Aa All

FAQ 2025

Refunds, Risk
& Regulations:

A Practical FAQ for Auto
Finance Professionals

Managing refunds for GAP, vehicle service contracts (VSCs), and other
ancillary products can be complex, especially with evolving regulations
and varying state requirements. Whether you’'re a lender, dealer, or
servicer, ensuring compliance while streamlining the refund process is
critical to protecting your business and your borrowers.

This FAQ breaks down common questions and how bundling services,
leveraging proprietary data, and optimizing vendor management can
help mitigate risks and improve efficiency.
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Streamlining Refund
& Recovery Processes

Q:
A

What makes your company’s solution unique?

Our holistic, interconnected approach combines total loss, repossession, and early loan payoffs
under one roof. This simplifies vendor management, reduces oversight costs, and provides an
unmatched solution in the industry.

How does your company ensure clients have control over their processes?

We offer flexible solutions that allow clients to retain control over key operational aspects
while outsourcing specific tasks. This balance helps streamline workflows without
compromising oversight.

: Why is bundling services under one agreement beneficial?

Consolidating services under a Master Service Agreement (MSA) and Statements of Work
(SOW) reduces third-party dependencies, simplifies vendor relationships, and enhances
security and compliance.

What is your "lockbox" service, and how does it differentiate you from competitors?

Our lockbox service automates refund reconciliation, preventing errors in fund processing and
ensuring accurate refunds. Unlike competitors who rely on manual dealer reserve debits, our
approach is more precise and reliable.

How do you support clients with fund recovery?

We maintain strong relationships with dealers using strategic communication to ensure smooth
fund recovery—avoiding aggressive collection tactics that can harm business relationships.
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Compliance & Regulatory
Best Practices

Q:
A

How do you handle regulatory changes and compliance challenges?

We provide ongoing regulatory consultation and real-time insights into legal and lender
compliance, helping clients stay ahead of shifting regulations.

Does an outsourced service eliminate our liability for these refunds?

No, but outsourced services like RefundPlus® help reduce risk and operational burden by
ensuring compliance with regulatory requirements.

How do we customize our practices across states with varying regulations?

By establishing consistent refund calculation procedures and communication paths, we reduce
compliance risks and prevent disparities in borrower treatment.

We report cancellations to the product provider—doesn't that satisfy compliance?

No. Compliance isn’t met until refunds are correctly calculated, processed on time, and applied
to the borrower’s account or deficiency balance. Your institution remains responsible for
ensuring refunds reach the appropriate party.

Leveraging Data & Insights
for Better Outcomes

Q:
A

How do you use proprietary data to benefit clients?

We leverage years of industry data to provide deep insights into dealership operations,
allowing us to offer flexible strategies that enhance service efficiency and compliance.

What if we need to review historical accounts within our auto loan portfolio?

Conducting a historical review is crucial for maintaining compliance, accuracy, and audit
readiness. This process helps identify discrepancies and ensures regulatory adherence.
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Contact Us

Navigating refund compliance doesn’t have to be overwhelming. By
implementing streamlined processes, proactive compliance measures, and
expert-driven insights, your institution can reduce risk, enhance borrower

satisfaction, and recover funds more efficiently.

WANT MORE? ACCESS THE WHITE PAPER: FROM AFTERTHOUGHT TO
STRATEGIC APPROACH

If you're ready to optimize your GAP and ancillary product refund processes,
our specialists are here to help. Contact us today to discuss how our

designed solutions can support your business.
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