
H-E-B FEDERAL CREDIT UNION 
POSITION DESCRIPTION 

 
 
 
POSITION TITLE:   Collections Liaison 
 
       REPORTS TO:   Senior Vice President  
 
 
 
Position Summary: 
 
The primary purpose of this position is to assist the credit union in living out our Bold Promise, 
“H-E-B Federal Credit Union Partners taking a stand together to be the financial institution of 
choice,” by delivering outstanding service to both internal Partners and members. In addition, the 
Collections Liaison reports directly to the Senior Vice President; and is responsible for reviewing 
and complying with the collection functions of H-E-B Federal Credit Union (HEBFCU). The 
Incumbent will establish, maintain, and control a working relationship with a third-party collection 
agency; prepare required reports on a monthly basis and forward completed report to appropriate 
parties.   
 
     

Qualifications: 

 
Requires a high school diploma (or equivalent) and three to five years of similar or related 
collections experience or lending experience coupled with thorough knowledge of the collection 
process. Bi-lingual (Spanish) candidates preferred. 

Must possess working knowledge and understanding of current HEBFCU loan policies and 
procedures. 

Must possess advanced knowledge of the Fair Debt Collections Act and Regulations. 

The ability to work independently and effectively in a fast-paced environment.  

Requires the ability to work cooperatively and positively with diverse groups, including Partners, 
members, and vendors both within and outside the MSS department. 

The ability to communicate clearly and effectively both orally in person and in writing (talk, hear, 
listen, read, write, and use a telephone).  
 
The ability to create, review and analyze computer generated reports,  

Must be able to use a computer and must possess excellent PC skills e.g. intermediate to advanced 
proficiency with Microsoft Office Suites (Word, Excel and Outlook) Windows operating systems, 
Adobe Acrobat Standard and the ability to access/navigate the Internet/Intranet. 

Requires proficient use of Adobe Acrobat Standard to performed duties in a paperless 
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environment. 
 
The ability to handle tight deadlines and stressful situations in a calm, professional manner.    

Must be able to sit for long periods of time.  

Must have average vision abilities and ordinary visual acuity necessary to read, prepare or inspect 
documents, products or operate machinery.  

Must have hearing abilities to hear average or normal conversations and receive ordinary 
information as well as frequently convey detailed or important instructions or ideas accurately, 
loudly, or quickly. 

Must be able to exert up to 20 lbs. of force occasionally, move wrist, hands and/or fingers 
frequently and must be able to make small movements such as typing, picking up small objects 
or pinching fingers together primarily using just fingers. 

Must have the ability to work remotely to include participation of a disaster recovery team. 

Must be able to certify with National Mortgage License System (NMLS). 

Possess a valid driver’s license and reliable transportation. 

Must be Bondable.  

 
Duties and Responsibilities:  
 
Deliver service to both internal Partners and members that is in alignment with the credit union’s 
Operating Promises. 
 

 Act with integrity and trust each other 

 Deliver on our commitments 

 Turn our ideas into action quickly 

 Maximize each contact’s unique potential 

 Include customers in our fun and celebration 

 Always look for what is missing, adds value, and anticipates the future 

 Produce consistent, healthy growth 

Meet all productivity goals/standards as established. 
 
Maintain the e-Oscar system for all account disputes generated by former and current account 
holders for disputes/error resolution.  
 
Maintain digital Log of all FCRA (Fair Credit Reporting Act) issues/concerns. 
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Maintain digital Log for Financial Exploitation Reporting. 
 
Meets all established service goals as measured by the Internal Service Survey. 
 
Serve as primary point of contact to third-party collection agency; prepare, maintain, and supply 
information as required and process requests in timely manner.  
 
Responsible for overview and recommendation of all loan extensions and refinancing of accounts. 
 
Prepare, maintain, and report the monthly loan loss reserves and other board reports as required. 
 
Evaluate write-off accounts and recommend actions and process as required. 
 
Review delinquent loan reports and charge-off recommendation with appropriate E-Team 
members each month. 
 
Review delinquent loans and recommend foreclosure action and decisions on collateral 
repossession.  
 
Process skip-claims on single interest insurance vehicles where vehicle location is unknown.   
 
Process life, disability, and GAP claims. 
 
Prepare, process, and maintain repossession and liquidation records. 
 
Prepare and maintain reports on all delinquent accounts including MasterCard. 
 
Oversee all accounts selected for legal-small claims or other legal action and make 
recommendations for resolution.  
 
Review pending Bankruptcy issues, recommend action, and arrange for legal representation at 
341 meetings of creditors as required. 
 
Oversee process to transfer shares to delinquent loans by right of offset.  
 
Review extensions and workouts for accuracy prior to action by senior management. 
 
Receive and process collection related communications forwarded by branch offices or third-
party collection agency and take appropriate action to resolve any items requiring correction.  
 
Post loan payments as authorized by delinquent members by direct communication or through 
the third-party collection agency. 
 
Assist retail staff with additional duties, as necessary. 

 
Job Code:  CLLC  Grade:  Non-Exempt 7 


