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 need for “attitude enhancement”....  !!!! 
Recently, I talked to a collector about several issues including the need for skip trace tools and other matters. At the end of the conversation, she says – “Oh, by the way, Wednesday is my last day”.. After a couple of questions, she tells me that she is just not doing collections anymore. To much negative, no one is paying; we have a lot of repos.... It was a big pile of negative. She had made her mind up! She was headed in a new direction! I told her quite frankly, I had been in collections for over 25 years and I had never seen it like this... After I hung up, I realized she misunderstood me. She had thought I was negative, also. We had not finished the conversation!!!

      This is what I would tell you or anyone else in collections right now. 

       Particularly, in consumer collections; this is the best time to be in collections!!
Why, you may ask?? Because the skill of being a “Collector” not just knowing collections- is one of the most NEEDED SKILLS in any Credit Union or lending institution – right now! What is the difference in just knowing collections and being a Collector ?Almost anyone can know how to do collections, but what sets those apart from just a task “performer”  to one who is a Collector? An understanding and appreciation for not only the process of maintaining a loan portfolio, but taking pride in knowing that their job makes a direct difference to the bottom line as well as the overall financial integrity of the Credit Union, bank or finance company! 
If I stopped to count each time another employee or member said- “ I would not want your job!” I would not be able to get my real work done. Being a Collector and not just doing collections- makes the difference! I know after many years that being in the “trenches” so to speak is so vital to keeping the loan portfolio going in the right direction. The process of collections applies “pressure” at certain times to certain members to get certain results. As we mentioned in previous sessions, people are predictable in numbers and not as individuals. I know if I keep doing what I know works long enough it will have a certain predictable effect on the right number of people and get the needed results. People overall will respond to certain methods and procedures. I know this for a proven fact. However, as a true Collector, I am always looking and open to a better and faster ways to get to the goal. That is why I am constantly trying new approaches and new methods in certain controlled situations to see if the results are better than what I know to this point. 
To the person who says: I would not want your job”. I say good- I do. But, I also know that I want to teach anyone who is willing to listen and learn. Over the years, I have trained many collectors. Some quit and a few kept going. But, I am always willing to share what I know and teach what I see working. There is no competition between collectors. We all know that in these times there are enough past due member/debtors to go around! 
Being a Collector in a Credit Union has it own unique challenges. We are charged with collecting loans from past due members that are going through tough financial times. That is hard enough, but in our world, we also realize that members are hard to get and hard to keep. I have seen that if a CU will work with their members that are having hard times, they will generally retain them and when finances turn around for the member, they stay!! It is like “member rehab”... Think about it, how many actually quit paying altogether? For most of us, it is a small percentage. Some pay slow, but most will eventually pay. I am talking overall as a group. (people are not predictable as individuals...) Recently, I was re-filing folders for members that had paid current and/or had a work-out on their loan. There were several. I realized also, that most had been with the CU for a while and gone through tough times before. When they get another job, or get back on their feet, they stayed with the CU. The ones that make it and get current are worth working for and retaining. Some can be your best advertisers. “ You know the people at the CU, really understand and they helped me when I was down...” 
What am I saying? People can go through the motions of collecting. We have all seen them. Managers don’t know how to help them, the co-workers don’t appreciate them, they see them struggling through the motions. But, if you can ever make the switch and become a Collector and not just someone doing collections, then your attitude and outlook can change. In economic times like these- the CU needs you!!!! Every financial institution making loans needs GREAT collectors these days. In the toughest financial times, the value of a true Collector goes up!! Take on the biggest challenges and win a few! Then other will know your place is truly important- because you will know it! 

Over the years, my work has transitioned into being called in when the sponsor goes through lay-off or shut-down. I have helped CUs going through merger and taking on an un-worked loan portfolios. What a challenge! It has not been drudgery. I like the loans no one else wants to collect. I have more new things I am trying in the next few months and will share with you the ones that seem to work. Always consistent with what I know works and looking for an even better, faster tools! 

To the VPs and Collection Managers: I say do what it takes to get your Collectors the training they need to do their job and get results-- fast. Use monthly comparisons and set goals. Help them see what loans need to be worked and in what order. The economy has not been like this in many years. The upturn will not happen before year’s end and some say we are several years away from sweeter financial times. Who really knows? But, this we do know. Your CU or lending institution needs the best Collectors that are trained and know how they fit in the overall solution to your dilemma. If you number of delinquent loans has not gone up, you are blessed. If they have, know this there are still only so many hours in a day to work. You need ways to do things faster with the same resources you had last year. One thing you can control is your attitude! “When times are bad, times are good-  for the Collector!!” A great attitude goes a long way to making the worst situations turn out for the good. 
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 new website- www.auto-dialer-solution.com. We appreciate you sharing them with others if they have been a help. We are making some long needed changes to our product offerings. www.auto-dialer-solution.com is our new home page and site for our accudialer service and for Collector’s Minute audio and text. . We will announce more changes soon. All of these will be to better serve you and your needs. 
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