Collection Services of NC, LLC

Hello, this is John Huddle with Collection Services. Today, we bring you another Collector’s Minute.  This time, we are going to summarize the Topics that have been presented so far. We are updating the website- www.auto-dialer-soluion.com to include text files of the first few Collector’s Minutes as well as the audio files for some of the more recent topics,  for those that may have missed them. 
The first topic we took up was- “What is your Opening Statement or Question?” We reviewed the reason that the first few sentences to the member/debtor are so vital. I shared with you the phrase I use: 

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?  (then, stop and listen)

We reviewed how to “squeak” and remain respectful. (the squeaky wheel does get the grease!) We covered how to lead then into making plans to pay and getting and promise you both can accept. 

_

Second topic was “How to Handle Objections.” We discussed again – “squeaking early and long”. We went over how to help the member form a plan, questions to ask to help them find a resource for the payment. We train our members by what we do and what we don’t do. If we have no sense of urgency, then they will not. If you don’t expect them to pay on time and convey that with your voice, then you may get paid, or you may not. We also mentioned that if the promise is far in advance, you then have the member call you a few days ahead and verify that they still can make the payment. If, they don’t call you- you call them! Raise the importance of the obligation in the mind of the member. 

Attitude was our third topic: 
We covered the two things that have helped me stay in the business of collections for over 25 years… First, I am not the problem. When I talk to people and they have hard times and they try to blame me, the Credit Union or the employer or whoever for their problems; I realize it is not me. I am actually part of the answer. If a member/debtor will talk to me and then listen, I can help them keep their car and help them see how important is to pay and protect their credit and so on… Now, true not everyone gets to keep their car or keep their credit looking great, but I am not the problem and I treat everyone with respect no matter how they treat me. Next, I began to see that I am only asking people to do what they promised to do when they got the loan: pay on time. My asking someone to pay on or before the due date is not strange. If they cannot, let’s work out a solution that works for both of us. But, calling someone about a debt they owe is not strange; it is part of normal course of business. Many go through hard financial times. These present economic times are hard on almost everyone in some way. But, let’s not take any attacks by a member – personal. Also, these techniques will work. People are predictable in groups and not as individuals. I can’t predict one person, but I can tell you how groups will react overall to a certain method or technique. 
_____________________________________________________________________

Fourth, we talked about how to keep the obligation before member/debtor even if you take a promise a few days out, and if the payment does not bring the loan current. First, be sure to say something like this: 

“Mr. Jones, I don’t have the authority to take a promise that far in advance without you keeping in touch with us. Be sure to call me next Tuesday in order to verify that you will still be able to make the payment next Friday.” If he does not call, then you call him. This was covered before.

Next, we added if you accept a promise for a payment that does not bring loan current, then be sure this phrase is added somewhere to help the member/debtor: 

This payment will not bring your loan totally current, or solve your problem, but it will buy you some time.”  

For obvious reasons, many do not keep up with the exact due date and may think the payment made during the month would bring loan current. 

For the fifth Collector’s Minute: We reviewed “Who is our competition?” We went over the long list of others that may be competing for your member’s money. We talked about how the list changes and that Fuel for most everyone and possibly Mortgage payments for others have increased dramatically. Members have to make hard choices and we need them to choose paying us before some others. We talked about re-thinking our collection strategy to get ahead of the competition. You may want to start calling earlier. Look at new tools and shift some resources around. Over that last few months, just about everyone that is in the industry agrees when I ask them are they having to work harder to get the same results—YES, WE ARE! So, let’s step back and consider how to work smarter and make sure everyone in the group is trained on some details that may slip and cause extra work… 
Next, we talked about using Answering Machines and Voice mail to our advantage. What do we say, and how to we approach our thinking on these tools? 

Answering machines are a certain part of collections. Leaving your Name and phone number is about all I would recommend. We don’t know who listens to them. If someone calls back to complain about why you didn’t leave more info, you tell them due to their privacy, we do not share any more information because we don’t know who listens to their answering machine or voice mail. 

Hello, this is John Huddle. Please call us back at (864) 652-4141. It is Tuesday evening. Thank You”. 

The key word is “us”. They will know it is a business even if they do not have caller id. We talked about strategies and making the calls even if we don’t think they do any good. They do; the member is “tagged” and has to make a conscious decision to ignore you or return your call. 

Our seventh Collector’s Minute dealt with taking notes and keeping opinions to yourself. Our opinions can get us in trouble. We should not write anything in notes that we would not want read in open court to the world.!!! I gave some examples of abbreviations and why to us them. It only makes sense. Generally, the same kinds of things happen to most members. Abbreviate; save time, save your Credit Union or financial institution money. They are basically paying for every keystroke you make. Be wise with your time. Remember, if you don’t put it in notes, it did not happen!! 
Attitude Enhancement!!!! Yes, that was our eighth session. We discussed that being a Collector in these stressful and uncertain economic times was so important. Anyone who makes loans or has credit to consumers or businesses needs a GREAT COLLECTOR!!! Every financial institution making loans needs GREAT collectors these days. In the toughest financial times, the value of a true Collector goes up!! Yes, some people who don’t understand business sneer at the thought of calling people for money. That shows their ignorance. True, not everyone is meant to be a Collector, but everyone should be humble enough to admit that because of human nature- WE NEED COLLECTORS!!! The human race as a group needs someone to help remind them of their obligations- especially in this credit rich, cash poor society we live in!!! We talked about being in the “trenches” to keep a loan portfolio going in the right direction. It is so vital! Daily attention and review of the performance of the loan group is needed. 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.  So, keep a good attitude and be proud of the good and honest, hard work you do. 
The broadcast - “How to Avoid Repos” has been to date the most read/listened to version of the Collector’s Minute. It tells me it is a subject on everyone’s mind. In this edition, we outlined what may have been new ideas to some people. We discussed techniques for helping the member debtor sell their own car/truck and not turn it back in to you.

I was taught the techniques and have seen them work. Remember, when a member debtor falls past due, don’t automatically slip into the thinking that “We need to get the car.” I have done it and I have seen others do it. But, take a deep breath and remember- “No, we need the pay-off first.” If that does not work, then we can accept the collateral. By, putting this step of “new thinking” in the mix, you can save your Credit Union thousands of dollars. Even if you only “save” one or two repossessions a year, remember that could be $5,000 or more for each “save”. Money or  ”profits”- that you don’t have to charge-off!!! When I hear of Credit Unions with over 65 repos, I do wonder could any of them have been “saved” and the pay-off received from the member or another buyer? Economic times are tough, I know. But, don’t automatically slip into a “grab the car first and ask questions later” mentality. You will already have enough to charge-off with credit card and personal loan balances. Take time to practice saving a repo. Write down phrases that could help a member think of a way to sell it and make up the difference if any. 
The text file is available on the website. Take time to print it and go over ideas you may have to help change the thinking of any collectors that deal with auto, truck boat or any other collateral loans. 

We hope this short recap has helped bring to mind new ideas and ways a Collector can perform his/her job. It is such a vital job and area of need in these times. Managers and VPs, take time and use the resources needed to get the training that your collection department needs. Please, in a year from now don’t regret the decisions you have made. Decide to invest training and resources into your Collectors for the good of the whole Credit Union or financial institution. 

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.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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