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Tony Neff:
Morning, everybody. Good morning. Stay inside my orange tape. Great. Thank you. 
Is it algebra?
and morning conference coffee have in common.
Sooner or later, XP2.
Ha ha ha!
Make sure, make sure you got that. Collections is good for you. That's it. And that's my time. Thank you. 
So my name is Tony Neff. I'm the VP of Collections here at United Solutions. I've been fortunate enough to work here just over three years now, but I've got over 20 years in the credit union industry.
Started my career in frontline, so as a branch manager, then managed several offices for Envision Credit Union, now addition. Worked there for a long time. 2008, housing market in Florida was not great. We had over 50% of our loans.
in long-term assets and mortgages. And so I was the chosen one to begin an internal collections department for the brand new collection software system, Accelerant at the time, now Temenos, and really just fell in love with that industry, right? I found kind of, you know,
my area and how I could impact people. Credit unions is all about people helping people. And when you're able to help really good people out of bad situations, that's where I got the insurance group awarded of doing what I do.
And I hold.
steadfast in that approach. What we do is not rocket science, right? It's not. We gotta get in contact with people. But it's the relationships that you build that make us great at what we do.
Right, so you'll see it later because we don't have this dialing for dollars mentality, right? I take a true member-centric approach to it. I can't help all the people all the time.
I can't want it more for them than they want for themselves. Right, and I'll talk about willingness and ability a little bit later too. But it's just something I'm passionate about. A lot of people want to help others, right? That's why you get in the service industry.
There's all sorts of ways to do that, right? And this is just where I've found where I fit. So passionate about what we do, passionate about helping credit unions. It was great to be able to do it in the vision. Now I'm able to assist 20 different credit unions across the country.
Right, we our clients range in asset size from about 35 million to 3.3 billion.
and love every minute of it, every day.
So what do we kind of focus on, right? Fred and I have kind of come up with this, our three C's. You guys don't get to see Fred, Fred's one of our sales guys, he's out there virtually in the sky. Everyone say hi, Fred. So continuity, consistency, compliance, and that credit union philosophy.
What do we offer?
Right? Why are we here? What makes us different? So our white glove service, it's kind of a term that Jim coined very early on for me, and one that I think really holds true to what we do and how we do it. We're going to customize our collections efforts to what you guys need, right? We're not making you guys conform to us in what we do.
Right, so I had some questions come up last night, right? Can you guys work certain stages of delinquency? Yes. Can you work all stages of delinquency? Yeah. For us, 16 to 180, right? I set that cutoff for us to 180 days, really based on NCUA guidelines, because anything above and beyond that.
Where they should be charged off and set up for repossession, and so I'm trying to.
make sure that we aren't toeing the line when it comes to FPCPA and CFPB guidelines regarding arresting. Providing real-time updates in the way that we do that, right? So we're going to do a direct core integration. So there's no file transfer, there's no stale data, right? You're going to work with our amazing, you know, networking team.
to be able to establish that connection, establish it very quickly. So we're working within your systems. Real time, everything's transparent. Everything we do gets noted. We are a heavily regulated industry, so if it's not the notes, it didn't happen.
You know, the consistency and frequency of communication, I believe in over-communication.
My wife believes in very little communication. Struggle for us sometimes. But we will set up weekly meetings leading up to when we've got a new client, we'll do weekly meetings afterwards. Then we'll switch to bi-weekly and we'll do that for a while until the client is comfortable and if they want to switch to a monthly cadence.
Okay, some of them still want to stay with the weekly cadence. I love that. Right. So communication and what we're seeing and what's going on and the pain points that the members are feeling, the pain points that we could potentially be causing for the internal collections team if we're noting our stuff differently, we're using abbreviations that they're not used to.
Right, we've got clients that have very structured templates, like you've got to use this template for every single note. Okay, but if we don't know that.
Right, how are we supposed to, how are we supposed to perform? So, those weekly meetings, bi-weekly meetings, ensure that we're all staying in constant communication, right? We also prefer that we get a Teams chat set up for those daily communication talk points back and forth, right? Very rarely do we have an instance, you know, where that...
Where specifically wants to talk to someone at the credit union, but it happens, but it happens early on.
And then we get to the point where they only want to talk to us, right? Just like your members have people at your institution and they only want to talk to Tyler, right? Right. They only want to give me the CEO. I only want to talk to Jerry. Well, that's not how this works, right? But there are instances where they will call things like my debit card doesn't work.
I can't log into my online banking. You know, we will triage as much as we can, but we're not the credit union, right? So having that communication channel is very, very good.
The safety and security piece, right? This is one thing that, you know, I know there's been a larger collections company that's out there who were named Nameless here, but just had a transfer or a switch in how they connect, right? And so now it's no longer a direct connection. They're requiring all of their clients to do a file transfer over to them.
picked up some business from that way because it's just not how they want to do it. So not only is it safe and secure, right, because you're going to work with our IT networking team, they're going to deploy a Meraki device, we're going to figure out how we get that connection done, but that direct connection.
eliminates the need for SDF files or anything else going back and forth.
And then we're going to, you guys are going to work directly with our networking team. You're going to have them available to us if there's ever any issues, got direct connections with our networking, your networking team. And I'm going to have a hard time because I can't see you over there. That experience. So.
In our management team, we got three of us.
Horwitz, and within those four.
Got over 75 years of experience. Danny's the manager here, spent 40 years in the military. He must be 45 years old, I guess, spent 40 years in the military. Somehow we got another 20 years in the collections in there somehow, too, I don't know how. You got myself, we got Parker, and then we got LisaGiacobbe. So Lisa's out of our Lake Mary office.
So all of our team members are located either here in this building or out of Lake Mary, where we have a second location.
So what is our regular service bundle, right? What do you guys do for us? We're using that solution. So our daily collection efforts are going to include phone calls, emails, text messages, if allowed by the credit union, say supplemental letters, right? We have some that have been legally approved by our attorneys.
But because we have clients literally coast to coast, we're going to make sure that you guys send any supplemental letters that you may want to use off to your legal counsel, because there are some different state regulations that you got to make sure we're abiding by.
If you had any automated delinquency notices or letters going out, or if they continue to do those.
We've got separate rooms downstairs to be able to do video conferencing. So if a member kind of wants to meet face to face with us, right? So it's not just after cubicle when they get on video and get a blur out their screen or anything like that, right? They can go into separate room, connect, have those more personal conversations with the members.
We'll do light skip tracing within that. So I say first degree relatives, right? So parents, spouses, children, you know, if we're unable to locate, unable to contact member, even if phone numbers we believe are good, if they haven't talked to us, we haven't been able to talk to them. We'll skip it and see if we can find some references. We'll do any sort of internal payment transfers if the credit union allows it.
We prefer that we've got full access within the core on the transaction side, right? We won't do any core data manipulation. We won't change names, addresses, things like that. But if you give us access to be able to complete transactions, will you write an offset?
For your guidelines, call remember the like, oops, I forgot. Yep, I got the money in my check. Can you transfer it?
in the forward or in the collection software system, we'll go ahead and transfer that payment. And then any third-party payment vendors that you guys may have, there's a bajillion trillion of them out there. So you guys set us up for the user. We'll get in there and we'll complete those payments for the members as well.
I talked about our regularly scheduled partnership meetings. Again, I can't stress how important those are to me. And then the partnership, it's really what it is. Yeah, I'm a passionate guy. I'm a service guy, right? I expect it.
when I go places and I assume that people expect it from us.
right? And so that's what we are. I don't want to be a vendor. And, you know, we're at the point now where we've got a great client base. And so both any potential new clients and us can be a little bit more selective now. Like, it's got to be a good partnership, and it's got to be for the right.
briefs, you know, if somebody's just like, hey, I just got the, you know, handful of accounts since people have been paying point. Can you work with those? Yeah.
I want to work with you. I want to work with your membership mate. I want to show you guys what we can do.
If the credit unions will allow us, again, we'll get in there and we'll get our hands through.
Right? We'll work on loan workouts. We'll gather the information, right? We'll do all the heavy lifting. We'll have the members fill out the forms, complete the forms, because it'll take that process.
and then send it back over to the credit union for that to approve. I've got our largest client that actually allows us to go for about three months and a new date extension.
We got the process worked up, our team has the conversations. We got a great collection software system that we use, put in all the hardship information. We'll review it. If we have any questions, we get back with our team and follow up with the member.
If we think it's valid, we'll approve it. If we think that it's not, we'll deny it. And then it goes automatically over to the credit union. If it's approved by the credit union, go ahead and update the information within their system.
So, again, any loan modification process like kind of turn all that stuff together, right? If you guys have got a payment and skip, you know, if we need to throw the member to the to the website online and say, "Hey, here's the link, send the link."
We also offer deep skip tracing, so while we don't work charged off accounts.
We've got a team that's been this for very long. And so we know the places to go, right? We'll be the workhorse for you guys if you need a deep skip trace on somebody that has got a charged off account, like you're looking to.
Use your judgment, right? You're trying to...
put a lien on a piece of property, see what they've got, right? You can utilize us as that resource. And these are ancillary products that we can offer. And then repossession facilitation too, not repossession agent.
Don't wanna be gonna ride along a couple of times, fun.
That was not me. That was enough for me, right? The housing crisis, 2008, 2009, were foreclosed on properties.
If I had more than 45 minutes, I could go into some very, very, very interesting and scary stories. I don't have to do that anymore. But if you have a vendor, right, or we can help recommend some to you. We don't have any, we don't have a true referral partner program or anything, but it's just the workload of the repossession is too much for your team. You've lost someone that had that expertise or experience.
Or if the per repo, we can work on the facilitation process, working with the repossessing agent, getting them all the information, doing the deep skip tracing, make the assignment with them. We'll be the ones in communication about have they been able to find it, locate it, not yet. Right. OK, here's some additional information. Once they pick it up,
In, depending on the credit union, maybe the credit union wants to handle it from that point on. Maybe they want us to keep it and run with it all the way through post, right? And so we can send out a notice of intent to repo letters and send out notice of deficiency of surplus letters. Anybody here ever had to send out a surplus letter?
Yeah, yeah, I agree, yeah, that too.
Two.
So, who we are right, and what we're not.
I can't stress enough. You can see that in that. That's on purpose. It's not because I've seen that. I forgot that I already mentioned it. Right. Really trying to drive home how important your membership base is to us. You know, our member-centric culture. Understand that every member's situation
Doody.
Right, but it says there's not an indefinite number of reasons for delinquency or for default.
Right, I mean, you got your standard ones: sick or work, divorce, death and family, unexpected expenses, right?
But just because member A.
going through a divorce and then member B is also going through divorce, doesn't make their situation the same.
Close.
Right, and so that is our job to differentiate and understand the individual.
and how this life event is affecting them specifically.
That's what we do.
We make sure that we are compliant.
I don't have HR in the room. I said I could never work in HR, right? I don't mind rules. I just don't like dumb ones. CFPB, FTCPA, TCPA, UDEP, CCUFC, and FTCPA. Full of dumb rules in my opinion, but I still abide by those.
right, and make sure that and make sure that we are extremely compliant in what we do. It's constant training for our team, right? We want to make sure everyone knows and understands. We're licensed appropriately in every state that we collect in. If we find a client where we're not licensed, right? It's kind of one of the stipulations here. I want to make sure that I go ahead and get the license.
Before we get going, but we've got that.
And truly, we're just a team that believes in what we do. We have the privilege of making a positive difference in members that really, truly need the help.
I've already put this together, but I got an email yesterday, you know, just coincidental timing that we get frequently, right, from a member. I mean, she wrote 2 paragraphs for the experience that she had with one of our agents, just a hopeful and understanding and compassionate. She was. I told her I needed to give her $8 raise.
Very nice. Okay, I'm gonna recommend $8, but...
Appreciate, appreciate your enthusiasm. Yeah, what we're not, I said that dialing for dollars mentality. Okay, that's not, that's not what we do. Sure, sometimes you get a member that's in 15, 16, 17 days past due and it's just a friendly reminder. They're like, hey, I forgot, right? But we're not chasing a payment.
Is that what we're here for?
They can't help all people all the time.
But it is our job and our team does a great job at breaking down the barriers of people just trying to shut us down and not have a conversation with us. Because if that happens next month, I can send a call.
Six months, like, for making those same calls, right? And that's not our job. Job is to help them.
And we're not a large company that requires the clients to conform to us, right? We will conform to you guys within the law.
We're not a company that uses auto dialers.
recorded voice, offshore, near shore. Okay. What are costs associated with that? Yeah.
Right. And to me, that's okay.
Are you going to be able to get the company?
that can call a whole lot more people than we can call on an autobial.
from who knows where.
Right. And there's a time and a place for some of that stuff. I get it.
But that's enough, and that's not the credit unions that we're looking to partner with.
So this is a tool, and I contemplate putting this in here, right? Because this is the me thing, one of my favorite tools I've ever come across, and it's just, it's really easy. And this is what I work with every single one of our team members on. I use this tool and this matrix every single day.
I think you're seeing this.
I use it with my kids, my wife, team members, right?
My boss. Right? All the time. It's just ingrained in me now. So when you are thinking about anything, any task, right? I use the example of laundry for my wife and I. We both absolutely, the one chore that we both absolutely dread doing.
Dread it. Am I able to do it? Yeah. Do I know how to do it?
Yeah.
I do, I to do it, yeah, right, so that puts me on, but...
right? Something that I'm willing and able to do, right? Something that I enjoy, that I engage in every day.
Willing and unable.
This is where we live in collections most of the time.
I think 80 to 90% of the people that we deal with.
They're a member, they want to be a member, they want to maintain their membership, but they don't have the ability to do it right now.
I guess our job to figure out what is that inability, the reason for the most likely, and how long are they living?
Was it a construction worker that fell off a ladder and was out of work for weeks and he's not working, he's not getting paid, but he's back to work now?
Okay, right. We know what happened. We know why.
Couldn't make payments, wasn't getting Mike back now, need to get caught up.
Is it somebody that's going through a nasty divorce? It's going to last for a year or two. Is it somebody that became disabled at work and is now going to collect disability at 60% of their income?
Forever.
And they had the, we were talking about, you know, $900,000, $1,200 car payments for the day Jerry and I were, right? So if they can't afford $1,200 car payment,
They got a for $1200 carpet.
Now the credit union had a decision of do we want to try to modify this loan in order to be able to keep the member in it? Can they afford 900? Or if they can only afford $400 a month and it was a $1200 a month car payment,
Likelihood is not going to be able to keep cart.
But we still handle that in a very professional manner.
With these members, right, and we want to work with the credit union and say, "Hey, just even if we have to recess the vehicle, let's do a voluntary repo."
Try to see if we can do a workout on the loan afterwards, right? Maybe if they set plans without having to go through court process, maybe the credit union will allow them to maintain a savings account, checking account, maybe not. Maybe if they fulfill.
obligations of the charge off, or you settle for less, then you offer them a membership and they come back to you after.
Right, a lot of people love the credit.
Right, and they want to. It's the unwilling and the unable that becomes much more difficult, right? Those are your employees who don't want to be there.
Show up late.
Don't do the work assigned, right? Anyone had any of those before?
Good. Look at you guys. But anyway, so I just threw this in here, not just to show you guys how I think, how I teach and train our team to think, but a tool that I think is so simplistic, but you can apply it every day, all the time. And if you understand the person that you're talking to and where they're coming from.
Rob.
This makes it a whole lot easier to decide how do I help solve the problem? How do I get the outcome that I'm looking for from the conversation?
Any questions for me up to this?
Going back.
Accounts we collect on.
We'll collect on any of them, with the exception of first launches.
Why not first, because anyway, take yes.
participation.
Why would I say no to first one, because?
Those are very different from state to state. Regulations are very different from state to state. Yeah. Regulations are different from state to state. And Charles, you mentioned *****, right? You know, so if you're selling to ***** or maintaining servicing rights then for those loans.
guideline book, it's about this big, right? Some are in-house, some aren't. There's just too many complexities there. And again, I'm A compliance-minded guy, and knowing and understanding the risk involved in there, and it's just not something that I have the size of.
Pass the extent, right? So, would you limit it then?
But anything outside of that, including negative shares, we can work.
And again, the credit union decides and determines what loan types and what updates.
We'll start as early as it will go as late as 180.
We've got a large credit union out in Indiana. They just want us to work on their later stage credit card portfolio.
Got other credit unions that just want us to do early stage from 16 to 59 and then...
They'll take the 60 bucks.
Most of our clients are utilizing Office 360.
Not all.
Right. We're here to supplement as much as you guys need us. Right. Are we going to eliminate your collections department? No.
That's a lot of questions sometimes that I'll get, right? We're still going to need a point of contact. You're still going to have to have somebody internally. Somebody's still got to run chargeoffs, right? Somebody's still got to be there to answer the more complex questions for escalation.
Right, so we're not trying to eliminate a department, right? Where we have found...
success, I guess, or a large reason as to why many clients have come to us recently.
is just due to the lack of staff and smaller institutions losing their collections expert due to retirement instances, right? They've been there for 30 years and every time.
Right, and then we don't have anyone internally to print them.
you know, or the other collector that they've got just isn't anywhere near being able to kind of manage and run the entire shop. You know, smaller, more rural areas just aren't able to find people with any sort of collections experience.
We talked to another FCU recently out of Ohio, where they have contact center.
But many of the owners of the QSO and other credit unions there asked them about any, you know, collection options. And they were like, no, that's not us. It's not what we do. We don't have any internal collections expertise. It's not an ave that we want to go down. Fred and I got in contact with them, had a conversation.
With them, right? So, use those are out there to do all sorts of things, but can't do it all.
Right, so you know, we're there to help each individual credit union whether they need to.
Like I mentioned before, our daily efforts are going to cease at 180.
We may continue to work that account if we're facilitating the repossession process, right? So I want to make sure that that part's clear, right? If they've used us for repos, we're not going to be calling them.
Anymore after that point, but we will still manage, supervise the repo, and work with that, work with the credit union and final skip. Now, we're clear with the CPA company if we need to.
Exactly.
A lot of people ask.
You know, where, where you guys licensed, where you get clients? So, just wanted to show a map, right? Currently, we've got 19 different credit unions.
Some of them are the same states, so not necessarily 19 different states. The ones with the red dot up there are states that we also have licensure and don't have credit unions headquartered out of there anymore. But we make sure that
Any credit unions in the room have?
Branches across state lines in multiple states.
Coming much more common.
Right, I forgot to use to do that, so we will make sure that we have licensure in the states in which the credit union has branch locations.
Okay.
I do that of an abundance of caution.
Because the law isn't really clear.
Says where the loan originated, right? Is where we have to be licensed.
They can vision now addition, right across the street. So headquarters, 2 headquarters, one right there, one in Lake Mary. But they also have branches up in Georgia.
So I think the argument could be made if a loan originated from a branch in Georgia.
That's George Long.
Right. It's not clear because they say it was headquartered, it was funded, right? It was processed in Florida.
Okay.
Getting a license isn't all that complicated or expensive. So to me, that's just a way to ensure that we are covered.
the best of our capability. So we've got one credit union's got branches in four different states. So we're going to make sure that we are covered.
In all those areas, a lot of people will ask us again, what's...
kind of constraints you guys have on credit unions that you work with.
There's not really, there's not really an answer to.
that question. From a cost perspective, we got to set the floor because we've just got costs that we need to cover.
The asset size of the credit union doesn't really matter. As I mentioned, we've got that's that they're ranging from 40 million to the $3.3 billion. The 3.3 billion we collect on all of their accounts minus first mortgages, so that's a significantly larger team.
40, 50, 60, $70 million credit unions who will always have at least two people.
Ready.
That particular, and then you'll have a member of management as a third person as well, and we keep those assignments as consistent as we possibly can. Now, when we take on a new client, those team members grow, we bring on new team members, sometimes we'll ship that stuff around, but no one like...
Like I mentioned before, no one's going in, right? It's not this round robin of they talk to person A, and then they talk to person C, and then they talk to person X, next time.
Right, it's going to be a consistent person to persons reaching out, and a lot of that's going to depend upon how the credit union has their delinquency cues set up.
Most commonly, it's going to be stages of delinquency by days.
I will split it up alpha cube.
So, if it's a alpha Q split, everyone's working class names, A to L, right, and then...
Busy, and so it's the same people working that account, great to look brave, I call it right, so the moment the number becomes max due, max Lewis, 16 days past due, I continue to work with Miss Lewis, director.
All the way up through.
to not be able to work out.
Right.
Got expertise in both.
Different systems people connecting to all of them every single day.
And our average credit union has about 35,000 members, ranging from 4600 to 355,000 members.
Anybody in here not in one of these states that have the comments?
Yeah, Tennessee.
He's gonna.
Already told them my Tennessee joke last night, so...
I wanna hear it again.
It's been such a huge pleasure being able to work with Fiserv.
With all my years over at Vision Credit Union, we're always on Fiserv Four. I run Dig Safe. Thanks, V2.
And we continue to have clients data safe, but in collections, it doesn't have to be a core client.
To be.
So, we've got clients all sorts of different course, certainly specialized like X.P. two, D.N.A.
Than on the collection software.
Sign for the collections platform next to using collection.
For credit unions. OK, good. Out of the out of the core election platform systems.
I think that one's before, that's when you pull it up. Okay, it it it far surpasses that.
I also have used some Temenos consulting for marketing points that are on that one. When I mentioned my time over at Envision, it was Excelleronx switched over to Temenos. If anyone's not familiar with Temenos, really, it's a great collection software system. It's a blessing in the courage that it's completely customizable.
And it's very, very expensive.
So, I said, we didn't have to have enough money, right?
He had me money, so go figure it out, right? And so, and so I did, right? So we can certainly help and assist in all sorts of different ways, in any way, in any way that we can.
I've completely helped credit again to rewrite policies and procedures. I don't know why I like writing policies and procedures. I don't like following them necessarily. I enjoy writing them. Maybe that's why I write them in a way in which I don't mind to follow them. That's probably it. That's my aha moment right there tomorrow.
Write this in a way that makes sense.
Yeah.
So another thing that I preach, right, we have up on our wall.
Downstairs, these are my core values, and then the D.P.I. then make them my team's core values.
The honesty, integrity.
Huge, right? And it was nice, you know, I mentioned that email yesterday, just bringing up.
These pieces in the service that that that that.
Rule is not hard.
Some people sit kind.
Guiding each other.
Kind of people they work with.
I never had anyone to agree with me.
Be kind is what we all need to do.
Black people.
Audience:
Not being kind, much for it, Tony.
I know when you came to United Solutions, you brought a lot of technology to the market before.
Tony Neff: 
Yep. And a lot of that technology has been really effective. Yes. Are you going to go over some of that in your slides? Yeah. Yeah, I don't have it in the slides, but it was talking points that I wanted to make sure that I brought up and see what questions kind of come from that. Yeah, it would be great. So I know what you did with the TVs, I know what Ring Sense, I know what the VI. Yep.
Go back, yep, yep, absolutely.
I want people that are going to be committed, right? They're going to be disciplined and have pride in what they do. Another conversation yesterday was something like isn't working in collections.
Just draining, exhausting.
No.
It can be for some people, it takes the right person.
Right? You have to be able to make...
Lemonade out of lemons, right? You gotta be able to have the knack to be able to turn someone's frustration and fear and angst and anger back around and help them out of them. There's an act to be able to do that, right? But when you can.
Right, good pride, honesty, integrity, right? That's the power of being able to do what we do and why I love it.
This is kind of where I wanted to get into what some of Jim was talking about.
So what's next in collections? First, before we talk about what's next, we've got to talk about what's right now.
Right now.
But like, what's these?
Are on the rise.
Sports fits.
So, that's like cool, so the average net charge off.
Well, 8 basis points now. That's from the NCUA last quarter.
Some other interesting ones, auto loans with credit scores of 620 to 719.
That's probably...
Is that straight? Is that straight A&B paper for you guys or the 620 get down in the C paper? Right. But it's really it's that it's that A&B range that is very, very interesting because they are now two times more likely to be over 30 days past due compared to.
Prebanda, yeah.
This next one, I'm having a hard time figuring out why this isn't being talked about as much in general. I think there's some internal conversations with credit unions going on in regards to mortgages. But 90 plus day mortgage delinquency is now the highest it's been since 2008.
Anybody here seeing that?
I, I've seen some in Ireland this year.
Ohh.
And some of it, I think, is as a result of things that happened throughout last year where there was government shutdown. There were a lot of people that were displaced as far as jobs and so forth. And people were pulling on their own equities. And some, you know, for whatever reason, cost of living, get a lot of different things.
some bankruptcy, you know, so we're seeing that. Yep, yep. So I can certainly see the reasons as to why it's happening, just with the cost of absolutely everything going on, right? And where home equity used to be an option, affordable option, rings are high now. Can't afford to refinance my house.
Because I'm at a...
Two and a half, three, 4, 4 and a half percent interest rate, right? All sorts of things. I...
I'm confused on why this seems to be being pushed down and kept silent and quiet. Maybe the effects of it aren't going to be as great because there's some equity in the homes that are out there. But I just caution you all to pay very close attention.
to your entire portfolio. What I was telling clients last year and into this year, the 2026 to 2027 unsecured debt is going to be mad.
that part. What I did not predict and what I did not foresee was this mortgage fees. It's not going to be 2007, 2008, 2009, right? But more bankruptcies and more foreclosures are coming. So what's next?
What do we need to do knowing that these delinquencies are going to continue?
Because inflation is up, cost of fuel is up, and cost of fuel is up, cost of goods go up.
Right.
So, you can't stop.
People calling Kathy.
But what you can do is utilize technology.
And pieces of technology.
to help you work more efficiently.
More effectively.
Identify accounts that could fall past you.
that aren't yet delinquent, right? Really monitor and track what's going on.
I have always focused on what gets tracked gets done in collections.
How many, if I was to say, how many calls do you all think I expect my collectors to make on a day?
What's that?
Bye.
How many?
How many different people do you think I expect to collect? Like, you think I wanted to make 10 calls, 200 calls a day?
Jerry, what you saying? 100? 100.
Yeah, in general, what I'm going to tell you is, I don't care.
How many calls you make? I'm not, I have to track, but I'm not tracking calls, calls.
If you make 100 calls.
About 2 hours.
If I talk to absolutely no one, if I don't leave a message, if I call numbers that are not in service, that are busy, because Tony just said I got to make a hard call. This number has never worked. I'm going to call three times. Think I haven't seen that before. Right.
What gets tracked gets done. Yep, I don't track the calls with the individual.
Very good to talk to you, yeah.
What was your right party contact percentage?
How many promises did you get?
Out of those, how many were good promises? How many kept?
Okay, what did you take?
Right, what was the quality of your call with the member?
Right, and so to Jim's point, one of the things that I introduced very early on is that we use RingCentral and they've got a great product, RingSense. It's changed names a couple of times. Gonna call it RingSense. Then you probably may have heard that one at least.
So it is an AI-based model. So it's listening, transcribing the call, but I can build it in trackers, keywords, phrases, scorecards, all sorts of things, right? And then the AI model is going to go through and it's going to say what trackers did they hit. It's going to automatically score them on scorecards based upon an incoming call, outcome, and call.
right? Looking for keywords, listening to tone of voice, listening to words spoken, listening to pillow words, right? Do they answer the questions? Do they handle objectives or objections, right? And then we use that tool every week.
With our individuals.
Because again, the quality of the call is going to get us the metrics that I care about.
Right? And so we can go back and we can listen for things that I call positive contact points. I stress this to our team. We become counselors very often, team members, right? And so a member mentions something that is important to them. We need to note that.
And so I've got kids that play softball. So if anyone ever talks to me for more than 30 minutes, you'll probably hear me say something about softball tournament that I'm going to in Lake City this weekend or the one I was at Newberry last weekend or I'm in Phoenix City, Alabama the weekend after that.
So if I bring that up in a call.
Put that down.
When I call that member, what's the first thing I'm asking them about? Not when are you gonna make a payment?
How was the tournament in Lake City Teamview?
Right, and so when we're listening to those calls, those are the things that I want to, one, I can see in the call, but two, you should put it in the notes. If you didn't put it in the notes, you're not gonna remember, and certainly if someone else called them, they're not gonna remember, right?
And I'm working on some really...
What I'm excited about, you know, other options to help integrate AI with some different collection software systems. You know, being able to predict who is going to fall past you, I think is huge, right? Everyone's been using the term data, data, big data.
Forever.
It is great, right? But historically, it's only showing us what has happened before. Maybe we can make some predictions based upon trend lines as what's going to happen. But when you've got technology that can look at behavior-based.
factors from a member, right? You've got the entire membership to be able to look at so we can see their direct deposit, we can see where they're spending all the money, we can see where other money is going for other bills. We can incorporate all of that.
And they say, okay, they've got this $700 car payment.
Our checking counts down to about $150 every month. They've been making the car payment, but it's pretty likely in the next month or two, they're going to fall past you.
Right, so who would it be to be able to send them out some proactive messages, some marketing messages, right?
And it needs to be a refund, right? It needs to be a consolidation. Be able to pinpoint those things very early, right? Some of the other systems and software that we use will be able to...
more accurately predict.
Next best call.
And that's kind of based on the collection software system. So most collections departments are going to set up, again, queues based upon days delinquent, right? And within that queue, it may automatically be sorted by most days past due or highest days.
OK, so.
I'm going to pick on you because I got some head nods and I appreciate that. I'm positive reinforcement guy, where management got you.
If you had your queue set up that way, days delinquent, most days, highest balance.
How are you going to work that queue when you go to pick up the phone? Who are you going to call?
Probably in the category in which I have it set up. So higher balances. Correct. Or most days has to do delinquent. What time do you come into work in the morning?
What time does my collection come in? Sure. Probably 830. Yeah, right. So you can't start calls before 8, can't pull that at 9. So if you've got the same collector.
Work in the same queues.
In the same format.
Your highest balance loan and your highest days past due member is always going to be a cold one. Probably first. 835 840, yeah.
What if they work?
The Member.
Is 835 or 840 the best time to call that individual? Maybe, maybe not. If we've never talked to them before and we've called them 16 different times. Yeah, that's not. At 835 to 840. It's not working. What's going to happen the next time we call them at 835 or 840? They're not going to answer.
Right? So there's flaw in that system. Yeah. Right? And so while I don't even necessarily always have systems to be able to help us prioritize that, that is one thing that I'm working with the collection software systems on because I'm like, that's a basic fundamental flaw of everything that's out here.
put my collectors now, right? And so while this isn't necessarily a technology piece, this is a person piece. This is why I tell my people why you guys are so important, right? And while AI is going to help and assist a lot of us, it's not going to take all of our jobs.
Okay.
It's not gonna take collections away; it's gonna change, it's gonna change the dynamic, absolutely.
is going to be able to get a whole lot more delinquency secured between the one day and 15 days past due.
1000%.
But it can't do all of it. What are your thoughts on AI making phone calls? I heard one credit union saying, hey, well, we're going to start using AI just to make these phone calls. But when I get a call, I know that it's not a person. I can't really just hang up.
So who, I got my, and I don't even remember who it was because I did not hang up, but I got my first, what I call like legitimate AI agentic call with like real person voice.
And in the beginning, I couldn't tell.
Now I was in the car, I was in a rental car.
Driving back and forth from Lake Mary to Tallahassee, which I knew quite a bit.
So I'm like, foam around and find the right, like a phone connected. I'm like, how do I answer it?
Answer it and I'm like, hello, and they start saying something and it's kind of cutting it out and I'm like, hey, this is Tony. And it's like the immediate pause break and then like repeating what they said and.
I started to listen. I'm like, it's one of these. Is there is there a place for it within the market? Sure. I'm not going to sit here and tell you guys.
A AI agent to calling.
isn't going to make it. It will. What are my concerns? My concerns are the compliance concerns. And all the regulatory agencies that I have.
to abide by in collections, but credit unions, CPA is not.
Collections, right? That's people calling other people on multiple devices.
You ever want to read some old, outdated information in regards to regulatory compliance with TCP and TPCA? Terrible, right? What they define as an auto dialer in and of itself is anything that can make a call without having to push a button.
My computer's in auto-dialing, my cell phone's in auto-dialing.
Right, so.
The Morgan and Morgan and Morgan and Morgan and Morgans.
Are gonna have a heyday.
A identical.
They're gonna find a way.
to make billions of dollars on that. Is it going away? No.
Do I want United Solutions or credit unions to be the foreprint of those multi-million dollar lawsuits? Absolutely not.
That the big companies like Chase, Citibank.
American Express, let those guys figure it out, take the hits.
but else get a better understanding of what it is, and then implement in the marketplace.
To me, texting is that it's you have, you have to have it, yes.
I've got two multi-billion dollar institutions that do not tax.
Oh, why? Right? And the technology can be able to automate those text messages right now to be able to integrate your third party payment vendor into those text messages to automate those to go up whenever you want to. Like.
That's not even an option. That's not a nice to have anymore. That's a half day. I know credit unions are often behind, but I'm telling you, you got to get that.
A 17 year old kid. I don't know that I've ever seen her talk to anyone on the phone. Never.
Myself included, Christian needs money.
That's it, yeah, so the reason...
So, that was everything that I had on the last couple of minutes, Annie.
Talking points, questions that you all have.
For me.
Audience: 
It's been mentioned a few times now, but slowly working on AI for is there a plan or desire to?
In-house local AI model that's kind of close off to the outside internet world, so thanks.
I heard that a better word, said it.
For something in the cloud to.
Tony Neff:
Yeah, so you're talking about at United Solutions specifically? Yeah, yeah, at United Solutions or, you know, at Fiserv. Yeah. Yeah, we didn't even talk about this, but I'll slide you $20 later for asking that question. That was such a wonderful segue. Over to Jeff Barrage, who will be talking later. Jeff, you want to highlight a little bit of that without giving away?
No, the answer to the question is, yes, there is a pathway, you choose whatever bothers you, basically.
Right.
Fiserv side, I mean, we use it, we're using AI, we use it a lot more, but it's internal. It's not outside yet. We're not doing that. Like Charles said, it's responsible. We're keeping human intervention in it as well, but it's internal. We are not just saying, hey, someone give us code from Russia or...
You know, we're not doing that. It's all going to be learning with what we do for our. Again, will that change over time? Time will tell, but for now, it's internal. And I'll take a page out of Charles book, just in case anyone couldn't hear the question in the back of the room. The basis of the question was.
Does USC and or Fiserv have any plans to use kind of closed off AI versus open AI? And the answer to that was yes from both parties.
On your collection software, you guys use all three or? We use whatever collection software platform our partner is using, right? So we direct connect to them. So currently I've got clients that we service on 9 different core platforms and then those three different collections.
Software systems specifically, so some of the some of the people that use Core, you know, Portico, for example, they've just used Portico.
Core collections platforms, right? We've got a guy on Jack Henry, Jack Henry.
So, if you're playing already with, how long would it take to implement collections for USC if you are already a partner with United Solutions on a Meraki device?
Three weeks.
But I, unless I mean a lot of that is gonna be dependent upon getting us core access, right? So...
If we manage it, they can give us access immediately right away, except, but we still gotta get, we gotta make one more, make sure we're licensed, we gotta understand your policies, your procedures, we gotta ingest that right, but have some conversations about it, but I mean, but no time. And is there anything like, you know, for a lot of credit unions, when do we have to 31 person?
We don't know when they may be out or when they may, you know, not be there anymore, and is there any kind of standby service on this? So, we haven't done, so I haven't done that right, just simply because I've got to make sure that I've got...
The staff available to work, whether they are or aren't, right? We have to set a floor, right? That's to cover, you know, basic cost of implementation, 'cause we don't have implementation costs or fees that help us cover the meetings to have the staff available to be able to make the calls. So, our preference is always, if you're gonna partner with us.
Just give us, give us a portion, a piece of the queue that we are responsible for working on a daily basis.
Anything else?
All right, well, thank you all. I appreciate it.


