Collection Services of NC, LLC

Attitude: 

Hello, this is John Huddle with Collection Services. And today, we bring you another Collector’s Minute. Today, we will discuss – Attitude.

This is so important because we are most always talking to people under financial stress. Most of them can handle it and are very cordial and friendly. However, some people will get grumpy and may even curse you at times. How do you handle this? Even in addition to that there is the pressure of the job… you have goals and numbers to maintain or attain. A person not paying their loans does not help! So, how do we handle all of this and keep our positive outlook??

Many years ago, I had a friend come to me. I had been in the collections area in different ways for about 10 years. He said I would have to get a new line of work or change the way I was doing things. He said I was bringing the work home and complaining to my wife…. And I was..!! 

So, as I began to step back and really find out what was going on.. I heard two things. When I considered the people I was dealing with, I began to see I was not the problem. Many people tried to make me feel like it was my fault they were behind and having a hard time. I was being cursed out and all kind of things. This had been going on for years and I truly did not know how to handle it. But, when I began to see that I was not the problem, things changed. I was actually the answer to many people. If they would listen to me and work with me, they could keep their car and begin to restore their credit,.  I actually began to see myself as a help to people and not a hindrance. Now for sure, not everyone responds, but people are predictable in groups and not individuals. If I kept at it long enough, more people would see me as the answer and not the problem. I began to even tell some of them in a polite way- I am not your problem. I can help you…. 

Next, I saw that what I was only asking people to do what they had already promised to do- pay their loan or credit card back on time. I was not asking them to do something strange, just pay on time. If you cannot, then call and let’s work out a solution that is good for both of us. Don’t wait until I call or write – call me… When my attitude changed, I also became more approachable. People did start calling me back. I was not the grump and did not have only negative things to say about my work. It was a real switch. 
These two things have helped my in collections and other areas. I can help people if they will listen. These changes helped me stay in and around collections for many years. 

So, how is your attitude? How do you treat your members or debtors? How do you talk about them when they are not on the phone? Do you see yourself as a help or is this a line of work you do because you have not found anything else. For some, this is the next step to training for a higher position. Take time to learn this while you can. Some of the finest managers and CEOs I know are the best collectors – because they like people and like helping them. Not every time do people get to keep their car, but every time they should know that you and your financial institution did what they could to help them.
This has been John Huddle with Collection Services and another Collector’s Minute. We will have these on the home page at www.auto-dialer-solution.com very soon. We will also post text versions for those who do not yet have speakers. If this has been a help, pass it on and let others enjoy. We send this out at no charge and only need a return email to let someone else receive it for them….. Thank you for listening. 
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