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WHEN THE CONTACT RECORD GOES
COLD: FINDING THE CONSUMER
BEHIND AN OLDER ACCOUNT

Bringing real-time
people tracing into
older-account
research before stale
contact data reaches

outreach

Older placements may
still carry addresses or
phone numbers that no
longer reflect useful
contact information.

An old phone number
or address can look
usable even when the
underlying account
record is incomplete or
out of date.

A newly returned
phone number or
address is a lead for
review, not
confirmation that the
channel still belongs to
the consumer or may
be used for outreach.

Older collection accounts often arrive with contact data that has aged along
with the account. A mailing address may be years old. A phone number may
no longer be useful. When the original record does not provide a reliable
path back to the consumer, staff can spend time working the same stale
fields or moving from one manual search to another.

The risk is not limited to wasted research. The CFPB received approximately
387,400 debt collection complaints in 2025. Its most common debt collection
issue was Attempts to collect debt not owed, and the monthly average for
that issue increased 115% compared with the prior two years. The CFPB also
reported that consumers increasingly complained about collections they did
not recognize, sometimes saying the debts belonged to someone else.

Regulation F places specific limits on communications with third parties
when a collector is seeking location information. For third-party location
inquiries, the rule defines location information as a consumer's place of
abode and telephone number at that place, or place of employment. It also
says a collector seeking location information from another person must not
state that the consumer owes any debt.

A stale record should not become a new wrong-party contact simply because
another phone number or address was found. The research result still needs
to be reviewed under the collector's own contact and compliance
procedures.
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CFPB complaint figures reflect consumer submissions and reported experiences, not proven legal violations. A trace
result is research data and does not itself authorize contact.

THE OPERATIONAL QUESTION

Can the team return updated phone and address leads to the account record without treating
a trace result as confirmed contact information?

THE SOLUTION REAL-TIME TRACE:

RESEARCH THE STALE RECORD WHILE THE
ACCOUNT IS STILL UNDER REVIEW
RETURNED HISTORY:
Searchbug's People Trace APl is its most accurate people search
APl and can be called from a collections or account-research
system through real-time XML or JSON. When an older account
includes an SSN and has stale contact fields, the API can return
current and previous addresses and phone numbers associated
with that SSN. ROUTE FOR REVIEW:

People Trace is a research tool. A returned address or phone
number does not verify that the consumer still lives at that
address, controls that phone number, or may lawfully be contacted
through that channel. The collector must apply its own verification
and communication controls, including FDCPA and applicable state-
law requirements, before outreach.

TREAT THE RESULT AS A LEAD TO WORK, NOT A CONFIRMED CONTACT

The useful outcome is not 'we found the consumer.' It is 'we have additional contact leads to review.' A
current-looking address may still be outdated, and a phone number may no longer belong to the same
person. Keeping that distinction in the workflow helps prevent research data from being treated as verified
contact information before the collector's own checks are complete.

HELPFUL CONTROL: USE FAILED CONTACT AS A DATA EVENT

Keep research and outreach as separate steps. Do not move a returned address or phone number
directly into contact activity solely because it appears in a People Trace response. Review the result under
the organization's current account, contact, and compliance procedures first.

CONCLUSION

Older accounts need better research before they need

more outreach. Real-time People Trace calls can bring ABOUT SEARCHBUG

current and previous address and phone leads into the Searchbug provides real-time people-

account review process while the collector still has q search APIs that collections teams can

time to compare them with the source record. integrate into account research
workflows. People Trace returns

When the contact record goes cold, the goal is not to current and previous addresses and

phone numbers associated with an
SSN, giving teams additional leads to
review while verification and contact
decisions remain with the collector.

turn a trace result into a confirmed consumer. It is to
give the collections team a better starting point for the
next review step.
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