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1. Proper Collection Call Procedure

Our terms are net 30, and if we haven't received a check by the thirty-fifth day, we're on the phone to the customer," says an East-Coast credit manager. "To make sure the call will be as effective as possible, I do my research before I dial, and I have all the necessary paperwork in front of me--including the purchase order numbers." 

During the call, she focuses only on the customer and the issue at hand, eliminating all other distractions.

"I don't start out by demanding payment," she says. Instead, she asks the customer why payment has not been made. In business, any number of things can go wrong.

A product might be shipped short. The wrong product might be sent. There might be an error in pricing. A customer might not have received proper credit for such problems.

"It's important to find out why a customer has not paid before you demand payment. Addressing a customer's legitimate concerns will more than likely eliminate payment problems."

She uses tried-and-true solutions for customers that give her either of the two most common excuses in collections:

"The check is in the mail." She asks for the check number, the amount of the check, and the date it was mailed. "Then, if we haven't received the check in five to seven days, we make a follow-up call."

"We never received an invoice." She immediately sends a copy via fax machine.

"This solves the problem quickly," she emphasizes.

Regardless of how a customer responds to a request for payment, she makes sure she does not "lose her cool." "I try never to become irate or talk louder than the customer," she says. "Each time I make a call, I write the name of the person I spoke with on a card, which I put into the customer's file. That way, if I have to make a follow-up call, I will know whom to contact to follow up on the previous conversation. If you can make contact with the same person the second time you call, you have a much better chance of getting paid."

2. Are You Watching For Fraud?

There are several warning signs you need to watch out for if you want to prevent losses from fraud. No one warning sign means you should immediately claim fraud, but if you notice anything out of the ordinary, you should notify your supervisor.

Here are some warning signs you need to watch out for:

· Unsolicited purchases. Salespeople spend a long time getting new accounts. It is not often that an account simply jumps up and begs for product. Unsolicited orders from new accounts, particularly with new companies, should be checked carefully.

· Phone orders. The phone is one way to eliminate a paper trail. Without anything in writing, there is little chance of proving fraud.

· Personal pickup. Beware of the new customer who offers to do you a "favor" by picking up a shipment. This could be a sign that the person is simply coming by to steal products right out from under your nose.

· The chameleon. A scam artist will often call in an order under the guise of an established customer. Either the scam artist then arranges for shipment to be dropped off at a trucking terminal where "the buyer" will pick up the goods later, or he goes to the warehouse and loads the order on a hired truck. Then the creditor bills the established customer only to find that the order was never placed. Before agreeing to a change in delivery terms with an established customer, call back and verify that the request was actually made by the customer.

· Small initial orders from brand-new companies. New companies need products to stock their shelves or run their businesses. If a new company sends in a meager order, it may mean the people do not really intend to stay in business at all.

· Unusually large orders. Often, the fraud artist makes small orders and pays on time to give the creditor a false sense of trust. Then the fraud artist puts in a large order and takes off with the goods. If a customer suddenly increases its orders, find out why. Is the company planning to expand, move to a larger location, or meet increased demands from its own customers? Without satisfactory answers, you should proceed with extreme caution.

· Trade references. Trade references that give glowing reports on an account without having to look up the file, or references that only return calls left with their answering services are two key signs of fraud. Further, a con artist might give you the phone number of various references that identify themselves by name when you call, but do the references actually exist? Check Company names in your phone book or through directory assistance. If the company name exists, make certain the phone numbers match. If they do not, call and ask if the individual listed as a contact even works there.

The keys to avoiding credit fraud? Awareness and persistence. Be aware of who you are dealing with. If you suspect a prospective customer may be trying to pull a fast deal, talk to your supervisor and be persistent in your investigation. Do not give out credit until you are certain this is a true customer.

No one warning sign means you should immediately claim fraud, but if you notice anything out of the ordinary, you should notify your supervisor.

3. Seven Tips for Setting Up a "Resale Page" on the Web

Make sure your site is fast. Today's web surfers lose interest very quickly if things do not happen immediately.

· You have two choices when linking to forms. You can gather each state's forms yourself and put them on your own web site. Or, you can create links to each state's form on the state-run web site. The advantages of doing it yourself include control over the site and overall speed of use. In addition, putting the forms on your own site allows you to "hard wire" your company's name right onto the resale certificate, thereby making the process easier for your customer. The advantage of linking to the state is that you know-as long as the link is good-that you are directing your customer to the latest version of the state's resale certificate. We think that getting control of the form yourself is probably the cleanest way to do it. You will gain better control of the process. However, you will need to double check periodically to make sure you are up to date.

· Use the latest Adobe Acrobat (PDF) technology for your resale forms. You can set them up so that your customer can type their info right in their browser and click in the proper boxes. In addition, you can even force them to put dates in proper date format. Keep in mind, they will still need to print it out and fax it to you.

· Put your phone number on the web site. How often have you been stymied on a website and wanted desperately to be able to just pick up the phone to call someone to ask a question, but the web site clearly didn't seem to want you to do that? There is no better way to lose a potential customer than to have no way to reach a live person when someone is confused!

· Make sure you check with your tax professionals to insure you are completely legal. This can be a confusing and rapidly changing area.

· Keep a supply of resale certificates on hand so you can fax the correct form to a customer.

· Consider going digital. Scan (on your own or with an outsourcer) all the forms you receive. You will have better security (off-site backups), easier access, and save space.


4. Watch Those Credit Card Fees
The credit card charge was declined. The invoice was for $1 million for a large order from a military account, and the bank- imposed limit was $99,999. A check from the customer saved the sale, and the incident got Rae Ann Smith, senior credit analyst at LaCrosse Footware, Inc., thinking. 

"You pay a fee on every credit card transaction, and the banks don't allow any negotiation on the rate," she points out. "This would force us to run 13 transactions, and the total fee would have been $32,000. So, we went back and looked at aggregate credit card sales for the year. We found we had paid nearly $500,000 in fees. In addition, that came right off the bottom line. It was never worked into our pricing. It was never worked into sales negotiation. In fact, the sales department doesn't know the customer is paying by credit card." 

With upper management's approval, the credit department called all customers who were paying by credit card to tell them that, henceforth, prior approval would be required for any card transaction over $5,000. Going forward, she told them, she would need payment by wire or check. 

What Banner gave up, or course, was the immediate payment credit cards provide. Now there may a five- to seven-day wait while checks to go through the lockbox. However, the increase in receivable costs has been slight compared to the credit card fees. 

Discussing the credit card fee issue with other credit managers, Smith has found that the finance department most often handles them and not even considered from a credit standpoint. Often they are bundled with other bank fees and never broken out. 

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

Credit App Processing- Inordinate Tension & Challenges

The primary challenges faced in credit application processing & what credit departments are doing to address those challenges

There are many good reasons why some credit execs do NOT require a completed credit app.
From our Benchmarking Survey: Checklists of 100 Items You Can Include on Your Credit App
Benchmarking Credit Apps- Three Ways to Upgrade Yours

UPCOMING INDUSTRY CREDIT GROUP MEETINGS

May 11

Fine Paper/Graphic Arts Industry Credit Group

         Milwaukee WI

May 12

Plumbing & Heating Industry Credit Group


Waukesha WI
May 13

Food Suppliers Industry Credit Group

Madison WI

Metals & Industrial Suppliers Credit Group


Brookfield WI

May 14
SE Electrical Suppliers Credit Group

Milwaukee WI
May 17

IL Wholesale Floral Suppliers Credit Group

Oakbrook IL   
May 18

Building & Construction Materials Credit Group

Milwaukee WI
May 19
Minnesota Electrical Product Suppliers

Brooklyn Park MN

Food Service Supply Hospitality Industry Credit Group
Milwaukee WI

May 20

Construction Industries Credit Group

Appleton WI
May 21   

IL Fine Paper Industry Credit Group

Lombard IL
May 25 

WI/IL HVAC Industry Credit Group

Rockford IL

Western Electrical Suppliers Credit Group

List Only



EDUCATION EVENTS

MaY 10 

THE CASE OF THE DISAPPEARING PROFITS
Webinar ~ This program will cover: Changing the Paradigm: Credit = Sales: The credit department as a contributor to increasing profits, & more!
May 18
 “GETTING PAID IN A TOUGH ECONOMY”
The business climate has made credit & collections extremely difficult.  This workshop is planned to help you: Deal with troubled companies, sharpen your negotiation skills & successfully persuade your customer to pay you quickly.

May 19
"COLLECTING IS SELLING"
Successfully persuading customers to pay past due bills when you contact them requires the same skills that were needed to convince them to buy in the first place.  As with selling, collecting requires training to develop a personality & skill set that will impact the customer to agree to your point of view.  During this seminar, we will explore the skills needed to influence customers to pay quickly-& feel good about it.
June 8
GRIEF RELIEF XIX
» 18 HOLES OF GOLF WITH CART & FREE USE OF PUTTING GREEN & DRIVING RANGE

» LUNCH & DINNER--FLAG EVENTS, BEVERAGE TICKETS, PRIZES & AWARDS

» SPOUSE OR GUEST ENCOURAGED TO GOLF, DINE OR BOTH!

Check out our website for more upcoming events.









































































































2009-10 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, CCP, CPC


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





Barbara Martin X227


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 Members


Joe Welch


		Badger Metals Inc


NEW ASSOCIATION REPRESENTATIVES


Dave Jung


		Russel Metals-Williams Bahcall


	Don Baumann


		Times Printing Company Inc 


	Kevin Percival


		First Supply LLC Appleton


Charlene Mauck


Don Stevens Inc  


	Sherri  LaFrombois


		Wisconsin Building Supply


	Kim Gavinski


AE Business Solutions





NEW GROUP Members


Construction Industry Annual Credit Group


Kevin Percival


First Supply LLC Appleton


Joe Welch


		Badger Metals Inc


International Credit Executives Credit Group


Diane Zancanaro


William K Walthers Inc





NEW GROUP REPRESENTATIVES


Metals & Industrial Suppliers Industry Credit Group


Dave Jung


Russel Metals-Williams Bahcall


Building / Construction Material Industry Credit Group


	Sherri  LaFrombois


		Wisconsin Building Supply


Food Service Supply hospitality Credit Group


	Bob Klages


		Edward Don & Co


�


EDUCATION & ONLINE COURSES


BCMA regularly hosts educational workshops and seminars, with respected speakers.  Our Independent Study Courses are designed to provide a convenient alternative to traditional courses while also offering a network of support.  They allow the flexibility to choose the most convenient times to study and take exams.  They grant the freedom from being required to attend scheduled classes.  Three months is recommended to complete each class, however students that follow a weekly syllabus are more motivated to complete their course in a timelier manner.





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


�


Please contact � HYPERLINK "mailto:chrysg@wcacredit.org" ��Chrys� at WCA, 262.827.2880 X221 to Report Member News





In This Issue 


WCA Member Updates & News 


This month’s topics…


Proper Collection Call Procedure


Are You Watching For Fraud?


Seven Tips for Setting Up a "Resale Page" on the Web


Watch Those Credit Card Fees


Followed by�Industry Group Meetings�� HYPERLINK "http://www.foomp.com/" ����(Partners)


By clicking on First National Merchant Solution's logo, you will be leaving this web site.  Products and services accessed through this link are not provided or guaranteed by your Business Credit Management Association (BCMA).  First National Merchant Solutions may have a privacy policy that is different from your BCMA Affiliate.  Please review First National Merchant Solutions privacy policy.��BCMA Members��*� HYPERLINK "http://www.nacmkc.org/" �NACM Credit Services, Inc.� ��*� HYPERLINK "http://www.peacm.com/" �Pennsylvania Association of Credit Management�


*� HYPERLINK "http://www.wcacredit.org/" �Wisconsin Credit Association�





�HYPERLINK "http://www.wcacredit.org/WebDisappearingProfits05102010.pdf"��The Case of the Disappearing Profits�


May 10 ONLINE


9:00 to 10:00 AM CST 





This program will cover:


Introduction—Changing the Paradigm:


Credit = Sales


The new reality:


The credit department as a contributor to increasing profits 


10 ways the credit department can help increase sales starting tomorrow


Optimizing vs. minimizing:


Why minimizing bad debt losses is not the best option for any company’s credit department


The link between improving cash inflows and company profitability


Thirty tips for improving operational and collection efficiency that can be implemented today!


�


BARRY ELMS Returns 


�HYPERLINK "http://www.wcacredit.org/BarryElms2010.pdf"��On May 18 in Waukesha


"Getting Paid in a Tough Economy"�





The business climate has made credit & collections extremely difficult.  This workshop is planned to help you: 


Deal with troubled companies


Sharpen your negotiation skills 


Successfully persuade your customer to pay you quickly.


Keys to collecting successfully on every call 


How to establish the real facts when a customer claims to have   "cash-flow" problems 


How to influence your customers to pay and feel good about it 


To create solutions for customers with cash-flow problems





� HYPERLINK "http://www.wcacredit.org/BarryElms2010.pdf" ��On May 19 in Oshkosh


"Collecting is Selling"�





Successfully persuading customers to pay past due bills when you contact them requires the same skills that were needed to convince them to buy in the first place.  As with selling, collecting requires training to develop a personality and skill set that will impact the customer to agree to your point of view.  During this seminar, we will explore the skills needed to influence customers to pay quickly-and feel good about it.


Collecting as a sales promotion 


Developing a confident and persuasive personality 


Creating a positive and professional image 


Developing empathy through active listening| 


5 things people hate about a sales pitch-and how to avoid making the same mistakes 


Analyzing the customer's needs in order to create agreement 


Finding creative solutions for customers with cash-flow problems 


7 keys to collecting successfully on every call.




































































