The model policy was updated to advise credit unions to check state and local law for variations of permitted debt collection call times. In addition, the policy language was revised to clarify that credit unions that use third-party vendors to assist in their debt collection activities must ensure that those third parties are complying with the requirements of the Fair Debt Collection Practices Act (FDCPA). 


Policy 7520: Collection Staff Members and Responsibilities

Model Policy Revised Date: 03/30/2017 8/21/2026
General Policy Statement:
The collections department staff consists of a manager, senior adjustment official, and collectors. A collector's responsibilities include being professional in collections.
Guidelines:
1. MANAGER. The collection manager oversees and is responsible for all adjustment department operations. The collection manager is also responsible for working delinquent accounts over 60 days, the accounts referred to outside collection agencies, as well as bankrupt accounts.
 
2. SENIOR ADJUSTMENT OFFICER. The senior adjustment officer is directly accountable to the department manager and responsible for his/her section of delinquent accounts. This officer works closely with the department manager and assumes full responsibility in the event of the manager's absence.
 
3. COLLECTORS. Collectors are responsible for controlling the delinquency of assigned sections of accounts; they seek to collect past-due payments on contractual bases; they also participate in counseling [[CUname]] (Credit Union) members regarding money management and market other Credit Union services; and they follow-up when borrowers fail to make payments according to pre-determined arrangements.
 
4. COLLECTOR RESPONSIBILITIES. Collection results affect the Credit Union profits, and collection approaches can significantly impact member relations. A collector's responsibility is to collect from members who are not making timely payments.
 
D. Objectives. A collector has two main sets of objectives.
 
i. The first set involves the collection process which includes: exhausting all appropriate means of contacting every delinquent member, determining why the member has not paid on time, resolving the problem, gaining a commitment from the member to make payments by a specific date, taking careful and accurate notes which will document every commitment, date, and promise made by each member, and finally, referring cases to the collection manager when there is a doubt as to the proper course of action.
 
i. The second set of objectives concerns public relations responsibilities. As a Credit Union representative, a collector must be firm but fair with delinquent members, provide them with assistance in handling their financial responsibilities, display empathy but not necessarily sympathy with their financial difficulties, and finally, maintain strong member relations and a professional image.
 
D. General Responsibilities. Collectors are generally responsible for the collection efforts of many individual loans. They are responsible for documenting their collection work, sending letters, following their accounts according to review cycles established by the Credit Union, quoting the correct payoffs, recommending assignment of accounts for repossessions when appropriate, recommending liquidation of collateral, reviewing expenses, and making sure the collateral is delivered to its appropriate location. They are also responsible for updating non-financial data on the system.
 
D. Specific Responsibilities.
 
iii. Exhausting all possible means of contacting every assigned delinquent member.
 
iii. Completing each member contact with a definite understanding and payment commitment.
 
iii. Following up promptly and decisively on every member promise of payment.
 
iii. Noting all information that will be of future use in handling the account, i.e., new address, phone numbers, place of employment, etc.
 
D. Professionalism in Collections.
 
iv. Under no circumstances should a collector use foul, abusive, or questionable language, either on the telephone or in person. Collectors must never represent themselves as employees of any branch or agency of the federal, State, county, or city government.
 
iv. Collectors must never discuss the debt with anyone other than the debtor. 
 
iv. The Credit Union expressly forbids the practice of harassing members with repeated telephone calls. Collectors will never call debtors on Sundays or holidays or during prohibited hours. the week after 9:00 p.m. or before 8:00 a.m.While the Fair Debt Collection Practices Act (FDCPA) restricts calls before 8:00am and after 9:00pm, many states and localities have stricter limitations. The Credit Union will comply with the requirements in the area(s) in which it operates. It is the responsibility of each collector to be aware of the Federal Trade Commission Guidelines on Collection Practices. If the Credit Union uses a third-party to collect its accounts, it will conduct appropriate due diligence to ensure the third-party is complying with the requirements of the FDCPA.  and the Fair Debt Collection Practices Act and to comply with these laws in the collection of accounts.
 
iv. Under no circumstances will a collector discuss legal action that is not actually being pursued, indicate or insinuate that the Credit Union provides credit “repair” services, or discuss the effect of delinquency or repayment on the member’s credit rating.
 
5. TRAINING/EDUCATION. Collection staff will receive regular training that is tailored to the relevant employee and the specific responsibilities of their role.
 
6. DISCIPLINARY ACTION. Collection staff violating the guidelines outlined in this policy and other applicable procedures may be subject to disciplinary action will be handled in accordance with the Credit Union’s personnel policy.
