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COVID-19
(Coronavirus)
Impact Update

IBISWorld's analysts constantly monitor the industry impacts of current events in real-time – here is an update of
how this industry is likely to be impacted as a result of the global COVID-19 pandemic:

• The Debt Collection Agencies industry in Canada relies on insolvencies to generate revenue. As poor economic
conditions amid the COVID-19 (coronavirus) pandemic cause more insolvencies, demand for industry services will
likely grow. For more detail, please see the Demand Determinants chapter.

• The industry is expected to experience growth as consumer insolvency grows as the unemployment rate climbs
due to the pandemic. For more detail, please see the Current Performance chapter.

• Consumer insolvency is expected to comprise a higher share of revenue in 2021 as they are expected to
experience more bankruptcy issues than businesses amid the pandemic. For more detail, please see the Major
Markets chapter.

Note: The content in this report is currently being updated to reflect the trends outlined above.
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About IBISWorld
IBISWorld specializes in industry research with coverage on thousands of global industries. Our comprehensive data and in-depth analysis help
businesses of all types gain quick and actionable insights on industries around the world. Busy professionals can spend less time researching
and preparing for meetings, and more time focused on making strategic business decisions that benefit you, your company and your clients. We
offer research on industries in the US, Canada, Australia, New Zealand, Germany, the UK, Ireland, China and Mexico, as well as industries that
are truly global in nature.
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About This Industry
Industry Definition The Debt Collection Agencies industry in Canada pursues payments on debts owed by individuals and businesses.

Most collection agencies operate as agents of creditors and collect debts for a fee or percentage of the total amount
owed. Other agencies purchase debt portfolios from creditors at deep discounts and then pursue outstanding
balances for their own gain.

Major Players Alorica

Bill Gosling Outsourcing

Main Activities The primary activities of this industry are:

Individual debt collection

Commercial debt collection

Providing credit rating services

The major products and services in this industry are:

Consumer mortgage debt collection

Consumer credit debt collection

Commercial debt collection

Other services
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Supply Chain

SIMILAR INDUSTRIES

Commercial Banking in Canada Credit Unions in Canada Human Resources & Benefits
Administration in Canada

Telemarketing & Call Centres in
Canada

       

       

RELATED INTERNATIONAL INDUSTRIES

Debt Collection Agencies in the
US

Repossession Services Debt Collection in Australia Debt Collection Agencies in the UK

Credit Reporting and Debt
Collection Services in New
Zealand
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Industry at a Glance
Key Statistics

$711.7m
Revenue

Annual Growth

2016–2021

0.8%

Annual Growth

2021–2026

0.9%

Annual Growth

2016–2026

 

$35.6m
Profit

Annual Growth

2016–2021

-1.8%

  Annual Growth

2016–2021

 

5.0%
Profit Margin

Annual Growth

2016–2021

-0.7pp

  Annual Growth

2016–2021

 

323
Businesses

Annual Growth

2016–2021

-4.0%

Annual Growth

2021–2026

-2.0%

Annual Growth

2016–2026

 

8,313
Employment

Annual Growth

2016–2021

-0.1%

Annual Growth

2021–2026

0.2%

Annual Growth

2016–2026

 

$382.8m
Wages

Annual Growth

2016–2021

1.0%

Annual Growth

2021–2026

0.3%

Annual Growth

2016–2026

Key External Drivers % = 2016–21 Annual Growth

1.5%
Consumer confidence index

0.8%
Per capita disposable income

-0.3pp
Overnight rate

2.0%
Aggregate household debt

 
Industry Structure

POSITIVE IMPACT

  Capital Intensity
Low   Concentration

Low

  Industry Globalization
Low / Increasing

MIXED IMPACT

  Life Cycle
Mature   Revenue Volatility

Medium

  Regulation & Policy
Medium / Increasing   Technology Change

Medium

  Competition
Medium / Increasing

NEGATIVE IMPACT

  Industry Assistance
Low / Steady   Barriers to Entry

Low / Increasing

 

Key Trends

 The ability of consumers and businesses to pay off debt has
reduced the need for industry operators

 Many enterprises have merged or acquired debt collection
agencies to expand their scope

 Technological developments have enabled employees to
expand their scope of work

 Interest rates are anticipated to potentially increase, which
will likely lower loan origination

 Consolidation is expected to continue as demand for
industry services remains low

 The industry's regulatory environment can deviate
significantly

 Merger and acquisition activity is anticipated to accelerate in
the industry
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Products & Services Segmentation

 
Major Players SWOT

STRENGTHS

  Low Imports

  High Profit vs. Sector Average

  Low Capital Requirements

   

WEAKNESSES

  Low & Increasing Barriers to Entry

  Low & Steady Level of Assistance

  High Customer Class Concentration

  High Product/Service Concentration

  Low Revenue per Employee

   

OPPORTUNITIES

  High Revenue Growth (2016-2021)

  Consumer confidence index

   

THREATS

  Very Low Revenue Growth (2005-2021)

  Low Outlier Growth

  Low Revenue Growth (2021-2026)

  Low Performance Drivers

  Per capita disposable income
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Executive Summary Settling up: Aggregate household debt is forecast to continue rising,
supporting industry demand

The Debt Collection Agencies industry in Canada has experienced slow growth over the five years to 2021 as
marked improvements in the ability of both consumers and businesses to service their debt on its original payment
terms hindered industry growth early in the period. Industry operators primarily pursue payments on debts, with their
fee structure typically set as a percentage of the total debt amount recovered. The aggregate level of household
debt has increased during the period as consumers have become increasingly comfortable taking on new debt.
Additionally, the COVID-19 (coronavirus) pandemic severely increased unemployment, as well as insolvencies
among businesses. Consequently, the rate of insolvencies by consumers has grown over the past five years,
offsetting strong economic conditions early that reduced demand for industry services. As a result, the industry is
expected to increase an annualized 0.8% to $711.7 million over the five years to 2021, including an expected
expansion of 3.4% in 2021 alone as debt issues continue in the wake of the pandemic.

Legislation surrounding the industry is unique and varies provincially. Partially a result of this environment, industry
operators are typically small in size and service their local and/or regional markets. For example, according to the
latest data available from Statistics Canada, an estimated 74.3% of industry establishments rely on fewer than 10
employees. However, merger and acquisition activity is anticipated to accelerate in the industry, given the efficiency
and customer base gains associated with economies of scale and scope. This activity is forecast to result in
increased profit over the next five years.

Industry revenue is forecast to grow an annualized 0.9% to reach $744.4 million over the five years to 2026.
Aggregate household debt is forecast to continue rising over the next five years, presenting additional opportunities
for both individual and corporate debt collection. Downstream clients are still expected to outsource debt collection
to industry operators, as they provide the most efficient means to maximize working capital, while also providing
distance between clients and debtors during the collection process so as to not damage the client's brand or
relationship with the customer. However, the ability to service debt by household is expected to grow as the
economy recovers and ultimately reduce demand for the industry's services.
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Industry Performance

Key External
Drivers

Aggregate household debt

Increases in aggregate household debt tend to boost industry fees since it expands the pool of potential demand.
Yet, debt collection agencies only benefit from mounting household debt when their clients are unable to collect
owed funds themselves. Consequently, rising insolvencies, coupled with increasing debt, provide a beneficial
landscape for industry operators. Aggregate household debt is expected to increase in 2021.

 

Per capita disposable income

The collection of debt related to individuals accounts for the vast majority of total industry revenue. As a result,
increases in disposable income generally lead to a rise in borrowing activity and additional debt collection
opportunities for industry operators. However, rising per capita disposable income also reduces the potential for
insolvency and outstanding debt, which reduces debt collection opportunities. Per capita disposable income is
expected to grow in 2021, representing a potential opportunity for the industry.

 

Consumer confidence index

The Consumer Confidence Index serves as a proxy for overall economic conditions. Since the industry tends to
perform well when consumers are unable to pay off their debts, consumer confidence can be interpreted as a proxy
for consumers' ability to pay off their debts. When consumer confidence declines, they are more likely to become
insolvent, thus increasing demand for industry services. The Consumer Confidence Index is expected to grow in
2021, but remain lower than pre-COVID-19 (coronavirus) pandemic levels, posing a potential threat to the industry.

 

Overnight rate

The overnight rate is the rate at which major financial institutions can borrow and lend short-term funds to one
another, serving as a proxy for domestic interest rates in general. Increases in the overnight rate tend to dampen
aggregate debt levels by making borrowing relatively more expensive. This, in turn, tends to decrease borrowing
and can hamper demand for industry collection services. The overnight rate is expected to fall in 2021.
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Current
Performance

Continued improvements in the ability of domestic consumers and
businesses to service their respective debt has reduced demand for the
Debt Collection Agencies industry in Canada over the first half of the five
years to 2021.

In general, industry operators pursue payments on debts owed to businesses by both individuals and other
businesses. Debt collectors generate revenue through commission, usually as a percentage of the debt recovered.
However, in cases where industry operators purchase debt portfolios from lenders at a discount, debt collection
agencies retain the total debt amount they are able to recover.

After the economic crisis in 2008, the industry thrived as insolvencies increased and demand for debt collection
services flourished. However, as the economy recovered in the years following and income levels grew, Canadian
consumers became increasingly able to pay their debts under the original terms, which drove down industry
revenue. The economy has largely stabilized from the previous downturn, which has resulted in a continuation of the
industry's recession prior to 2019, when mounting debt began to manifest in industry growth. As aggregate
household debt levels have increased over the five years to 2021, the ability of individuals and businesses to pay
their debts has decreased in turn as the economy has experienced increased volatility during the second half of the
five-year period, limiting growth. This trend was brought about primarily by the COVID-19 (coronavirus) pandemic,
which increased economic uncertainty, as well as unemployment and business failures. As a result, the industry is
expected to expand an annualized 0.8% to $711.7 million over the five years to 2021, including an anticipated
growth of 3.4% in 2021 alone as insolvencies are forecast to continue over the current year.

AGGREGATE DEBT AND INSOLVENCIES

Domestic household debt, which is expected to account for the largest
service segment, has increased significantly in Canada over the past five
years.

Increases in aggregate household debt levels would tend to indicate higher demand for the industry's collection
services and total fees garnered from larger outstanding debt values. However, with that said, the increasing ability
and tendency of consumers and businesses alike to pay off their debt on the original payment terms have ultimately
reduced the need for third-party industry operators to collect repayment prior to the pandemic. This trend has been
supported the stability of the economy, which has reduced volatility and therefore improved consumer confidence.
This enables individuals to plan ahead with lower uncertainty and avoid overdue debt payments. This lower degree
of uncertainty has aided businesses in their planning as well. As a result, business insolvency rates also declined
prior to 2020, which reduced demand for the industry's services over the first half of the period.

LABOUR AND CAPITAL EXPENDITURE
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The industry has increasingly consolidated amid an unfavourable
landscape.

Debt collection services have been low in demand, which has motivated enterprises to merge with other agencies.
Accordingly, the number of enterprises in the Debt Collection Agencies industry in Canada is expected to decline an
annualized 4.0% to 323 companies over the five years to 2021, a higher rate of decline than that of overall revenue.

Many enterprises have also merged or acquired debt collection agencies to expand their scope regarding business
process outsourcing (BPO) services. For example, Alorica Inc., one of the industry's largest operators, offers a
variety of services outside of debt collection that are comparable. As a result of this trend, employees in the industry
have also increasingly worked on other services, which has increased their value-added capabilities. For example,
an employee can work on debt collection accounts while also working on financial investigative services. The
number of employees in the industry is thus expected to decline an annualized 0.1% to 8,313 workers over the five
years to 2021. This has increased the industry's level of labour intensity and has increased the industry's average
wage, despite its contraction through much of the period.

In recent years, industry operators have invested in capital improvements to increase their efficiency and debt
recovery rates. For example, the use of more advanced data management and analytics has improved the industry's
ability to determine the likelihood of recovery based on the customer's or company's characteristics. These
technological developments have enabled employees to expand their scope of work to other BPO services and
become more efficient debt collectors. However, growing wage costs and increasing competition has offset this
trend. As a result, industry profit, measured as earnings before interest and taxes, is expected to decrease from
5.7% of revenue in 2016 to 5.0% in 2021.

SERVICE AND MARKET DIVERSITY

The diversity of the industry's service offerings and markets provides a
certain degree of protection from macroeconomic variability.

For example, at the beginning of the debt collection process, industry operators typically communicate with the client
extensively in an effort to provide solutions that are customized to their specific needs. In addition, industry
operators also provide early-stage delinquency calls, payment processing services and skip tracing services, which
involves the search for a debtor's contact information through consumer databases, credit agency reports and other
records.

Similarly, various industries that provide credit or products on credit rely on debt collection agencies to maximize
their working capital. In addition to the healthcare sector, portions of the financial services, telecommunications and
retail and commercial sectors outsource their accounts receivable management needs to debt collection agencies.
Moreover, government agencies, nonprofit organizations and individuals, through the purchase of debt portfolios,
also provide key sources of revenue for industry operators.
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Historical Performance Data

Year
Revenue

($m)
IVA

($m)
Establishments

(Units)
Enterprises

(Units)
Employment

(Units)
Exports

($m)
Imports

($m)
Wages

($m)

Domestic
Demand

($m)

Per capita
disposable

income
($)

2012 787 447 520 423 9,492 N/A N/A 385 N/A 32,896
2013 748 425 545 418 8,774 N/A N/A 367 N/A 32,883
2014 715 417 530 413 9,157 N/A N/A 361 N/A 32,363
2015 686 415 496 404 8,484 N/A N/A 361 N/A 34,120
2016 684 417 476 396 8,336 N/A N/A 365 N/A 33,355
2017 634 390 467 381 7,609 N/A N/A 338 N/A 32,890
2018 626 402 441 364 8,264 N/A N/A 356 N/A 32,290
2019 659 410 400 345 8,044 N/A N/A 370 N/A 31,966
2020 688 418 389 328 8,181 N/A N/A 377 N/A 34,233
2021 712 432 383 323 8,313 N/A N/A 383 N/A 32,048
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Industry Outlook
Outlook The Debt Collection Agencies industry in Canada is expected to remain

stable as services become increasingly automated and stable economic
growth supports lowered insolvency trends over the five years to 2026.

Overall, similar trends are expected to drive the slow growth of the industry. Per capita disposable income and
corporate profit are forecast to increase an annualized 0.6% and 1.3% over the next five years, respectively, as the
COVID-19 (coronavirus) pandemic fades, which will likely continue protecting businesses and households from
insolvencies throughout the economy. Additionally, interest rates are anticipated to potentially increase, which will
likely lower loan origination and reduce the pool for potential debt collection services. The overall projected
economic stability of the Canadian economy over the five years to 2026 is expected to support these trends away
from debt collection services. As a result, the industry is forecast to grow an annualized 0.9% to reach $744.4 million
over the next five years.

BENEFITS AND INTERNAL COMPETITION

Industry services are expected to remain competitive with respect to in-
house services.

The cost of establishing an in-house collection division is out of reach for many domestic companies. In addition, as
clients continue to expand geographically, they will rely on industry operators to collect from delinquent accounts
that have historically been out of their target markets. Furthermore, third-party debt collection agencies provide a
distance between the debtor and the lender, which helps increase loan payments without sacrificing customer
loyalty or damaging the client's brand in the process. These characteristics will support the existence of the industry
in the long-term amid persistent revenue declines.

The industry's consolidation is expected to continue as demand for the industry's services remains low amid stable
economic growth. Large outsourcing service companies that are dedicated to business process outsourcing are
expected to continue acquiring smaller debt collection agencies to expand their service offerings while improving
economies of scale. Larger debt collection agencies are anticipated to maintain key competitive advantages. These
larger players typically have superior historical recovery rates and the scale to operate across a range of provinces,
both of which are desirable from the perspective of financial institutions and telecommunications carriers. As new
entrants typically do not have the capital to invest in a national distribution system, the share of the market
represented by the industry's largest players is anticipated to rise over the next five years. Small agencies and
nonemployers are anticipated to continue exiting the industry as revenue declines. As a result, the number of
industry enterprises is expected to decline an annualized 2.0% to 292 companies over the five years to 2026. This is
expected to help increase industry profit, albeit only marginally. Profit, measured as earnings before interest and
taxes, is expected to rise from 5.0% of industry revenue in 2021 to 5.1% in 2026. Lastly, the already-existing trend
toward the expansion of value-added work by industry employees is expected to plateau, with wages expected to
grow an annualized 0.3% to $389.2 million over the next five years as a consequence.

REGULATORY LANDSCAPE

Debt collection agencies in Canada are regulated at the provincial level.

As a result, the industry's regulatory environment can deviate significantly on a province-by-province basis. In
general, however, industry operators are effectively prohibited from intimidating and misleading debtors when
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attempting to collect outstanding debts. In addition, debt collection agencies may also be subject to licensing
requirements that must be renewed annually.

The Office of Consumer Affairs provides a range of documents and resources that cover both information on
industry operators and the regulatory differences between provinces. In general, these documents are available to
ensure that debtors are treated fairly when dealing with debt collection agencies. Examples of restrictions that affect
collection agencies include how and when industry operators can contact consumers with respect to a delinquent
account. In general, however, operators that do not follow the standard procedure for debt collection as set forth by
provincial guidelines are subject to fines.

This has been most recently evidenced by industry operator iQor Canada Ltd., which has been charged with
violating some of the aforementioned consumer contact restrictions. In October 2013, the Canadian Radio-television
and Telecommunications Commission fined the company $500,000 for 100 violations, including 60 automated
phone calls made outside the hours of 9:00 am to 9:00 pm and 40 instances of not identifying on whose behalf they
were calling. Given recent violations and the continued focus of the Canadian government on consumer harassment
charges, regulation surrounding debt collection agencies is anticipated to increase over the five years to 2026.

Performance Outlook Data

Year
Revenue

($m)
IVA

($m)
Establishments

(Units)
Enterprises

(Units)
Employment

(Units)
Exports

($m)
Imports

($m)
Wages

($m)

Domestic
Demand

($m)

Per capita
disposable
income  ($)

2021 712 432 383 323 8,313 N/A N/A 383 N/A 32,048
2022 728 437 377 317 8,378 N/A N/A 387 N/A 32,511
2023 730 437 368 309 8,351 N/A N/A 386 N/A 32,674
2024 732 437 361 303 8,336 N/A N/A 386 N/A 32,771
2025 738 439 354 297 8,367 N/A N/A 388 N/A 32,852
2026 744 442 349 292 8,391 N/A N/A 389 N/A 32,958
2027 751 444 346 289 8,431 N/A N/A 391 N/A 33,065
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Industry Life Cycle The life cycle stage of this industry is    Mature

LIFE CYCLE REASONS

Mergers and acquisitions in the industry are anticipated to increase

There is a clear segmentation of services that has not changed

There is wholehearted market acceptance of debt collection offerings

The Debt Collection Agencies industry in Canada is currently in the mature stage of its economic life cycle, best and
most notably characterized by increasing industry mergers and acquisitions, a slowdown in product development
and wholehearted market acceptance of industry services. Industry value added (IVA), which measures an
industry's contribution to the overall Canadian economy, is expected to expand an annualized 0.6% over the 10
years to 2026. In contrast, Canadian GDP is expected to grow an annualized 2.0% during the same period. While
this is typically a characteristic of a dying industry, this decline is simply the result of stable economic growth, which
has lowered demand for the industry's services during the 10-year period. Debt collection services are not expected
to be replaced by other industries or trends. Moreover, these services could also grow significantly if the broader
economy starts to perform poorly.

There are distinct benefits of scale that apply to the Debt Collection Agencies industry in Canada, which are
anticipated to structurally drive merger and acquisition activity. Larger industry operators have the ability to operate
across a range of provinces and the capital to invest in data management systems that have driven industry
efficiency gains in recent years. As large downstream clients prefer industry operators that can comply with the
regulatory landscape of each province, debt collection agencies are anticipated to acquire or merge with their
competitors to increase their potential client bases in the years to come.

Despite the efficiency gains that capital expenditure has brought in recent years, the industry's product lines have
not changed dramatically. While the largest operators in the industry provide an array of specialized services,
particularly for clients in the healthcare sector, the collection of debt from individuals and companies still accounts
for the vast majority of total industry revenue. Moreover, the industry's markets have remained relatively unchanged
in recent years, which is highly indicative of a mature industry. Primary markets for the industry have remained the
financial services, telecommunications and healthcare sectors, with this breakdown anticipated to remain fairly
constant over the five years to 2026.
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Products & Markets
Supply Chain Key Buying Industries

1st Tier

Real Estate Loans & Collateralized Debt in Canada

Healthcare and Social Assistance In Canada

Commercial Banking in Canada

Credit Card Issuing in Canada

Key Selling Industries
1st Tier

Credit Card Issuing in Canada

Real Estate Loans & Collateralized Debt in Canada

Commercial Leasing in Canada

IT Consulting in Canada

2nd Tier

Commercial Building Construction in Canada

Computer Manufacturing in Canada

Products & Services

  CONSUMER CREDIT DEBT AND MORTGAGE DEBT COLLECTION

The collection of debt related to individuals is anticipated to account for
81.8% of revenue for the Canadian Debt Collection Agencies industry in
2021.

While the total number of domestic insolvencies has fallen over the five years to 2021, the share of these
insolvencies represented by consumers has increased, primarily due to lower business insolvencies. In this
segment, debt collection agencies focus on recovering both delinquent accounts and early-stage delinquencies (i.e.
accounts that are 180 days or less past due). This process involves several steps, beginning with client discussions
that help the industry's operators customize their debt collection approach(es). In cases in which the customer's
contact information is known, debt collection agencies then notify these individuals of their desire to seek payment
for the debt and their rights related to the specific province's regulatory landscape. The process then continues with
compliant mail and telephone communication. In cases where the customer's contact information is not known,
many operators will provide skip tracing services, which involve the search for a consumer's contact information
through consumer databases, telephone directories, credit agency reports and other records. Skip tracing services
have become increasingly popular in recent years, largely due to the continued expansion of potential clients
geographically and the increasing probability of consumers changing geographic locations with little notice.

Consumer debt collection can be broken down into three categories, based on the total amount of debt held by
Canadian consumers and the delinquency rate associated with those respective categories. Mortgage debt is the
largest segment and accounts for an estimated 62.3% of industry revenue in 2021. However, delinquency rates on
mortgages are slightly lower than average consumer debt. Personal bank loans and credit card debt are more likely
to become delinquent and therefore account for more of the industry's revenue than their share of overall debt
burdens. The credit collection segment is therefore expected to account for an estimated 19.5% of revenue in 2021.

COMMERCIAL DEBT COLLECTION

The collection of debt related to businesses is expected to account for
16.2% of industry revenue in 2021.
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This segment has declined as a share of revenue over the past five years, largely due to its decreasing share of
domestic insolvencies. Through this segment, collection agencies focus on delinquent accounts, the recovery of
current accounts receivable and early-stage delinquencies. Skip tracing services are generally less applicable to
businesses compared with consumers, given the lack of mobility of businesses relative to individuals. If the payment
for delinquent debt is received, industry operators generally then send the funds to the client minus their fee or send
the entirety of the funds to the client with a bill for their collection services.

CREDIT RATING AND OTHER SERVICES

Industry operators provide a range of other services that generally
account for a very small portion of total industry revenue.

These services include credit rating services, consumer loan servicing and services related to the needs of specific
clients, particularly those in the healthcare sector. Credit rating and other services are anticipated to account for only
2.0% of industry revenue in 2021.

Demand
Determinants

In general, operators in the Debt Collection Agencies industry in Canada
benefit from rising levels of aggregate debt, insolvencies and an
increasing penchant to outsource business processes to third-party
providers.

As industry operators obtain the majority of their revenue from individual debt collection, a mounting level of
household debt provides additional opportunities to generate fees. This can be driven by increases in interest rates
and economic downturns that hamper the ability for households to fulfill debt obligations.

Similarly, the total number of domestic insolvencies, which includes consumer and business bankruptcies and
proposals for alternative repayment terms, also affects industry demand substantially. As the number of insolvencies
increases, it generally indicates an environment in which clients are finding it more difficult to collect on debts
themselves. When the number of insolvencies increases alongside aggregate debt, industry revenue has the
potential to increase sharply, particularly if industry operators can keep their recovery rates up.

Finally, the willingness of banks, telecommunications carriers and other large clients to outsource their debt
collection needs to collection agencies also heavily influences industry demand. Industry fees are generally lower
than the cost of establishing an in-house collection unit; this has historically been the primary driver of demand for
debt collection agencies. Moreover, external debt collection agencies also provide a distance between the debtor
and the lender, which helps to maximize the lender's working capital without sacrificing customer loyalty or
damaging the client's brand.

The COVID-19 (coronavirus) pandemic is expected to cause a complicated operating environment for operators, but
will ultimately increase demand for industry operators. As insolvency rates grow amid high levels of economic
uncertainty, a higher unemployment rate and falling consumer spending, companies that collect debt will have more
trouble collecting, increasing demand for third-party debt collection services.

Major Markets

  CONSTRUCTION AND MANUFACTURING SECTORS
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The construction sector accounts for an estimated 12.1% of revenue for
the Canadian Debt Collection Agencies industry in 2021, due to the
sector's large volume of bankruptcies and insolvency issues.

For similar reasons, the manufacturing sector accounts for an estimated 8.3% of revenue in 2021. These sectors
have many debt obligations, as they require financing for major heavy equipment and purchases which are paid
later with returns on finished projects. A slowdown or miscalculation in these industries can therefore create a lot of
outstanding debt, which requires use of the industry's services to be collected. These construction sector's share of
revenue has increased over the five years to 2021. However, as insolvency has improved overall, the manufacturing
sector's share of revenue has decreased during the period, offsetting increased insolvency rates with respect to
construction activity.

PROFESSIONAL SERVICES SECTOR

The professional services sector accounts for an estimated 6.7% of
industry revenue in 2021, a segment that includes scientific and technical
service industries.

Examples of industries that are in this sector include accounting, engineering and consulting services. Operators
active in this sector tend to work closely with clients and their relationship consequently requires careful handling
when dealing with debt. Many industries in this sector require services to be paid after they are provided, which can
lead to outstanding debts. This sector's share of revenue is expected to fall slightly during the period as these
industries were able to continue operating with minimal disruption amid the COVID-19 (coronavirus) pandemic.
Despite fewer revenue opportunities for these industries, they were less likely to fail as employees continued to
work.

RETAIL AND COMMERCIAL SECTOR

The retail and commercial sector accounts for an estimated 13.5% of
industry revenue in 2021.

Similar to the healthcare sector, customers in this segment primarily rely on the industry's individual debt collection
services. Moreover, continued increases in the aggregate level of household debt have caused this segment's share
of industry revenue to rise slightly during the five-year period, especially amid the coronavirus pandemic, which
forced nonessential retail to close to in-person shopping for several months in 2020.

OTHER SECTORS

Other sectors include, but are not limited to, wholesale, finance, utilities,
real estate, healthcare and agriculture.

These sectors account for the remaining 59.4% of industry revenue in 2021, varying widely in composition and
environment.

Exports in this industry are    Low and Steady

Imports in this industry are    Low and Steady

Due to the service-based nature of the Debt Collection Agencies industry in Canada, exports and imports are not
applicable. While some industry operators provide services on an international scale, including the industry's largest
player Alorica Inc., the majority of debt collection agencies are small in size and service local markets.
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Business
Locations

  The distribution of industry establishments in the Debt Collection Agencies industry in Canada closely follows domestic population
trends. As debt collection agencies rely extensively on individual debt collection for revenue, industry operators often choose to
locate near large population bases. As a result, the provinces with the most substantial shares of industry activity include Ontario,
Quebec, British Columbia and Alberta.

Ontario

Ontario, which is home to an estimated 38.8% of the Canadian population, is anticipated to account for 38.0% of industry
establishments in 2021. Moreover, some of the industry's largest clients, including those in the financial services sector, are
headquartered in the province. For example, four of Canada's Big Six banks are based out of Toronto, including the Royal Bank of
Canada, Toronto-Dominion Bank, the Canadian Imperial Bank of Commerce and Scotiabank. Given regulatory differences on a
province-by-province basis, industry operators often choose to locate near large potential client bases to maximize demand.

Quebec

Similar to Ontario, Quebec maintains a substantial portion of the industry's establishments due to its population size, which is
estimated to account for 22.5% of the population in 2021. As a result, Quebec is expected to account for 25.4% of industry
establishments in 2021. In addition to its population, Quebec also maintains a large portion of potential clients for debt collection
agencies, including the headquarters of the remaining two members of the Big Six, which are the Bank of Montreal and the
National Bank of Canada.

Other

British Columbia (13.4% of establishments) and Alberta (11.8%) are the only other provinces that comprise more than 5.0% of
establishments in 2021. These provinces have major cities, including Calgary, Edmonton and Vancouver, in addition to population
shares that are in line with establishments. Similar to Quebec, operators start businesses here due to the population and
businesses that may fail and file for bankruptcy.
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Competitive Landscape
Market Share
Concentration

Concentration in this industry is    Low

The Debt Collection Agencies industry in Canada operates with a low level of market share concentration, with the
top three companies accounting for less than 20.0% of revenue in 2021. However, the industry's concentration has
decreased over the five years to 2021 as competition has increased, despite revenue expanding slowly over the
past five years. Additionally, the majority of operators in the industry are small in size, with an estimated 74.3% of
industry establishments relying on fewer than 10 employees, which limits market share. The industry's largest
players benefit from economies of scale, as their technological investments have enabled them to increase their
geographic reach and the number of consumers and businesses they can collect debt from. Smaller players may
find it difficult to comply with the industry's regulations and meet the quality of service demanded by large financial
and healthcare institutions. Most large potential clients focus more on recovery rate when choosing an operator as a
vendor, so smaller or newer companies without the proven reputation of high recovery rates may struggle to
compete with larger clients. The industry is expected to continue consolidating as larger players continue to acquire
smaller players and merge with companies that offer a variety of services outside the industry's purview.

Key Success
Factors

IBISWorld identifies 250 Key Success Factors for a business. The most important for this industry are:

Maintenance of excellent customer relations:
To generate repeat transactions with clients, industry operators must act in such a way with debtors as to not
damage the brand name of either their own company or that of their client.

Highly trained workforce:
Industry operators rely heavily on labour for each of their service offerings, which requires operators to maintain a
pool of skilled employees that are trained with respect to client interaction techniques and regulatory compliance.

Having a high prior success rate:
Banks, retail companies and other clients will often choose between industry operators on the basis of their past
efforts in collecting money for clients. As a result, having a high prior success rate is a crucial competitive advantage
in the industry.

Must comply with government regulations:
As the industry's regulatory environment changes on a province-to-province basis, complying with the applicable
legislation in each geographic market is crucial for the success of a debt collection agency.



Debt Collection Agencies in Canada August 2021

23 IBISWorld.com

Cost Structure
Benchmarks

  Profit

Industry profit, measured as earnings before interest and taxes, is
expected to fall from 5.7% of revenue in 2016 to 5.0% in 2021, partially
due to a strong increase in wages as a share of revenue. Profit has
experienced volatility over the five years to 2021, reaching a high of
6.4% in 2017. Despite increases in debt over the past five years,
especially amid the COVID-19 (coronavirus) pandemic, the industry has
experienced declining profit has competition has increased and wage
costs have expanded over the past five years.
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  Wages

Wages as a share of revenue are expected to grow from 53.4% of
revenue in 2016 to 53.8% in 2021. Industry debt collection agencies
rely on labour for each of their product and service offerings, including
the collection of debt from individuals and businesses and credit rating
services. The majority of employees for the largest operators are
typically telephone representatives that contact clients and attempt to
set up payment programs. Given the restrictions surrounding collection
agency contact with debtors and regulatory differences between
provinces, telephone representatives require a substantial amount of
training to ensure compliance. Additionally, debt structures are often
specifically tailored to individual debtors, so telephone representatives
are required to answer individualized questions that an automated
message cannot.

This consequent significant growth in wages as a share of total industry
revenue has primarily been driven by an increase in the value-added
services provided by employees, which have worked across the board
on multiple business process outsourcing services outside of the debt
collection services offered by this industry. This has thus put upward
pressure on the average wage of employees, which have become more
multiskilled over the five years to 2021. Plus, technological
advancements have improved the productivity and efficiency of debt
collection agencies in recent years. IT investments provide industry
operators with the ability to track and improve the performance of their
account notification services, while websites provide customers with the
opportunity to update account information and make payments online.

 

  Purchases

Purchases, which are anticipated to account for 25.9% of industry
revenue in 2021, include any goods used to produce revenue for sales
and costs incurred by collection agencies that hire third-party
companies to perform special tasks. This share has fallen slightly as a
share of revenue over the past five years.

 

  Marketing

Marketing is anticipated to account for 1.1% of industry revenue in
2021, a figure that is expected to grow in the coming years as internal
competition rises.
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  Depreciation

Depreciation, a proxy for capital expenditure, is anticipated to account
for 1.9% of industry revenue in 2021, a share that has remained
stagnant over the past five years.

 

  Rent

Rent expenses are expected to account for 3.0% of industry revenue in
2021. This includes payments for use of land.

 

  Utilities

Utility expenses are expected to account for 2.2% of industry revenue
in 2021. This includes payments used for the use of land, electricity,
telecommunications and offices. Companies in this industry are
required to use a significant amount of telephone lines and online
bandwidth, as they are constantly making phone calls and sending
mass e-mails, which contributes to the high proportion of industry
revenue accounted for in this segment relative to many other industries.

 

  Other Costs

Selling, general and administrative costs account for the majority of the
industry's remaining costs, while restructuring charges and merger and
acquisition expenses represent portions of industry revenue,
particularly for the industry's major players. Altogether, other costs
borne by industry operators comprise the remaining 7.2% of revenue in
2021.
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Basis of
Competition

Competition in this industry is    Medium and the trend is Increasing

  INTERNAL COMPETITION

Industry operators in the Debt Collection Agencies industry in Canada
primarily compete on the basis of price, range and quality of service
offerings, historical recovery rates and geographic reach.

Maintaining a competitive price is crucial to attracting new clients, with larger industry operators generally able to
keep prices down through the gains in efficiency brought by technological advances, capital expenditure and
economies of scale. In addition, larger clients, particularly banks and telecommunications carriers, require
customized solutions and personalized quality service, with the ability to meet these qualifications being typically
more important than price discrepancies.

Similarly, recovering debt at a rate above the industry's average enables an operator to charge a higher price for
services. Commercial clients rely on industry operators to maximize their working capital, but not at the expense of
their brand or customer loyalty. Consequently, recovering a high rate of debt and doing so in a way that does not
jeopardize the client's relationship with the debtor is also a more important basis of competition in the industry than
simple price differences. Finally, particularly from the perspective of larger clients, having the scale to operate
throughout a range of provinces represents a key competitive advantage, as it minimizes a client's transaction costs.

EXTERNAL COMPETITION

Externally, debt collection agencies primarily compete with companies
that perform debt collection services themselves or maintain in-house
collection teams.

Such companies often include large banks in addition to telecommunications carriers, which have extensive client
bases and the capital required to maintain their own collection operations. However, for the majority of companies,
establishing a debt collection unit is very expensive, making it unlikely that a large portion of the industry's markets
will choose to stop outsourcing collection services. Moreover, industry operators provide a distance between the
debtor and the lender, which helps to maximize the lender's working capital without sacrificing customer loyalty or
damaging the client's brand.

Barriers to
Entry

Barriers to Entry in this industry are    Low and the trend is Increasing
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  The Debt Collection Agencies industry in Canada
maintains low barriers to entry. The average industry
operator is small in size and predominantly serves local
markets. Start-up requirements are relatively low for new
entrants and include collection-specific hardware and
software, IT services, office space and capital to hire
employees and initiate operations. In addition, operators
must comply with the applicable province's regulatory
environment, which includes licensing requirements and
auditing and can also present additional barriers to
potential entrants.

While barriers to industry entry are low, barriers to
success are substantially higher, particularly for new
entrants that wish to compete with the industry's major
players. The largest domestic debt collection agencies,
such as Metropolitan Credit Adjusters Ltd. and Bill
Gosling Outsourcing Holding Corporation, have invested
heavily in technological developments that boost their
efficiency and geographic reach. Moreover, these larger
companies maintain competitive advantages when it
comes to the provision of client-specific services that are
extremely customized. New industry entrants may not
have the capital to provide these highly customized
services across geographic markets, particularly given the
domestic regulatory environment, which changes on a
province-by-province basis.

Barriers to Entry Checklist

Competition Medium  

Concentration Low  

Life Cycle Stage Mature  

Technology Change Medium  

Regulation & Policy Medium  

Industry Assistance Low  

Industry
Globalization

Globalization in this industry is    Low and the trend is Increasing

  The Debt Collection Agencies industry in Canada operates with a low level of industry globalization. Given the
service-based nature of the industry, international trade is not applicable. Moreover, the majority of operators are
domestically owned and service their local or regional markets. However, some of the larger operators in the
industry, including Alorica Inc. and Bill Gosling Outsourcing Holding Corporation, provide services in multiple
countries. The continued growth of these multinational companies is anticipated to increase the industry's level of
globalization over the five years to 2026.
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Major Companies

Major Players Alorica Inc.

Market Share: 9.8%

  Alorica Inc. (Alorica) is a provider of customer management and business process outsourcing (BPO) solutions. The
company was founded in Irvine, CA, in 1999. Alorica, previously known under the name Advanced Contact
Solutions Inc., offers customer care, revenue generation, debt collection, financial solutions and a variety of other
services to its downstream clients. The company does so through a network of over 100,000 employees in 130
locations. Alorica also maintains operations across 14 different companies in a multitude of geographical regions,
namely North America, Europe, Latin America and the Caribbean, the Philippines, Japan, China and India.
Moreover, Alorica operates in a manifold of economic sectors. These include, but are not limited to, including
healthcare, retail, technology (including analytical and digital solutions), energy and financial services.

Alorica's industry-relevant debt collection services in Canada are provided under the Alorica brand by the wholly
owned subsidiary, Expert Global Solutions Inc. (EGS). EGS is a global provider of business process outsourcing
services. The company is based in Plano, TX, founded in 2011 after the merger between NCO Financial Systems
Inc. (NCO) and APAC Customer Services Inc., both BPO providers. Additionally, NCO was the primary provider of
receivables management and debt collection services, both of which now operate under EGS' management and
Alorica's brand name.

Financial performance

Alorica's industry-relevant revenue is expected to decrease an annualized 2.0% to $69.5 million over the five years
to 2021. The company's performance has trended in line with the industry's decline, which has been driven by lower
insolvency rates from households, despite a rebound through much of the second half of the period as debt rates
grew in 2019 and 2020, the latter of which occurred due to the COVID-19 (coronavirus) pandemic and its associated
economic uncertainty. Alorica's operating profit, measured as earnings before interest and taxes, is expected to fall
an annualized 5.0% to $3.9 million over the five years to 2021.
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Alorica Inc. (industry-relevant operations) - financial performance*

Year
Revenue

($m)
Growth

(% change)
Operating Profit

($m)
Growth

(% change)
2016 76.9 N/C 4.9 N/C
2017 62.5 -18.7 4.4 -10.2
2018 62.4 -0.2 3.7 -15.9
2019 70.5 13.0 3.1 -16.2
2020 75.2 6.7 3.4 9.7
2021 69.5 -7.6 3.8 11.8

Source: IBISWorld
Note: *Estimates (Figures are converted from USD to CAD)

Bill Gosling Outsourcing Holding Corporation

Market Share: 4.2%

  Bill Gosling Outsourcing Holding Corporation (BGO) is a leading provider of accounts receivable management
services. The company was initially founded in Toronto in 1955, originally operating under the name Allied
International Credit (AIC). Today, BGO operates as a wholly owned subsidiary by the name of Allied International
Credit Corp. Although the company only focused on accounts receivable management in the years following its
inception, BGO expanded its presence to the United Kingdom and soon began to expand its focus to customer
service. To this day, BGO remains a family-run business, although it is also backed by an investment team. At
present, BGO employs 2,100 individuals across its global offices, of which there are 10. In Canada specifically, BGO
operates facilities in London, ON, Toronto and Montreal.

BGO offers customer care, sales and acquisitions. This part of its business explicitly focuses on helping BGO's
downstream clients increase their business-to-business sales and increase instances of successful product
activations of consumer products. This segment primarily assists clients with lead generation, lead conversion,
verification calls, warranty extensions, upselling and appointment booking, among other services. BGO also assists
clients in the telecommunications, financial and healthcare sectors with finding effective communication tactics
under its contact center technology segment, with its business process outsourcing segment offering clients data
processing, software testing and IT support services. Other company segments include customer care and accounts
receivable management, with the latter being the only industry-relevant company segment. This includes call centre
outsourcing, debt recovery and automated messaging service offerings. BGO offers first-party and third-party debt
collection services.

Financial performance

BGO's industry-relevant revenue is expected to decline an annualized 1.3% to $29.8 million over the five years to
2021. This trend has been driven by an increase in insolvency during the second half of the current period.
Nonetheless, BGO itself is expected to improve its performance through increasingly expanding its services offered
in addition to its locations. However, as the economy recovers over the next five years, BGO's industry-relevant
revenue is expected to experience slow growth over the next five years. BGO's operating profit, measured as
earnings before interest and taxes, is anticipated fall an annualized 2.5% to reach $1.5 million over the five years to
2021.



Debt Collection Agencies in Canada August 2021

30 IBISWorld.com

 
Bill Gosling Outsourcing Holding Corporation (industry-relevant operations) - financial

performance*

Year
Revenue

($m)
Growth

(% change)
Operating Profit

($m)
Growth

(% change)
2016 28.0 N/C 1.7 N/C
2017 28.3 1.1 1.9 11.8
2018 26.0 -8.1 1.5 -21.1
2019 28.3 8.8 1.2 -20.0
2020 29.1 2.8 1.2 0.0
2021 29.8 2.4 1.5 25.0

Source: IBISWorld
Note: *Estimates

Other Companies Metropolitan Credit Adjusters Ltd.

  Market Share: 2.4%
  Metropolitan Credit Adjusters Ltd. (MetCredit) is a collection agency licensed to operate in all Canadian provinces

and territories founded in Edmonton, AB, in 1973. The company operates offices in Montreal, Toronto, Vancouver
and Edmonton through a network of an estimated 200 employees. MetCredit operates in all industries and markets,
offering business, estate and legal collection services in any environment and field. MetCredit's Canadian industry-
relevant revenue is expected to reach $17.1 million in 2021, representative of a 2.4% market share.
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Operating Conditions

Capital
Intensity

The level of capital intensity is    Low

  The Debt Collection Agencies industry in Canada operates
with a very low level of capital intensity. IBISWorld
estimates that industry operators will allocate just $0.04 to
capital investment for every $1.00 spent on labour in 2021.
This is because debt collection agencies rely extensively
on labour for each of their various service offerings. For
larger operators, telephone representatives account for the
majority of their employees. While these individuals are
generally only hired if they have prior job-related
experience, they also receive a good deal of training with
respect to interacting with clients and complying with
provincial requirements. Interpersonal communication skills
are absolutely vital for workers, since debtors are more
likely to respond to a skilled industry employee than they
are an automated message. Additionally, terms of interest
accumulation and payment plans are often specifically
tailored to an individual, meaning customer service
representatives are required to be on hand to answer
complicated questions that an automated system could not.
Capital intensity has remained stagnant over the past five
years.
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Technology &
Systems

Potential Disruptive Innovation: Factors Driving Threat of Change

Level Factor Disruptive
Effect

Description

Medium Rate of
Innovation

Potential A ranked measure for the number of patents
assigned to an industry. A faster rate of new
patent additions to the industry increases the
likelihood of a disruptive innovation occurring.

Very High Innovation
Concentration

Very Likely A measure for the mix of patent classes
assigned to the industry. A greater
concentration of patents in one area increases
the likelihood of technological disruption of
incumbent operators.

High Ease of Entry Likely A qualitative measure of barriers to entry.
Fewer barriers to entry increases the
likelihood that new entrants can disrupt
incumbents by putting new technologies to
use.

Low Rate of Entry Unlikely Annualized growth in the number of
enterprises in the industry, ranked against all
other industries. A greater intensity of
companies entering an industry increases the
pool of potential disruptors.

Low Market
Concentration

Unlikely A ranked measure of the largest core market
for the industry. Concentrated core markets
present a low-end market or new market entry
point for disruptive technologies to capture
market share.

  The industry is adding new patent technologies at a rate in line with the average across all industries, which suggests a
stable addition of technology. However, the concentration of technologies is high. This creates the potential for innovation
outside the focus of industry leaders to gain traction.

The technological factors supporting the disruptive innovation potential are connected to an industry structure that is
accommodative to new entrants. The relative ease of entry into the industry magnifies the threat of disruption regardless of
other factors as one-off occurrences are more likely to succeed. However, the current rate of new entrants is low,
suggesting that there is a limited number of new companies that are potential innovators within the industry.

Major market segments for industry operators are relatively diversified. The spread of market segments suggests that there
are limited entry points other than those already served my incumbent operators.

Due to the nature of the Debt Collection Agencies industry in Canada,
operators are relatively immune to technological disruption.

It would be very difficult for a new technology, such as artificial intelligence, to replace a debt collector because the services
provided typically require human labour. Additionally, operators in this industry are so engrained into the financial world that
it would be difficult for another company to provide the same services and replace industry operators. As a result, there is
little technological disruption in the industry.

The level of technology change is    Medium

  Overall, the Debt Collection Agencies industry in Canada has experienced a
moderate level of technological change over the five years to 2021.

The industry's major players have continued to invest in technologies that enable them to simultaneously track and improve
the performance of their account notification services. This includes the use of more advanced data management and
analytics to determine the likelihood of recovery on a client-by-client basis and more technologically sophisticated ways of
locating debtors.
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Debt collection agencies continue to devote capital expenditure to the improvement of websites that provide customers with
the ability to update account information, communicate with company representatives and make payments online. To
complement these website enhancements, industry operators must consistently improve the protection and privacy of
clients' data through security developments. While these technological developments have not necessarily increased
demand for the industry sharply, they have served to reduce costs and improve the industry's efficiency. Industry operators
also have substantial technologies that enable them to leverage their ownership of assets. For example, some debtors that
owe money on vehicles have devices implanted into their cars that industry operators can use to remotely shut the vehicle
down until delinquent payments are made. However, much of this technology has been in place for several years and has
not changed drastically during the period.

Revenue
Volatility

The level of volatility is    Medium

  Revenue volatility regarding the Debt Collection Agencies industry in Canada
has been moderate.

Fluctuations in revenue for the industry are largely caused by changes in aggregate debt, the amount of debt that needs to
be recovered and other broader economic trends. The industry has experienced fluctuations over the five years to 2021.
Revenue is forecast to decline over the first half of the period, followed by a rebound as debt levels increased and the
COVID-19 (coronavirus) pandemic took a toll on the economy. The biggest decline occurred in 2017, where revenue
dropped 7.2% for the year. The largest expansion took place in 2019, where revenue grew 5.2%. Overall, industry revenue
has fluctuated an average of 4.2% year-over-year, ultimately connoting a medium level of volatility.

This pattern's roots trace back to the performance of the overall economy. As the economy recovered, consumers were
much more able to service their debts and delinquency rates dropped, decreasing the need for debt issuers to seek out
third-party collectors and sinking industry revenue. The fastest delinquency rate drops took place earlier in the period, as
individuals returned to the workforce and earned the income necessary to pay back their own debts. Delinquency rates
have continued to drop at a slower rate the further the economy has distanced itself from the downturn caused by the
recession of earlier years. Although aggregate debt has been growing throughout the past five years, consumers have
been better able to pay back their own debts without third-party intervention as the economy has expanded slowly, but
steadily.

Regulation &
Policy

The level of regulation is    Medium and the trend is Increasing

The Debt Collection Agencies industry in Canada is primarily regulated at the
provincial and territorial levels.

While legislation varies on a province-by-province basis, industry operators are subject to rules related to the tracing and
contacting of individuals and businesses with outstanding debt. In general, industry operators are prohibited from
intimidating or misleading debtors when attempting to collect outstanding debts. Moreover, debt collection agencies are
subject to licensing requirements, which are typically renewed on an annual basis, in addition to government audits.
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The Office of Consumer Affairs in Canada also provides a range of documents that cover information on collection
agencies and the province-specific statutes that govern industry operators. The documents are intended to ensure that
debtors are treated fairly when dealing with debt collectors. For example, Newfoundland and Labrador maintains a
consumer rights pamphlet for this very purpose. In this document, the province states what a collector may not do, including
contacting a consumer's employer without their consent, contacting a consumer between the hours of 10pm and 8am and
collecting more than the amount owed from the individual, among other restrictions. Plus, the Canadian Personal
Information Protection and Electronic Documents Act requires all businesses to obtain consent for the collection, use and
disclosure of personal information, which effectively forces operators to abide by the restrictions put in place by the national
do not call list. Consumers that are on the list and feel an operator has not abided by the rules of the Act can place a
complaint and call for investigation through the do not call list's website.

In general, the awareness of aggressive tactics used by debt collectors has continued to increase domestically over the
past decade. For example, the prominent industry company iQor has been fined during the current period for several
violations, including solicitation without identification and placing automated calls during unreasonable hours. As a result,
regulation surrounding debt collectors is anticipated to increase over the five years to 2026. As industry operators are
required to devote personnel and training to comply with government legislation, increasing industry regulation has the
potential to increase costs and harm profit for the industry.

Industry
Assistance

The level of industry assistance is    Low and the trend is Steady

The Debt Collection Agencies industry in Canada receives no direct assistance
from federal or provincial government agencies.

However, various industry associations provide information to, as well as promote the interests of, the industry. For
example, the Association of Credit and Collection Professionals brings together debt collection agencies on an international
scale and discourses with consumers, businesses and policymakers regarding the benefits of the industry.

Additionally, the federal government has adopted several policies to help businesses nationwide in the wake of the
COVID-19 (coronavirus) pandemic, including the deferment of income taxes owed between March 18, 2020 and August 31,
2020 as well as customs payments between March 27, 2020 and June 30, 2020. The Canada Emergency Wage Subsidy
will also support up to 75.0% of an employee's wages, up to $847.00 weekly, for employers that experienced a decrease in
gross revenues of at least 15.0% in March and 30.0% in both April and May. That program will be in place until June 5,
2021.
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Key Statistics
Industry Data

Year
Revenue

($m)
IVA

($m)
Establishments

(Units)
Enterprises

(Units)
Employment

(Units)
Exports

($m)
Imports

($m)
Wages

($m)

Domestic
Demand

($m)

Per capita
disposable
income ($)

2012 787 447 520 423 9,492 N/A N/A 385 N/A 32,896
2013 748 425 545 418 8,774 N/A N/A 367 N/A 32,883
2014 715 417 530 413 9,157 N/A N/A 361 N/A 32,363
2015 686 415 496 404 8,484 N/A N/A 361 N/A 34,120
2016 684 417 476 396 8,336 N/A N/A 365 N/A 33,355
2017 634 390 467 381 7,609 N/A N/A 338 N/A 32,890
2018 626 402 441 364 8,264 N/A N/A 356 N/A 32,290
2019 659 410 400 345 8,044 N/A N/A 370 N/A 31,966
2020 688 418 389 328 8,181 N/A N/A 377 N/A 34,233
2021 712 432 383 323 8,313 N/A N/A 383 N/A 32,048
2022 728 437 377 317 8,378 N/A N/A 387 N/A 32,511
2023 730 437 368 309 8,351 N/A N/A 386 N/A 32,674
2024 732 437 361 303 8,336 N/A N/A 386 N/A 32,771
2025 738 439 354 297 8,367 N/A N/A 388 N/A 32,852
2026 744 442 349 292 8,391 N/A N/A 389 N/A 32,958

Annual Change

Year
Revenue

(%)
IVA
(%)

Establishments
(%)

Enterprises
(%)

Employment
(%)

Exports
(%)

Imports
(%)

Wages
(%)

Domestic
Demand

(%)

Per capita
disposable
income (%)

2012 -7.24 -4.74 -4.42 -4.73 -3.60 N/A N/A -3.08 N/A 0.48
2013 -4.99 -4.91 4.80 -1.19 -7.57 N/A N/A -4.73 N/A -0.05
2014 -4.45 -1.75 -2.76 -1.20 4.36 N/A N/A -1.64 N/A -1.58
2015 -3.97 -0.70 -6.42 -2.18 -7.35 N/A N/A 0.02 N/A 5.42
2016 -0.40 0.53 -4.04 -1.99 -1.75 N/A N/A 1.16 N/A -2.25
2017 -7.20 -6.48 -1.90 -3.79 -8.73 N/A N/A -7.54 N/A -1.40
2018 -1.35 3.02 -5.57 -4.47 8.60 N/A N/A 5.47 N/A -1.83
2019 5.24 2.14 -9.30 -5.22 -2.67 N/A N/A 3.98 N/A -1.01
2020 4.47 1.85 -2.75 -4.93 1.70 N/A N/A 1.72 N/A 7.09
2021 3.42 3.35 -1.55 -1.53 1.61 N/A N/A 1.61 N/A -6.39
2022 2.30 1.32 -1.57 -1.86 0.78 N/A N/A 1.09 N/A 1.44
2023 0.21 -0.14 -2.39 -2.53 -0.33 N/A N/A -0.21 N/A 0.50
2024 0.31 0.02 -1.91 -1.95 -0.18 N/A N/A -0.11 N/A 0.29
2025 0.79 0.54 -1.94 -1.99 0.37 N/A N/A 0.46 N/A 0.24
2026 0.89 0.52 -1.42 -1.69 0.28 N/A N/A 0.41 N/A 0.32

Key Ratios

Year
IVA/Revenue

(%)

Imports/
Demand

(%)

Exports/
Revenue

(%)

Revenue per
Employee

($'000)

Wages/
Revenue

(%)

Employees per
estab.
(Units) Average Wage  ($)

2012 56.8 N/A N/A 82.9 48.9 18.3 40,560
2013 56.8 N/A N/A 85.2 49.1 16.1 41,805
2014 58.4 N/A N/A 78.0 50.5 17.3 39,402
2015 60.4 N/A N/A 80.9 52.6 17.1 42,539
2016 61.0 N/A N/A 82.0 53.4 17.5 43,798
2017 61.4 N/A N/A 83.4 53.2 16.3 44,369
2018 64.2 N/A N/A 75.7 56.9 18.7 43,091
2019 62.3 N/A N/A 81.9 56.2 20.1 46,034
2020 60.7 N/A N/A 84.1 54.7 21.0 46,046
2021 60.7 N/A N/A 85.6 53.8 21.7 46,048
2022 60.1 N/A N/A 86.9 53.2 22.2 46,192
2023 59.9 N/A N/A 87.4 52.9 22.7 46,246
2024 59.7 N/A N/A 87.8 52.7 23.1 46,281
2025 59.5 N/A N/A 88.2 52.5 23.6 46,325
2026 59.3 N/A N/A 88.7 52.3 24.0 46,383

Figures are inflation adjusted to 2021
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Additional Resources
Additional
Resources

The Association of Credit and Collection Professionals
http://www.acainternational.org

Innovation, Science and Economic Development Canada
http://www.ic.gc.ca

Office of the Superintendent of Bankruptcy
http://www.strategis.ic.gc.ca/eic/site/bsf-osb.nsf/eng/home

Industry Jargon BUSINESS PROCESS OUTSOURCING (BPO)
The outsourcing of specific business functions to third-party providers, including debt collection agencies.

INSOLVENCIES
Equal to the sum of the number of bankruptcies and proposals.

PROPOSAL
An offer to creditors to settle debts under conditions alternative to the current terms.

SKIP TRACING
The search for a consumer's contact information through consumer databases, telephone directories, credit agency
reports and other records.

Glossary BARRIERS TO ENTRY
High barriers to entry mean that new companies struggle to enter an industry, while low barriers mean it is easy for
new companies to enter an industry.

CAPITAL INTENSITY
Compares the amount of money spent on capital (plant, machinery and equipment) with that spent on labour.
IBISWorld uses the ratio of depreciation to wages as a proxy for capital intensity. High capital intensity is more than
$0.333 of capital to $1 of labour; medium is $0.125 to $0.333 of capital to $1 of labour; low is less than $0.125 of
capital for every $1 of labour.

CONSTANT PRICES
The dollar figures in the Key Statistics table, including forecasts, are adjusted for inflation using the current year (i.e.
year published) as the base year. This removes the impact of changes in the purchasing power of the dollar, leaving
only the "real" growth or decline in industry metrics. The inflation adjustments in IBISWorld’s reports are made using
Statistics Canada's implicit GDP price deflator.

DOMESTIC DEMAND
Spending on industry goods and services within Canada, regardless of their country of origin. It is derived by adding
imports to industry revenue, and then subtracting exports.

EMPLOYMENT
The number of permanent, part-time, temporary and casual employees, working proprietors, partners, managers
and executives within the industry.

ENTERPRISE
A division that is separately managed and keeps management accounts. Each enterprise consists of one or more
establishments that are under common ownership or control.

ESTABLISHMENT
The smallest type of accounting unit within an enterprise, an establishment is a single physical location where
business is conducted or where services or industrial operations are performed. Multiple establishments under
common control make up an enterprise.

EXPORTS
Total value of industry goods and services sold by Canadian companies to customers abroad.

IMPORTS
Total value of industry goods and services brought in from foreign countries to be sold in Canada.

INDUSTRY CONCENTRATION
An indicator of the dominance of the top four players in an industry. Concentration is considered high if the top
players account for more than 70% of industry revenue. Medium is 40% to 70% of industry revenue. Low is less
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than 40%.

INDUSTRY REVENUE
The total sales of industry goods and services (exclusive of excise and sales tax); subsidies on production; all other
operating income from outside the firm (such as commission income, repair and service income, and rent, leasing
and hiring income); and capital work done by rental or lease. Receipts from interest royalties, dividends and the sale
of fixed tangible assets are excluded.

INDUSTRY VALUE ADDED
The market value of goods and services produced by the industry minus the cost of goods and services used in
production. IVA is also described as the industry's contribution to GDP, or profit plus wages and depreciation.

INTERNATIONAL TRADE
The level of international trade is determined by ratios of exports to revenue and imports to domestic demand. For
exports/revenue: low is less than 5%; medium is 5% to 20%; and high is more than 20%. Imports/domestic demand:
low is less than 5%; medium is 5% to 35%; and high is more than 35%.

LIFE CYCLE
All industries go through periods of growth, maturity and decline. IBISWorld determines an industry's life cycle by
considering its growth rate (measured by IVA) compared with GDP; the growth rate of the number of establishments;
the amount of change the industry's products are undergoing; the rate of technological change; and the level of
customer acceptance of industry products and services.

NONEMPLOYING ESTABLISHMENT
Businesses with no paid employment or payroll, also known as nonemployers. These are mostly set up by self-
employed individuals.

PROFIT
IBISWorld uses earnings before interest and tax (EBIT) as an indicator of a company’s profitability. It is calculated as
revenue minus expenses, excluding interest and tax.

REGIONS
Prairies | AB, SK, MB
Atlantic | NB, NS, PE, NL
Territories | YT, NT, NU

VOLATILITY
The level of volatility is determined by averaging the absolute change in revenue in each of the past five years.
Volatility levels: very high is more than ±20%; high volatility is ±10% to ±20%; moderate volatility is ±3% to ±10%;
and low volatility is less than ±3%.

WAGES
The gross total wages and salaries of all employees in the industry.



IBISWorld helps you find the industry
information you need – fast.

With our trusted research covering thousands of global industries, you’ll get a quick and intelligent
overview of any industry so you can get up to speed in minutes. In every report, you’ll find
actionable insights, comprehensive data and in-depth analysis to help you make smarter, faster
business decisions. If you’re not yet a member of IBISWorld, contact us at 1-800-330-3772 or
info@ibisworld.com to learn more.

DISCLAIMER
This product has been supplied by IBISWorld Inc. (‘IBISWorld’) solely for use by its authorized licenses strictly in
accordance with their license agreements with IBISWorld. IBISWorld makes no representation to any other person
with regard to the completeness or accuracy of the data or information contained herein, and it accepts no
responsibility and disclaims all liability (save for liability which cannot be lawfully disclaimed) for loss or damage
whatsoever suffered or incurred by any other person resulting from the use of, or reliance upon, the data or
information contained herein. Copyright in this publication is owned by IBISWorld Inc. The publication is sold on
the basis that the purchaser agrees not to copy the material contained within it for other than the purchasers own
purposes. In the event that the purchaser uses or quotes from the material in this publication – in papers, reports,
or opinions prepared for any other person – it is agreed that it will be sourced to: IBISWorld Inc.

Copyright 2021 IBISWorld Inc.
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