Collection Services of NC, LLC

Hello, this is John Huddle with Collection Services. Today, we bring you another Collector’s Minute.  This time, we take up the question – Answering machines and Voice mail- how do we use them to our advantage? 
If the truth be told, none of us like speaking to an answering machine or to voice mail, at least, not for any length of time. The intros seem to be to slow for the most part and the thought of paying good money to talk to a machine is less than productive. And the music intros are the WORST!!! Who cares what kind of music you like or want me to hear?? Even this is so annoying…  “Please enjoy the music while your party is reached”!!! Just let me record the message if you are going to ignore me…!!! Like you, I have heard some terrible intros!!! 
But, for the most part, answering machines and voice mail for those of us that makes calls are what we have to deal with day in and day out. If we must talk to an answering machine, then let’s talk about how to use the machine to our best advantage. 

After years of calling people, I have come to the conclusion that I only leave my name and number on an answering machine. Why? Well, most people have caller id. They will know for the most part where you are calling from. (hold that thought…) Next, we do not know who listens to the machine or even voice mail. So, if we say; “Hello, this is John Huddle from Bob’s Best CU. Please, contact us by 5:00PM tomorrow about your account…Our number is (838) 443-3344 “  or worse: This is John Huddle from My Only CU, your check bounced from the last payment and we need certified funds, pls call us back at (828) 655-1232”. We not only give away our best piece of information, we may have just given it to the wrong person!!!  Most of the time, I Just say, “Hello, this is John Huddle. Please call us back at (864) 652-4141. It is Tuesday evening. Thank You”. 
So, what have you done? This gives them a person and a number to call back. That is all they need. They probably have caller id. This may not be the first time they have heard your voice. They may play the recording with other people around… So, they can back out real easy and whatever to “save face” so to speak. They also may call back and say – I would have called you sooner, but I did not recognize the name. I tell them- “As a precaution, we only leave name and number in case someone else listens to their voice mail or machine. We do not want for others to know your business.” This usually does just fine, especially for first time contacts. 
Something else to consider: I have a cell phone that is a different area code from the home area code for a CU where I help collect their loans. I use it for business and personal matters. Using this phone does really well for first time contacts. I get several members that call back just to find out who is calling from an unrecognized area code. I introduce myself and many act a little shocked, and tell me when they can pay. Rarely do I get calls late at night. Most will call back before 10:00PM. Or if you work in an area that has access to two area codes, then see if you can get a “back line” for return collection calls. This could pay for itself with call backs from member/debtors… 
If this is not the first time calling the member/debtor, then I may say something like: “ Mr. Jones, this is John, We spoke last week and I just wanted follow-up on our conversation. Please call us back at (838) 776-5567 ext. 332. That number again… “ That way he knows why you called, he would not be embarrassed to have anyone else listen to the message. We want them to call, but we do not want to spread even a hint to a third party that your member is past due on a loan or has a negative balance on an account. Even if we suspect the member is single… do not risk his info being told to a third party… If anything, I am very, very polite on voice mail/answering machines. At times, I may go over board according to some people. But, error on the side of caution and it can only help in the long run. I use “please” and “thank you” a lot. 
So, as a summary, if we must talk to machines, use a little suspense and intrigue under the caution of “privacy”. We most certainly do not want a member’s private business being broadcast over an answering machine with others in the room. Even if you are talking to voice mail for a cell phone number; the member could share the phone and someone else could hear the voice mail.  

Also, remember, if you do not get a call back right away, it does not mean the member does not feel “tagged”. The ball is in their court again and they must decide to ignore you and wait for the next call or pick-up the phone and call you back. Rarely do people call me back just to say- “I have no money.” Even if they do not have it then, they let you know their plans. Be sure to record every call attempt in the collection notes. Even if there are several calls in a row that are not returned; I use that to my advantage and if things start getting a little rough: I remind the member that we called 5 times and got his voice mail and did not receive a return call to make arrangements on the loan. Why was that? Is there a better number to reach you?”
There are members I deal with every month that never call me back to talk to me. But, they pay. I believe if I did not reach out every month –however many times it takes to leave those messages, that the member may decide one month to pay later and then later then later the next month and then…??? You understand… The answering machine calls are important. It keeps you “squeaking” and the saying is still true, the squeaky wheel gets the grease”…!

This has been John Huddle with Collection Services. We hope you have enjoyed this “Collectors’ Minute”. You will find this file and the text version on our website- www.auto-dialer-solution.com home page. We appreciate you sharing them with others if they have been a help. We are making some long needed changes to our product offerings. Soon we will announce new websites for access to our skip trace products, accudialer and Collector Minutes. We are excited to be able to bring these changes to you and will let you know when the links change.. 
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