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Executive Summary

As cyber threats become increasingly sophisticated, the importance of robust security measures in contact

centers cannot be overstated. Within this document, Coast. Professional, Inc. (Coast) explores the critical
need for enhanced data protection, the best practices for securing sensitive information, and how contact
centers with a background in government collection services offer unparalleled security expertise for retail

and other industries.



Introduction

In today's digital age, contact centers
handle vast amounts of sensitive
information, making them prime
targets for cyberattacks. The
repercussions of a security breach
can be devastating, resulting in
financial losses, legal consequences,
irreparable damage to a company's
reputation, and significant harm to
customers. This white paper
highlights the importance of
cybersecurity in contact centers, the
best practices to mitigate risks, and
why companies with a background in
providing government services are
uniquely equipped to provide
superior data security solutions that
go beyond typical retail industry
standards.
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The Pain:

Real-Life Security Breach Consequences

High-Profile Security Breaches

Several high-profile security breaches in recent
years have demonstrated the critical need for
sophisticated security measures. Equifax
exposed the personal information of 147 million
people, resulting in over $700 million in
settlements and fines. Target's data breach
compromised 40 million credit and debit card
accounts, leading to $18.5 million in settlements
and a significant loss of customer trust. Anthem
suffered a breach that exposed the personal
information of 78.8 million people and resulted
in a $115 million settlement. Yahoo faced two
major data breaches affecting three billion
accounts, significantly impacting its valuation
and reputation.

Financial and Brand Damage

Reaching an all-time high, the average cost of a
data breach globally was $4.45 million in 2023.
Data breaches lead to significant financial losses,
legal repercussions, and long-term damage to a
company's brand and reputation. Companies
must prioritize data protection to maintain
customer trust and ensure operational
continuity. The financial impact of settlements
and fines, coupled with the loss of customer
confidence, highlights the critical need for strong
security measures in contact centers handling
sensitive customer information. Prioritizing data

protection prevents these issues and supports
the long-term success and integrity of a brand.
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The Solution:

Enhancing Contact Center Cybersecurity

Experts in the government services contact center space, such as Coast Professional, Inc. (Coast),
recommend the following best practices for data protection:

1.Data Encryption: Encrypting data both in transit and at rest ensures that even if intercepted,
the information remains unreadable to unauthorized parties. Coast ensures that all customer
data is encrypted using advanced encryption protocols, such as AES-256.

2.Access Controls: Implementing strict access controls, including unique user IDs, strong
password policies, and multi-factor authentication, limits data access to authorized personnel
only. Coast enforces password changes every 90 days and deactivates accounts after periods of
inactivity to prevent unauthorized access. Coast also has a detailed User Account and Password
Standard policy that outlines specific password requirements, frequency of password changes,
and procedures for lost user IDs and passwords.

3.Regular Audits: Conducting regular self-audits, external audits, and vulnerability assessments is
essential for identifying and mitigating potential risks Coast conducts regular self-audits and
external audits to ensure Payment Card Industry Data Security Standard (PCI-DSS) compliance
and identify areas for improvement.

4.Employee Training: Continuous security training for employees ensures they are informed
about the latest threats and security protocols. Coast provides continuous security training and
updates on the latest threats and protocols.

5.Incident Response Plans: Coast provides continuous security training and updates on the latest
threats and protocols.
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Why Government Experts

are ldeal for Retail Contact Centers

Exceeding Security Standards

Companies with a background in government
services, including Coast, have developed rigorous
security standards. Handling sensitive financial data
and personally identifiable information (Pll) for
federal clients, such as student loans and taxes,
requires stringent compliance with regulations like
the Federal Information Security Modernization Act
of 2014 (FISMA), Gramm-Leach-Bliley Act (GLBA),
and the Health Insurance Portability and
Accountability Act (HIPAA).

Coast also adheres to PCI-DSS and SOC 2 Type 2
certification standards, which are crucial for
protecting customer data in the retail sector.
Moreover, for government experts that include
debt collection as part of their contact center
offerings, such as Coast, collection procedures are
governed by the Fair Debt Collection Practices Act
(FDCPA). Federal government contractors must
comply with additional security protocols specific to
federal contracts, such as IRS Publication 1075 and
4812 standards, which are not typically required in

the retail sector.

Coast’s security measures go beyond basic requirements, categorizing data as high-risk personal data
and applying strict protocols for maintaining and disposing of Pll. The company’s data retention and
disposal policy ensures that Pll is properly managed and disposed of according to regulatory standards.

This depth of experience accentuates Coast's authority in managing the complex security needs of retail
contact centers.
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Exceptional Performance and Compliance
Utilizing an in-house Compliance Department and General Counsel, Coast's extensive experience

managing major government contracts demonstrates a strong commitment to security and
compliance. For example, Coast has managed U.S. Department of Education, Federal Student Aid
(FSA) accounts, overseeing approximately 700,000 accounts worth more than $20 billion,
consistently exceeding performance and compliance metrics. For retail contact centers, this
means partnering with a provider that understands how to meet and exceed expectations. The
rigorous standards Coast adheres to for government contracts translate into high performance in
managing customer interactions, ensuring smooth and efficient service.

Physical Security of Contact Centers
In addition to digital security, the physical security of contact center sites is a critical component

of a comprehensive security strategy. Companies providing contact center services, particularly
those with a focus on compliance and data protection, must ensure that their facilities meet
stringent security standards. Coast’s contact centers are equipped with advanced security
systems, including controlled access, 24/7 monitoring, surveillance cameras, and strict visitor
protocols. These measures ensure comprehensive protection of both digital and physical assets.

Outstanding Training Programs
Companies providing government services have thorough training programs designed to ensure

compliance and ethical conduct. Coast's training program emphasizes data protection,
regulatory compliance, and empathetic customer service, making its agents exceptionally
qualified for handling retail customer interactions securely and effectively. This award-winning
training program includes comprehensive security awareness modules, ensuring employees are
well-prepared to handle sensitive information securely.

Continuity of Contracts
Longstanding government contracts provide stability and foster a culture of compliance and

security. Coast's history of maintaining major federal contracts, including those with FSA and other
significant government entities, demonstrates reliability and expertise in managing large-scale,
secure operations. This stability and reliability are essential for retail contact centers, which require
consistent and dependable service.

Culture of Compliance and Loyalty
AA significant requirement of many government contracts is to have a US-based workforce. This

necessity leads companies such as Coast to recruit and retain dedicated employees who are deeply
invested in their roles. These employees are trained in compliance-focused environments, which
ensures they bring a high level of professionalism and a commitment to maintaining exacting
security standards. Coast's investment in continuous training and advanced compliance measures
guarantees a skilled workforce that upholds the highest standards of security and service. This
culture of compliance and loyalty directly benefits clients, ensuring they receive consistent and
secure service.
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Security Standards for WFH Adaptation

As businesses faced unprecedented changes, Coast successfully transitioned its workforce to a
remote model, ensuring 100% compliance with its stringent data security protocols. This seamless
transition proved that Coast's security practices are fully effective both in-office and remotely,
ensuring that client data remains fully protected under any circumstances. Now, as the business
landscape continues to evolve, Coast operates a hybrid model, combining the flexibility of a
nationwide work-from-home workforce with the stability of two large brick-and-mortar contact
centers. This approach not only ensures uninterrupted service but also reinforces Coast's
unwavering commitment to flexibility and security. Coast continues to provide clients with the
assurance that their sensitive information is always safeguarded, no matter the working
environment. Coast's ability to adapt without compromising security solidifies its position as a
leader in secure contact center operations.

Specific Benefits of US-Based Agents

Operating within the US allows for the implementation of advanced security measures, such as
multi-factor authentication, encrypted data transfers, and controlled access to facilities, all of
which are subject to stringent US regulatory oversight and compliance requirements that may not
be consistently enforced or achievable in offshore operations. A US-based workforce also offers
the following advantages:

Culture of Compliance and Loyalty

US-based agents provide better linguistic and cultural alignment, enhancing customer
interactions and satisfaction. Coast's agents are well-versed in the nuances of American English
and understand common social norms and communication styles, providing a seamless customer
experience.

Superior Compliance Standards

US-based operations are subject to stringent regulatory requirements, ensuring higher
compliance standards. Coast adheres to SOC 2 Type 2, PCI-DSS, HIPAA, and FISMA, exemplifying a
commitment to maintaining premier levels of data security.

Coast Security & Compliance Measures

Coast has never experienced a data security breach in its 48 years of business. This success is due
in part to Coast's development of a management control process focusing on documentation,
audit trails, and management control of operations, resulting in a document library with over 300
policies, 125 procedures, and 600 work instructions. The following table illustrates Coast’s
security and compliance measures when compared to industry standards for retail contact
centers.
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Security
Measure

Industry Standard

Coast Practice

Data
Encryption

Access
Controls

Compliance

Audits and
Assessments

Incident
Response Plan

Employee
Training

Physical Security

Proactive
Problem Solving

US-Based
Operations

Technological
Adaptation

Risk
Monitoring

Encrypt data in transit
and at rest

Role-based access,
multi-factor
authentication

Meet regulatory
standards (e.g., PCI
DSS, HIPAA)

Annual audits

Standard incident
response plan

Annual security training

Controlled access to
sensitive areas

Address issues as they
arise

Not mandatory

Adapt to major changes
over time

General risk monitoring
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Next-generation encryption at multiple network levels including deny-
all, permit-by-exception rulesets

Unique user IDs, passwords, security tokens, multi-factor
authentication, rigorous access control policies

Continuous evaluation, compliance with PCI-DSS, GLBA, HIPAA, FISMA,
SOC 2 Type 2

Frequent internal and external audits, continuous vulnerability
assessments

Comprehensive Disaster Recovery, Business Continuity, and Cyber
Incident Plans

Award-winning continuous training with regular updates

24/7 monitored facilities, card access systems, surveillance cameras,
no personal cell phones allowed in sensitive areas

Forecast potential problems, data-driven decision-making, proactive
issue resolution

US-based with strategic locations, providing linguistic and cultural
alignment

Rapid WFH transition, state-of-the-art technological infrastructure

Real-time call monitoring, network activity monitoring, 24/7 system
event tracking




The Future of Contact Center Security

The landscape of cyber threats is constantly evolving, requiring contact centers to stay ahead by
continuously improving security measures and adapting to new challenges. Key focus areas include:

Strengthening Regulatory Compliance
« Continuous Monitoring: Staying updated with evolving data protection laws and ensuring
ongoing compliance with regulations such as FISMA, GLBA, and HIPAA.
o Regular Audits: Conducting frequent internal and external audits to validate compliance and
improve security measures.

Enhancing Workforce Capabilities
« Ongoing Training: Providing continuous security education and training for employees to stay
informed about the latest threats and best practices.
o Culture of Security: Fostering a security-first mindset throughout the organization, ensuring
that every employee prioritizes data protection.

Ensuring Operational Continuity

To combat the ever-present risk of disruptions, contact centers must have comprehensive
disaster recovery and business continuity plans in place. Coast’s comprehensive plans are
supported by backup systems designed to safeguard data and ensure that operations continue
without interruption, even in the face of unexpected challenges. Retail businesses can rely on
Coast to deliver continuous, high-quality service under all circumstances.

Leveraging Advanced Technology

Embracing secure technology platforms is crucial for future-proofing contact centers. Coast utilizes
platforms such as Salesforce and NICE to protect client data. Salesforce offers multi-layered
encryption and real-time monitoring, while NICE provides advanced security measures, including
data encryption and compliance with PCI-DSS and HIPAA. By leveraging these platforms, Coast
ensures that all customer interactions and data storage meet stringent security standards, giving
retailers confidence that their data is safe.

Conclusion

Ensuring advanced security in contact centers is essential for compliance, maintaining customer
trust, and operational continuity. By implementing best practices such as data encryption, access
controls, regular audits, and comprehensive employee training, contact centers can significantly
mitigate security risks. Companies with a background in government collection services, such as
Coast, are uniquely positioned to excel in the retail contact center space due to their stringent
security standards and culture of compliance. Choosing Coast ensures that your customer
interactions and data are protected with expert security management, providing long-term peace
of mind.
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