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RETURN TO NORMAL and WHAT IS THE NEW NORMAL?  (Cont)
make the adjustments to meet the needs of the NEW NORMAL, production and jobs will return.

The NEW NORMAL JOBS will appear in areas of growth like: communication, nursing, health services, home care, physical therapy, education, technology, energy, international trade, food production, employment services, regulation of banking investments and government.  It should be no surprise that the SEC is hiring strongly right now for its regional offices.  Those people have a lot of work to do.  Banks are hiring people large numbers of contract employees to help them rewrite mortgages.  Companies that have not reviewed credit lines in years are hiring people to evaluate their exposures.  Recruiters still say that the market is starving for engineers.  Shortages are predicted and already exist for doctors, nurses and teachers.  Enrollment and graduation rates are swelling in technical colleges requiring additional instructors.  In most all of these areas, the jobs are already there and demand is growing.  Our job will be to re-direct our experience, resources and skills to meet the needs of the new market. 

RETURN NEXT MONTH TO CONSIDER Part 3, WHAT EMPLOYEES CAN DO TO FIND THE NEW NORMAL?


Position yourself for advancement.

DO NOT forget the BCMA Accreditation Program.
The Business Credit Management Association offers experienced individuals, the opportunity to earn professional accreditation.  A Professional Accreditation is not just mere initials that look good on a resume or business card, but are evidence that the designee has attained a high level of expertise and knowledge in the field of Credit, Collections, Accounts Receivable, and Risk Management.  BCMA offers two specific accreditations and each requires its own set of demonstrated skills, experience and knowledge to earn.  Credit and Collection Professionals can immediately enroll and/or obtain professional accreditation in the Business Credit & Collection field.  Check out the website creditsociety.org, apply for and get started today!  

Collections

Wisconsin Credit Association offers collection and recovery services.  Our purpose is to provide our WCA member companies with a quality, professional and trustworthy recovery service, to assist companies of all sizes, industries and geographical locations.  Our industry expertise, state-of-the-art systems, and telecommunications, allows us to extend our service and effectiveness on a nationwide basis.

Call Wisconsin Credit Association for further information at (262) 827-2880, or e-mail us at collection@wcacredit.org.

LOOKING TO REDUCE YOUR CREDIT REPORTING COSTS?

Look to WCA's credit reporting subscriptions, giving you access to multiple sources such as Experian, Equifax, D&B, Coface and Equifax for international reports, and even consumer reports in one package.  We have done the work for you.  We have contracted for the lowest prices and pass those savings onto you.  
You no longer have to rely on just one source...because that was all you had available in your contract.  There are alternatives for you to use; some at lesser cost, some with better information in certain situations, and some new sources to add to your portfolio.  WCA packages all those sources into one, low-price subscription, without expiration and without monthly, or annual fees and from one source you can trust...your Association.
Call Lisa at 262-827-2880 Ext 224 for more information or questions


Please contact Chrys at WCA, 262.827.2880 X221 to Report Member News


1. Collecting in Four Easy Steps

"We call it 'step stage' collecting," says one West Coast credit manager.  "Before we started using it, our focus on delinquencies was rather uneven.  Most of our focus was on 30-days, because the majority of delinquent accounts were there, and on 120-days, because we didn't want these accounts to move into the loss category.”  There was little emphasis on accounts that were 60 days and 90 days past due, which ultimately led to higher delinquencies.

To provide a more balanced approach to all stages of delinquency, the company implemented the "step stage" collection process.  Under the system, collectors are divided into four groups, each focusing on a single delinquency area: 30-day, 60-day, 90-day, and 120-day.

The majority of collectors are assigned to the 30-day group, since this is where the heaviest concentration of past due accounts lies.  The number of collectors shrinks as the number of days rises.  Experience works backwards, however.  The most experienced collectors work the 120-day accounts, while the least experienced handle the 30-day accounts.

Before accounts are given to the 30-day group, contact is made with the customers via an auto-dialer.  "This is really a customer service call, a friendly reminder," the credit manager says.  The 30-day call is also very friendly.

The 60-day call is more serious, but the account is still considered "open.”  "We try to understand more about the customer's situation, and to determine whether or not he or she will be able to bring the account current."

At 90 days, the person is considered a debtor, not a customer.  "The account is closed, and we stop worrying about saving the relationship.  At this point, we just want our money.  We may call the person at work, and we assess the need for legal action."

Besides concentrating efforts evenly on accounts at all stages of delinquency, the "step stage" process benefits the human resources side of the business.  Under the previous system, collectors were responsible for all stages of delinquency.  It was necessary to hire people with both telephone skills and collecting skills, and it took time before they were proficient at all levels of collecting.

Under "step stage," new collectors with only phone skills can be hired, placed in the 30-day group, and become effective immediately.  Over time, as they build their skills, they can be promoted to the higher groups.


2. Too Good to Be True

This credit manager has an advantage we would all envy: an owner/boss who also runs Sales and who listens to her concerns.  Nevertheless, even with that edge she has been caught with her receivables up.  It happened when one slick customer figured out a way of looking like a prompt pay when they were only a partial pay. 

One way you might rank credit applicants is poor, fair, good and too good.  Too good?  That is right.  That is when you get the sense that maybe you are getting a snow job.  The financials just seem too strong.  Business prospects, maybe reported by your own sales person, seem way out ahead of where this company should be in its industry.

That was the feeling the credit manager of an East Coast seafood company had about a new customer not long ago.  The sales person was ecstatic, the trade reports showed no delinquencies, and the credit insurance underwriters, having done due diligence, had given their go ahead.  She had a hunch that not everything was as great as it was cracked up to be, but faced with all of this positive “evidence,” she okayed the account for the normal 14-day terms.

Six months later, she was looking at having to settle for half of the amount the customer had outstanding.  What happened?

The Tactic

It turned out that this customer had a tactic of paying its invoices on time; then, after the supplier became comfortable with the relationship, to begin paying 25 cents on the dollar and disputing the balance.  Since trade reports do not show disputed balances as delinquencies, these passed under credit analysts’ radar.  They also passed under insurance company underwriters’ radar, since the insurers do not cover partially paid invoices that are disputed. 

“We learned something on this one.  Now, when I tell the owner that someone is delinquent, he will fax him or her a demand that they Fed Ex a check out ‘today,’” she says.  “They’ll call right away with a check number.  If they don’t, I put them on hold.”

“When I say no, I mean no,” she says.  “But I always try to give the customer a reason.  I do not withhold information, unless, of course, it is extremely confidential.  If they understand the reasons for adverse credit decisions, they’re not going to take them personally.”

Long Talks

She also concedes that her hunches and gut feelings are not always right.  In one case, she became concerned that an account was trying to grow too fast and was headed for trouble.  There had been some delinquencies, and she expected more.  However, the sales person was very supportive, and she was willing to listen.
“We had several long talks,” she says.  “The customer promised that all invoices would be paid within 30 days, and they’ve kept that promise for several years now.  They’d been having problems, but they got over them.”

Her most treasured collection resources are her personal acquaintances in customers’ accounts payable departments.  These often grow out of routine collection calls.  She might phone to ask if a check has been sent and find herself talking to an extremely harried A/P manager.

“She might say, ‘I’m having a rough day.  I had three kids screaming when I left the house this morning.’  That is an opening.  We talk about kids and families.  Pretty soon, when I call, I am asking about the kids by name and how they are doing in school and sports.  I send first communion and birthday cards.  It builds a relationship.  And it gets our invoices to the top of the pile.”

In one case, a chronically delinquent account went to prompt pay and stayed there for five years after she developed a personal acquaintance with the A/P supervisor.  The downside is that this supervisor recently left the company, so she has to start all over again.


3. Responding to Excuses for Delayed Payments

 “Many times, 35- to 45-day-old invoices belong to established customers that have a tendency to ignore our net 30-day terms,” says one New Jersey credit manager.  “When I ask if there are problems, the following have been the most common answers:”

We were waiting for a receiver.  “I respond by offering to provide proof of delivery immediately and to instruct our billing department to ‘seed proof with all future invoices,’” she says.  “This offer is often gratefully accepted by harried accounts payable clerks who really want to pay us on time, but whose hands are tied without a receiver.”
There was a price discrepancy.  “Often buyers call in an order and then, when preparing the formal purchase order, look up the wrong prices.  I contact the purchasing department and request that it fax us confirmation of the purchase order before shipment.  If there is a discrepancy, we require a corrected purchase order before shipping.”

We pay in 45 (50, 60) days.  “This is the toughest answer to contend with,” she admits.  “These customers have established patterns of payment.  Since the payments were accepted in the past without serious objection, customers felt it was their right to continue the practice.  Here, I take one of several approaches:

• "I explain that if we cannot maintain our terms, we will be forced to raise our prices.

• “I agree to allow a customer to pay on its terms with a service charge to compensate us for the time our money should be in the bank earning interest.

• “Or, I offer special pricing, tailored to the special payment terms, which is a little higher than our catalog prices.

“I find that if you take the approach that you are working with a customer to resolve a problem, rather than against the customer to collect money, you’ll get more cooperation.” 


4. Rules for Managing Marginal Credit Employees

We all recognize that people are our most valuable resource, but many of us are caught up in the unproductive process of spending more time than we can afford coaching, training, teaching, and nurturing substandard employees.  Not that the credit department becomes a place where an employee who needs a little extra help or training cannot get it, but you do have to know when to cut your losses.  To assist in this process, consider adopting the following rules:

• New employees should be evaluated at the end of the first 30 days, rather than the standard 90-day probationary review cycle.  If they are not up to the task, it is better for the company and for the department’s morale to cut your losses early.

• When an employee fails to meet expectations, the matter of that employee’s continuing employment must be considered pragmatically and unemotionally.  Remember that it is your duty to the company to make certain it has the best possible person in every position.

• Confront the employee and be specific about his or her shortcomings.  A detailed plan of action should be agreed upon and goals established.  Of course, you must give the employee sufficient time to make the necessary changes.

• The employee should be told that if the goals are not met, he or she will be terminated.  Inept, uninterested, or incompetent employees create a negative force within the credit department.  They can devastate morale, alienate customers, and embarrass you.  Substandard employees should be advised of their weaknesses, given the chance to improve, and when necessary, terminated either for cause or based on their “at-will” employment status.  This approach offers the following two advantages:

1. It ensures that the credit department staff is made up of employees who are caring, committed, professional, and competent.

2. It demonstrates to anyone who happens to be looking that you, as the credit manager, will not tolerate substandard performance from anyone. 

Equally important, go out of your way to recognize your best and brightest employees.  Unfortunately, they often are overlooked in the shuffle.

To learn more about subscribing to Credit Today, check out our web site at credittoday.com



Collection Automation Drives Performance Gains- Part Two
Collection Automation Drives Performance Gains- Part Two - Reader Responses on Improvements, Monitoring, Automation Tools, Organizational Changes and More...
Benchmarking Survey Shows Collection Strategies Meeting and Exceeding Goals Despite Recession- Part 1
Collection Benchmarking Survey, Part 2 - Primary Collection Challenges or Obstacles
Benchmarking Survey Shows Collection Strategies Meeting and Exceeding Goals Despite Recession- Part 3 - Improving Collection Performance
Benchmarking Results on International Credit Reports, Part I
Benchmarking International Credit Reporting- Part II, What Credit Pros Value Most in International Credit Reports

UPCOMING INDUSTRY CREDIT GROUP MEETINGS

July 8    

Plumbing & Heating Industry Credit Group

Waukesha WI

SE Electrical Suppliers Credit Group

Milwaukee, WI

july 9 

Metals & Industrial Suppliers Credit Group

Brookfield WI 
Food Suppliers Industry Credit Group


Madison WI

JUly 13

IL Wholesale Floral Suppliers Credit Group

Oakbrook IL

July 14    

Fine Paper/Graphic Arts Industry Credit Group

Milwaukee WI

July 15
Minnesota Electrical Product Suppliers

Brooklyn Park MN 

July 15
Food Service Supply Hospitality Industry Credit Group

Menomonee Falls, WI

July 16    

Construction Industries Credit Group

Appleton WI

JULY 17    

IL Fine Paper Industry Credit Group

Elmhurst, IL

JULY 21    

Building & Construction Materials Credit Group

Milwaukee, WI

JULY 28    

WI/IL HVAC Industry Credit Group

Rockford IL
Western Electrical Suppliers Credit Group

List only

EDUCATION EVENTS
July 14

Negotiation Techniques & The Collection Call
Negotiation is the process of searching for an agreement that satisfies various parties.  Analyze the interest of the parties: It is important to understand the perceptions, the style of negotiation, and the interests and principles of the counterparts, as well as one’s own.  Who uses it?  Why use it?  When to use it?  To learn more click above.

July 15
“LATIN AMERICA--Back to the Future"


With so much attention devoted to international trade opportunities related to Asia and the former Soviet States (CIS), many US exporters have not focused on our longer-term relationships with our neighbors in Latin America.  In order to refresh our understanding of these traditional partners, ICE will present a session devoted to a re-examination of our old friends, hopefully returning customers.

2009 Credit Professional’s Conference & Expo
October 20 & 21

Sheraton Milwaukee Brookfield Hotel

Brookfield, WI

Click here for an updated event list including future events and closings









































































































2008-09 Board of Directors


Executive Committee:





Chairperson		


          Penny Conaty CCP, CPC     


President		  


          Darryl Rowinski CCP, CPC     


Counselor		


          Adriana Sertich CCP, CPC


Director Emeritus	


          Wayne Crosby, CCP, CPC


Directors:


Abe WalkingBear Sanchez


Davy J. Tyburski 


Lyle Wallis


Rob Lawson


Steve Kailas, Esq. 


Seth Dizard, Esq.


Stu Sturzl, CCP, CPC 


JoAnne Aerts CBA


Barry Elms�


Contact Us





Phone: 262/827-2880


Web: www.wcacredit.org


 


Darryl Rowinski CCP, CPC X222


President & COO, 





Chrys Gregoire X221


Administrative Support





Dianna Rowinski X225


Groups (including ICE) Education





Linda Chernault X232


Employment Services 





Gail Venne, X223


Group Administrator





Lisa Schroeter X224	


Credit Reporting/Group Services/ Data Transmission





Lee Pearce, CCP, CPC X231


Recovery





Sandi Chojnacki, CCP, CPC X228


Recovery











All email addresses are:


Firstnamelastinitial@wcacredit.org.


GOT AN IDEA?  ��Would you like to contribute to the BCMA Newsletter?  The most important part is your idea.  We can handle the polishing.  Just write to us at � HYPERLINK "mailto:BCMAEditor@CreditToday.net" �BCMA��HYPERLINK "mailto:BCMAEditor@CreditToday.net"��Editor@ CreditToday.net� with your idea!








 NEW ASSOCIATION Member


	Diane Zancanaro, CCP, CPC


		William K Walthers Inc


Jan Alsteen


		N.E.W. Plastics Corp


	





NEW ASSOCIATION Representative


Penny Conaty CCP, CPC


		Geo-Synthetics, Inc.  (GSI)


Ellen Beers


		Western States Envelope Company


	





NEW GROUP REPRESENTATIVES


Fine Paper/Graphic Arts Group 


Ellen Beers


		Western States Envelope Company


Electrical Product Suppliers Group 


Aime James


Concord Electric Supply DBA City Electric Supply


�


RETURN TO NORMAL and WHAT IS THE NEW NORMAL?  (Part2)





This article is Part 2 in some THOUGHTS about "When will employment GET BACK TO NORMAL and what will the NEW NORMAL look like?"





The labor market is the LAGGING indicator of a recovery because you must have the business and income to justify hiring.  The stock market is a LEADING indicator of recovery, rising before hiring, because the market anticipates earnings.  The contract (temporary) IT business is a LEADING indicator of EMPLOYMENT as IT is brought in first to prepare for additional hiring.  IT contract agencies are anticipating an increase in business in the next quarter or two. 





The National Unemployment rate of 9.4% translates into having lost 7.0 million jobs since Dec 2007 and now totals 14.5 million unemployed.  And we are expected to lose another 2 million jobs in the next year.  Some say that we are in a slowing recession or are beginning to absorb the changes to our economy.  Think about the recession as the WAKE-UP CALL that we have not changed as rapidly as has the world economy.  Part of the wrenching of a recession is the realization that we may be making the wrong products, or making products in the wrong place or that we can no longer make at a competitive price or that our economy requires more highly trained employees.  The Economy will not return to OLD NORMAL but as we all 
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�HYPERLINK "http://www.icewi.org/ICE071509MeetingNoticeReservation.pdf"��GOING GLOBAL?�








More and more companies are taking advantage of robust sales opportunities to customers around the world.  The 100+ Members of WCA’S International Group invites you to join them at an upcoming meeting in Oshkosh on July 15: 





LATIN AMERICA


Back to the Future





With so much attention devoted to international trade opportunities related to Asia and the former Soviet States (CIS), many US exporters and prospective exporters have not focused on long-term relationships with our neighbors in Latin America.  In order to refresh our understanding of these traditional trading partners, ICE will present a session devoted to a re-examination of our old friends, hopefully returning customers.  We plan to review the economic, political and strategic issues as well as the health of the region’s banking system.  You will want to attend this meeting to be better equipped to be successful in selling into this growing marketplace!  Join us for this full-day program!  Click above, to register or learn more information about the International Credit Executives Group.
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WCA MEMBERSHIP UPDATES


 


Congratulations to Mark Brici with National City Bank/PNC.  Mark who is a member of WCA’s International Credit Executives Group has been awarded the Certified International Credit Professional Designation (CICP).  He can now enjoy the summer after putting in a lot of course work and testing to reach this accomplishment.





Congratulations to Bonnie Miller & Debbie Vanden Heuvel, VF Outdoor Inc on finishing their online Business Credit Principles Course.  Great going Bonnie & Debbie.





Mindy Soares, Ferguson in Appleton, is the proud mother of a new Daughter!  Calleigh Anne was born on May 28, weighing 7 lb 13 oz.  Congratulations Mindy!







































































