Collection Services of NC, LLC

Hello, this is John Huddle with Collection Services with a Collector’s Minute”. Today, we discuss the topic: What is your opening statement or question? 

The opening statement or question is so important especially when dealing with people over the phone. Over the many years in collections I have developed an opening statement that sets the tone of the conversation. Depending on where we are in the timeline of the relationship with the member, and after I identify the member on the phone,. I may start with something like this: 

Mr. Jones: Your account has been referred to my desk for review. The Loan shows due for March the last payment we received was February. What are your plans for your next payment? And then I stop and listen. That question: What are your plans for your next payment?-  is so vital. It gets the person thinking; it lets them know how serious this is and the whole purpose for my calling them.  

If they tell me a date and I have the authority to take it, then I tell them I am recording the date and it is important to keep their promise. 

If they stumble around and are not sure, then I ask then “When is your next pay day?”

And we go from there…

Some will say: “I don’t have any plans”. My answer to that is- Well, let’s make some….When is your next payday? If they are unemployed, then we ask about their benefits, their other sources of income, their wife’s pay or if the have relatives helping then....Have they received their economic stimulus, or tax refund? 

If it is a broken promise follow –up then we may say: Mr. Jones: we did not receive the payment you promised last Monday. Why? (then -listen) And almost no matter what is said, then we say- Will you be by today, or be able to put that in the mail today? We step up the time table and keep the urgency of the matter before them…. 

This has been John Huddle with Collection Services with a Collector’s Minute…. 
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