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 - “Who is our competition?” Who do we compete with for the money that our member has each payday? 
This may seem like an odd idea to some collectors-  Competition? At first thought, you may think you only compete with the major bills of a member- Mortgage, utilities, Insurance other car payments... But, let’s take a look at the whole list that could be your competition: 

1. Mortgage/ Rent- ARMs have pushed up payments across the nation..
      http://blogs.wsj.com/developments/2008/04/29/foreclosure-numbers-double-from-2007-california-yet-to-hit-bottom/  (copy and paste in browser)
2. Utilities- electric, gas, cable, or satellite, Internet, trash pick-up

3. Cell Phone- his, hers, the children’s... 

4. Insurance- health, life, car and home and   ???

5. Retirement funding- before they even see their check...

6. Car payments – for your and another institution?
7. FUEL- a growing expense!! Who knows the full impact this has had on our Nation? http://www.gasbuddy.com/gb_gastemperaturemap.aspx  Great Resource!!! 
8. Food- groceries, and eating out, school lunches

9. Boat payment or other recreation equipment (if not your payment)

10. Court ordered child support

11. Back taxes??
12. Medical bills?/ Some people do pay them!!!
13. Personal loan payments- yours and other institutions

14. Credit Cards- if not your Credit Union- how many others? Average American: 1 in 7 has 10 credit cards- Average – 4  http://articles.moneycentral.msn.com/Banking/CreditCardSmarts/1In7AmericansCarries10CreditCards.aspx?GT1=9113  
15. Car repairs- unexpected repair or tire replacement

16. School expenses- clothes, books, supplies, tuition- college?

17. Vacation- once or twice a year....

18. Hobbies- dirt bike racing, motorcycles, skiing? Quilting? Avon?
19. Dry cleaning- weekly or at least monthly. 

20. Day care- every week for most-- http://www.babycenter.com/0_daycare-centers-how-much-do-they-cost_6056.bc  
21. Entertainment- weekend expenditures, holiday spending- almost every month--  http://www.usnews.com/usnews/biztech/airtravel/ (copy and paste) 
Okay, let’s say the member has a car payment and a personal loan. Then you are 2 out of possibly -24. If you only serve them with a credit card- then you are one out of -24 (look at the credit cards fact- Average -4). Look at your competition. How do you stack-up? What are you doing to make yourself stand-out and be important and worth paying sooner rather than later? If you have their checking deposit account- you have more pull and can get more attention. But, if you don’t believe it is important for the member to pay on time, then they will more than likely not think it is important to pay on time... It is a rut that some collectors fall into and it is easy--- allow some of the “good” members to run slow – they will “always” pay… Well, listen - in these economic times, we do not need any “job security” loans!!! Everyone should be told the same… Paying on time is expected… 
How do we contact our member and help them see the importance of paying their – car or loan or credit card? 

Most CUs send out a computer generated late notice that is not screened. It is only generated through a mail code designation on the system. So, there is one way. What follows? Do you send out a 2nd and 3rd notice? Have you ever tracked your rate of response to any of your notices? Do this by keeping track of if or when they call in from a notice or make the payment. It may make your eagerness to send out several computer generated notices drop a bit when you consider the rising costs..! Postage!! – do we say more… But, to counter this- look at your verbiage. Consider changing it every couple of months. If you are sending a 2nd or 3rd computer generated notice, consider making the wording a little stronger in those cases… 
When do you start calling your members? Due to cost and load of accounts, some do not call until the loan approaches 30 days past due!!! What does this do? It lets your competition get ahead of you!!! The squeaky wheel gets the grease. I recommend you squeak often and long… If you don’t squeak until you are 2 payments past due, then you are training your members to not pay on time. If you start calling at 15 days, then what does that say? “You can be late and pay a late fee -then we care...?” If you have the manpower, then take you consistent late payers and step up the calling and call them 5 to 7 days after their due date instead of 28- 30 days… Get ahead of the competition!!! Let them know that paying you late or even last needs to change… you do this by “re-training” them. How do you know you need to re-train your members? Do you ever hear this-“ I can’t pay you this week there are some other bills I need to catch-up on…” Then the competition has gotten ahead of you! That member has finance sources that have been calling or contacting him in some way that is more effective than you….You may not be able to start the          re-training process all in one month. But, take a group the consistent late payers that pay in the 28- 35 day range and move your calling efforts up or back to 5- to 7 days past due… If you want true member shock- call them sweetly at 2 days past due… Do a few each month and in the long run you will be glad you did!!! 
Why do this? Well- you have no need to keep a group of late payers paying late to keep your department going and keep your list full of things to do…. There are enough true circumstances that happen to people that cause them to be late in these times – you don’t need to let people who can pay- float and then have a real problem with them or a new group of members and add to the DLQ %...

Another thing, how many times does a late paying member come to a branch and make a payment and you needed a phone number or good address? Go over with MSRs or Tellers the procedures you have to contact you or get the info you need to make the member follow-up better… Each CU will handle this a little differently. 

Another way to get ahead of the competition? Use computer directed phone calls! Your competition is doing it and if you are not, then you are behind. This tool can take the load of accounts under 30 days past due and can call them cheaper than postage and faster than any person. Depending on your size and resources, you may already be looking at this option. One avenue to consider is our website www.auto-dialer-solution.com . This site provides you with the simple user interface to make your collection calls with a personal message to your members. It is cheaper than printing and mailing notices and the results are easier to track. We would be happy to demo this site for you and be sure to check out the 100 reason to use accudialer …on the home page.. 

http://www.auto-dialer-solution.com/files/100_reasons_to_useB1.doc 
So, is anyone else noticing or is it just me? Do we have to work harder to collect the same number of loans? It is because of the COMPETITION for the member’s money! Do not ignore the facts of the times we are in now as a nation. There are factors at work that are causing many of your members to have to make hard financial decisions. Take a step back and look at your strategy in your collections. Consider the tools you have and the tools you need. Do you need to re-word your notices and time your calls a little differently? Do you need to consider automation to help you cut costs and keep your department within budget? 

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 open to suggestions for material to cover in future editions of the Collector’s Minute”. Email us and let us know what you would like to see covered… 
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