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1. Auditing Your Time Leaks

In this fast paced world, time has become a precious commodity. Does anyone have enough of it these days? However, I have found that many of us waste some of those precious hours through time leaks. Here are some examples. See if you are guilty of any of these.

1. Starting a job before thinking it through.  This is usually caused by a feeling of urgency that you have to start doing something, anything, on a project or task. So, you just jump in and start. Wrong move. Time management experts say that an hour of planning will save you three to four hours of time wasted.


2.  Doing unproductive things from sheer habit.  What is something that is a low return on investment of your time? Is it something you are able to delegate to others? Is it even worth your time? These are questions that will help you stay focused on your highest priorities with the biggest payback for your efforts.

3. Failing to anticipate a crisis. There are really only two things you can do about a crisis. Prevent them all together or limit them in scope and time. Again, time management experts say you should allow 25% of your day for crises and fires. Make a list of some of your latest. Is there any way you could have anticipated them and kept them from ever happening in the first place? How could you have shortened the time needed to deal with that crisis?

4. Making unnecessary visits, phone calls, or socializing at great lengths between tasks.  One of the ways we procrastinate is by socializing with others through e-mail, Facebook, the phone, or in-person. I hope you don't have a reputation as the office "Chatty Cathy" or "Talking Tom". Yes, you want to establish friendly relationships with your fellow co-workers, but limit the time spent.

5. Failing to build good barriers against interruptions.  I could write an entire article on dealing with interruptions, and I have! E-mail me with "interruptions" in the subject line and I will send you the handout I use in my time management training.

6. Doing things that should be delegated.  For every one of your tasks you should ask, "Do I (and only I) have to do this or can I delegate it?" 

So, how did you do? If you were guilty of any of these time leaks, figure out a way to plug them fast!

Peggy Morrow is the president of Morrow & Associates in Houston, TX, and the author of four books and other learning tools on customer service, customer loyalty, teams and communications skills. 


2. A Passive Approach to Collections Doesn’t Work
Occasionally, I am asked to do some consulting work.  I recently was asked if I would do an assessment of the work being done by a collection group.  Management was concerned that DSO was increasing.  The company’s goal was to identify and correct the root causes of the increase in DSO.  I was given unrestricted access to the credit department staff, and to the company’s records including its online credit notes system.

The company had a large number of relatively small-dollar active customers.  It employed ten collectors.  One of my first questions was this: How many collection calls did each collector make on the average day?  The answer was startling.  The collectors averaged between 85 collection calls a day, which is about double the number of calls I expected.  

I started reading the collectors on line notes.  This was fairly typical:

Monday:  Called owner. Out. Left message

Tuesday:  Called owner.  Not available. Left message.

Wednesday.  Called again.  Owner on a conference call.  Left message asking for a call back today.

Thursday.  Called again.  Owner out for the day.  Told to follow up Friday a.m.

Friday.  Called. Left on hold.  Called back.  Owner out. Left message.

The problem is that leaving messages is a passive approach to the debt collection.  I felt this company’s collectors were sacrificing the quality of their collection calls for quantity.  The collectors were confusing effort with progress. I suggested the following changes be implemented immediately:

Concentrate on the quality, not the quantity of calls.

Try not to leave voice mail messages.  A delinquent account is likely to ignore messages of this type.  

Change strategies.  If the A/P Manager is in a meeting or on another line, indicate that you will wait for them to become available.

Another useful strategy is to escalate the problem.  If the A/P Manager is not available, ask to speak to the customer’s CFO, President, or the company owner.

Don’t leave more than two messages for the same person.  If the customer has not returned your call after two messages, recognize they probably do not intend to return your calls.  

Change the delivery method for your payment reminders.  Use phone, fax, and email to remind customers about the delinquent balance and to ask them to call you.

When delinquent accounts are uncooperative, consider placing the account on credit hold to get their attention.

It was apparent to me that the problem was not the amount of effort being put forth by the collection team but the fact that their efforts were unfocused.  I am convinced that the department will become more successful by recognizing that a “shotgun” approach to contacting customers will never be as effective as a focused approach to resolving problems and collecting delinquent balances.

By Dorothy Siegel

3. Profiting From Late Payment Penalties--No More Mr. Nice Guy
The standard late-payment penalty provision in sales contracts has been most notable for non-enforcement. Often it's been more of a carrot than a stick, conspicuously forgiven to sweeten up customer relations. Sumitomo Electric Credit Manager Chris Finch would use it to help the sales force. 

"Occasionally I'd bill late charges to someone and let Sales be the nice guy and say, 'I'm going to get Credit to waive them this time. I'll tell them you're committed to paying promptly from now on.'" 

Yeah, right. This forgiveness probably did more to encourage further delinquency than to correct it. But that's all in the past now. Finch is billing more late charges than ever before, and he's collecting them. 

"It's very profitable," he points out. "If the money came in on time, we wouldn't be making anything with interest rates as low as they are. So, as long as payments are eventually made, late charges are an advantage." 

Is there customer resistance? Sure. "You run into the standard response, 'We don't pay late charges.' I say, 'We don't like to bill them either, but in this case we're making an exception. You're asking us to be your bank.'"

He acknowledges that the charges are, in a sense, unfair. The largest customers are going to pay "when they feel like it within certain parameters." If you try to collect late charges from them, you're going to drive their business elsewhere. It's the small- and medium-sized customers that don't have that leverage, unless they manage to buy from somebody else, and chances are somebody else will penalize late payments too. 

And he ruefully notes that late charges don't do much to enhance his own stature in the company, where his main measure is percent current. The charges go right to the bottom line, significantly increasing profits. "But I'm not measured on how much money I add to the bottom line," he says. "It's the percent current. And that's in the toilet."


4. Who's Recession Proof Now?
We've been adding to the list of the "Cs" of credit for some time, and since 2008, we have another one: the "Continuum" from Recession-Proof to Recession-Panicked industries. The panicked group is easy to identify. Take the retailers, distributors and manufacturers in the luxury industry. With the debacle of recent weeks, Tiffany, Saks and Nordstrom shares plunged by nearly 20 percent, no doubt jolting whatever expansion plans they had and dragging down their supply-chain manufacturers and distributors with them. 

What about the recession-proof group? Certainly C.R. Bard would be prominent there. A leading developer, manufacturer, and marketer of medical technologies, the company should be solid in any economy. People don't stop getting sick or being injured in recessions. But that's not how it's working out. 

"People thought our industry was recession proof," Credit Manager Marty O'Toole told us. "But it turns out that there's a discretionary factor involved. You can postpone treatment indefinitely. Even if you have insurance coverage, maybe the deductibles scare you or simply the fact you're afraid to miss work. Your company may discover they can do without you while you're recovering. The big fear is that the growth we thought was there isn't." 

And that's changed the credit management perspective significantly. The company had always been more sales growth oriented than risk adverse. They had the luxury of serving in the hospital industry where, although they do see bankruptcies from time to time, overall, customers do pay their bills. But now there's concern about when they'll pay. 

"We're limiting our exposure earlier in the cycle," he says. "We have excellent margins, so before we wouldn't think twice about extending an extra 30 or 60 days. We figured that if we did make a mistake we have more room to recover than those with single digit margins. But now we're more concerned about extending that additional time. It's not so much restricting initial exposure as cutting our losses earlier." 

While he emphasizes that no senior management person has called to tell him to tighten his belt, he notes that this less accommodative credit stance is bound to have an impact on sales. And he worries that this will go on for some time. 

"I don't see the economy getting better--and people becoming more willing to consume services, including health services--until the country manages to address the debt issue," he says. "I don't see how we can spend our way out of this."

To learn more about subscribing to Credit Today, check out their web site at www.credittoday.net
Fire-Starter Words- Four Things Never to Say to a Customer
Views From the Trenches- How the Current Business Environment is Impacting Bad Debts & Bad Debt Reserves
Credit Today Benchmarking Survey- 2011 Improvement Initiatives -- Many Different Things Going On
Benchmarking Survey Reveals Bad-Debt Reserve Levels; Bad-Debt Ratios, & Metrics That Matter in These Numbers
Credit Today Benchmarking -- Survey Reveals the Methods For Setting Bad-Debt Reserves, the Reasoning Used, & What Triggers Bad-Debt Write-Offs



 UPCOMING INDUSTRY CREDIT GROUP MEETINGS

October 11, 2011

Fine Paper/Graphic Arts Industry Credit Group

Milwaukee, WI
October 12, 2011

Plumbing & Heating Industry Credit Group

Waukesha, WI
October 13, 2011

Metals & Industrial Suppliers Credit Group

 
Teleconference Meeting

Food Suppliers Industry Credit Group

Madison, WI
October 14, 2011

SE Electrical Suppliers Credit Group

Milwaukee, WI
October 18, 2011

Building & Construction Materials Credit Group

Milwaukee WI
October 19, 2011

Food Service Supply Hospitality Industry Credit Group
Milwaukee, WI

Minnesota Electrical Product Suppliers Group

Brooklyn Park, MN
October 20, 2011

Construction Industries Credit Group

Appleton, WI
October 21, 2011

IL Fine Paper Industry Credit Group

Oak Brook, IL 
October 25, 2011

IOWA Plumbing Heating Electrical & Construction Industry Credit Group

Cedar Rapids, IA

WI/IL HVAC Industry Credit Group

Rockford, IL

Western Electrical Suppliers Credit Group


Madison, WI

Check out our website for more upcoming events.
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          Penny Keen CCP, CPC     
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          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 
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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





Gail Venne, X223


Group Administrator





Lisa Schroeter X224	


Credit Reporting/Group Services/ Data Transmission


Attorney Liaison





Lee Pearce, CCP, CPC X231


Recovery Specialists





Sandi Chojnacki, CCP, CPC X228


Recovery Specialists





Barbara Martin X227


Recovery Specialists





Jim Kelly (513) 492-7636


Director of Credit Services


Ohio Regional Office





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 MemberS


Larry Ruka


		Ruka Investments


	Annette Hagemann, CICP


		Wacker Neuson Corp





NEW Member Representatives


Doug Weick


		Milwaukee Electric Tool Corp


	Ricki Lewis


		All County Electric Supply


	Yuji Oj Ozeki


		Unytite Inc


David Liu


	Cryomax Cooling System Corp





NEW Group Members


	Annette Hagemann, CICP


		Wacker Neuson Corp





NEW Group Representatives


Electrical Product Suppliers Industry Credit Group


Ricki Lewis


		All County Electric Supply


National Fasteners Industry Credit Group


Yuji Oj Ozeki


		Unytite Inc


International Credit Executives (ICE) Group


Doug Weick


		Milwaukee Electric Tool Corp


National Radiator, Air Conditioning & Thermal Products Industry Credit Group


David Liu


	Cryomax Cooling System Corp


�


�HYPERLINK "http://www.wcacredit.org/WebFSASeriesFall2011.pdf"��FINANCIAL STATEMENT WEBINARS�� Thursday Oct 6 | Thursday Oct 13 | Thursday Oct 27 | Tuesday Nov 8 - 9:00 to 10:00 AM Central Time





We all know that you don’t need to know how to rebuild a car’s transmission to know how to drive a car. Similarly, you do not need to be an accountant to learn how to use a financial statement prepared by accountants to make better-informed credit decisions. This Financial Statement Analysis program is a series of four sessions intended for individuals with beginning to intermediate understanding of customer financial statement analysis. At the end of the four-week series, attendees will have a solid foundation for using financial analysis in the credit decision-making and risk mitigation process. 





The presenter writes: “I’ve been teaching Financial Statement Analysis Classes in Webinar format for years and am proud to say I have never lost a student yet! This program is truly interactive. No one can learn financial statement analysis without practice. The beauty of this course is that you can practice using information provided by your customers – not provided by me.”





 Click �HYPERLINK "http://www.wcacredit.org/WebFSASeriesFall2011.pdf"��here� to learn more about this Webinar.
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By clicking on TSYS Merchant Solution's logo, you will be leaving this web site.  Products & services accessed through this link are not provided or guaranteed by your Business Credit Management Association (BCMA). TSYS Merchant Solutions may have a privacy policy that is different from your BCMA Affiliate.  Please review TSYS 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�
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How to Handle Hostile Customers�©2003. � HYPERLINK "mailto:coveringhr@yahoo.com" �Michael C. Dennis�, All Rights Reserved


The decisions made by the credit  The privilege of buying goods, services or borrowing� HYPERLINK "javascript:kadovTextPopup(this)" � mone� A medium of exchange; coined or stamped currency. y in return for a promise of future payment. �department are not always popular. Nevertheless, it is the job of the credit manager to make difficult decisions, and to communicate these decisions themselves or delegate this unpleasant task to a member of the credit and collection team In the case of a secured interest, the secured party may agree to make his security interest inferior to another security interest. �. Often, it is preferable to have the credit team member that manages the day-to-day interactions with the customer deliver bad news. Why? Because if anyone else steps in to present this information, it will tend to undermine the team member who handles the account on a day-to-day basis.


As most credit professionals know, customers' reactions to negative decisions can be unpredictable.  Credit managers need prepare themselves and their team to deal with belligerent and abusive customers.  Credit department personnel should know:


That they are expected to be able to deal effectively with irate customers.


Never respond in kind to an outburst by a hostile customer.  Anger tends to feed on itself.  


Don’t respond with sarcasm or cynicism or criticism.  Doing so will simply prolong the call and take it into another unproductive direction. 


Do not take the customer’s hostility personally.  Remember that hostility and abuse are usually prompted by the fact that the collector is requesting payment and not at the collector personally.


The best strategy is to wait a hostile customer out.  Trying to control the discussion too soon is a mistake.  Irate customers usually talk themselves out and once the conversation has calmed down, the collection can start to bring the discussion back around to the reason for the call.


That credit department team members are not expected or required to put up with profane or abusive language.  Customers using such language should be warned.  If they persist, the call will be terminated. 


That collectors must report any physical threats from customers to their manager immediately.


Anger on the part of a delinquent customer aimed at the collector is almost always misdirected.  The customer is usually angry with themselves and/or embarrassed about their current financial predicament.  


For many delinquent customers, lashing out at collectors asking politely, professionally but firmly about payment status is often a form of stress relief.


That telling hostile customers exactly what will happen if they do not pay is a two-edged sword.  It may prompt payment, or it may prompt defiance and an emotional rather than a rational response on the part of the debtor.  


That collectors sharing war stories and using these stories in role-playing exercises is an excellent way to prepare collectors for the real thing.


Never pass the buck. For example, never say:  "I didn’t make the decision.  I'm only the person assigned to call and tell you about it” because doing so:


Weakens your bargaining position


Changes the customer’s perception of you from a decision maker to a messenger


Will often prompt the debtor to demand to speak to the decision-maker


Take ownership of the decision, even if you did not make it.  This will make it much easier for you to justify the decision, which means that the underlying credit or collection problem can be addressed more quickly and more directly.�Reprinted with permission from the � HYPERLINK "http://www.coveringcredit.com" \t "_blank" �Covering Credit Newsletter� 9/15/03 Edition
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