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ABSTRACT

The objectives of this research entitled “Problems and Obstacles in Debt
Collection through Online Channel Affecting Legal and Ethical Issues: A Case Study of
VC Asset Management Corporation Company Limited” were to study problems in debt
collection through online system according to Debt Collection Act, B.E. 2558 (2015)
and Personal Data Protection Act (PDPA), and to study factors affecting the success of
debt collection through online channel of VC Asset Management Corporation
Company Limited.

This study was qualitative research divided into 2 steps as documentary
research and in-depth interview. Population of this study was 10 persons consisting of
2 administrators, 1 lawyer and 7 collection officers.

The results revealed that the debt collection through online channel of
VC Asset Management Corporation Company Limited had its obstacles and problems
as; laws about the debt collection channel through online system was not clear in
aspect of debtor’s consent and timing of debt collection was an obstacle for
operations of collection officers. Factors affecting the success of debt collection

through online channel were respecting the debtor’s rights, developing personnel for
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(@)

proper knowledges and understandings both of legal and communication aspect.
These 3 factors should be connected together systematically and accordingly.
Suggestions: - Debt collection through online channel should have opt-
in/opt-out system or rights for cancelling connection as a choice for debtors to “cancel
connection”. Moreover, debt collection firms should stipulate Standard Operating
Procedures (SOP) or “Operation Manual or Guideline” clearly for debt collection
through online system. Debtors should be provided with opportunities for setting debt
collection procedures that can make them feel safe and convenient. For suggestion
on operations, debt collection firms should develop or increase debt collection
channels thorough online system, continuous trainings should be provided on ethical
and legal limitations of debt collection channels thorough online system and screening

of communication channels should be developed properly for each group of debtors.

Keywords: Debt collection, debt collection through online channel, ethics in debt

collection.
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