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ABSTRACT

A desk collection agent in an e-commerce platform faces significant challenges in
collectimg Paylater installments from delinguent customers. This study afms o
analvze how professional pressures ond communication strategies in desk collection
are emploved fo reduce uncertaintv wien dealing with Paylater customers wheo
Sreguently evade their responsibilities. The study wtilizes Uncertainty Reduction
Theory o examine the psvohologionl pressures and communivation strategies used fo
alleviate wrcertainty arising from customer reactions. A gualitative pheromenofogical
approach ix applied to collect dota on PayLater arvears from the perspective of desk
collection agenty through in-depth interviews with six informanis from three e-
eommerce platforms. The findings indicate that difficnlties in contacting delinguent
customers, despite adherence te company w and (MK (Financial Services
Autharitv) guidelines, contribute to stre ] fe the patential failure o
meel dailv targeis. Ho employ non ural
strategies, such as fro amd posing ax field
collectors, the sty is the interaction
with umcoope i

ater dari nasabah vemg menunggak. P
. hagaimana  tekanan profesi daen straregi
mhﬂwﬂﬂim”rmbﬂ :
: fﬂmm Peneliti mmgg:uﬂﬁm
gai feort untk mengmialisa tefo) i
uerrirkan ik mengurangy keticokp
n studi m:!'ngf hmf.rmrﬂ"

dfterea iden OSK
n akibat ancaman
MCIEENUNRkan sirafesi
AoR-gprased Maps, dan menvamar
sehagai  penagih  lapangan, oy bl Tantangan  fain
melfihatkan interaksi dengan endarong peRgunaan
strofegi intimicanif.

Kata kunci: desk collection; nasabah; Paylater! e-commerce
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