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1. Using Networking to Your Advantage
By Peggy Morrow

I bet at least once you have attended a session on "networking". Most people think that is something you do outside of your work environment. However, you need to network internally, too. A strong network can help you get ahead, get things done faster and more easily, and help you create a power base. Here are a few ideas on the subject. 

1.   Learn who the powerful people are and seek them out informally. This will give you an idea of the kind of behavior that is "rewarded" in your organization. If you are not comfortable with that style, you may want to think about changing jobs. 

2.   Make it a point to develop strong contacts with those people whose work can affect yours, no matter what their position. Remember: you do not have to like someone to form a work relationship. In fact, you can hate them and still have a supportive relationship. Pass on information you think would be helpful to them and help them in any way you can. 

3.   Do not ignore the "unimportant people". Everyone, from the custodial staff on up, is a valuable person to your organization. Treat them with courtesy and respect. All too often, I have seen people look down on anyone who are not at their level. 

4.   Develop a plan. Networking is a way of marketing yourself within the organization. Define your objectives, target prospects, make new contacts, and follow-up. 

5.   Ask people in your network for their opinions about your objectives and your methods of achieving them. For example, ask, "How can I be more visible and credible?" Most people like to be helpful and if you are looking for a mentor, this is a way to find one. Be sure to take some of their advice and be genuine. 

6.   Be patient and persistent. Networking and developing rapport with people takes time. 

I have a suggestion for you to start enlarging your network. Do not have lunch with the same people every day. That is, if you get a lunch! Do not eat at your desk. Use that time to get out, meet new people, and make contacts that can help you. 

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. She also writes a bi monthly customer service column for the Better Business Bureau of Houston and has been named a "content expert" for Inc.com. She can be reached at peggy @ peggymorrow.com or www.peggymorrow.com.


2. The 10 Commandments of Customer Service
1.     Customer service is everyone's job. 

2.     Respect your customer at all times. 

3.     Give your customer what your customer wants. 

4.     Exceed your customer's expectations. 

5.     Be truthful to your customer. 

6.     Ask your customer to evaluate your service. 

7.     Thank your customer and mean it. 

8.     Talk to you customer in language your customer can understand. 

9.     Give your customer your full attention. 

10.  Follow-up with your customer. 

Source: Donald L. Caruth, Ph.D. & Gail Caruth1.  


3. Dunning Notices: Back to the Future
Employment is now the monster issue in the U.S. economy. Until the unemployment rate drops, consumer confidence (and with it, business confidence) will continue to deteriorate. And now we are seeing another perverse side of the employment problem: Underemployment within business organizations (i.e., short staffing). Therefore, the crucial question becomes, "How can you make optimum use of the staff you've got?" 

At EMI CMG Distribution, where two thirds of the customer base accounts for only 4 percent of sales volume, the answer - initiated several years ago - was to supplement monthly statements and personal collection efforts with mid-month dunning notices. 

The dunning notice program was begun with some trepidation. "They seem old fashioned - in the mail and all of that," says Customer Services and Sales Support Director John Vogelaar. "Certainly, fewer companies are using them. The collective wisdom was that they were not effective anymore. 

"But, for us, they've worked out. They have helped us stay within desired ranges for past-due accounts without making phone calls to those accounts. You have to do something if you don't have the staff to make the calls." 

The notices are standard and not tailored to individual customers. They are generated from information downloaded from the server into Excel. They are worded as reminders rather than as demands, informing the customer how much is owed on that date and showing if there are any open credits on the account. 

Vogelaar adds that no one seems to be offended by getting an old-fashioned dunning notice. Since the program began three years ago, only one customer complained about getting a notice rather than a phone call.


4. Short Staff, Short Cash
From short staff, it is on to short cash. Sure, the big corporations are wallowing in liquidity - accumulating from a reluctance to spend on staff and equipment. However, small-to medium-sized businesses are struggling with frozen or withdrawn bank credit lines and stretched-out receivables. In addition, those receivables are not likely to speed up much because their customers are facing identical problems. 

"We're in a position where we have to work more with customers and do more payment plans." says Credit Manager Tony Greenway of Edwards Garment Company. "We want to be able to ship product, but we also have to address their arrearages." 

One positive is that the weeding out of weaker customers during the Recession has increased confidence that those given payment plans can and will comply with them. There are fewer defaults and write-offs and the comfort level has increased. 

Greenway's general strategy is "to have more money coming in the door than going out." Individual payment plans are devised according to specific customer situations. Typically, they are on a one-for-one or a two-for-one type of shipping basis - send us $1 (or $2) we will ship $1 in product. 

"We might set up a weekly payment plan, a schedule with the aim of continuing to work down the arrearages and not put them on hold," he says. Of course, the amount matters. "You're going to work more with someone who is doing $15,000 a month than with someone who is doing $500." 

So, what does the future hold? Greenway says it is difficult to see where customers' cash flows will improve much over the next two to three years. "I don't see small business lending picking up until the banks start increasing their comfort levels," he says. The situation with municipalities - a significant part of Edwards's business - is especially dire. Payments from some of these are backed up 180 days. "A lot of things will have to happen in Washington for state and local governments to free up their cash positions."


To learn more about subscribing to Credit Today, check out their web site at www.credittoday.net
Credit Today Benchmarking Survey- 2011 Improvement Initiatives -- Many Different Things Going On

Credit Today 2011 Outlook Survey Reveals a Changing Risk Scenario

Benchmarking Survey on Meetings Looks at the Worst Meeting Experiences - Learn What to Avoid!

Credit Today Benchmarking Survey- Readers Weigh In With Some Great Best Practices For Managing Meetings

Credit Today Benchmarking Survey on Meetings, Part I, Reveals They Are Alive and Generally Quite Well

Benchmarking Extended Terms- Everything You'll Need to Know Manage This Critical Marketing and Credit Process

Benchmarking Extended Terms- Survey Participants Weigh In on the Process With Some Great Advice



 UPCOMING INDUSTRY CREDIT GROUP MEETINGS

September 08, 2011

Metals & Industrial Suppliers Credit Group

 
Brookfield, WI 

Food Suppliers Industry Credit Group

Madison, WI
September 09, 2011

SE Electrical Suppliers Credit Group

Milwaukee, WI
September 13, 2011

Fine Paper/Graphic Arts Industry Credit Group

Milwaukee, WI
September 14, 2011

Plumbing & Heating Industry Credit Group

Waukesha, WI
September 15, 2011

Construction Industries Credit Group

Appleton, WI
September 16, 2011

IL Fine Paper Industry Credit Group

Burr Ridge, IL
September 20, 2011

Building & Construction Materials Credit Group

Milwaukee WI 

WI/IL HVAC Industry Credit Group

Rockford, IL
September 21, 2011

Minnesota Electrical Product Suppliers Group

Brooklyn Park, MN 

Food Service Supply Hospitality Industry Credit Group
Milwaukee, WI

September 22, 2011

Western Electrical Suppliers Credit Group


Madison, WI



EDUCATION EVENTS   

SEPTEMBER

September 09 - Credit Measurements, CBMN Fall 2011 Kickoff Dinner Meeting
September 12 - How to Become a More Successful Collector Webinar
September 27 & 28 - 2011 Credit Professional’s Conference!

Check out our website for more upcoming events.
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Contact Us





Phone: 262/827-2880


Web: www.wcacredit.org
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President & COO 
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Administrative Support





Dianna Rowinski X225
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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!
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PROGRESSIVE COLLECTION PROGRAM THROUGH YOUR ASSOCIATION





When you engage our services, you will receive:





Commercial Credit Reporting Capability - Your Association is responsible for, controls and has access to multiple commercial credit reporting databases.  When appropriate, we advise and update these databases of an adverse case or situation, so that other credit managers are aware of action occurring on a particular debtor.


Collection Reminder Stickers - These can be placed on your account invoices or statements as a reminder that you are ready to do what it takes.





Free Demand Service - Our recovery kit contains final demand forms that offer our members flexibility to select their own demand period, where accounts may be paid or withdrawn with no fee due.  This final demand tool will collect many of your accounts before the need for collection services are required.





Automatic or Immediate Engagement....  If your debtor does not respond to the final demand within the period you have specified, we automatically open our online case file and engage your debtor immediately.  Cases, which are reviewed for immediate collection, are engaged upon our receipt of the claim.





Contingent or Hourly Engagement... Only The Business Credit Management Association, Wisconsin Credit Association offers its members the choice of a contingent or hourly placement.  Choose which option works best for you.





Forwarding Service... The Business Credit Management Association, Wisconsin Credit Association's affiliation with attorneys nationwide can expedite any necessary legal action that may be required to recover your receivables.





Contingent Rate Guarantees... The Business Credit Management Association, Wisconsin Credit Association will guarantee the same contingency rate whether we recover your receivable or our network of attorneys causes a recovery.





CONTACT...Call the Association for further information at (262) 827-2880 or e-mail us at � HYPERLINK "mailto:collection@wcacredit.org" ��collection@wcacredit.org�. 


 


�Please contact � HYPERLINK "mailto:chrysg@wcacredit.org" ��Chrys� at BCMA, (262) 827-2880 X221 to Report Member News





In This Issue 


The Association Member Updates & News 


This month’s topics…


Using Networking to Your Advantage


The 10 Commandments of Customer Service 


Dunning Notices: Back to the Future


Short Staff, Short Cash


Followed by�� HYPERLINK  \l "_UPCOMING_INDUSTRY_CREDIT" ��Industry Group Meetings�


��� HYPERLINK "http://www.foomp.com/" ��� EMBED Word.Picture.8  ����(Partners)


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�


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





��HYPERLINK "http://www.wcacredit.org/WebSuccessfulCollector09122011.pdf"��"How to Become a More SUCCESSFUL Collector" WEBINAR�� Monday September 12, 2011


9:00 to 10:00 AM Central Time





Topics include:


- The do's and don'ts of debt collection


- Suggestions on handling belligerent customers and antagonistic salespeople


- Ideas for prioritizing the collection process to maximize your return on investment


- Tips on becoming a proactive rather than reactive debt collector


- and much more!





� HYPERLINK "http://www.wcacredit.org/WebSuccessfulCollector09122011.pdf" ��Download Announcement & Registration���


 � HYPERLINK "http://www.wcacredit.org/" ��CREDIT PROFESSIONAL'S CONFERENCE��September 27 & 28, 2011�Milwaukee Marriott West Hotel Waukesha/Pewaukee WI


" Legal Aspects of Trade & International Credit Management (a full-day program)”


“Credo of a Business Creditor”


“Member Roundtables”


“What it Takes to Gain Buy-In”


“A New Pro-active Role for Business to Business Credit Managers in Successfully Aligning a Critical Business Function”


NOW is the time to � HYPERLINK "http://www.wcacredit.org/" ��SIGN UP� for sessions, to SPONSOR your Conference & sign up for SILENT AUCTION DONATIONS too! The Brewer Outing has been sold out


 Click � HYPERLINK "http://www.wcacredit.org/conferencesponsor.html" ��Here� for Silent Auction & Sponsor Details!


What's on the Auction Block so far? Click � HYPERLINK "http://www.wcacredit.org/auction_sponsor2011.shtml" ��Here�


Who's Registered so far? Click � HYPERLINK "http://www.wcacredit.org/attendees2011.shtml" ��Here� 
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