Collection Services of NC, LLC

     Hello, this is John Huddle w/ Collection Services- we are bringing you another Collector’s Minute. Today, we take up the question- what to do when the debtor does not get paid for another week and a half to 2 weeks? Their objections or delays are your opportunity. 

Usually, I just ask for the person by their first name in a relaxed manner. No stiffness. Then, you introduce yourself after verifying the person on the phone is the member/debtor. By the way, be sure to verify the person that comes to the phone by their full name. Especially if it is a male! I can’t tell you how many times I have forgotten the middle initial or suffix (Sr. , Jr. III ) when verifying the identity and begun to speak to the son instead of the father or father instead of the son!!! There is the pause of silence and the next word- “I think you need to speak to my son/father??!!” It does happen….today, I ran into a situation where I asked for the member by their first name and the grandmother gave me her great nephew’s info instead of her grandson’s – they both had the same first name.! 
Okay, introductions are done, you have made your opening statement- which is from our last topic?—What are your plans to make the next payment? 
Then you get the first objection------ “I don’t get paid for another 2 weeks.”  And if you are their depositing institution, you may already know this. Well, you still did the right thing by calling. Remember – squeaky wheel gets the grease. Squeak early and long… 

So, you go through the questions- do you have any other source of income? Did you receive and “economic stimulus”? Did you already get your taxes back? Is there any other person you could borrow the payment from in order to bring your account current and back in good standing? After we go through this process… and it is a process that you need to regularly do. If it does nothing else, it will raise the importance of the obligation in the mind of the debtor… (squeak early and long) We train our member/debtors by what we do and what we don’t do. If we have no sense of urgency then they will not and you will get paid last - if at all. If you convey the sense of urgency frequently and consistently, then it will raise the awareness of the debtor for the loan or debt they have with you… And how important it is to be paid on time… Our job is not just to collect the monthly payment. We are to train our people to know that their debt with you is VERY IMPORTANT to pay on time. If they should happen to forget, or have a choice to make one month, pay you or someone else- they should pay you! So much so that they know that just seeing your number on caller id should remind them of you and how important it is to pay. There should be an accompanying urgency which compels them to pay!
So, the next transition- if you can’t secure payment or a promise within the same few days of that week, and you are allowed to work with a person in this way knowing they may not pay until two Fridays away- then be sure you say this or something like this. – 
Mr. Jones, I do not have the authority to take promises 10 days out. You need to call next Tuesday and verify that the promise to pay is still good. It is important that we do not get to the end of next week and the payment for some reason - is not made. 
So, what does that do? It gives you the door to call Tuesday about 4:00PM and ask your member/debtor if the promise to pay on the next Friday remains good. What time will you be in? If they are to mail, then call me when you drop the payment in the mail on Thursday. If they are to go into a branch, have the teller call or send me an email that you came in… 

You are squeaking early and long…. Raise the importance of the obligation with your financial institution in the eyes of the debtor. All of these techniques are meant to train the debtor to pay on time and respect you and your position.,….

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

You may forward to someone, have them sign up. It is a totally free service we offer. We have other topics of interest coming and hope to be a help to many collectors in many areas of finance. Thank you… 
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