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Reports To:  Lending Manager 
FLSA Status:  Exempt 
 
Job Description: 
Responsible for organizing, planning, directing, and controlling all operations of the Collections Department. 
Oversees all collections functions including the control of credit accounts that are late, potentially delinquent, 
delinquent, or charged off.  Assists in identifying the financial needs of the member and effectively suggesting 
solutions that will improve the member’s financial life.  Performs periodic evaluation of collections policies 
and procedures and modifies as needed. Ensures established policies, procedures, and legal requirements are 
followed. Ensures services are delivered professionally and efficiently. 
 
Essential Responsibilities: 

 Manages department to control delinquency and charge-off ratios to achieve budgeted departmental 
objectives 

 Hires, reviews, schedules, trains, and monitors the work of direct reports: conducts performance 
reviews; allocates resources to meet operational needs within the department; reviews and approves, 
denies, or modifies department recommendations from subordinates. 

 Ensures staff compliance with all applicable laws and regulations as well as internal policies and 
procedures 

 Recommends for approval to Board Collections for charge offs, repossessions, partial settlement, 
foreclosure, short sale, extensions, REO Liquidation and loan workouts 

 Directs Collection staff efforts to ensure that collection efforts are focused and maximized on accounts 
that have been classified or charged off. 

 Assists the Executive Team in developing and maintaining updated policies and procedures pertaining 
to the collections process 

 Manages the effective liquidation of repossessed collateral to maximize recoveries for the Credit Union 

 Ensures that applicable insurance claims are accurately filed in a timely manner in order to minimize 
potential deficiency balances 

 Actively participates in business priority project implementation 

 Provides pro-active recommendations to reduce future delinquency and charge-off ratios 

 Ensures that all past due accounts are worked in a timely and effective manner 

 Reviews charged-off loan files to identify red flags and common trends and communicates results and 
trends to Executive Team on a monthly basis. 

 Actively participates in managing vendor relationships, including outside collection agencies, attorneys, 
auctions, recovery firms, software providers, and insurance carriers 

 Maintains excellent inter-departmental relationships and monitors departmental staff performance to 
ensure outstanding service to internal and external members 

 Ability to travel to, attend, and participate in meetings, seminars, and conferences held before and after 
normal business hours that may require unaccompanied long distance travel and overnight lodging 

 Follows policies and procedures related to the Bank Secrecy Act (BSA), Anti-Money Laundering (AML), 
and Customer Identification Program (CIP) to ensure daily compliance with current regulations. 
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 Responsible for ensuring all assigned employees are trained and adhere to all BSA, AML, and CIP 
policies and procedures 

 Drives a motor vehicle as required 

 Performs any other duties as assigned 
 
Supervisory Responsibilities 

 Carries out supervisory responsibilities in accordance with Credit Union policies and applicable laws 

 Human Resources responsibilities include, but are not limited to: interviewing, selecting, orienting, 
training, assigning and directing work, scheduling, verifying employee time records, motivating, 
coaching, reviewing and evaluating employee performance, rewarding and disciplining 

 Talks with employees and members, answers questions, addresses complaints, and resolves situations 
while using good judgment and instilling good will 

 Regularly schedules (no less than every two weeks) and conducts department meetings to inform 
direct reports of Credit Union goals, collection updates (to include internal and external collection and 
recovery trends), promotions, products, services, and activities and to encourage participation and 
open communication 

 Ensures the safety and security of employees and Credit Union equipment and property, including 
cleanliness, proper maintenance and safe work practices 
 

QUALIFICATION REQUIREMENTS (The requirements listed below are representative of the knowledge, skill 
and/or ability required.) 
 
Education and Experience: 

 Undergraduate degree and/or equivalent job experience is highly desirable 

 Well-rounded understanding of credit and collection best practices as would normally be obtained by 
three or more years of increasingly responsible experience within the financial services industry 

 At least two years of collections experience within the financial services industry, including experience 
with both consumer loan delinquencies, residential mortgage loan delinquencies, and charge-offs is 
highly desirable 

 Possesses at least two years of experience in a managerial or supervisory role 

 Loan underwriting experience is highly desirable  
 
Knowledge: 

 Possession of up-to-date knowledge of current collection techniques, including those related to 
delinquencies, charge-offs/recoveries, repossessions/remarketing, foreclosures, REO management and 
liquidation, bankruptcies, fraud, collateral protection insurance, and negative share accounts  

 Strong understanding of all applicable state and federal laws and regulations pertaining to collections, 
bankruptcy, foreclosure, and credit reporting 

 Considerable working knowledge of consumer and residential mortgage loan underwriting, processing 
and servicing. 

 Proficiency with Microsoft Word and Microsoft Excel required    
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 Familiarity with Keystone data processing system highly desirable 

 Certificates, Licenses and Registrations 

 Ability to obtain a valid driver’s license and provide proof of insurance 
 
Language Skills: 

 Knowledge of English usage, grammar, punctuation, and spelling required 

 Knowledge of Spanish usage, grammar, punctuation, and spelling highly desirable 

 Ability to read, comprehend, analyze and interpret documents such as procedure manuals, safety 
rules, employee handbook, and operating and maintenance instructions 

 Ability to listen effectively 

 Ability to write clear and concise reports, correspondence, and performance evaluations 

 Ability to make presentations, speak and respond effectively to employees, members, vendors, and the 
public 

 
Mathematical Skills: 

 Ability to calculate figures and amounts, such as discounts, interest, commissions, percentages, rates, 
ratios, and to draw and interpret bar graphs 

 Ability to apply addition, subtraction, multiplication and division, and complex mathematical concepts 
using whole numbers, common fractions and decimals 

 
Reasoning Ability: 

 Ability to apply common sense understanding to carry out instructions furnished in written, oral or 
diagram form 

 Ability to define problems, collect data, analyze information, establish facts, and draw valid conclusions 

 Ability to resolve complex problems with minimal guidance 
 
Supervisory Skills and Abilities: 

 Ability to develop and encourage cooperation and teamwork among employees and services 

 Ability to promote and maintain a positive image of the Credit Union to employees, members and 
vendors 

 Ability to cross-train employees on all Credit Union products 

 Skill in leading, directing, coaching, motivating, delegating, evaluating, counseling and recognizing 
assigned employees 

 Skill in properly staffing department during business hours 
 
Other Skills and Abilities: 

 Ability to be bonded 

 Ability to work cooperatively and establish and maintain effective work relationships while performing 
duties 

 Ability to organize work to meet deadlines 

 Ability to prepare and maintain a variety of records and reports 
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 Ability to perform duties accurately and timely, with frequent interruptions 

 Ability to operate a motor vehicle and a variety of office equipment and machines 

 Ability to travel to, attend, and participate in meetings, seminars, and conferences held before and 
after normal business hours that may require unaccompanied long distance travel and overnight 
lodging 

 
Physical Demands:   
The physical demands described here are representative of those that must be met by an employee to 
successfully perform the essential functions of this job.  Reasonable accommodations may be made to enable 
individuals with disabilities to perform the essential functions. 
While performing the duties of this Job, the employee is regularly required to sit; use hands to finger, handle, 
or feel and talk or hear.  The employee is frequently required to reach with hands and arms.  The employee is 
occasionally required to stand; walk, climb, or balance, stoop, kneel, crouch, or crawl and taste or smell.  The 
employee must regularly lift and/or move up to 10 pounds and occasionally lift and/or move up to 25 pounds.  
Specific vision abilities required by this job include close vision, distance vision, peripheral vision, depth 
perception and ability to adjust focus. 
 
Work Environment:   
The work environment characteristics described here are representative of those an employee encounters 
while performing the essential functions of this job.  Reasonable accommodations may be made to enable 
individuals with disabilities to perform the essential functions. 
While performing the duties of this Job, the employee is occasionally exposed to moving mechanical parts and 
outside weather conditions.  The noise level in the work environment is usually moderate. 
 
NOTE:  
Job descriptions are not intended, and should not be construed to be exhaustive lists of all responsibilities, 
skills, efforts, or working conditions associated with a job.  They are intended to be accurate reflections of 
those principal job elements. 
 
Acknowledgment: 
I have read this job description and understand its contents and what is required of me to meet the job 
requirements.  I understand this job description is subject to change and does not represent an employment 
contract 
 
 
 
 

Employee’s signature:      Date: 


