Collection Services of NC, LLC

Hello, this is John Huddle with Collection Services. Today, we bring you another Collector’s Minute.  This time our topic is – “How to Overcome the Fear of the Telephone”. What are some steps I have used to conquer any fear of the calling process? 
Over the years, I have trained several collectors. As mentioned before, some have quit and some have kept going. One area that many have had to conquer is the fear of the telephone. That is a general statement that could include several underlying “fears” or points of pressure. You may say, “John, I am not afraid of the phone, I just don’t like someone fussing or cussing me..” That is included. You may just have a general avoidance of talking to new people. That is included. You may feel you have no ability to think quick and make decisions on what to say when you are asked questions... That is included. 

Okay, let’s talk about the first one. “I just don’t like someone fussing or cussing me..” Okay, the fact is it is going to happen at one point of the other. I cannot tell you that everyone will like you or everyone will want to send you balloons when you repo their car. ( I did have someone send me balloons after I helped them get current and let them keep their car! though I did not take the job to be everyone’s friend or buddy!) ) I can tell you a few things about the cussers and fussers. They have more problems than past due loans. I can’t say I have handled every one of them right. I have been mad before in response to a hot head or smart mouth late payer. But, for the most part I know this; staying calm and not raising my voice will help keep the conversation at a controllable level. “A soft answer does turn away wrath...” It accomplishes nothing to respond back loudly to the hot head. And after it is over, he will probably still be hot and you have the opportunity to remain composed and go on to the next account. As mentioned in previous weeks, we cannot take comments personally. If we do, we will not last in this business. Don’t try to talk over the loud person. If they will not respond to reason and a calm voice after 2 or three tries, I have hung-up on people. I do end by telling them to call or come by another day when we can talk calmly. Also, I have received a couple of apologies. But, I do not hold my breath for them. 
One fellow I remember was behind on a large Real Estate loan He lived in a large city in SC. The CU was several miles south. He kept claiming that he had sent his payment. The conversation was going no where fast. I told him I had learned not to predict the US mail. That did not go over very well. He was an EBAY seller and wanted to tell me he knew about shipping and such. One time, he had sent an envelope with no check!  He got louder and louder and finally I said, Sir, if you have to walk your payment down here, you are responsible to make the payment regardless of the mail running or not...!  The conversation was over at that point. He did pay and was on time for several months. The next time I talked to him I was so kind as if we had not even raised our voice at each other. Why? Because, I did not handle it the best, but I can’t let his shortcomings or mine dictate how I treat him. Especially, since it was to be a long term relationship. (very large loan!)  Besides, what really made him upset was the fact that I had learned his Dad’s cell phone number and Mom’s cell phone number and called them both! He would never return my calls until the day about the mail not coming to the CU! He was upset before he ever got on the phone. But, I don’t have to call third parties if the member calls me first. And I tell them that. It is part of our training the member. (skip tracing is a wonderful thing!)  
Also, if you do snap back at the member, when the conversation is over- go tell your supervisor. Go tell them about the whole deal. They will listen and you will feel much better... just talking about where you missed it and how to do better next time helps the learning process. 

Most of the time, the fussers don’t care who they fuss at or how long it takes to get it out! But, don’t take it personal. Look at your handset.. Last time I looked – there were no teeth on the part you hold to your ear or mouth! It will not bite! The words coming through there may be stiff. But, remember, “I am not the problem.” We covered that a few weeks ago. However, if there comes a time when my mistake is pointed out, I need to quickly admit it and seek to make it right. That is how I continue to not be a part of the problem!! 

“You don’t like talking to new people”. My answer to that is “Why?” Talking to new people is a way to get to know a debtor and there is no better way to modify the behavior of a member/debtor than to talk to them. Here is one clue that helps all collectors: If you can just get a member on the telephone, the chances of them paying go up! Talking to someone on the phone is the least expensive way to help them and lead them into a payment plan. Does this fear go back to number one; you think they might cuss you or something?? Remember, don’t take it personal. 
You may  think you have no ability to think quickly and not be overrun by a member. Now this is where some practice and/or even writing out what you want to say can help. Here are some quick learning steps: 
1. Before you get on the phone, access the account. Find name, balance, amount past due, address and if collateral- type. 

2. Decide what you need from this call. How much and when? 

3. When the phone starts ringing- don’t hope for an answering machine!

4. Ask for the member by first name. When he/she comes, identify with whole name. 

5. Then use your opening statement as previously discussed. Use the intro and then - “what are your plans for your next payment?” Stop- listen

6. If he/she can’t tell you- then learn to lead with questions! We talked about that. Get your questions down on paper if you need to keep track of what your goal is – how much and when...! 

7. Then when you get the commitment, then review in layers! Learn to repeat the promise back at least twice to the member -phrasing their promise slightly different each time and tell them you are recording the promise. Also, tell them to call you a day before if they can’t keep the promise. 
      Being prepared and having a call plan helps overcome the fear of talking to 

      people and asking for money. Remember: you are only asking them to do 

what they promised to do- pay on time. And some people will hang up on 

you when you give your intro- or even before. When that happens, call back and say some thing like-“ I ‘m sorry, some how we got disconnected. Is this Mr. Ted Jones?..” and pick back up where you left off!!! I have had them hang up a second time. Then I usually wait a couple hours and try again. 

I find being “pleasantly persistent” helps on the phone and lets the members know that you have a job to do and do it you must! We can be pleasant and still be firm. Remember, the telephone is the best tool to accomplish your job of training your members to pay on time. 
This has been John Huddle with Collection Services. We hope you have enjoyed this “Collector’s Minute”. You will find this file and the text version on our new website- www.collectors-minute.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. Also visit www.auto-dialer-solution.com which 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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