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I n today’s skiptracing environment, 
companies can’t effectively locate 

responsible parties without a thorough 
knowledge of current technology, 
tools and trends. The ever-changing 
technology available to use includes free 
and paid databases, public records and 
social media.

Recently, Ron Brown, IFCCE, 
CCCO, CEO of CSI Group in 
Oklahoma City, presented an IACC 
seminar on current trends in skiptracing 
for commercial collectors. He noted that 
when skiptracing, the first step is to see 
who is personally liable for the debt.

“Often you’ll see a situation where 
someone has purchased an item or 
services and they sign on behalf of the 
company, but they have no individual 
liability,” Brown said. “If there isn’t any 
individual liability, then you have to see 
if that corporation has any assets that 
would be attachable.”

You’ll need to find out: Is the 

company still active and in business? 
Has it moved to another location? Does 
it have any assets? If there is a personal 
guarantee, then you start searching for 
the guarantor.

“All this has to be documented before 
you can make any demand for payment 
on the guarantor,” Brown stressed. 
“Documentation is very important in 
that type of collection to ascertain both 
who the personal guarantor would be 
and how to locate them. Then you use 
your standard skiptracing methods to 
locate the individual and then you make 
demand for payment.”

Brown outlined the four main types of 
“skips” in commercial debt:
• Ghost Skips: These can generally be 

attributed to bad data, like an old 
phone number or address. They are 
generally easy to locate. Review all 
your documents and verify the data.

• Unintentional Skips: These are 
people who may be careless with 

their obligations. Contact references 
and former employees. Check with 
neighboring businesses and property 
managers for move dates and possible 
new locations. Check with directory 
assistance and the Better Business 
Bureau for updated info.

• Intentional Skips: To locate people 
in this group, you will have to use 

continued on page 3
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Business As Usual?
By Brad Lohner, IACC President
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D ear Friends and Colleagues,
It sure feels good to get outside and see 

smiling faces. In my part of the world, it’s still 
about 50/50 of people choosing to wear a 
mask in public places or not, and that’s just 
fine. 

Lately I’ve been noticing a massive jump 
in activity with my client base and the 
accompanying flow of accounts. Our challenge 
will be to manage the delicate balance of 
inventory to head counts. I would be curious 
to know your experience.

Each of us is in different markets and 
experiences unique challenges in our business. 
This is why the IACC began in the first place—
to meet and exchange ideas, problem solve, and 
provide encouragement. There isn’t another 
group I belong to like IACC where, while still 

competitors, we help each other where we can. 
Therefore, I’d like to keep the virtual 

conversations going with our association’s 
private LinkedIn page, IACC’s members-only 
collaboration group. 

I’d like to encourage each of us to post on 
this page about interesting challenges you might 
be facing. Perhaps you have a specific issue 
where you could use the guidance of your very 
own “Board of Directors.”

If you have not already done so, consider 
joining the almost 100 other members online, 
and help your colleagues by posting a question 
or imparting your knowledge.

Our mid-year conference is fast approaching. 
Registration is now open, and I can’t wait to see 
everyone’s smiling faces. 
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Skiptracing     continued from page 1

all your skills and knowledge. Try 
tracking them down with online 
resources first then move to traditional 
tracing methods. Look for red flag 
indicators on all documents. Look 
for variations of names, addresses and 
identifying numbers.

• Credit Criminals: These are people 
who did not intend to pay when they 
borrowed the money or made the 
purchase. The mortgaged collateral 
may be with other parties, sold or 
chopped. Brown recommended 
checking eBay and Craigslist. Keep in 
mind that any data they provided is 
likely to be false. 

COVID-19 Isn’t Making 
Skiptracing Any Easier

Many companies went out of 
business during the pandemic, often 
unable to pay employees and creditors. 
When this happens, it can be hard to 
track guarantors, who have either moved 
on to a new office location or a brand-
new employer.

“We have seen people become very 
transitory—moving around, selling their 
homes because they can’t make their 
payments,” Brown said. 

The rise of remote work also makes a 
skiptracer’s job harder. 

“It used to be that if I knew where 
you worked, I could serve you at work,” 
Brown said. “But now a lot of people 
are working from home, so there’s no 
business address for them. That cuts your 
probability of locating them in half.” 

Skiptracing Resources
Most companies adopt a waterfall 

approach to skiptracing: Start with 
the free tools, and if those don’t work 
gradually, use paid resources. As with 
most everything in our world today, 
skiptracing is primarily digital.

Brown suggested you start by 
reviewing a person’s three basic needs: 
shelter, food and transportation. What 

records can you find in each of those 
categories?  

For shelter, that might mean looking 
at property records, tax records, utility 
records, new move-ins, credit bureaus 
and insurance records.

For food, you could check out utility 
records and welfare records.

And for transportation, that would 
include warranty records, registration 
records, accident records and insurance 
records.

The unofficial “4th need” is a source 
of income. Find information through:

 » Employer Inquiries
 » Salary Tax
 » Web Sites
 » Employment Directories
 » Licenses
 » Unions
Social media has also become a 

prominent skiptracing tool. 
“LinkedIn will actually show other 

corporations that an employee is involved 
with,” Brown said. “They’ve got a little 
map down at the bottom that shows the 
different people that are involved with 
different corporations. That’s part of 
the reason why LinkedIn has become a 
very, very good resource for commercial 
collections skiptracing.”

You can use sites like tweeterid.com 
to find the person behind a Twitter ID, 
and twiangulate.com can help you map 
connections between Twitter friends and 
followers.

One thing to keep in mind with 
social media sites: “They are read-only,” 
Brown said. “Never ask to be a friend 
or connection and never comment on 
their posts.”

If the company’s or person’s social 
media profile is private, pivot to their 
contact and friend list, which might 
give you helpful information. Read 
comments and look at embedded photo 
location data.

Beyond social media, Brown said one 
of the database sites he recommends as a 

good starting point is blackbookonline.
info 

“It’s a link site,” Brown said. “There’s 
no data there, but it links you to different 
sources of data.”

Other sites Brown suggested:
 » www.pimall.com/nais/skiptrace.

htm
 » www.manhunt-seminars.com
 » www.sagal.com/ajax

Data brokers purchase information 
that skiptracers would not normally be 
able to access. They gather many sources 
of information and compile it into one 
searchable database, which skiptracers 
can use for a fee.

Before using a data broker, you’ll want 
to answer these questions:

 » How current is the data?
 » Where did the data come from?
 » Was it legally obtained?
 » How often is the data updated?
 » What is the support system?
 » How easy is it to interpret the data?
While the technological advances 

in online information searches make a 
skiptracer’s life much easier than it was 
in the past, Brown said the intangible 
qualities of a person—their intelligence, 
voice and attitude—are ultimately what 
will help them be a successful skiptracer. 
Knowing when to ask open-ended 
questions (Where does Mr. Jones live 
now?) and closed-ended questions (Is Mr. 
Jones still in the state?) are also key, as are 
good listening skills and knowing how to 
reach between the lines.

Above all, Brown said, as you work be 
mindful of collection laws and data laws.

“You’ve got to know the law and 
you’ve got to follow the law,” he said. 
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C ollection agencies are constantly 
looking for ways to reduce their 

collection costs, and card processing 
is one of the best ways to do it. Here, 
we will discuss five tips that can help 
decrease your collection costs by using 
debit cards and credit cards. These tips 
include:
• Understanding how to process 

payments with different types of cards.
• Using an online payment processor.
• Preventing fraudulent transactions.
• Processing recurring payments.
• Setting up partial payments. 

Understanding How to Process 
Payments with Different Types 
of Cards

Debit Cards: When collecting from 
a debit card, collection agencies must 
use the Authorization Code method. 
This method authorizes the transaction 
before processing. If collection agents 
can’t accept debit, you could be missing 
opportunities to lower your customer’s 
monthly payment, which typically 
decreases the likelihood of on-time 
payments, hindering your revenue cycle.

Credit Cards: When collection 
agencies can accept both credit and debit 
cards, they can use the Authorization 
Code method on card payments, 
which protects agencies from payment 
processing errors or fraud in a merchant 
account system. 

Using an Online Payment 
Processor

Payment portals can remove the need 
for a merchant account, and collection 
agencies can take advantage of this by 
using an online portal, like REPAY's 
secure Web Portal.

The biggest benefit to using an online 
portal is the cost. The rates are usually 
much lower than what you would pay 
with credit card processing on your own 
or through an outside company. Not 
only that, but the convenience of using 

an online portal typically relieves a lot of 
the burden from your staff and increases 
the likelihood of on-time payments. 

Preventing Fraudulent 
Transactions

If collection agencies are not using an 
online portal, they need to monitor all 
transactions for fraud, which isn’t ideal. 
For example, collection departments 
could create a rule that only lets certain 
credit cards through the system or 
denies orders exceeding $500. Using an 
online portal through a suitable vendor, 
parameters are easily set and managed, 
ensuring you keep your customer’s 
information safe from hackers. 

Processing Recurring Payments
Recurring payments, like collections 

from past due accounts or monthly child 
support payments, can be processed 
through an online portal to set up auto-
payments. The agreed terms and dates for 
the customer eliminate your collections 
staff from manually processing these 
transactions by phone or email, which 
is time-consuming and costly to your 
agency.

Setting Up Partial Payments
Partial payment is another way 

collection agencies can reduce the cost of 
collections processing.

Partial payments, typically in monthly 
increments to pay off a debt over time, 
help consumers budget and get back on 
their feet faster with fewer fees. Partial 
payments are an attractive option for 
many collection agencies, and they 
reduce the number of past-due accounts 
that often get abandoned. 

Takeaways
By working with a payment processor 

to accept card payments and allow your 
customers access through an online 
portal, you can significantly reduce the 
cost of collections processing.

Giving people more options to pay 
has continually increased the number of 
on-time payments. Collection agencies 
can reduce the costs associated with 
hunting down card info or by working 
out an arrangement with customers to 
pay in installments over time rather than 
all at once.

Learn what REPAY's suite of solutions 
can do for you today!  

Rebecca Peterson
Events Marketing Manager
REPAY

5 Tips to Reduce Collection Costs with Card Processing 
By Rebecca Peterson
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IACC recently launched its enhanced 
online Member Directory, making 

it easier than ever to search for a fellow 
IACC member anywhere in the world. 
You can find the new directory here, or 
when you visit the main IACC website 
at www.commercialcollector.com, look 
for the “Member Directory” option in 
the main navigation.

In addition to the search by location 
options, you now also have the option 
to search for attorney, agency or law list 
members with a simple button. You can 
also search for attorneys based on their 
Law List affiliation.

Making connections with your fellow 

IACC members is one of the primary 
benefits of your membership in the 
association. 

IACC President Brad Lohner, founder 
and member of the board, Priority Credit 
Management Corp., said he uses the 
Member Directory at least twice a week. 

“I receive many calls where a company 
has a debt in another jurisdiction where 
my firm may not be a good fit; however, I 
can refer the prospect to a suitable agent 
or affiliate with the member directory,” 
he said. “I may not do business with 
them, but they are pleased to have a 
resource to find an appropriate debt 
recovery professional in their area.

Lohner said he also uses the 
directory when he needs help in another 
jurisdiction. 

“It is a great tool that helps me locate 
a pre-qualified IACC professional in the 
geographic area I require,’ he said.

If you want to take your connection 
with your IACC network to the next 
level, please plan to attend the IACC 
Mid-Year Conference June 22-24 in 
Austin, Texas. Nothing beats connecting 
with fellow members face  
to face! 

Check Out  IACC’s Enhanced Member Directory

Spread the Word
We love our members and all that you do! Let us share your industry contributions. 
Submit achievements, fundraisers and news to iacc@commercialcollector.com.
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G ary Tier, president of The 
Forwarders List of Attorneys, has 

been a member of IACC since 2004 and 
joined the board in 2021. He currently 
serves on several IACC committees, 
including the Triadic, Membership 
Development & Retention, Affinity, and 
Education committees.

1. How did you get started in 
the commercial collection industry? 
How long have you been with your 
company?

After graduating from college, my 
plan was to take a year off from school 
and then attend law school. I was looking 
for a job for that year off and found an ad 
for a customer service representative at a 
publishing company for a legal directory. 
I ended up taking the job. Five years 
later, in 2007, I acquired the list from my 
employer. 

 2. What professional 
accomplishment are you most  
proud of?

Betting on myself and becoming 
a business owner forever changed the 
trajectory of my professional life. I was 
only 26 when I decided to go for it 
and there were so many things I didn’t 
see coming, but it was one of the best 
decisions I’ve ever made. Being asked to 
serve on committees and boards is also a 
great honor and I’m extremely proud to 
now be on the IACC Board! 

3. What has been the biggest 
challenge of your career and what have 
you learned from that?

Time management continues to be 
the biggest challenge for me—there 
simply aren’t enough hours in the day! 
There is always more work to do, always 
more doors to knock on, but family 
is and always will be first. With three 
little kids at home, it’s a daily struggle to 
balance everything. 

An Interview with the Board
Featuring: Gary Tier, President of The Forwarders List of Attorneys

4. How do you inspire your 
employees?

I don’t believe that inspiration 
and motivation are a one-size-fits-all 
approach. People respond to different 
things—some want goals and bonuses, 
others want recognition, and some 
want you to trust them and give them 
more autonomy. Learning what makes 
each person tick and then rewarding 
them based on feedback is how I like to 
approach this area of my professional life. 

5. Why did you initially join IACC?
It wasn’t my decision—my company 

was already a member. The question for 
me, I guess, is why did IACC become a 
priority when I became the owner of The 
Forwarders List? After attending my first 
conference in 2004, it was obvious to me 
that IACC had a vibrant community. The 
energy of people like Jim Bessenbacher, 
Jr. was infectious. The leadership of 
people like Bill Mann made sure I was 
welcomed and the conference was very 
well done. The meaningful conversations 
and information sharing among member 
agencies and law firms also stood out to 
me, and that continues today. Plus, going 
to Miami in January when you live in the 
Northeast is never a bad thing.

6. What has been the most 
rewarding aspect of serving on the 
IACC Board?

Well, my tenure just started so 
it’s hard to say, but based on my first 
board meeting I would say having an 
influence on how the organization moves 
forward in the coming years will be very 
rewarding. We are in uncertain times. 
As the pandemic winds down (fingers 
crossed) and a recession (not to mention 
inflation) looms, what’s in store for us as 
an industry and how the IACC can help 
its members will be critically important. 
I believe that how trade associations 
handle the next few years will shape how 
successful they are for years to come. 

The IACC board is passionate about 
the association; it cares deeply—each 
and every member does, and we do as a 
collective unit. When you combine that 
passion with the experience and industry 
knowledge we have, the association is in 
good hands. 

7. What do you see for the future of 
the collections industry and what role 
do you think IACC or your company 
will play in that?

Good question and one I’m not sure 
of. Consolidation seems inevitable—
agencies and law firms continue to merge 
and there is no reason to think that 
will stop. In my opinion, our biggest 
challenge as an industry is to bring 
new talent—younger people—into the 
mix. No one says, “I want to be a debt 
collector when I grow up,” but those of 
us who are here love what we do. IACC 
could take the lead on bringing in new 
blood in the form of recruiting new 
collection agencies and law firms to join 
and get involved with the association. 
And perhaps we can go a step further and 
find ways to educate and inform those 
outside our industry about what it is we 
do with the goal of inviting them into 
the collections world. In some ways, The 
Forwarders List does similar things to the 
IACC and this would be one of them. 
We will work to bring new membership 
to the association and recruit colleagues 
to attend our conferences. 

 continued on page 7
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8. What does your involvement with 
the Emerging Leaders program mean 
to you?

I’m so glad you asked because if you 
hadn’t, I was going to mention it anyway! 
The timing of this is ironic for me. As 
we all know, Bob Ingold recently passed 
and when I think of the importance of 
“emerging leadership” in our industry, I 
will always think of Bob. Many years ago, 
we were serving on a council together 
that had great influence in an association. 
I was by far the youngest person in the 
room with the exception of one lawyer, 
Tim Wan, who is just a few years older 
than me. There was a very long and 
heated conversation about the way we 
were doing things and the direction 

we were headed. Tim and I were quiet 
in those early years as the younger 
participants, and at some point Bob 
addressed the room and said something 
to the effect of, “The future leadership 
is sitting in this room with people like 
Tim and Gary. Why don’t we start 
giving them responsibility and teaching 
them the way we do things?” Most of 
his colleagues wanted to keep control 
of things down to the little details, but 
Bob always saw the importance of future 
leadership in all areas of the business 
and our industry. I’m so pleased that 
we renamed our award to the Robert P. 
Ingold Emerging Leader Award. It’s a 
very appropriate tribute to his greatness. 

9. Is there anything else you’d like 
to add?

Just that I’m looking forward to the 
pandemic being over and seeing everyone 
again in person at our conferences. I 
think our industry is poised for a good 
12 to 24 months ahead. For anyone 
reading this who doesn’t regularly attend 
an IACC meeting, what are you waiting 
for? Please come join us and see what 
you are missing. I don’t believe anyone 
engaged in commercial collections could 
attend and not benefit from it. I’ll put 
out a challenge: if we get a first-time 
attendee who comes and doesn’t get value 
from the conference, The Forwarders List 
will pick up their registration fee!  

An Interview with the Board     continued from page 6

Upcoming IACC Events and Education

Additional topics and dates will be added. Please visit 
the IACC Events calendar for the current events and 
details: www.commercialcollector.com/events.

April 14
Collection Calls & Telephone Techniques - Part 1
Online seminar; 11:00 a.m. - 12:30 p.m. CDT

 
May 17
Collection Calls & Telephone Techniques - Part 2
Online seminar; 11:00 a.m. - 12:30 p.m. CDT

 
May 19
International Open Forum
Online seminar; 10:00 a.m. CDT

 
May 24
Emerging Leader Open Forum
Online seminar; 10:00 a.m. CDT

 
June 22-24
2022 Mid-Year Conference
What you hear is true. With vibrant entertainment, art and 
culture, inspiring cuisine and stunning outdoor experiences, 
Austin lets you create a soundtrack all your own. So take a 
look around, and put the Live Music Capital of the World®  
on your playlist during the IACC Mid-Year Conference  
hosted at the Hyatt Regency. 
Hyatt Regency Austin, Austin, TX  
Booking Information coming soon!

 
Aug. 9
Credit Instruments: Properly Documenting Your
Commercial Credit Transactions
Online seminar; 11:00 a.m. - 12:30 p.m. CDT

 
Sept. 15
Collection Laws and Bankruptcy Fundamentals
Online seminar; 11:00 a.m. - 12:30 p.m. CDT

 
Oct. 11
Client Relationships
Online seminar; 11:00 a.m. - 12:30 p.m. CDT

 
Nov. 10
Legal Aspects of Commercial Collection
Online seminar; 11:00 a.m. - 12:30 p.m. CDT

7

http://www.commercialcollector.com/events


IACC AFFINITY 
PARTNERS
Committee have been working 
diligently on providing members 
additional benefits to their 
IACC membership through 
the A�nity Program. Each of 
these partners o�ers discounts 
exclusive to IACC members. For 
more information on a specific 
partner, visit the IACC website 
at www.commercialcollector.com.

If you have any questions  
about the A�nity Program, 
contact IACC at  
iacc@commercialcollector.com or  
(800) 859-9526. Please continue 
to watch your email for more 
A�nity partners!

Alphatrad provides documentation translation 
and telephone interpretation services. 

IACC members have access to industry 
leading E&O coverage, business package 
insurance, bonds and licensing services 
through Collectors Insurance Agency. 

Bridge Capital Partners provides 
payment processing services.

Codix is a debt collection and recovery 
software provider for an all-in-one software 

solution called iMX Debt Collection.

Polaris Assessment Systems, Inc. helps 
organizational leaders make smart 

decisions about the people they hire.

TCN is a cloud-based, multi-faceted 
telephony solution for all sizes of 
commercial collection agencies. 

Applied Innovation o�ers a suite 
of software solutions specifically 

for the collection industry. 

United Field Chase is a national field 
services provider, assisting businesses 

to make informed decisions.

Save the Date!
June 22nd-24th, 2022 • Hyatt Regency Austin
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Bridge Capital Partners is a payment processing company that specializes in servicing the 
Collections Industry.

• Accept Credit, Debit (Visa, MC, Disc, Amex, HSA/ Flex) and ACH

•  Convenience Fee Model- Offset the cost of payments with the most compliant 
solution on the market

• Level 3 Interchange Optimization makes it cheaper to accept large from clients

• Integrations with all the major Collection Software’s

• Multiple web payment options ranging from simple to sophisticated

• Industry Expertise- Bridge has serviced the ARM industry for 9+ years

IACC Promotion:
For IACC members we are waiving all start-up costs (including payment build costs) and 
cancellation costs, so you can try us risk free. We are also offering specialized pricing - 
we guarantee to beat your current vendors pricing!

If you would like some more information on our services or a quote please contact Dan.

Dan Cadesky
Dan@bcpartners-llc.com
Desk: 416-546-6571

Your Personalized Payments Solution
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E ven though we spent a good part 
of the last two years in a virtual 

world, it always seemed like it was going 
to be temporary. Now we know elements 
of remote work will be here to stay. This 
means it’s time to figure out how to 
ensure that our audience is listening and 
engaging in  training (not multi-tasking 
like we all do) while also having the 
opportunity to practice the skills they’re 
learning. Here are some virtual training 
tips you can use to make your lessons 
stick.

Training Doesn’t Have to Be All Virtual
When you’re mapping out your 

schedule, make sure to provide “free 
learning time” several times a week. 
Free learning time is an opportunity 
for your staff to choose their education 
options from a library of instructor-
provided articles and documents that 
touch on specific areas of their job duties. 
Your resource library should cover a 

wide range of topics like negotiations, 
communications and Regulation F. Issues 
of ACA Daily and Collector magazine, 
for example, are a quick and easy way to 
build your library.

Setting aside time separate from 
virtual training gives staff a bit of a break. 
You can encourage them to use this time 
to complete worksheets or reflect on what 
they’ve learned.

This is also an opportunity for 
instructors to spend one-on-one time 
with participants who are lagging or 
missed time in training. 

Prerecord Training Modules 
Prerecording your training program 

can result in several opportunities 
for your staff and trainers. A 
recent study published in the Review 
of Educational Research found that 
prerecorded videos usually lead to 
improved student learning.

Creating engaging videos is as simple 
as embedding video clips you’ve recorded 
on your smartphone or your virtual 
meeting platform (i.e., Zoom, Microsoft 
Teams, WebEx) into a PowerPoint slide. 
You can then export the PowerPoint as a 
video and share it with your trainees. 

Beyond saving time and ensuring the 
message is the same for all participants 
and all trainings, recording your lessons 
in advance allows you to get creative with 
activities around the content. 

Assign the video to be watched during 
“free learning time.” Have students 
partner up and review the concepts with 
each other, or have the video contain 
a scenario where students can work 
together to find a solution to a common 
issue on the collection floor.

Emoji Expression
Provide your trainees with a 

knowledge check on the content just 
covered, a call objection to work through, 
or a problem to solve on their own. 
Instead of asking if everyone is ready to 
debrief, prompt participants to indicate 
they have completed the exercise by 
posting an emoji based on their comfort 
level with the activity or content. This 
also gives you a quick pulse of how the 
class feels about the content. 

Making Virtual 
Training Stick
The training environment 
has changed significantly 
with the rise of remote 
work and hybrid models. 
Here are some tips to keep 
your staff engaged while 
learning online. 

By Kelli Krueger

continued on page 11

"A recent study found that
prerecorded videos usually lead to

improved student learning."
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SSCOPECOPE
Students Become Teachers

A “teach-back” is an activity in 
which students teach each other what 
they have learned. They can do this 
in many ways—verbal explanations, 
demonstrations, skits or skills coaching, 
to name a few. To make it more fun 
for the participants, divide the learning 
modules and the class into subject groups 
at the end of a long week and have each 
individual group create a virtual learning 
activity to reinforce their knowledge of 
the assigned content. 

Besides getting ideas for future 
training activities, participants can review 
and retain the information covered 
earlier in the session. A teach-back is a 
reliable way for the instructor to check 
for understanding among trainees. 
Otherwise, it’s often hard to know 
how much participants understand 
or remember until they explain, 
demonstrate or teach what they have 
learned back to you. With a teach-back, 
you obtain a clear idea of your trainees’ 
level of understanding and whether you 
have to reteach certain concepts.

Create a Human Connection
It doesn’t matter if your content 

sticks if your participants don’t. When 
previously training face-to-face, it was 
easy to interact regularly and get to 
know the participants. There used to 
be consistent time for small talk in the 
morning when staff arrived at the office 
or took breaks. Sadly, those opportunities 
no longer happen organically with 
remote and hybrid work models in place 
throughout the industry.

Take the time to acknowledge your 
participants by name. Encouraging 
everyone to participate will make them 
feel involved. Start the morning off with 
an icebreaker or set aside a few minutes 
each day to get to know your attendees 
better by asking a yes/no question and 
having everyone raise their hand to show 
their response. These strong connections 
will be the foundation for your team’s 
learning journey—virtual or not.

Kelli Krueger is ACA International’s 
director of education. This article also 
appears in the May/June issue of Collector 
magazine. 
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