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1. Telling Your Story at a Bankruptcy Hearing

 Your customer has filed for bankruptcy, and you smell a rat.  You suspect they have squirreled away assets, and you think you know where.  How do you get this information to the trustee? 

Don't walk into the hearing and expect the trustee to be all ears, warns FBI Special Agent John Diwik, who has been investigating bankruptcy fraud for 15 years.  "A busy trustee may have scheduled 10 cases an hour," he points out.  "If you intend to interrogate the debtor at length, you should have notified the trustee in advance so that enough time can be set aside to cover all the issues you want to pursue." 

He suggests calling or writing the trustee and explaining that you would like to do an extensive question and answer, so "maybe you could give us another day, another time, another place so we can come in and do the interview." 

Since trustee compensation is based on assets allocated, he is going to be amenable, Diwik says.  "If you think you know where the debtor has hidden some assets, that's an opportunity for him to increase his compensation.  He will be motivated to help you out.  However, if you fail to alert him to the time you will need, you both lose.“

And remember, this is all sworn testimony.  If it goes to litigation, or even becomes a criminal case, this can be used against the debtor."

2. Customer Service—Slogans and Platitudes

Top managers of a major bank rolled their eyes at a July meeting when their new CEO implored them to battle the credit crisis by following his "new" list of rules, including "client connectivity, transparency and product excellence.”  At the employee level, the equivalent of these dull platitudes is an unrealistic slogan, such as "We never say no." 

"Never?" asked Peggy Morrow, author of "Customer Service: How to Do It Right!" when she saw that slogan on employee buttons at one company.  "Well no, sometimes we can't let them do something," they replied.  "Then don't promise it," I said.  "It's a sure recipe for unhappy customers." 

Promise only what you are sure you can deliver, urges Morrow.  Failure of employees to perform up to customers' hopes and expectations usually stems from:

1. Overly rigid policies.  You often see this come out in a company's return policy.  They allow you to return an item within three weeks, but not one day after three weeks.  Have you ever been told, "It's our policy," when a customer service representative was unable to give you what you wanted?  Didn't it just make your blood boil?  Policies that are too rigid and don't allow for some variation depending on the circumstances will always get you in hot water with your customers. 

2. Employees lacking authority to handle their responsibilities.  If most of the decisions are made somewhere up the line, you might as well have robots doing the work.  You must give your people the power and authority to solve customers' problems then and there.  Yes, you do need to set some boundaries; after all, you can't let them "give away the store," but make those boundaries wide and long.  Give them lots of options and ways that they can satisfy customers. 

3. Employees' ideas being ignored.  Who knows best what's working or not working as far as your customer service policies are concerned?  Who knows where the breakdowns in service are occurring?  Your frontline people of course.  Develop a system to listen to them on a regular basis.  One company has a brief staff meeting once a week to discuss "what's dumb and what needs to be different?”  They've been able to eliminate many customer service barriers this way.
"What about your organization?" asks Morrow?  "Are stupid policies, rules and regulations standing in the way of delivering exceptional customer service?  Why not call a meeting right now to find out what you need to change?"

3. Is COD Dying?

Shipping COD can be a messy proposition, and with the availability of viable alternatives such as credit cards and checks by fax, is there any reason to continue using COD services? 

When a customer isn't worthy of open credit, distributors or manufacturers have traditionally relied on COD shipments to seal the deal.  However, COD is not the credit tool it once was.  Too often, some little glitch messes things up and a COD transaction turns into an open account delinquency.  As a consequence, the issues of COD and COD alternatives have been ongoing topics of discussion on the Credit Today Listserv.  Any number of things can foil a COD transaction, including:
· Failure of the carrier to pick up the funds 

· Failure of the carrier to collect the right amount 

· Failure of the carrier to get a certified check as specified on the bill of lading 

· COD checks that bounce 

· Failure of your warehouse to mark the shipment as COD 

Shipments of multiple packages are particularly problematic.  For one thing, customers have been known to refuse the package marked COD and accept the others.  The alternative is to apply a COD amount to every package, but that may require your warehouse personnel to allocate the funds appropriately, increasing the chance that the COD amounts will not match the package value. 

The problem with COD shipments is that they are for all intents and purposes an exception process that often involves manual intervention, which is susceptible to mistakes and errors.  Furthermore, COD requires that a delivery person or a shop clerk serve as your collector, so if anything is out of the ordinary, the chance of some sort of slip up is increased.  Finally, yet importantly, you still have to wait to get your money.  There can be a week or more of float because the carrier must turn around and mail you your customers' checks. 

In the not too distant past, there were few other satisfactory alternatives to COD transactions.  The problem revolved around the issues of holding shipments and clear-cut administration.  With the available alternatives, it was difficult to combine both in the same transaction. 

C ash In Advance (CIA) terms provide a high degree of security, but they require shipments be held until the funds are received, usually via overnight courier or wire transfer in the case of rush orders. 

Standby Letters of Credit (LC) also provide a high degree of security, but they increase the customer's costs and also use up some of the customer's credit availability in the uncommon instance they can get credit from a financial institution.  Then there are the administrative issues of drawing down on a Standby LC if the customer defaults. 

Other Alternatives to COD 

The good news is that there are now other alternatives that satisfactorily address the twin issues of timely shipping and efficient administration.  These include credit cards and various combinations of faxed checks, ACH and check images.  In addition, the freight carriers are beginning to offer enhanced COD services to address some of the weaknesses in the traditional COD process. 

While COD is not dead yet, it is increasingly apparent that COD terms are losing favor within the credit profession.  Much of the uncertainty inherent in a COD transaction can be eliminated by instead accepting either credit cards or a faxed check on a CIA basis.

4. Better Days Ahead

There's no question that much of the construction supply industry is in desperate straits right now.  Nor is there much question that the industry will come roaring back when construction resumes to meet postponed demand.  And it will be the decisions credit managers are making today that determine which suppliers survive and thrive.

"Back in the early 90s, while cutting my credit teeth, I cut off some of the wrong people, and they never forgot.  I was new in credit and just going by the book.  I learned my lesson.”  Speaking is Credit Manager Kathleen Hernandez of the E. B. Bradley Company, a construction industry supplier. 

The "lesson" which she's applying today in a market far worse that that of the early 1990s, is that all things end-even markets as difficult as this one-and that the real challenge of credit management is to somehow protect today's receivables assets while ensuring future business growth and profitability.  You can't do that, she insists, by going strictly "by the book." 

"I decided that I'd better attack this as I do everything else-attack it with my gut and my heart," she says.  "After that lesson in the early 1990s, I started working with people who no one else would work with.  To this day, they're still loyal to us.  One, that everyone else was discarding at that time, has grown to be one of our largest customers." 

Gut + Metrics 

Hernandez emphasizes that "gut" credit management doesn't mean dispensing with all of the standard metrics.  She still draws agency reports and analyzes financial statements.  But, even if an account checks out extremely poorly, "if you have experience with them you may have faith that they're going to pull out of it somehow," she says.  It can come down to a question of credibility.  She will meet with the customer and say:

· Let's hear what you're situation is. 

· Let's hear what went wrong in your business decisions. 

· Let's hear what you can do to improve things. 

· Let's hear what you have in mind for the future.
If what she hears sounds like a well-thought-out, sincere plan, she's inclined to support them.  Her confidence is bolstered if the customer has his or her whole family involved.  "How could someone not make this happen with their whole heart and soul in the business?" she asks.
To learn more about subscribing to Credit Today, check out our web site at http://www.credittoday.com/
Staff Benchmarking Survey- Three of Four Credit Departments Are Satisfied With Staffing Levels
Benchmarking Survey- Outsourcing Acceptance Grows Among Users- Part 1
Benchmarking Survey- Outsourcing Acceptance Grows Among Users- Part 2
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...

UPCOMING INDUSTRY CREDIT GROUP MEETINGS

November 5

Food Suppliers Industry Credit Group

Madison WI
November 9

IL Wholesale Floral Suppliers Credit Group

Oakbrook IL   
November 10

Fine Paper/Graphic Arts Industry Credit Group

Milwaukee, WI
November 11
Plumbing & Heating Industry Credit Group

Pewaukee WI
November 12

Metals & Industrial Suppliers Credit Group

Brookfield WI
November 13
SE Electrical Suppliers Credit Group

Milwaukee WI
November 17

Building & Construction Materials Credit Group

Milwaukee WI
November 18  

Food Service Supply Hospitality Industry Credit Group
Menomonee Falls, WI

Minnesota Electrical Product Suppliers

Brooklyn Park MN
November 19

Construction Industries Credit Group

Appleton WI
November 20   

IL Fine Paper Industry Credit Group

Oakbrook IL
November 24

WI/IL HVAC Industry Credit Group

Rockford IL
Western Electrical Suppliers Credit Group

LIST


EDUCATION EVENTS

November 10

ARE YOU A CUSTOMER SERVICE HERO?
Webinar

“THE NAFTA SUPER HIGHWAY & OTHER FREE-TRADE AGREEMENTS”
Italian Conference of Milwaukee

November 16

Negotiations by Wes Powell

CBMN of Central Wisconsin Dinner Meeting

Robbins Restaurant, Oshkosh, WI

Cash bar 5:30 p.m., dinner 6 p.m. and presentation at 7

November 18
CONSTRUCTION LIEN & BOND CLAIMS: MAKE THEM PAY!
Webinar

November 23

CREDIT POLICY & PROCEDURES.

Webinar

November 26 & 27

Offices will be closed
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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


May Kay McGarrigle


		Brew City Promotions


NEW ASSOCIATION Representatives


Gary Gluth


		Patz Corporation


Mary Kroll


		Briggs & Stratton Corp	





NEW GROUP REPRESENTATIVES


International Credit Executives Group (ICE)


Mary Kroll


Briggs & Stratton Corp


�


NEED HELP COLLECTING YOUR PAST DUE ACCOUNTS?


Based on what members are telling us, "even our good customers are running slow".  Of course, the decision WHEN to place an account for collection depends on many situations.  We hope the decision WHERE to place the account for collection is easier.  Wisconsin Credit Association offers collection and recovery services that GET RESULTS.  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 � HYPERLINK "mailto:collection@wcacredit.org" �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 � HYPERLINK "mailto:lisas@wcacredit.org" �Lisa� at 262-827-2880 Ext 224 for more information or questions


�


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 
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Better Days Ahead


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�





JANET ELLIOT, 2009 BUSINESS CREDIT EXECUTIVE OF THE YEAR! 


�


This is one of the most distinguished awards bestowed on a Credit & Finance Professional.  Janet serves as an advisor of the Northeast Wisconsin Technical College for its business credit & A/R associate degree program.  Ms. Elliot is an accredited professional, certified as a CCP & CPC.  She has served on the board of directors & is the current president of the Credit Business Management Network (CBMN).  The Business Credit Management Association was proud to present her award at the Credit Professional’s Conference & Expo held October 20-21, 2009 in Brookfield, WI.  We are proud to have Janet & Werner Electric so closely involved with the BCMA.  � 11/10/09: � HYPERLINK "http://www.wcacredit.org/WebCustomerService11102009.pdf" ��ARE YOU A CUSTOMER SERVICE HERO?�� In today's business environment, competition is intensifying.  Thus, a company can achieve a higher level of sales through customer goodwill & loyalty, as well as a competitive advantage, by pursuing customer service at all levels.  Even credit professionals cannot afford not to be customer-centric.  Customer service is everybody's business!  Join us as we guide you through a customer Service Adventure where you will discover the fundamentals of customer delight.  





11/23/09: � HYPERLINK "http://www.wcacredit.org/WebCreditPolicy11232009.pdf" ��CREDIT POLICY & PROCEDURES�


We will discuss the role of formulating, implementing & monitoring policies & procedures that relate to the credit department.  In business, policies may exist at several levels, whereas the credit policies apply to the credit department's activities for the company as a whole.  Although there is no such thing as a risk-free transaction, policies establish a guide for consistent credit decisions directed toward attaining the goals established by the company, as well as act as a training tool for your employees.  There are many suggestions that that you may want to use in formulating your own credit manual & there will be time for questions & answer.





Click above to register for either of these sessions!




































































