of a debt collection services supplier. Hong Kong is the
only country in which more respondents stated success rate is “reasonably important” than “very important”.
Respondents across all 20 surveyed countries were more inclined to consider success rate as a very important
consideration when selecting a debt collection services supplier.

Importance of reputation

38% of respondents in Hong Kong rated reputation of the supplier as a “reasonably important” consideration when
selecting a supplier of debt collection services, and 42% rated it “very important”. 20% rated reputation as “not
important at all”. Respondents across all 20 surveyed countries were more inclined to rate reputation as an important
consideration when selecting a debt collection services supplier.
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Importance of additional services

41% of respondents in Hong Kong rated additional services as a “reasonably important” consideration when selecting
a supplier of debt collection services, and 33% rated additional services as “very important”. Additional services were
rated as “not important at all” by 26% of respondents. Respondents in all of the countries surveyed were more
inclined to rate additional services as an important consideration when selecting a debt collection services supplier.
Additional services however are considered to be the least important consideration of all those queried.

Reasons for not outsourcing collection of outstanding debts

In all of the surveyed countries, as observed in Hong Kong, the use of internal sources as well as costs are the main
reasons for companies not to outsource collection of their outstanding receivables.

The reasons most often noted by respondents from Hong Kong for not outsourcing collection of both domestic and
international receivables include:

1. Costs (52% of respondents)

2. Too complex - language/legal (31%)

3. Use of internal sources (30%)

4. Relationship with the customer (25%)

5. No trust in the success of the outsourcing party (19%)
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3.12 Ireland
Outstanding_debts: domestic versus international

76% of the receivables of Irish companies are domestic, whereas 24% are international. In the majority of the
surveyed countries, more than 70% of outstanding debts are domestic debts.

Selection criteria for outsourcing collection of outstanding debts

Importance of price

55% of Irish respondents rated price as a “very important” consideration when selecting a supplier of debt collection
services, whereas 40% rated price as “reasonably important”. Only 5% of respondents in Ireland rated price as “not
important at all”. Respondents across all 20 countries surveyed were more inclined to rate price as an important
consideration when selecting a supplier of debt collection services..

Importance of global expertise

44% of respondents in Ireland rated global expertise as a “very important” consideration when selecting a supplier of
debt collection services, and 28% rated it as “reasonably important”. Global expertise was rated as “not important at
all” by 28% of Irish respondents. Respondents in all of the countries surveyed were more inclined to rate global
expertise as an important consideration when selecting a debt collection supplier.

Importance of local knowledge

Local knowledge was rated as “very important” in the selection of a debt collection services supplier by 61% of Irish
respondents, whereas 29% rated it as “reasonably important”. 10% of respondents in Ireland rated local knowledge as
“not important at all”. Respondents in all of the surveyed countries were more inclined to rate local knowledge as an
important consideration when selecting a debt collection services supplier.

Importance of relation with debtor

47% of Irish respondents rated their relation with the debtor as a “very important” consideration when selecting a
supplier of debt collection services, whereas 38% rated it as “reasonably important”. The relation with the debtor was
rated as “not important at all” by 16% of Irish respondents. Respondents in all of the surveyed countries, were more
inclined to rate the relation with the debtor as an important consideration when selecting a debt collection services
supplier.

Importance of easy access to up to date information

Easy access to up to date information was rated as “very important” in the selection of a debt collection services
supplier by 50% of Irish respondents, whereas 44% rated it as “reasonably important”. 7% of respondents in Ireland
rated easy access to up to date information as an aspect that is “not important at all”. Respondents in all of the
surveyed countries were more inclined to rate easy access to up to date information as an important consideration in
the selection of a debt collection services supplier.

Importance of success rate

72% of responding companies in Ireland rated success rate as “very important” in the selection of a supplier of debt
collection services, whereas 22% rated it as “reasonably important”. 6% of Irish respondents rated success rate as “not
important at all”. Respondents across all 20 surveyed countries were more inclined to consider success rate as a very
important consideration when selecting a debt collection services supplier. Only in Hong Kong was the response
“reasonably important” more frequently recorded than “very important”.

Importance of reputation

Reputation was rated as “very important” in the selection of a debt collection services supplier by 73% of respondents
from Ireland, whereas 25% rated it as “reasonably important”. 2% of Irish respondents, the lowest percentage of the
20 countries surveyed, rated reputation as “not important at all”. Respondents across all 20 surveyed countries were
more inclined to rate reputation as an important consideration when selecting a debt collection services supplier.

Importance of additional services

44% of respondents in Ireland rated additional services as a “reasonably important” aspect to consider when selecting
a supplier of debt collection services, whereas 26% of respondents rated additional services as “very important”.
Additional services were rated as “not important at all” by 30% of Irish respondents. Respondents in all the countries
surveyed were more inclined to rate additional services as an important consideration when selecting a debt collection
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services supplier. Additional services however are considered to be the least important consideration of all those
queried.

Reasons for not outsourcing collection of outstanding debts

In all of the surveyed countries, as observed in Ireland, the use of internal sources as well as costs are the main
reasons for companies not to outsource collection of their outstanding receivables.

The reasons most often noted by Irish respondents for not outsourcing collection of both domestic and international
receivables include:

1. Use of internal sources (53% of respondents)

2. Costs (36%)

3. Relationship with the customer (26%)

4. No trust in the success of the outsourcing party (13%)

5. Too complex - language/legal (11%)
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3.13 Italy
Outstanding debts: domestic versus international

83% of the receivables of respondents from companies in Italy are domestic, whereas 17% are international. Of all the
countries surveyed, Italy along with Canada has the second highest percentage of domestic receivables, after Australia.

Selection criteria for outsourcing collection of outstanding debts

Importance of price

48% of Italian respondents rated price as a “reasonably important” consideration when selecting a supplier of debt
collection services, whereas 41% of respondents rated price as “very important”. Only 11% of respondents in Italy
rated price as “not important at all”. Respondents across all 20 countries surveyed were more inclined to rate price as
an important consideration when selecting a supplier of debt collection services.

Importance of global expertise

Global expertise was rated as “very important” in the selection of a debt collection services supplier by 64% of Italian
respondents, whereas 29% of respondents rated it as “reasonably important”. 7% of Italian respondents rated global
expertise as “not important at all”. Of all the surveyed countries, Italy ranks second after France as to the percentage
of respondents who rated global expertise as “very important”. Respondents in all of the countries surveyed were
more inclined to rate global expertise as an important consideration when selecting a debt collection supplier.

Importance of local knowledge

Local knowledge was rated as “very important” in the selection of a debt collection services supplier by 56% of Italian
respondents, whereas 28% of companies rated it as “reasonably important”. 16% of respondents in Italy rated local
knowledge as “not important at all”. Respondents in all of the surveyed countries were more inclined to rate local
knowledge as an important consideration when selecting a debt collection services supplier.

Importance of relation with debtor

41% of Italian respondents rated their relation with the debtor as a “reasonably important” consideration when
selecting a debt collection services supplier, and 31% rated it as “very important”. The relation with the debtor was
rated as “not important at all” by 28% of Italian respondents. Respondents in all of the surveyed countries, were more
inclined to rate the relation with the debtor as an important consideration when selecting a debt collection services
supplier.

Importance of easy access to up to date information

Easy access to up to date information was rated as “very important” in the selection of a debt collection services
supplier by 52% of Italian respondents, and 37% rated it as “reasonably important”. 11% of respondents in Italy rated
easy access to up to date information as an aspect that is “not important at all”. Respondents in all of the surveyed
countries were more inclined to rate easy access to up to date information as an important consideration in the
selection of a debt collection services supplier.

Importance of success rate

Success rate was assessed as “very important” in the selection of a debt collection services supplier by 55% of
respondents in Italy, whereas 34% rated it as “reasonably important”. 10% of Italian respondents rated success rate as
“not important at all”. Respondents across all 20 surveyed countries were more inclined to consider success rate as a
very important consideration when selecting a debt collection services supplier. Only in Hong Kong was the response
“reasonably important” more frequently recorded than “very important”.

Importance of reputation

47% of Italian respondents rated reputation as a “reasonably important” consideration when selecting a supplier of
debt collection services, whereas 45% rated it “very important”. Reputation was rated as “not important at all” by 7%
of respondents in Italy. Italy and Switzerland are the only two countries surveyed in which more respondents rated
reputation “reasonably important” than did “very important”. Respondents across all 20 surveyed countries were
more inclined to rate reputation as an important consideration when selecting a debt collection services supplier.

Importance of additional services
42% of respondents in Italy rated additional services as a “reasonably important” consideration when selecting a
supplier of debt collection services, whereas 27% of respondents rated additional services as “very important”.
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Additional services were rated as “not important at all” by 32% of Italian respondents. Respondents in all the
countries surveyed were more inclined to rate additional services as an important consideration when selecting a debt

collection services supplier. Additional services however are considered to be the least important consideration of all
those queried.

Reasons for not outsourcing collection of outstanding debts

In all of the surveyed countries, as observed in Italy, the use of internal sources as well as costs are the main reasons
for companies not to outsource collection of their outstanding receivables.

The reasons most often noted by Italian respondents for not outsourcing collection of both domestic and international
receivables include:

1. Costs (61% of respondents, the largest percentage of all the countries surveyed)

2. Use of internal sources (25%)

3. No trust in the success of the outsourcing party (22%)

4. Relationship with the customer (18%)

5. Too complex - language/legal (16%)
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3.14 Mexico
Outstanding debts: domestic versus international

81% of the receivables of Mexican respondents are domestic, whereas 19% are international. Mexico is one of only six
countries in which domestic receivables amounted to 80% or more of the responding companies’ outstanding debts.

Selection criteria for outsourcing collection of outstanding debts

Importance of price

63% of respondents in Mexico rated price as a “very important” consideration when selecting a supplier of debt
collection services, whereas 34% rated price as “reasonably important”. Only 4% of Mexican companies rated price as
“not important at all”. Of the 20 countries surveyed, Mexico stands out as the country whose respondents were most
inclined to rate price as very important in the selection of a debt collection services supplier. Respondents across all 20
countries surveyed were more inclined to rate price as an important consideration when selecting a supplier of debt
collection services.

Importance of global expertise

51% of respondents rated global expertise as a “very important” consideration when selecting a debt collection
services supplier, whereas 35% rated it as “reasonably important”. Global expertise was rated as “not important at all”
by 14% of Mexican respondents. Respondents in all of the countries surveyed were more inclined to rate global
expertise as an important consideration when selecting a debt collection supplier.

Importance of local knowledge

58% of respondents rated local knowledge as a “very important” consideration when selecting a debt collection

services supplier, and 23% rated it as “reasonably important”. 19% rated local knowledge of the supplier as “not
important at all”. Respondents in all of the surveyed countries were more inclined to rate local knowledge as an
important consideration when selecting a debt collection services supplier.

Importance of relation with debtor

53% of respondents in Mexico rated their relation with the debtor as a “very important” consideration when selecting
a debt collection services supplier, and 27% rated it as “reasonably important”. The relation with the debtor was rated
as “not important at all” by 21% of Mexican respondents. Of the 20 countries surveyed, Mexico and France stand out
as the countries whose respondents were most inclined to rate their relation with the debtor as a very important
consideration in the selection of a debt collection services supplier.

Importance of easy access to up to date information

Easy access to up to date information was rated as “very important” in the selection of a debt collection services
supplier by 61% of respondents, whereas 27% rated it as “reasonably important”. Of the 20 countries surveyed,
Mexico stands out as the country whose respondents were most inclined to rate easy access to up to date information
as very important in the selection of a debt collection services supplier. 12% of Mexican respondents rated easy
access to up to date information as “not important at all”. Respondents in all of the surveyed countries were more
inclined to rate easy access to up to date information as an important consideration in the selection of a debt
collection services supplier.

Importance of success rate

68% of respondents in Mexico rated success rate as “very important” in the selection of a debt collection services
supplier, whereas 28% rated it as “reasonably important”. 4% of Mexican respondents rated success rate as “not
important at all”. Respondents across all 20 surveyed countries were more inclined to consider success rate as a very
important consideration when selecting a debt collection services supplier. Only in Hong Kong was the response
“reasonably important” more frequently recorded than “very important”.

Importance of reputation

Reputation was rated as “very important” in the selection of a debt collection services supplier by 70% of respondents,
whereas 19% rated it as “reasonably important”. 11% of respondents in Mexico rated reputation as “not important at
all”. Of the 20 countries surveyed, Mexico ranks second after Ireland as to the percentage of respondents who
consider reputation to be very important in the selection of a debt collection services supplier. Respondents across all
20 surveyed countries were more inclined to rate reputation as an important consideration when selecting a debt
collection services supplier.
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Importance of additional services

39% of Mexican respondents rated additional services as a “reasonably important” consideration when selecting a
supplier of debt collection services, and 41% rated them as “very important”. Additional services were rated as “not
important at all” by 20% of respondents in Mexico. Respondents in all the countries surveyed were more inclined to
rate additional services as an important consideration when selecting a debt collection services supplier. Additional
services however are considered to be the least important consideration of all those queried.

Reasons for not outsourcing collection of outstanding debts

In all of the surveyed countries, as observed in Mexico, the use of internal sources as well as costs are the main
reasons for companies not to outsource collection of their outstanding receivables.

The reasons most often noted by Mexican respondents for not outsourcing collection of both domestic and
international receivables include:

1. Costs (43% of respondents)

2. Use of internal sources (31%)

3. Relationship with the customer (31%)

4. Too complex - language/legal (17%)

5. No trust in the success of the outsourcing party (15%)
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3.15 The Netherlands
Outstanding debts: domestic versus international

79% of the receivables of companies in the Netherlands are domestic, whereas 21% are international. In the majority
of the surveyed countries, more than 70% of outstanding debts are domestic debts.

Selection criteria for outsourcing collection of outstanding debts

Importance of price

56% of Dutch respondents rated price as a “reasonably important” consideration when selecting a supplier of debt
collection services, whereas 35% of respondents rated price as “very important”. Only 9% of respondents in the
Netherlands (9%) rated price as “not important at all”. Respondents across all 20 countries surveyed were more
inclined to rate price as an important consideration when selecting a supplier of debt collection services.

Importance of global expertise

37% of respondents in the Netherlands rated global expertise as a “reasonably important” consideration in the
selection of a debt collection services supplier, and 36% of respondents rated it as “very important”. Global expertise
was rated as “not important at all” by 27% of Dutch respondents. Respondents in all of the countries surveyed were
more inclined to rate global expertise as an important consideration when selecting a debt collection supplier.

Importance of local knowledge

49% of Dutch respondents rated local knowledge as “very important” in the selection of a debt collection services
supplier, whereas 39% rated it as “reasonably important”. 11% of respondents in the Netherlands rated local
knowledge as “not important at all”. Respondents in all of the surveyed countries were more inclined to rate local
knowledge as an important consideration when selecting a debt collection services supplier.

Importance of relation with debtor

41% of Dutch respondents rated their relation with the debtor as a “reasonably important” consideration when
selecting a debt collection services supplier, whereas 27% of respondents rated it as “very important”. The relation
with the debtor was rated as “not important at all” by 32% of Dutch companies. Respondents in all of the surveyed
countries, were more inclined to rate the relation with the debtor as an important consideration when selecting a debt
collection services supplier.

Importance of easy access to up to date information

47% of Dutch respondents rated easy access to up to date information as a “reasonably important” consideration
when selecting a debt collection services supplier, whereas 42% rated it as “very important”. Easy access to up to date
information was rated as “not important at all” by 11% of Dutch respondents. Respondents in all of the surveyed
countries were more inclined to rate easy access to up to date information as an important consideration in the
selection of a debt collection services supplier.

Importance of success rate

Success rate was assessed as “very important” in the selection of a debts collection services supplier by 66% of Dutch
respondents, 30% rated it as “reasonably important”. 4% of Dutch respondents rated success rate as “not important at
all”. Respondents across all 20 surveyed countries were more inclined to consider success rate as a very important
consideration when selecting a debt collection services supplier. Only in Hong Kong was the response “reasonably
important” more frequently recorded than “very important”.

Importance of reputation

Reputation was rated as “very important” in the selection of a debt collection services supplier by 56% of respondents,
whereas 36% rated it as “reasonably important”. 9% of Dutch respondents rated reputation as “not important at all”.
Respondents across all 20 surveyed countries were more inclined to rate reputation as an important consideration
when selecting a debt collection services supplier.

Importance of additional services

46% of respondents in the Netherlands rated additional services as a “reasonably important” consideration when
selecting a supplier of debt collection services, and 23% rated them as “very important”. Additional services were
rated as “not important at all” by 31% of Dutch respondents. Respondents in all the countries surveyed were more
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inclined to rate additional services as an important consideration when selecting a debt collection services supplier.
Additional services however are considered to be the least important consideration of all those queried.

Reasons for not outsourcing collection of outstanding debts

In all of the surveyed countries, as observed in the Netherlands, the use of internal sources as well as costs are the
main reasons for companies not to outsource collection of their outstanding receivables.

The reasons most often noted by Dutch respondents for not outsourcing collection of both domestic and international
receivables include:

1. Use of internal sources (49%)

2. Costs (42%)

3. Relationship with the customer (29%)

4. No trust in the success of the outsourcing party (11%)

5. Too complex - language/legal (7%)
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3.16 Poland
Outstanding debts: domestic versus international

80% of the receivables of Polish respondents are domestic, whereas 20% are international. Poland is one of only six
countries in which domestic receivables amounted to 80% or more of the responding companies’ outstanding debts.

Selection criteria for outsourcing collection of outstanding debts

Importance of price

53% of Polish respondents consider price to be a “very important” consideration when selecting a supplier of debt
collection services, whereas 42% consider it to be “reasonably important”. Only 5% of respondents in Poland rated
price as “not important at all”. Respondents across all 20 countries surveyed were more inclined to rate price as an
important consideration when selecting a supplier of debt collection services.

Importance of global expertise

49% of Polish respondents rated global expertise as a “reasonably important” consideration when selecting a debt
collection services supplier, whereas 39% rated it as “very important”. Global expertise was rated as “not important at
all” by 12% of Polish respondents. Respondents in all of the countries surveyed were more inclined to rate global
expertise as an important consideration when selecting a debt collection supplier.

Importance of local knowledge

Local knowledge was rated as “very important” in the selection of a debt collection services supplier by 58% of Polish
respondents, whereas 36% rated it as “reasonably important”. 6% of respondents in Poland rated local knowledge as
“not important at all”. Respondents in all of the surveyed countries were more inclined to rate local knowledge as an
important consideration when selecting a debt collection services supplier.

Importance of relation with debtor

Their relation with the debtor was rated as “very important” in the selection of a debt collection services supplier by
43% of Polish respondents, whereas 41% rated it as “reasonably important”. 16% of Polish respondents rated their
relation with the debtor as “not important at all”. Respondents in all of the surveyed countries, were more inclined to
rate the relation with the debtor as an important consideration when selecting a debt collection services supplier.

Importance of easy access to up to date information

Easy access to up to date information was rated as “very important” in the selection of a debt collection services
supplier by 47% of respondents, whereas 46% of respondents rated it as “reasonably important”. 7% of Polish
respondents rated easy access to up to date information as “not important at all”. Respondents in all of the surveyed
countries were more inclined to rate easy access to up to date information as an important consideration in the
selection of a debt collection services supplier.

Importance of success rate

Success rate was assessed as “very important” in the selection of a debt collection services supplier by 78% of Polish
respondents, whereas 18% rated it as “reasonably important”. 4% of Polish respondents rated success rate as “not
important at all”. Respondents across all 20 surveyed countries were more inclined to consider success rate as a very
important consideration when selecting a debt collection services supplier. Only in Hong Kong was the response
“reasonably important” more frequently recorded than “very important”.

Importance of reputation

Reputation was rated as “very important” in the selection of a debt collection services supplier by 57% of respondents,
whereas 35% of Polish companies rated it as “reasonably important”. 9% of respondents in Poland rated reputation as
“not important at all”. Respondents across all 20 surveyed countries were more inclined to rate reputation as an
important consideration when selecting a debt collection services supplier.

Importance of additional services

49% of respondents in Poland rated additional services as a “reasonably important” consideration when selecting a
supplier of debt collection services, whereas 28% rated additional services as “very important”. Additional services
were rated as “not important at all” by 32% of Polish respondents. Respondents in all the countries surveyed were
more inclined to rate additional services as an important consideration when selecting a debt collection services
supplier. Additional services however are considered to be the least important consideration of all those queried.
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Reasons for not outsourcing collection of outstanding debts

In all of the surveyed countries, as observed in Poland, the use of internal sources as well as costs are the main
reasons for companies not to outsource collection of their outstanding receivables.

The reasons most often noted by Polish respondents for not outsourcing collection of both domestic and international
receivables include:

1. Costs (56% of respondents)

2. Use of internal sources (41%)

3. Relationship with the customer (24%)

4. No trust in the success of the outsourcing party (19%)

5. Too complex - language/legal (16%)
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3.17 Spain
Outstanding debts: domestic versus international

77% of the receivables of respondents from Spanish companies are domestic, whereas 23% are international. In the
majority of the surveyed countries, more than 70% of outstanding debts are domestic debts.

Selection criteria for outsourcing collection of outstanding debts

Importance of price

49% of Spanish respondents rated price as a “very important” consideration when selecting a supplier of debt
collection services, and 45% of respondents rated price as “reasonably important”. Only 5% of respondents in Spain
rated price as “not important at all”. Respondents across all 20 countries surveyed were more inclined to rate price as
an important consideration when selecting a supplier of debt collection services.

Importance of global expertise

51% of Spanish respondents rated global expertise as a “reasonably important” consideration when selecting a debt
collection services supplier, whereas 36% rated it as “very important”. Global expertise was rated as “not important at
all” by 14% of respondents in Spain. Respondents in all of the countries surveyed were more inclined to rate global
expertise as an important consideration when selecting a debt collection supplier.

Importance of local knowledge

43% of respondents in Spain rated local knowledge as a “reasonably important” consideration when selecting a debt
collection services supplier, whereas 41% rated local knowledge as “very important”. 16% of Spanish respondents
rated local knowledge as “not important at all”. Respondents in all of the surveyed countries were more inclined to
rate local knowledge as an important consideration when selecting a debt collection services supplier.

Importance of relation with debtor

44% of Spanish respondents rated their relation with the debtor as a “reasonably important” consideration when
selecting a debt collection services supplier, whereas 35% rated it as “very important”. The relation with the debtor
was rated as “not important at all” by 21% of respondents in Spain. Respondents in all of the surveyed countries,
were more inclined to rate the relation with the debtor as an important consideration when selecting a debt collection
services supplier.

Importance of easy access to up to date information

Easy access to up to date information was rated as “very important” in the selection of a debt collection services
supplier by 50% of Spanish respondents, whereas 45% rated it as “reasonably important”. 5% of respondents in Spain
rated easy access to up to date information as “not important at all”. Respondents in all of the surveyed countries
were more inclined to rate easy access to up to date information as an important consideration in the selection of a
debt collection services supplier.

Importance of success rate

54% of respondents in Spain rated success rate as “very important” in the selection of a supplier of debt collection
services, whereas 38% rated it as “reasonably important”. 8% of Spanish respondents rated success rate as “not
important at all”. Respondents across all 20 surveyed countries were more inclined to consider success rate as a very
important consideration when selecting a debt collection services supplier. Only in Hong Kong was the response
“reasonably important” more frequently recorded than “very important”.

Importance of reputation

Reputation was rated as “very important” in the selection of a debt collection services supplier by 54% of respondents
in Spain, whereas 42% of respondents rated it as “reasonably important”. 4% of Spanish respondents rated reputation
as “not important at all”. Respondents across all 20 surveyed countries were more inclined to rate reputation as an
important consideration when selecting a debt collection services supplier.

Importance of additional services

50% of respondents in Spain rated additional services as a “reasonably important” consideration when selecting a
supplier of debt collection services, whereas 36% of respondents rated them as “very important”. Additional services
were rated as “not important at all” by 15% of respondents. Respondents in all the countries surveyed were more
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inclined to rate additional services as an important consideration when selecting a debt collection services supplier.
Additional services however are considered to be the least important consideration of all those queried.

Reasons for not outsourcing collection of outstanding debts

In all of the surveyed countries, as observed in Spain, the use of internal sources as well as costs are the main reasons
for companies not to outsource collection of their outstanding receivables.

The reasons most often noted by Spanish respondents for not outsourcing collection of both domestic and
international receivables include:

1. Costs (50% of respondents)

2. Use of internal sources (35%)

3. Relationship with the customer (28%)

4. No trust in the success of the outsourcing party (13%)

5. Too complex - language/legal (13%)
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3.18 Sweden
Outstanding debts: domestic versus international

78% of the receivables of respondents from companies in Sweden are domestic, whereas 22% are international. In the
majority of the surveyed countries, more than 70% of outstanding debts are domestic debts.

Selection criteria for outsourcing collection of outstanding debts

Importance of price

52% of Swedish respondents rated price as a “reasonably important” consideration when selecting a supplier of debt
collection services, whereas 33% of respondents rated price as “very important”. Only 14% of respondents in Sweden
rated price as “not important at all”. Of the 20 countries surveyed, Sweden has the second highest percentage of
respondents who rated price as “not important at all”, after Denmark. Respondents across all 20 countries surveyed
were more inclined to rate price as an important consideration when selecting a supplier of debt collection services.

Importance of global expertise

38% of Swedish respondents rated global expertise as a “very important” consideration when selecting a debt
collection services supplier, whereas 28% rated it as “reasonably important”. Global expertise was rated as “not
important at all” by 34% of respondents. Respondents in all of the countries surveyed were more inclined to rate
global expertise as an important consideration when selecting a debt collection supplier.

Importance of local knowledge

Local knowledge was rated as “very important” in the selection of a debt collection services supplier by 53% of
Swedish respondents, whereas 31% rated it as “reasonably important”. 16% of respondents in Sweden rated local
knowledge as “not important at all”. Respondents in all of the surveyed countries were more inclined to rate local
knowledge as an important consideration when selecting a debt collection services supplier.

Importance of relation with debtor

46% of Swedish respondents rated their relation with the debtor as a “very important” consideration when selecting a
debt collection services supplier, whereas 26% rated it as “reasonably important”. The relation with the debtor was
rated as “not important at all” by 28% of Swedish respondents. Respondents in all of the surveyed countries, were
more inclined to rate the relation with the debtor as an important consideration when selecting a debt collection
services supplier.

Importance of easy access to up to date information

Easy access to up to date information was rated as “very important” in the selection of a debt collection services
supplier by 55% of respondents, whereas 34% rated it as “reasonably important”. 11% of Swedish respondents rated
easy access to up to date information as “not important at all”. Respondents in all of the surveyed countries were
more inclined to rate easy access to up to date information as an important consideration in the selection of a debt
collection services supplier.

Importance of success rate

60% of Swedish respondents rated success rate as “very important” in the selection of a debt collection services
supplier, whereas 30% rated it as “reasonably important”. 10% of Swedish respondents rated success rate as “not
important at all”. Respondents across all 20 surveyed countries were more inclined to consider success rate as a very
important consideration when selecting a debt collection services supplier. Only in Hong Kong was the response
“reasonably important” more frequently recorded than “very important”.

Importance of reputation

Reputation was rated as “very important” in the selection of a debt collection services supplier by 57% of respondents,
whereas 31% of companies in Sweden rated it as “reasonably important”. 12% of Swedish respondents rated
reputation as “not important at all”. Respondents across all 20 surveyed countries were more inclined to rate
reputation as an important consideration when selecting a debt collection services supplier.

Importance of additional services

31% of respondents in Sweden rated additional services as a “very important” consideration when selecting a supplier
of debt collection services, and 30% rated them as “reasonably important”. Additional services were rated as “not
important at all” by 39% of respondents in Sweden. Respondents in all the countries surveyed were more inclined to
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rate additional services as an important consideration when selecting a debt collection services supplier. Additional
services however are considered to be the least important consideration of all those queried.

Reasons for not outsourcing collection of outstanding debts

In all of the surveyed countries, as observed in Sweden, the use of internal sources as well as costs are the main
reasons for companies not to outsource collection of their outstanding receivables.

The reasons most often noted by Swedish respondents for not outsourcing collection of both domestic and
international receivables include:

1. Use of internal sources (48% of respondents)

2. Costs (25%)

3. Relationship with the customer (17%)

4. Too complex - language/legal (16%)

5. No trust in the success of the outsourcing party (11%)
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3.19 Switzerland
Outstanding debts: domestic versus international

70% of the receivables of respondents from Swiss companies are domestic, whereas 30% are international. In the
majority of the surveyed countries, more than 70% of outstanding debts are domestic debts.

Selection criteria for outsourcing collection of outstanding debts

Importance of price

48% of Swiss respondents rated price as a “very important” consideration when selecting a supplier of debt collection
services, whereas 42% rated price as “reasonably important”. Only 11% of respondents in Switzerland rated price as
“not important at all”. Respondents across all 20 countries surveyed were more inclined to rate price as an important
consideration when selecting a supplier of debt collection services.

Importance of global expertise

40% of Swiss respondents rated global expertise as a “reasonably important” consideration when selecting a debt
collection services supplier, whereas 36% rated it as “very important”. Global expertise was rated as “not important at
all” by 24% of Swiss respondents. Respondents in all of the countries surveyed were more inclined to rate global
expertise as an important consideration when selecting a debt collection supplier.

Importance of local knowledge

45% of Swiss respondents rated local knowledge as a “very important” consideration when selecting a debt collection
services supplier, whereas 43% rated it as “reasonably important”. Local knowledge was rated as a “not important at
all” by 12% of Swiss respondents. Respondents in all of the surveyed countries were more inclined to rate local
knowledge as an important consideration when selecting a debt collection services supplier.

Importance of relation with debtor

40% of Swiss respondents rated their relation with the debtor as a “reasonably important” consideration when
selecting a debt collection services supplier, whereas 27% rated it as “very important”. The relation with the debtor
was rated as “not important at all” by 33% of Swiss respondents. Respondents in all of the surveyed countries, were
more inclined to rate the relation with the debtor as an important consideration when selecting a debt collection
services supplier.

Importance of easy access to up to date information

59% of respondents in Switzerland rated easy access to up to date information as a “reasonably important”
consideration when selecting a debt collection services supplier, and 33% of respondents rated it as “very important”.
Easy access to up to date information was rated as “not important at all” by only 8% of Swiss respondents.
Respondents in all of the surveyed countries were more inclined to rate easy access to up to date information as an
important consideration in the selection of a debt collection services supplier.

Importance of success rate

56% of respondents from Switzerland rated success rate as “very important” in the selection of a debt collection
services supplier, whereas 35% of respondents rated it as “reasonably important”. 9% of Swiss respondents rated
success rate as “not important at all”. Respondents across all 20 surveyed countries were more inclined to consider
success rate as a very important consideration when selecting a debt collection services supplier. Only in Hong Kong
was the response “reasonably important” more frequently recorded than “very important”.

Importance of reputation

44% of Swiss respondents rated reputation as a “reasonably important” aspect to consider when selecting a supplier of
debt collection services, whereas 43% of respondents rated reputation as “very important”. Reputation of the supplier
was rated as “not important at all” by 14% of Swiss companies. Switzerland and Italy are the only two countries
surveyed in which more respondents rated reputation “reasonably important” than did “very important”.
Respondents across all 20 surveyed countries were more inclined to rate reputation as an important consideration
when selecting a debt collection services supplier.
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Importance of additional services

50% of respondents in Switzerland rated additional services as a “reasonably important” consideration when selecting
a supplier of debt collection services, whereas 17% rated them as “very important”. Additional services were rated as
“not important at all” by 33% of Swiss respondents. Respondents in all the countries surveyed were more inclined to
rate additional services as an important consideration when selecting a debt collection services supplier. Additional
services however are considered to be the least important consideration of all those queried.

3.3 Reasons for not outsourcing collection of outstanding debts

In all of the surveyed countries, as observed in Switzerland, the use of internal sources as well as costs are the main
reasons for companies not to outsource collection of their outstanding receivables.

The reasons most often noted by Swiss respondents for not outsourcing collection of both domestic and international
receivables include:

1. Costs (58% of respondents)

2. Use of internal sources (37%)

3. Relationship with the customer (26%)

4. Too complex - language/legal (20%)

5. No trust in the success of the outsourcing party (13%)
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3.20 Outstanding debts: domestic versus international

80% of the receivables of American respondents are domestic, whereas 20% are international. The USA is one of only
six countries in which domestic receivables amounted to 80% or more of the responding companies” outstanding debts.

Selection criteria for outsourcing collection of outstanding debts

Importance of price

50% of respondents in the USA rated price as a “very important” consideration when selecting a supplier of debt
collection services, whereas 45% of respondents rated price as “reasonably important”. Only 5% of respondents in the
USA (5%) rated price as “not important at all”. Respondents across all 20 countries surveyed were more inclined to
rate price as an important consideration when selecting a supplier of debt collection services.

Importance of global expertise

39% of respondents in the USA rated global expertise as a “reasonably important” consideration when selecting a debt
collection services supplier, whereas 38% rated it as “very important”. Global expertise was rated as “not important at
all” by 23% of respondents. Respondents in all of the countries surveyed were more inclined to rate global expertise
as an important consideration when selecting a debt collection supplier.

Importance of local knowledge

46% of respondents rated local knowledge as a “very important” consideration when selecting a debt collection
services supplier, and 36% rated it as “reasonably important”. 18% of respondents in the USA rated local knowledge
as “not important at all”. Respondents in all of the surveyed countries were more inclined to rate local knowledge as
an important consideration when selecting a debt collection services supplier.

Importance of relation with debtor

41% of respondents in the USA rated their relation with the debtor as a “reasonably important” aspect to consider
when selecting a debt collection services supplier, and 38% rated it as “very important”. The relation with the debtor
was rated as “not important at all” by 21% of respondents in the USA. Respondents in all of the surveyed countries,
were more inclined to rate the relation with the debtor as an important consideration when selecting a debt collection
services supplier.

Importance of easy access to up to date information

Easy access to up to date information was rated as “very important” in the selection of a debt collection services
supplier by 49% of respondents, and 40% rated it as “reasonably important”. 10% of respondents in the USA rated
easy access to up to date information as “not important at all”. Respondents in all of the surveyed countries were
more inclined to rate easy access to up to date information as an important consideration in the selection of a debt
collection services supplier.

Importance of success rate

67% of respondents rated success rate as “very important” in the selection of a debt collection services supplier,
whereas 26% rated it as “reasonably important”. 6% of respondents in the USA rated success rate as “not important at
all”. Respondents across all 20 surveyed countries were more inclined to consider success rate as a very important
consideration when selecting a debt collection services supplier. Only in Hong Kong was the response “reasonably
important” more frequently recorded than “very important”.

Importance of reputation

58% of respondents in the USA rated reputation as “very important” in the selection of a debt collection services
supplier, whereas 34% rated it “reasonably important”. 8% of respondents rated it as “not important at all”.
Respondents across all 20 surveyed countries were more inclined to rate reputation as an important consideration
when selecting a debt collection services supplier.

Importance of additional services

46% of respondents in the USA rated additional services as a “reasonably important” consideration when selecting a
supplier of debt collection services, whereas 32% rated additional services as “very important”. 21% of respondents in
the USA, rated additional services as “not important at all”. Respondents in all the countries surveyed were more
inclined to rate additional services as an important consideration when selecting a debt collection services supplier.
Additional services however are considered to be the least important consideration of all those queried.
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Reasons for not outsourcing collection of outstanding debts

In all of the surveyed countries, as observed in the USA, the use of internal sources as well as costs are the main
reasons for companies not to outsource collection of their outstanding receivables.

The reasons most often noted by American respondents for not outsourcing collection of both domestic and
international receivables include:

1. Use of internal sources (50%)

2. Costs (43%)

3. Too complex - language/legal (21%)

4. No trust in the success of the outsourcing party (21%)

5. Relationship with the customer (15%)
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4.1 Use of outsourced collections services

More that 50% of the respondents in all but five of the countries surveyed have made no change in their use of
outsourced collections services. However, out of the respondents from companies that have made a change in practice,
a distinctly larger number have increased their use of outsourced collections compared to those that have decreased
their use. Overall, approximately 35% of respondents have increased their use of outsourced collections as a result of
the economic crisis.

Belgium stands out with the highest percentage of companies increasing their use of outsourced collections services
(44%), followed by the Netherlands (43%), China and Hong Kong (41%).

The Czech Republic and to a lesser extent Denmark stood out as extremes with very large percentages of respondents
who have made no change (82% and 72% respectively) in there use of outsourced collections services, and
subsequently very low percentages of decreases (0% and 5% respectively) in use. The most notable decrease in the

use of outsourced collections was reported in Poland (20%).

Extent to which the economic crisis has changed the way business is done, in reference to:

Use of outsourced collections services

Belgium (n = 89) 3%
Netherlands (n = 140) 46%
China (n = 129) 44%
Hong Kong (n = 145) 42%
France (n = 106) 51%
United Kingdom (n = 140) 49%
Canada (n =92) 53% 2%
Spain (n = 143) 49%
Austria (n = 132) 57%
Switzerland (n = 117) 51%
USA (n = 155) 52%
Italy (n = 112) 54%
Germany (n = 152) 59%
Ireland (n = 93) 56%
Australia (n = 104) 63%
Sweden (n =72) 60%
Poland (n = 98) 52%
Mexico (n = 96) 60%
Denmark (n = 85) 2%
Czech Republic (n = 62) 82%
M Big increase ® Small increase No change = Small decrease M Big decrease

Basis: interviewed companies from respective countries
Source: Heliview Research | Autumn 2009
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With respect to turnover class, smaller companies appear to be the most likely to continue their pre-existing practices.
Large companies with turnover exceeding € | billion are the most likely to have made big changes in their use of
outsourced collections services, both in respect to increases and decreases. There are no meaningful differences in the
responses of companies with € 10 million -€ 100 million and € 100 million - € 1 billion in turnover.

Extent to which the economic crisis has changed the way business is done, in reference to:

average:
Use of outsourced collections services

1-10 million Euro (n=835) W&Z) 58% <% 2.8

10-100 million Euro (n=901) 9% 52% % 2.7

100 million-1 billion Euro

0 0 0
(n=320) 10% 50% a% 2.7

Over 1 billion Euro (n=206) 13% 49% SN 2.7

M Big increase (1) ™ Small increase (2)  No change (3) ™ Small decrease (4) M Big decrease (5)

Basis: all interviewed companies
Source: Heliview Research | Autumn 2009

There are also no statistically significant differences in the use of outsourced collections services by major business
sector. Manufacturing companies (38%) are a little more inclined to have increased their use of outsourced collections
services than trade/sales/distribution companies (35%) who are likewise slightly more inclined to use these services
than service companies (32%). In all cases more than 50% of respondents have not changed the amount of use they
have made of outsourced collections.

Extent to which the economic crisis has changed the way business is done, in reference to:

Use of outsourced collections services
average:

Services (n = 893) WEZ 56% <% 2.8

Trade / sales / distribution (n = 10% 53% -
801)
Manufacturing (n = 568) 9% 52% 2,7

M Big increase (1) ™ Small increase (2) No change (3) ™ Small decrease (4) M Big decrease (5)

Basis: all interviewed companies
Source: Heliview Research | Autumn 2009
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4.2 Outstanding debts: domestic versus international

What % of your outstanding debts is domestic and what % is international?

Netherlands (n=142) 79% S 21%
Belgium (n=144) 69% o 32%
France (n=87) 76% o 28%
Germany (n=151) 74% 26
Great Britain (n=141) 70% 3%
Italy (n=99) 83% 1%
Sweden (n=80) 78% 2%
Denmark (n=85) 7% o 23%
Spain (n=137) 7% S 28%
Ireland (n=94) 76% S 28%
Switzerland (n=91) 70% S 30%
Austria (n=111) 78% 2%
Poland (n=67) 80% 2%
Czech Republic (n=125) 72% S 28%
Australia (n=114) 87% S 13%
China (n=73) 71% 2%
Hong Kong (n=84) 56% 2
USA (n=135) 81% 2%
Canada (n=94) 83% 1%
Mexico (n=87) 81% S 19%
Domestic M International

Basis: interviewed companies from respective countries with outstanding debts that provide us with an estimation of what % is domestic and what % is international
Source: Heliview Research | Autumn 2009

Overall, Hong Kong companies have the highest percentage of international debts of total outstanding debts.
About 44% of total outstanding debts of Hong Kong companies are debts of foreign business partners.
Australian companies have lowest percentage of international debts of total outstanding debts. About 13% of
total outstanding debts of Australian companies are debts of foreign business partners.
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What % of your outstanding debts is domestic and what % is international?

1-10 million Euro (n=854)

10-100 million Euro (n=843)

100 million-1 billion Euro
(n=307)

Over 1 billion Euro (n=137)

" Domestic M International

Basis: interviewed companies from respective turnover classes with outstanding debts that provide us with an estimation of what % is domestic and
what % is international
Source: Heliview Research | Autumn 2009

What % of your outstanding debts is domestic and what % is international?
Government/ local authorities (n=123)
Retail (n=90)

Building/ construction (n=212)

Services (n=165)

Real estate (n=52)

Health Care (n=104)

Trade/ wholesale (n=139)

Food!/ drinks/ agricultural products (n=117)
Tourism/ leisure (n=57)

Automotive (n=67)

Financial services (n=140)

Transport/ logistics (n=105)

Technology/ science/ electronics (n=127)

Steel-/ metal-working (n=133)

Chemical/ pharmaceutical (n=71)
' Domestic M International

Basis: interviewed companies from respective industries with outstanding debts that provide us with an estimation of what % is domestic and what
% is international (n>= 50 for all results above)
Source: Heliview Research | Autumn 2009



> créditoy caucion

Atradius Group

Outsourcing of collections services

4.3 Selection criteria outsourcing collections of outstanding debts

4.3.1 Importance of price

Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Price
Netherlands (n=176)
Belgium (n=132) 45%
France (n=146) 40%
43%

43%

Germany (n=179)
Great Britain (n=150)
Italy (n=179)
Sweden (n=84)
Denmark (n=97)
Spain (n=168) 45%
Ireland (n=98) 40%
Switzerland (n=130) 42%
Austria (n=158) 42%
Poland (n=133) 42%
Czech Republic (n=86)

Australia (n=114) 40%

China (n=146)
Hong Kong (n=157)
USA (n=157)
Canada (n=109)

45%
49%

Mexico (n=131) 34%

B Not important at all

56%

48%

60%

58%

48%

52%
39%

Reasonably important M Very important

Basis: interviewed companies from respective countries that provide us with an importance level

Source: Heliview Research | Autumn 2009

Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Price

1-10 million Euro (n=1019) .
10-100 million Euro (n=1080) -
Over 1 billion Euro (n=244) .

B Not important at all

100 million-1 billion Euro
(n=387)

42%

46%

A47%

52%

Reasonably important M Very important

Basis: interviewed companies from respective turnover classes that provide us with an importance level

Source: Heliview Research | Autumn 2009
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Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Price

Tourism/ leisure (n=80) INNSHENN 35% S 8%
Textiles/ footwear/ clothing/ fabrics (n=73) ISEEE 40% S 5%
Plastics processing or fabrication (n=52) NI 38% S B2%
Retail (n=130) S 45% - B’B1%
Health Care (n=134) NG 43% - B1%
Steel-/ metal-working (n=153) SN 44% - B1%
Building/ construction (n=256) INGHEE 43% - B1%
Automotive (n=75) IENSGEN 44% A%
Real estate (n=92) NG 40% A%
Transport/ logistics (n=142) SN 42% A%
Trade/ wholesale (n=178) GG 44% %
Chemical/ pharmaceutical (n=84) NS 44% S 48%
Government/ local authorities (n=147) INESSEEE 44% e 1
Technology/ science/ electronics (n=154) INISUEEE 47% A%
Food!/ drinks/ agricultural products (n=129) [INEISEGEN 49% Y £ 1
Services (n=221) G 52% 2%
Telecommunications (n=64) GG 55% 3%
Financial services (n=183) INNSHEN 55% 3%

H Not important at all Reasonably important ¥ Very important

Basis: interviewed companies from respective industries that provide us with an importance level (n>= 50 for all results above)
Source: Heliview Research | Autumn 2009
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4.3.2 Importance of global expertise

Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Global expertise
Netherlands (n=135) IRV 37%
Belgium (n=113) R 25%

France (n=148) 21%

Germany (n=182) 39%

Great Britain (n=140)
Italy (n=183) RGN 29%
Sweden (n=86)

43%

28%

Denmark (n=83) 34%

Spain (n=138) 51%
28%

40%

Ireland (n=85)
Switzerland (n=126)

Austria (n=152) 36%
- 12% 49%

Czech Republic (n=71) ISV 61%
e 26%

Australia (n=90) 32%

Poland (n=130)

China (n=142)

51%
Hong Kong (n=149) 49%

e 21%

USA (n=127) ISy — 39%
L 13%
L 14%

Canada (n=96) 31%
35%

Mexico (n=107)
B Not important at all Reasonably important M Very important

Basis: interviewed companies from respective countries that provide us with an importance level
Source: Heliview Research | Autumn 2009

Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Global expertise

1-10 million Euro (n=899) 36%

10-100 million Euro (n=1003) 40%

100 million-1 billion Euro

0,
(n=351) 40%

Over 1 billion Euro (n=230) 33%

H Not important at all Reasonably important M Very important

Basis: interviewed companies from respective turnover classes that provide us with an importance level
Source: Heliview Research | Autumn 2009
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Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Global expertise

Automotive (n=69) 29%

Chemical/ pharmaceutical (n=78) 32%

Steel-/ metal-working (n=155) 37%
Technology/ science/ electronics (n=143) 43%
Building/ construction (n=218) 33%
Government/ local authorities (n=130) 34%
Telecommunications (n=61) 34%
Plastics processing or fabrication (n=54) 43%
Food/ drinks/ agricultural products (n=116) 39%
Retail (n=113) 32%
Tourism/ leisure (n=68) 37%
Real estate (n=81) 35%
Transport/ logistics (n=133) 42%
Textiles/ footwear/ clothing/ fabrics (n=71) 51%
Services (n=199) 43%
Financial services (n=173) 39%

Trade/ wholesale (n=161) 41%

Health Care (n=118) 43%
H Not important at all Reasonably important ¥ Very important

Basis: interviewed companies from respective industries that provide us with an importance level (n>= 50 for all results above)
Source: Heliview Research | Autumn 2009
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4.3.3 Importance of local knowledge

Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Local knowledge (lanquage/legal)

Netherlands (n=174) 39%

Belgium (n=135) 25%

28%

France (n=148)
Germany (n=184) A7%
Great Britain (n=148)

Italy (n=169)

Sweden (n=93)

36%
28%
31%
Denmark (n=96) 40%
Spain (n=147)
Ireland (n=103)

43%
29%
Switzerland (n=130) 43%
41%
36%
34%
40%
47%

Austria (n=156)
Poland (n=132)

Czech Republic (n=82)
Australia (n=115)

China (n=148)
Hong Kong (n=149)
USA (n=158)
Canada (n=110)

45%
36%
37%

Mexico (n=120) 23%
H Not important at all Reasonably important ¥ Very important

Basis: interviewed companies from respective countries that provide us with an importance level
Source: Heliview Research | Autumn 2009

Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Local knowledge (lanquage/legal)

1-10 million Euro (n=1011) - 36%

10-100 million Euro (n=1067) 40%

Over 1 billion Euro (n=238) 29%

100 million-1 billion Euro o
(n=381) - e

B Not important at all Reasonably important M Very important

Basis: interviewed companies from respective turnover classes that provide us with an importance level
Source: Heliview Research | Autumn 2009
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Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Local knowledge (lanquage/legal)

Food/ drinks/ agricultural products (n=122) 31%
Steel-/ metal-working (n=158) 30%
Government/ local authorities (n=146) 29%
Tourism/ leisure (n=74) 35%
Telecommunications (n=61) 39%
Automotive (n=77) 36%
Financial services (n=182) 35%
Textiles/ footwear/ clothing/ fabrics (n=74) 36%
Services (n=222) 39%
Building/ construction (n=242) 38%
Retail (n=125) 35%
Technology/ science/ electronics (n=152) 39%
Health Care (n=135) 38%
Transport/ logistics (n=142) 37%
Chemical/ pharmaceutical (n=83) 42%
Trade/ wholesale (n=179) 43%

Real estate (n=93) 39%

Plastics processing or fabrication (n=58) 47%
B Not important at all Reasonably important M Very important

Basis: interviewed companies from respective industries that provide us with an importance level (n>= 50 for all results above)
Source: Heliview Research | Autumn 2009
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4.3.4 Importance of relation with debtor

Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Relation with debtor

Netherlands (n=152)

41%

Belgium (n=129) 40%

France (n=152) 36%

Germany (n=172)

28%

Great Britain (n=149) IOV 42% A%
Italy (n=173) IS/ 41% 3%
Sweden (n=89) ISV 26% %
Denmark (n=92) I O 36% 2%
Spain (n=160) IV 44% < 117
Ireland (n=96) NGV 38% %
Switzerland (n=129) I 40% 2%
Austria (n=150) I S/ 39% S 38%
Poland (n=135) IEEEENIGY 41% £ 1
Czech Republic (n=85) IOV 34% %
Australia (n=118) IR 36% e L
China (n=152) G 51% 2%
Hong Kong (n=148) IOy 50% 3%
USA (n=153) I 41% 3%
Canada (n=111) NSV 42% 2%
Mexico (n=131) IRV 27% S B3%

B Not important at all Reasonably important M Very important

Basis: interviewed companies from respective countries that provide us with an importance level
Source: Heliview Research | Autumn 2009

Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Relation with debtor

10-100 million Euro (n=1059) _ 41% _
Over 1 billion Euro (n=238) - 33% _
B Not important at all Reasonably important H Very important

Basis: interviewed companies from respective turnover classes that provide us with an importance level
Source: Heliview Research | Autumn 2009
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Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Relation with debtor

Textiles/ footwear/ clothing/ fabrics (n=73) 33%

Automotive (n=73) 32%

Chemical/ pharmaceutical (n=84) 38%
Steel-/ metal-working (n=158) 36%
Retail (n=131) 38%
Trade/ wholesale (n=169) 41%
Building/ construction (n=252) 41%
Tourism/ leisure (n=73) 37%
Government/ local authorities (n=142) 31%
Telecommunications (n=61) 39%
Real estate (n=87) 45%
Health Care (n=133) 41%
Transport/ logistics (n=136) 44%
Services (n=210) 43%
Technology/ science/ electronics (n=153) 40%
Financial services (n=182) 41%

Plastics processing or fabrication (n=56) 38%

Food/ drinks/ agricultural products (n=120) 43%
B Not important at all Reasonably important ¥ Very important

Basis: interviewed companies from respective industries that provide us with an importance level (n>= 50 for all results above)
Source: Heliview Research | Autumn 2009
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4.3.5 Importance of easy access to up-to-date information

Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Easy access to up-to-date information
Netherlands (n=178) 47%
Belgium (n=142) 39%
France (n=150) 35%
Germany (n=180) 53%
41%
37%
34%
42%
45%

44%

Great Britain (n=152)
ltaly (n=177)
Sweden (n=92)
Denmark (n=97)
Spain (n=165)
Ireland (n=101)
Switzerland (n=133) 59%
Austria (n=156) 44%

46%

Poland (n=136)
Czech Republic (n=85) 29§ 44%
Australia (n=125) GG 38%
China (n=148) 186 53%
Hong Kong (n=152) NP0V A7%
USA (n=163) IOV 40%
Canada (n=111) NSuEE 37%
Mexico (n=134) ISV 27%

H Not important at all Reasonably important ¥ Very important

Basis: interviewed companies from respective countries that provide us with an importance level
Source: Heliview Research | Autumn 2009

Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Easy access to up-to-date information

1-10 million Euro (n=1050) . 41% _

10-100 million Euro (n=1097) . 45% _

sl IR

Over 1 billion Euro (n=238) - 38% _
B Not important at all Reasonably important  Very important

Basis: interviewed companies from respective turnover classes that provide us with an importance level
Source: Heliview Research | Autumn 2009
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Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Easy access to up-to-date information

Automotive (n=77) ISR 31% 1

Textiles/ footwear/ clothing/ fabrics (n=75) IISEEEE 35% 5%

Steel-/ metal-working (n=162) RGN 38% 5%

Trade/ wholesale (n=178) RGN 39% 5%

Services (n=226) INGUEE 41% S B3%

Building/ construction (n=261) IEESRENE 39% 5%

Telecommunications (n=62) INESUGEE 42% S 50%

Retail (n=129) INSUENN 43% 9%

Chemical/ pharmaceutical (n=85) INIRGEN 45% 8%

Tourism/ leisure (n=78) GG 46% I L7

Health Care (n=138) HERGE 48% 8%

Government/ local authorities (n=147) INISUGEE 45% %

Financial services (n=188) ISEEN 49% N [ 1

Plastics processing or fabrication (n=55) IS 42% 4%

Food/ drinks/ agricultural products (n=129) ISSEE 50% %

Transport/ logistics (n=142) IESUGEN 48% P [

Energy (n=50) IR 46% 2%

Real estate (n=92) ISV 43% S 1%

Technology/ science/ electronics (n=157) S 55% S 40%
B Not important at all Reasonably important M Very important

Basis: interviewed companies from respective industries that provide us with an importance level (n>= 50 for all results above)
Source: Heliview Research | Autumn 2009



Outsourcing of collections services

> créditoy caucion

Atradius Group

4.3.6 Importance of success rate

Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Success rate
Netherlands (n=180) HARGE 30%
Belgium (n=147) INSUEN 16%
France (n=149) 186 12%
Germany (n=185)

29%
Great Britain (n=154) 31%
Italy (n=173) 34%
30%
30%

38%

Sweden (n=92)
Denmark (n=105)

Spain (n=160)

Ireland (n=104) 22%

Switzerland (n=131) 35%

Austria (n=160) 28%
18%
26%

22%

Poland (n=139)
Czech Republic (n=88)

Australia (n=125)

China (n=150) 41%
Hong Kong (n=150) IV 43%
USA (n=163) Igus 26%
Canada (n=114) SN 27%

28%

Mexico (n=135)
B Not important at all Reasonably important M Very important

Basis: interviewed companies from respective countries that provide us with an importance level
Source: Heliview Research | Autumn 2009

Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Success rate

1-10 million Euro (n=1069) . 26%

10-100 million Euro (n=1091) . 31%
100 million-1 billion Euro ®
(=399) - e

Over 1 billion Euro (n=245) . 28%

B Not important at all Reasonably important ¥ Very important

Basis: interviewed companies from respective turnover classes that provide us with an importance level
Source: Heliview Research | Autumn 2009
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Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Success rate

Food/ drinks/ agricultural products (n=132) BE@ 23% %
Automotive (n=79) INNISUEEN 20% 2%
Retail (n=133) GG 22% 2%
Tourism/ leisure (n=80) BEE 26% %
Government/ local authorities (n=156) [ INSGEE 23% %
Chemical/ pharmaceutical (n=85) ES@l 28% 8%
Telecommunications (n=64) INESUEEE 25% S 6T%
Steel-/ metal-working (n=159) RGN 26% S 6T%
Services (n=228) A 30% 1
Trade/ wholesale (n=182) GG 29% 6%
Financial services (n=185) B8 31% 6%
Transport/ logistics (n=138) NSMEN 30% %
Textiles/ footwear/ clothing/ fabrics (n=74) HRE 34% 2%
Health Care (n=146) GG 32% 2%
Building/ construction (n=263) INISEEE 31% 2%
Technology/ science/ electronics (n=156) NG 33% 1%
Plastics processing or fabrication (n=55) RGN 35% S B8%
Real estate (n=91) SN 34% 5%
Energy (n=50) INIIENIGVN 32% S BR2%

H Not important at all Reasonably important ¥ Very important

Basis: interviewed companies from respective industries that provide us with an importance level (n>= 50 for all results above)
Source: Heliview Research | Autumn 2009
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4.3.7 Importance of reputation

Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Reputation
Netherlands (n=183) 36%

35%
37%
39%

29%

Belgium (n=147)
France (n=153)
Germany (n=190)

Great Britain (n=157)
ltaly (n=177)
Sweden (n=94)

47%
31%

Denmark (n=103)
Spain (n=167)
Ireland (n=105)

30%

42%

25%
Switzerland (n=133) 44%
Austria (n=159) 40%
35%

44%

Poland (n=139)

Czech Republic (n=86)
31%
32%

Australia (n=124)

China (n=150)
Hong Kong (n=146)
USA (n=166)
Canada (n=115)

38%
34%
31%
19%

Mexico (n=138)
B Not important at all Reasonably important M Very important

Basis: interviewed companies from respective countries that provide us with an importance level
Source: Heliview Research | Autumn 2009

Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Reputation

1-10 million Euro (n=1073) - 32%
10-100 million Euro (n=1102) - 39%
100 millic(;rrlli1 gg)lion Euro - 7%
Over 1 billion Euro (n=249) - 28%

B Not important at all Reasonably important M Very important

Basis: interviewed companies from turnover classes that provide us with an importance level
Source: Heliview Research | Autumn 2009
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Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Reputation

Automotive (n=78) IIGREN 32% 2%
Retail (n=134) G 31% 2%
Government/ local authorities (n=154) [INEGDRGEN 28% 2%
Technology/ science/ electronics (n=158) ISR 32% S 59%%
Financial services (n=188) INISHENN 34% 5%
Building/ construction (n=273) NG 34% S 59%%
Textiles/ footwear/ clothing/ fabrics (n=73) NG 32% S 8%
Services (n=230) GG 36% S 8%
Health Care (n=145) UGN 32% S 5"%
Telecommunications (n=63) INGEGE 38% S 5%
Steel-/ metal-working (n=165) INEENRGENN 33% S 5%
Trade/ wholesale (n=183) IOV 35% - B%
Tourism/ leisure (n=81) NEREN 42% - B¥%
Food/ drinks/ agricultural products (n=130) |INENSGEN 41% 2%
Chemical/ pharmaceutical (n=87) NSV 41% S %
Transport/ logistics (n=141) NG 43% S %
Plastics processing or fabrication (n=56) INEEEISUGEEN 43% 51
Real estate (n=91) INEEISUINNN 42% 4%

H Not important at all Reasonably important ¥ Very important

Basis: interviewed companies from respective industries that provide us with an importance level (n>= 50 for all results above)
Source: Heliview Research | Autumn 2009
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4.3.8 Importance of additional services

Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Additional services
Netherlands (n=164) 46%

Belgium (n=114) 51%

France (n=132) 58%

Germany (n=172) 40%

Great Britain (n=148)
Italy (n=165)
Sweden (n=77)

A7%
42%
30%

Denmark (n=81) 30%

Spain (n=151) 50%
Ireland (n=91) 44%
50%

50%

Switzerland (n=120)
Austria (n=147)

Poland (n=118) 49%

Czech Republic (n=68) 54%

Australia (n=108) 53%

China (n=141) 56%
Hong Kong (n=148)
USA (n=142)

Canada (n=103)

1%
46%
a4
39%

Mexico (n=127)
H Not important at all Reasonably important ¥ Very important

Basis: interviewed companies from respective countries that provide us with an importance level
Source: Heliview Research | Autumn 2009

Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Additional services

1-10 million Euro (n=946) 46%

100 million-1 billion Euro

0,
(n=362) 46%

Over 1 billion Euro (n=227) 38%

10-100 million Euro (n=982) _ 48%

B Not important at all Reasonably important H Very important

Basis: interviewed companies from respective turnover classes that provide us with an importance level
Source: Heliview Research | Autumn 2009
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Outsourcing of collections services

Which criteria do you use in selecting a supplier to outsource collections of your outstanding debts?

Importance of Additional services

Textiles/ footwear/ clothing/ fabrics (n=68) ISV 35%
Retail (n=123) INEEEENZRV 41%
Chemical/ pharmaceutical (n=74) NGV 43%
Tourism/ leisure (n=75) NPV 41%
Automotive (n=66) INIINNCEV— 32%
Steel-/ metal-working (n=137) [INIIEIEEIEGEGZEVNN 47%
Government/ local authorities (n=139) N2V 40%
Technology/ science/ electronics (n=144) GG 49%
Health Care (n=132) NG 50%
Services (n=202) NSOV 41%
Transport/ logistics (n=126) 2OV 43%
Real estate (n=91) N2V 54%
Trade/ wholesale (n=157) INEEEGEGEGEGESOV— 46%
Financial services (n=171) INIIIEIEGGEGR 50%
Building/ construction (n=237) NPV 53%
Telecommunications (n=54) NGV 52%
Food/ drinks/ agricultural products (n=112) GG 54%
B Not important at all Reasonably important

H Very important

Basis: interviewed companies from respective industries that provide us with an importance level (n>= 50 for all results above)

Source: Heliview Research | Autumn 2009
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4.4 Reasons for not outsourcing collection of outstanding receivables - overall

Overall, the main reason not to outsource collections of outstanding receivables is the use of internal

sources, followed by costs.

What would be the most important reason(s) for you NOT to outsource your
domestic or international collections?

Netherlands (n=190)

Belgium (n=179)

France (n=176)

Germany (n=187)

Great Britain (n=195)

ltaly (n=190)

Sweden (n=122)

Denmark (n=125)

Spain (n=195)

Ireland (n=142)

Switzerland (n=142)

Austria (n=156)

Poland (n=135)

Czech Republic (n=142)

Australia (n=152)

China (n=161)

Hong Kong (n=155)

USA (n=195)

Canada (n=139)

Mexico (n=150)

Basis: interviewed companies from respective countries
Source: Heliview Research | Autumn 2009
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22%
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m Costs

mWe do it ourselves (internal sources)
Too complex (language/ legal)

m No trust in success of outsourcing party
Customer relationship
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What would be the most important reason(s) for you NOT to outsource your
domestic or international collections?

43%

46%

1-10 million Euro

0,
(n=1275) 13%

15%

23%

47%

47%

10-100 million Euro

0,
(n=1255) 19%

15%

26%

44%

45%

100 million-1 billion

0

Euro (n=432) 17%
14%
26%
44%
49%
Over 1 billion Euro
0

(n=266) 17%

B We do it ourselves (internal sources)

22% Too complex (language/ legal)

B No trust in success of outsourcing party
Customer relationship

Basis: all interviewed companies from respective turnover classes
Source: Heliview Research | Autumn 2009
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What would be the most important reason(s) for you NOT to outsource your

domestic or international collections?

Media/ advertising/ PR
(n=51)

Energy (n=54)

Plastics processing or
fabrication (n=66)

Telecommunications
(n=70)

Textiles/ footwear/
clothing/ fabrics (n=81)

Tourism/ leisure (n=93)

Automotive (n=93)

Chemical/
pharmaceutical (n=101)

Real estate (n=103)

Retail (n=146)

Health Care (n=155)
Transport/ logistics
(n=162)

Food/ drinks/ agricultural
products (n=163)

Government/ local
authorities (n=182)

Technology/ science/
electronics (n=186)

Trade/ wholesale (n=201)

Steel-/ metal-working
(n=203)
Financial services
(n=205)
Services (n=259)

Building/ construction
(n=304)

Basis: all interviewed companies from respective
industries (n>= 50 for all results above)
Source: Heliview Research | Autumn 2009
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Too complex (language/ legal)

B No trust in success of outsourcing party
Customer relationship
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What would be the most important reason(s) for you NOT to outsource your domestic or international collections?

Price
Ity (n=190) 1 61%
Switzerland (n=142) I 58%
China (n=_16.1) | 57%
Poland (n=135) | 56%
Austria (n=2156) | 56%
Hong Kong (n=155) | 52%

Germany (n=187) = 51%

Spain (n=195) e 50%
Great Britain (n=195) I 40%
Mexico (n=150) I 43%
USA (n=195) I 43%
Netherlands (n=190) I 42%

Australia (n=152) I 40%
France (n=176) I 39%
Ireland (n=142) I 36%

Canada (n=139) I 34%

Belgium (n=179) I 32%

Denmark (n=125) I 30%

Czech Republic (n=142) I 25%
Sweden (n=122) I 25%

Basis: interviewed companies from respective countries
Source: Heliview Research | Autumn 2009

What would be the most important reason(s) for you NOT to outsource your domestic or international collections?

Price

1-10 million Euro (n=1275) 43%

10-100 million Euro (n=1255)

100 million-1 billion Euro o
(n=432) _ e
over ! bI”Ion Euro (n=266) _ 44%

Basis: all interviewed companies from respective turnover classes
Source: Heliview Research | Autumn 2009
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Outsourcing of collections services

What would be the most important reason(s) for you NOT to outsource your domestic or international collections?

Price
Automotive (n=93)
Health Care (n=155)
Telecommunications (n=70)
Retail (n=146)
Real estate (n=103)
Tourism/ leisure (n=93)
Trade/ wholesale (n=201)
Textiles/ footwear/ clothing/ fabrics (n=81)
Transport/ logistics (n=162)
Technology/ science/ electronics (n=186)
Chemical/ pharmaceutical (n=101)
Media/ advertising/ PR (n=51)
Plastics processing or fabrication (n=66)
Building/ construction (n=301)
Government/ local authorities (n=182)
Services (N=259)
Financial services (n=205)
Food/ drinks/ agricultural products (n=163)
Energy (n=54)
Steel-/ metal-working (n=203)

i 557
T 52%
i 50
T 49%
T 49%
T 48%
T 48%
T 47%
T 46%
T 46%
T 46%
T 45%
T 45%
T 44%
T 43%
T 43%
T 42%
T 40%
T 37%
I 34

Basis: all interviewed companies from respective industries (n>= 50 for all results above)

Source: Heliview Research | Autumn 2009
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What would be the most important reason(s) for you NOT to outsource your domestic or international collections?

We do it ourselves (internal sources)
Czech Republic (n=142)
Great Britain (n=195) I 60%
Australia (n=152) | 59%
Belgium (n=.17) | 58%
Denmark (n=125) [ 57%
China (n=161) I 54%
Canada (n=_139) | 53%
Ireland (n=142) I 53%
USA (n=195) | 50%
Netherlands (n=190) I 49%
Sweden (n=122) | 48%
France (n=176) [ 48%
Austria (n=156) I 44%
Poland (n=135) I 41%
Switzerland (n=142) I 37%
Spain (n=195) I 35%
Germany (n=187) I 34%
Mexico (n=150) I 31%
Hong Kong (n=155) I 30%
Italy (n=190) I 25%

70%

Basis: interviewed companies from respective countries
Source: Heliview Research | Autumn 2009

What would be the most important reason(s) for you NOT to outsource your domestic or international collections?

We do it ourselves (internal sources)

1-10 million Euro (n=1275) 46%

10-100 millon Euro (n=1255) _ e

Basis: interviewed companies from respective turnover classes
Source: Heliview Research | Autumn 2009

100 million-1 billion Euro
(n=432)
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What would be the most important reason(s) for you NOT to outsource your domestic or international collections?

We do it ourselves (internal sources)
Trade/ wholesale (n=201) I 50%
Services (n=259) I 50%
Energy (n=54) I 50%
Building/ construction (n=304) I 50%
Financial services (n=205) I 49%
Chemical/ pharmaceutical (n=101) I 49%
Food/ drinks/ agricultural products (n=163) I 48%
Government/ local authorities (n=182) I 47%
Automotive (n=93) NI 47%
Transport/ logistics (n=162) N 46%
Technology/ science/ electronics (n=186) I 46%
Tourism/ leisure (n=93) N 459
Steel-/ metal-working (n=203) I 459
Retail (n=146) I 449%
Media/ advertising/ PR (n=51) . 43%
Health Care (n=155) I 42%
Plastics processing or fabrication (n=66) I 41%
Textiles/ footwear/ clothing/ fabrics (n=81) I 36%
Real estate (n=103) I 35%
Telecommunications (n=70) I 34%

Basis: interviewed companies from respective industries (n>= 50 for all results above)
Source: Heliview Research | Autumn 2009
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Outsourcing of collections services

What would be the most important reason(s) for you NOT to outsource your domestic or international collections?

Too complex (language/legal)

China (n=161)

Hong Kong (n=155)
Austria (n=156)
Great Britain (n=195)
USA (n=195)
Switzerland (n=142)
Germany (n=187)
Mexico (n=150)
Poland (n=135)
Sweden (n=122)
Italy (n=190)
Canada (n=139)
Spain (n=195)
Australia (n=152)
Denmark (n=125)
Ireland (n=142)
France (n=176)
Netherlands (n=190)
Czech Republic (n=142)
Belgium (n=179)

e — 38%
e —— 31%
— 23%

I —— 22%
—— 21%
——20%
— 18%
—— 17%
— 16%
——— 16%
— 16%

— 13%

—— 13%

—— 12%

—— 12%

— 11%

— 8%

— 7%

— 6%

5%

Basis: interviewed companies from respective countries
Source: Heliview Research | Autumn 2009

What would be the most important reason(s) for you NOT to outsource your domestic or international collections?

Too complex (language/legal)

1-10 million Euro (n=1275)

10-100 million Euro (n=1255)

100 million-1 billion Euro
(n=432)

Over 1 billion Euro (n=266)

13%

19%

17%

17%

Basis: interviewed companies from respective turnover classes
Source: Heliview Research | Autumn 2009
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What would be the most important reason(s) for you NOT to outsource your domestic or international collections?

Too complex (language/legal)
Technology/ science/ electronics (n=186) I 26%
Plastics processing or fabrication (n=66) I 23%
Energy (n=54) I— 22%
Real estate (n=103) I 21%
Chemical/ pharmaceutical (n=101) I 19%
Financial services (n=205) I 18%
Services (n=259) I 17%
Telecommunications (n=70) I 17%
Textiles/ footwear/ clothing/ fabrics (n=81) I 17%
Steel-/ metal-working (1=203) I 17%
Health Care (n=155) I 17%
Media/ advertising/ PR (n=51) I 16%
Automotive (n=93) I 16%
Government/ local authorities (n=182) I 14%
Retail (n=146) I 14%
Trade/ wholesale (n=201) I 14%
Transport/ logistics (N=162) I 14%
Building/ construction (n=304) I 13%
Tourism/ leisure (n=93) N 12%
Food/ drinks/ agricultural products (n=163) I 11%

Basis: interviewed companies from respective industries (n>= 50 for all results above)
Source: Heliview Research | Autumn 2009
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Outsourcing of collections services

What would be the most important reason(s) for you NOT to outsource your domestic or international collections?

No trust in succes of outsourcing party

China (n=161)

Italy (n=190)

USA (n=195)

Hong Kong (n=155)
Poland (n=135)
Austria (n=156)
Germany (n=187)
Mexico (n=150)
Canada (n=139)
Australia (n=152)
Switzerland (n=142)
Ireland (n=142)
Spain (n=195)

Great Britain (n=195)
France (n=176)
Sweden (n=122)
Netherlands (n=190)
Czech Republic (n=142)
Denmark (n=125)
Belgium (n=179)

— 22%
—— 22%
——— 21%
I—— 19%
—— 19%
—— 19%
— 18%
—— 15%
— 14%
—— 1A%
— 13%
— 13%
—— 13%
— 13%
— 12%
I 11%
—— 11%

—— 10%

I 10%

— 5%

Basis: interviewed companies from respective countries
Source: Heliview Research | Autumn 2009

What would be the most important reason(s) for you NOT to outsource your domestic or international collections?

No trust in succes of outsourcing party

1-10 million Euro (n=1275)

10-100 million Euro (n=1255)

100 million-1 billion Euro
(n=432)

Over 1 billion Euro (n=266)

15%

15%

14%

17%

Basis: interviewed companies from respective turnover classes
Source: Heliview Research | Autumn 2009
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What would be the most important reason(s) for you NOT to outsource your domestic or international collections?

No trust in succes of outsourcing party
Textiles/ footwear/ clothing/ fabrics (n=81) I———_ 23%
Media/ advertising/ PR (n=51) I, 22%
Chemical/ pharmaceutical (n=101) I 20%
Plastics processing or fabrication (n=66) I 20%
Health Care (n=155) I 19%
TourisnV/ leisure (n=93) I 18%
Technology/ science/ electronics (n=186) I 18%
Real estate (n=103) I 18%
Retail (n=146) I 17%
Food/ drinks/ agricultural products (n=163) I 17%
Energy (n=54) I 17%
Steel-/ metal-working (n1=203) I 16%
Trade/ wholesale (n=201) I 15%
Services (n=259) I 14%
Financial services (n=205) I 13%
Automotive (n=93) N 13%
Government/ local authorities (n=182) I 12%
Transport/ logistics (N=162) I 12%
Telecommunications (n=70) I 11%
Building/ construction (n=304) I 11%

Basis: interviewed companies from respective industries (n>= 50 for all results above)
Source: Heliview Research | Autumn 2009



> créditoy caucion

Atradius Group

Outsourcing of collections services

What would be the most important reason(s) for you NOT to outsource your domestic or international collections?

Customer relationship
Austria (n=156)
China (n=161)
Mexico (n=150)
Germany (n=187)
Netherlands (n=190)
Spain (n=195)
Switzerland (n=142)
Ireland (n=142)
Hong Kong (n=155)
Belgium (n=179)
Poland (n=135)
Canada (n=139)
Great Britain (n=195)
Australia (n=152)
Czech Republic (n=142)
Denmark (n=125)
Italy (n=190)
Sweden (n=122)
USA (n=195)
France (n=176)

——— 21%
I————20%
— 20%
—— 18%
—— 18%
— 17%
— 15%
——— 15%

Basis: interviewed companies from respective countries
Source: Heliview Research | Autumn 2009

What would be the most important reason(s) for you NOT to outsource your domestic or international collections?

Customer relationship

1-10 million Euro (n=1275)

10-100 million Euro (n=1255)

100 million-1 billion Euro
(n=432)

Over 1 billion Euro (n=266)

23%

26%

26%

Basis: interviewed companies from respective turnover classes
Source: Heliview Research | Autumn 2009
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What would be the most important reason(s) for you NOT to outsource your domestic or international collections?

Customer relationship
Media/ advertising/ PR (n=51)

Technology/ science/ electronics (n=186)
Textiles/ footwear/ clothing/ fabrics (n=81)
Health Care (n=155)

Transport/ logistics (n=162)
Telecommunications (n=70)

Plastics processing or fabrication (n=66)
Steel-/ metal-working (n=203)

Trade/ wholesale (n=201)

Building/ construction (n=304)

Financial services (n=205)

Services (n=259)

Food/ drinks/ agricultural products (n=163)
Chemical/ pharmaceutical (n=101)

Retail (n=146)

Automotive (n=93)

Energy (n=54)

Tourism/ leisure (n=93)

Real estate (n=103)

Government/ local authorities (n=182)

I 31%
I 31%
I 31%
— 28%
I 27%
I 27%
I 27%
I 26%
I 25%
I 25%
I 24%
— 23%
I 23%
— 23%
I 21%
I 20%
I 20%
—19%
I 18%
I 16%

Basis: interviewed companies from respective industries (n>= 50 for all results above)

Source: Heliview Research | Autumn 2009
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Contact at Atradius

Your contacts at Atradius

The Netherlands (Head office)
David Ricardostraat 1
1066 JS Amsterdam

rporate.communication radius.com

Australia

Level 5, Export House
22 Pitt Street

Sydney NSW 2000

Belgium
Avenue Prince de Liege 74-78
5100 Namur

Denmark
Sluseholmen 8-A
2450 Copenhagen

France
44, Avenue George Pompidou
92300 Levallois Perret Cedex, Paris

Germany
Opladener Strasse 14
50679 Cologne

Italy
Via Crescenzio 12
00193 Rome

Spain
Paseo de la Castellana n® 4
28046 Madrid

United Kingdom
3 Harbour Drive

Capital Waterside
Cardiff CF10 4WZ

USA

230 Schilling Circle
Suite 240

Hunt Valley, MD 21031

Christine Gerryn - Director

Corporate Communications and Marketing
Phone: +31 20 553 2047

Email: hristine.gerryn@atradius.com

John Blackwell - Head Office
Phone: +31 20 553 2003
Email: john.blackwell@atradius.com

Andrea Riedle — Head Office - Asia
Phone: +31 20 553 2052
Email: ndrea.riedl radius.com

Carlinda Lengkeek - The Netherlands
Phone: +31 20 553 2394
Email: rlinda.lengkeek@atradius.com

Anja Deelen - Atradius Collections
Phone: +31 20 553 2203
Email: nja.deelen@atradius.com

Denise Hung - Australia and New Zealand
Phone: +61 2 9201 2389
Email: nise.hun radius.com

Claudine Defrance - Belgium, Luxembourg
Phone: +32 81324 524
Email: laudine.defran radius.com

Thomas Irving Pedersen - Nordic
Phone: +45 33 26 5243
Email: homasirving. rsen@atradius.com

Fabienne Allainguillaume - France
Phone: +33 141058329
Email: fabienne.allainguillaum radius.com

Andrea Kdhnen - Germany, Central and Eastern Europe
Phone: +49 221 2044 1145
Email: ndrea.koehen@atradius.com

Silvia Ungaro - Italy
Phone: +39 06 688 12 533
Email: ilvia.ungar radius.com

Pavel Gémez del Castillo Recio - Spain, Portugal, Brazil
Phone: +34 914 326 313
Email: mezre@credi ion.

Joanne Aaron - UK and Ireland
Phone: +44 2920 824 873
Email: joanne.aaron@atradius.com

Kathy Farley - USA, Mexico, Canada
Phone: +1 410 568 3817
Email: kathy.farl radius.com
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The Netherlands

Phone: +31 20 553 9111

Fax:
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+31 20 553 2811

P.O. Box 8982 - 1006 JD Amsterdam



http://www.atradius.com

