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Collections Specialist – Consumer Loans
	Employee:

Reports To:


	Director of Lending Operations

	Department:

FLSA Classification:

Updated:
	Lending Operations
Non-Exempt
February 2020


SUMMARY:  The Collections Specialist/Consumer Loans is responsible for consumer loan and negative account loss mitigation utilizing tactics and skip-tracing techniques that are compliant and result in solutions that reduce delinquency, positively impact collection efforts or lead to asset recovery.  These responsibilities include the prompt collection of consumer loans including vehicles, other secured, unsecured, credit card, line of credit loans and negative accounts.   The Collections Specialist will update processes, procedures and member contact information.  Offers loan modification solutions and tracks repossessions consistent with delinquency strategy.       
ESSENTIAL DUTIES AND RESPONSIBILITIES:  Must effectively carry out the essential duties and responsibilities of this position in a manner that consistently demonstrates Sun Federal’s mission and core values in a positive manner.  Other duties may be assigned.
1. Assumes responsibility for effective loss prevention.
a) Contacts members with delinquent consumer loans and/or negative accounts.  Asks direct questions to learn the member’s story and reason for the delinquency.  Determines if it is a temporary or permanent financial hardship.   

b) Analyzes and measures the members’ ability to repay by reviewing credit report history, current employment, earnings, tax returns and debt to income ratio.   
c) Handles complex consumer loan issues due to death, divorce and bankruptcy.  
d) Makes recommendations on how the credit union will collect on the delinquent balance to minimize loss, manage expenses and maximize recovery.
e) Directly asks for the past due amount and immediately processes the payment by phone from any account using Payment Central.    
f) Utilizes appropriate collections methods if initial attempts do not secure the required payment.  Recommends due date extensions, loan consolidation, financial counseling, voluntary and involuntary repossession.

g) Utilizes skip tracing methods, including social media, to locate members, employers, collateral, etc.  
h) Researches past due accounts, including first payment defaults, to ensure that errors are detected promptly.  Notifies the Loans Servicing Administrator if late pay is a result of Credit Union error and a credit bureau correction is required.
i) Informs management of trends in loan underwriting contributing to delinquency or loan losses.  
2. Assumes responsibility for initiating and completing vehicle loan repossessions.  
a) Ensures repossessions are initiated, evaluated, sold and collected on in accordance with established policies, procedures, applicable laws and regulations.  
b) When vehicle delinquency is due to death, works with executor of estate or attorney to evaluate options (i.e. family member retain, voluntary turn-in, etc.).
c) Recommends no repossession action based on low value, high repo expense or poor condition.   

d) Keeps management informed of repossession and vendor activities, progress toward established objectives and any significant problems. 

3.   Assumes responsibility for bankruptcy, legal action or settlements on delinquent or charged-off loans.
a) Uses experience and knowledge of Credit Union loan policies, procedures and documentation together with knowledge of bankruptcy rules to review member files in order to establish validity of bankruptcy proceedings.  Verifies existence of assets or evidence of fraud.

b) Responsible for entire bankruptcy process from filing through discharge or dismissal and ensures Credit Union compliance with bankruptcy laws and regulations.

c) Works toward prompt recovery of collateral or payment plan through negotiations with bankruptcy attorney and/or court and processes payments. 

d) Decisions third party payment plan requests within assigned authority and processes payments from collection agencies.
e) Reviews, assigns and submits applicable consumer charged-off loans or share accounts to outside counsel for further legal action such as garnishment, judgment, or suit.
f) Maintains accurate records of legal documents related to member accounts received electronically or by paper.

g) Responds to questions and concerns regarding charged-off loans, accounts and recoveries via telephone, letter or e-mail.

h) Responsible for keeping collections costs within budget.  (i.e. repossession, judgement, garnishment and legal costs)

4. Assumes responsibility for other consumer lending/collection duties.
a) Maintains knowledge of governing consumer lending and collections regulations, compliance and information security issues and provides management with updates regarding exposure to new or pending developments.
b) Responsible for credit bureau coding on member account(s).  Confirms credit bureau reporting is compliant for pre-charge-off and charged-off loans.

c) Keeps management up to date on delinquent loan follow-up through regular delinquency review, summaries and scheduled meetings.

d) Promptly answers member telephone calls through the Lending Operations Agent, ACD, group supporting member call resolutions.

e) Serves as back-up on Lending Operations Cross Training Matrix including:

i. Back-up for Loss Mitigation Specialist-Real Estate.

ii. Consumer Loan Mailbox (i.e. Skip-A-Pay, Loan adjustments, NSF refunds)

iii. Chex System updates of charged-off checking accounts.

5. Promote Individual and Credit Union Success 
a) Support Sun Federal’s mission, vision and values.  Make a positive contribution to business plan objectives and goals.

b) Understand and adhere to all policies, procedures and regulations.

c) Responsible for personal development through training, collaboration and teamwork.

d) Demonstrate professionalism in dress, tone, flexibility and communication.

e) Consistently act as part of a cohesive team, demonstrating excellent interpersonal skills and the ability to interact positively with other employees.  Maintain open and respectful communication with other departments. Handle conflict directly and discreetly.

f) Shows empathy and respect in all interactions with members, internal and external.

g) Take ownership of job duties and follows collection procedures.  Participate in assigned projects and training in a meaningful and positive way.  Offer team members assistance when necessary to help develop a fully competent and cohesive workforce.
h) Recommend and develop process improvements and procedures to enhance productivity and improve service.

PERFORMANCE MEASUREMENTS 

1. Delinquent and problem accounts are closely monitored, reviewed and promptly collected to meet member ability to pay and Credit Union’s delinquency ratio annual goal.

2. Appropriate collection actions are instituted which are in accordance with established Credit Union policies and legally compliant.

3. Repossession functions are effectively and efficiently performed in accordance with established Credit Union policies and procedures and applicable legal requirements.  Maximum value is obtained from the sale of repossessed vehicle.

4. Effective working relations and coordination exist with department and other credit union personnel.  Support is provided as required.  Management is appropriately informed of area activities and of any significant concerns.

5. Good business relations exist with members.  Member problems and complaints are promptly and professionally addressed and resolved. 
6. Professional business relationships exist with vendor partners.  Questions and problems are promptly and courteously resolved.

7. Accurate and complete information about Credit Union products and services is provided to members.

8. The Credit Union's professional reputation is conveyed and maintained.

QUALIFICATION REQUIREMENTS
To perform this job successfully, an individual must be able to perform each essential duty satisfactorily.  The requirements listed below are representative of knowledge, skill and/or ability required.  Reasonable accommodation may be made to enable individuals with disabilities to perform the essential functions.  The individual must be able to successfully pass background checks.
Education/Certification:  Associate degree in business or an equivalent combination of formal training and experience.  


Required Knowledge:  Thorough knowledge of collection procedures, skip tracing, and related laws and regulations.  Thorough knowledge of consumer lending products, policies and standards.  Knowledge of all loan contract terms and agreements.  Familiar with deposit programs, account ownership and casualty insurance.  Understanding of related legal and regulatory requirements (i.e. Regulation Z, Bank Secrecy Act, Fair Credit Reporting, Fair Lending, TILA, RESPA, HMDA, CFPB, Court Systems, etc.).  Complete knowledge of equity calculations, priority of liens and redemption rights.
Experience Required:  One to three years of lending experience in a Financial Institution.    Some collection experience in a full-service financial institution desired.
SKILLS/ABILITIES:
  Strong member service skills, accuracy and thoroughness in work.  Able to communicate complex information clearly.  Strong problem-solving skills.  Able to coordinate well with other departments and personnel.   Ability to work well under pressure.  Professional appearance and attitude.  Cooperative and willing to assist and motivate others.  Self-directed and able to work with minimal supervision.  Strong organizational abilities.  Ability to operate related computer applications and other business equipment. Able to navigate multiple systems and use all related software applications.
PHYSICAL ACTIVITIES AND REQUIREMENTS
FINGER DEXTERITY:  Using primarily just the fingers to make small movements such as typing, picking up small objects, or pinching fingers together.

TALKING:  Especially where one must frequently convey detailed or important instructions or ideas accurately, loudly, or quickly.

AVERAGE HEARING:  Able to hear average or normal conversations and receive ordinary information.

AVERAGE VISUAL ABILITIES:  Average, ordinary, visual acuity necessary to prepare or inspect documents or products, or operate machinery.

PHYSICAL STRENGTH:  Sedentary work; sitting most of the time.  Exerts up to 10 lbs. of force occasionally.  

WORKING CONDITIONS  No hazardous or significantly unpleasant conditions (such as in a typical office).
MENTAL ACTIVITIES AND REQUIREMENTS
Reasoning Ability:  Ability to apply logical to define problems, collect data, establish facts, and draw conclusions.  Able to interpret a variety of technical instructions and can deal with multiple variables.

Mathematics Ability:  Ability to compute discount, interest, profit, and loss and ratio, proportion, and percentage.  Able to perform simple algebra.

Language Ability:  Ability to read a variety of books, magazines and instruction manuals.
Ability to prepare memos, reports and essays using proper punctuation, spelling, and grammar.  Ability to communicate distinctly with appropriate pauses and emphasis, correct pronunciation (or sign equivalent), and variation in word order using present, past and future tenses.
JOB DESCRIPTIONS INTENT AND FUNCTION

Job descriptions assist organizations in ensuring that the hiring process is fairly administered and that qualified employees are selected.  They are also essential to an effective appraisal system and related promotion, transfer, layoff, and termination decisions.  Well-constructed job descriptions are an integral part of any effective compensation system.  

All descriptions have been reviewed to ensure that only essential functions and basic duties have been included.  Peripheral tasks, only incidentally related to each position, have been excluded.  Requirements, skills, and abilities included have been determined to be the minimal standards required to successfully perform the positions.  In no instance, however, should the duties, responsibilities, and requirements delineated be interpreted as all inclusive.  Additional functions and requirements may be assigned by supervisors as deemed appropriate.  

In accordance with the Americans with Disabilities Act, it is possible that requirements may be modified to reasonably accommodate disabled individuals.  However, no accommodations will be made which may pose serious health or safety risks to the employee or others or which impose undue hardships on the organization.

Job descriptions are not intended as and do not create employment contracts.  The organization maintains its status as an at-will employer.  Employees can be terminated for any reason not prohibited by law.
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