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 of using abbreviations in notes or not...? 
Let me begin by telling you that in 1982 the first thing I was taught as a collector when taking notes was- “Use these abbreviations to save space on the note card”. Yes, this was before fancy collection systems and storing notes on a computer. At that time we used yellow ledger cards. The posting of the loan payments was on the front and the collection notes went on the back of the card. The very top of the card would have contact info not seen on the front, like relative’s numbers or some other tidbits of info. The majority of the back of the card was a two column format where you wrote the notes on your attempts to contact and the results. The space was small and my next challenge was to get the letters within the lines and be able to read the note! Until that time- neatness had not been required to any degree in my writing! The cards would be reviewed by the assistant and the branch manager once or twice a week. So they had to be able to read it or it didn’t count. Also, if you took a promise to pay or even a call from a customer and did not write it down- it did not happen! It was non-existent in their minds! 
Well, taking notes on conversations has never gone away. It has just transitioned into note screens on your computer. Some may even have pre-set scripts that a collector can choose to save even more time. But, for the most part, many of us still manually record either on a printout or in a collection system on your computer the notes from phone attempts and conversations with member/debtors. This should NEVER go away. No one is able to remember everything that is discussed without taking notes as the conversation is taking place. Also, there will always be the need for someone else to know what was discussed and when the next payment can be expected. As a collector, we should always want to take notes, not only to record what was said and what was promised, but to give evidence that contact was made and a promise was made. Months down the road a conversation can be vital in many regards. The timing and content can come into play in decisions made for the benefit of the customer or the financial institution. 
In light of this let me add right here a true story from years ago that tells us what does NOT go in notes. In 1984, I was employed as an in-house “repo” man for an auto sales finance and lease company. I would travel the state of SC picking up cars at least 4 days a week. In one case, I was named in a wrongful repossession case against the company. I had been assigned the account and was not successful at picking up the car. We assigned it out to a repo company that did secure the unit at 2 or 3AM one morning. So, the customer brings suit against the company. Several people were named in the suit. I did not have to go to court, the lawyers handled it. But, the results shocked everyone. During the course of the trial, the judge requested copies of the notes taken during the collection efforts. The judge began to read the notes and then stopped the proceedings. He found curse words describing the customer in the notes. Well, he immediately ruled in favor of the plaintiff/customer and the company paid her the loan balance amount and I believe her attorney fees! The person who wrote the notes did not lose his job, but he was pulled from collections and told to just handle the selling of the repos. He was above me had been assigned to work the account. He was a multi-task guy that did several things. But, obviously, he thought his opinions meant something. They did not. His opinions cost the company at least $4,500!

So, rule number one- keep your opinions to yourself. Only record the facts and do not write it if you don’t want the whole world to know it!  

Some other helpful hints include: always record the date and time of the conversation. Always make it clear who the member/debtor talked to during the conversation. (Everyone: not just the last one, or the one who recorded the notes.) Make sure it is clear when the account should be followed up for the next payment or conversation with the member/debtor. 

Here are a few abbreviations that are more common. You may use variations, but the key is getting the information down and being able to know what it says... 

TRNA 4:45PM- telephoned residence, no answer, 4:45PM
TRLM VML 2:30PM – telephoned residence, left message voice mail 2:30PM
TR S PP 7/25 X2 – telephoned residence, she promised to pay 7/25 2 payments. 

TR LM 8:33PM- telephoned residence, left message with a person 8:33PM
T EMP S WCB PM- telephoned the job; she said she would call back later this afternoon. 
TR H PP M.O. in ML 7/24- telephoned residence, he promised to mail a money order 7/24

MIL- mother in law                                 CERT. FNDS- certified funds

PPX2- promised to pay 2 payments      SS- social security
DIS- Disability                                        UNEMP- unemployment 

OOW- out of work                                 OOA – out of area

TDisc-  temporarily disconnected        NIS- not in service

W/O- work out                                      UTD- up to date

You can see this saves space on a computer, but even more importantly, it saves you time in your work! Many of the notes we take are the same information, so why not save time by using abbreviations! There are many other abbreviations that may be specific to your collections, but the key is using them to save time and money. You can email us for a more extensive list of abbreviations. moreinfo@auto-dialer-soution.com 
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 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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