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Exciting New Partnering Arrangement

O Great opportunity for the Quality in Credit Management Programme
Providing support for QICM Best Practice Network Conferences

Increased number of events for QICM Best Practice sharing and networking
QICM at the ‘Experian Credit Excellence Workshops’ July & November
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QICM Consulting working with Experian on SEPA
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4 Credit Organisation Types

Type 1. The Contract Killers

 The ‘Rottweller’

« Known in the company as ‘the debt collectors’
 Beating Customers into submission

Do whatever it takes to drive down DSO and aged debt
 Broad customer base wide strategies

 Improve debt? MORE CHASING!

 Limited skillset ‘Call Centre’ approach

 Targets used as a stick to beat the teams

o Sales Conflictis the norm

 Prevented from seeing customers by sales

© Institute of Credit Management © Business Change Partners The recogniSEd standard in Credit Management




QUALITY o
@M Best Practice & Trends

INn Credit Management

P ; stitute of Credit Management
Supported By: .E.,E;*Emde[rlanl Institute of Credit Managemen
el of i

4 Credit Organisation Types

Type 2. The Coasters

« Cashrich stable revenue business
 No burning platform to improve or change
 Long standing staff and customers

e ‘We have always done it like this’ B\
« ‘If it ain’t broke...’ P
 Limited investment in Credit Management
 Limited measurement or targets in place
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4 Credit Organisation Types

Type 3. The Negotiators

o Seeks to improve from within

 Finds ways in helping customers to pay
 Exception based automation

e Trained credit teams

 Looks across O2C Processes

o Seeks input from stakeholders

o Targets used to improve performance
 Works with sales to improve customer service
 Seeks feedback and acts upon it
 Collaborative negotiators
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4 Credit Organisation Types

Type 4. The Thought Leaders

* Credit Control to Credit Management

* Debt Collection to Debt Management

» Actively engages the business

« Segment of 1 measurement and action

» Seeks alternative ways of doing things

« Takes ownership of O2C

« Manages targets to achieve specific results

» Sets business strategy

« Manages Stakeholders

« Continuous Improvement and constant change
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Operational QCM ‘Best Practice’ Examples

earyte of (et Managrment

Adecco

Making performance,
problems and plans
visible

Recognising high
performance and
motivating teams

-
Celebrating | Information

ileli i Success Centres Getting people

gr:‘gdl?gv?c:‘i; skills (Qj"--w-; together at the right
P g (%‘%1% 3 time to check progress
ongoing feedback \ Coaching & Performance against performance
Capability Reviews

Independently Ca— 3 ‘( i Bt _'# Agreed business
checkm_g where we [ w Cle Standards & | processes &standard
are against our W x— h operating procedures
standards X
Everyone Visual TEa Simple visual signs
understands the goal @ Management EEEE to inriiicated %
ofthe team and how Team B | strengths and
they contribute to it Problem Routines & EEER weaknesses

Solving Practices

Making problems Diarised plan for team

PROBLEM . '
visible and (Q) (e SEEEESSS | managers to ensure
agreeing a way of (Q;?j;“)j?'p? or I they are spending time
fixing them =T = o coaching their teams
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Technology
* Diallers in ‘The Cloud’ = ——= LA =
e Reduction in costs of implementation @@ : @

* Wider availability to smaller teams
e Pay-as-you-go ‘PerDial’

e Predictive, Progressive, Power Dialling

’F\
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The Future for Credit Shared Service Centres?

To support increasing economic uncertainty, the evolution

from Shared Services to Global Business Services continues
The three stages of Global Business Services evolution

Value

Stacc *Service Oriented Standalone GBS Entity
9 *Service Catalog Centric Strategic Business

3 *End-To-End Process Orientation Enabl ¢
*Non-Traditional Knowledge Centers of Excellence ) -nablemen
Value- =Commercial Performance Profile [E:m"_“_nf ““"_'“’“""‘"3“"=

Centric olnn "

«Unit Cost Reduction + Service Valuve + Business Value Focus

—_— e = — — — — — — — — — — = — —— — — — — — =

*Multiple Functions inside GBS Org

*Service Management Implementation : Service Level Excellence

2 +Enterprise Standards {Accurate and Reliable Reporting, Cash

*Performance Technology Improvement Dptimization, Improved Response
Process/Service *Knowledge Centers of Excellence

Centric BP0 & Managed Services Outsourcing
= Unit Cost Reduction + Service Valve Focus
— e e — — — — — e e e e  — ——

sFunctionally Focused & Owned Platform

Proceas Cost Reduction

sTransactional Standardization (Lower Cost per transacfion, Increased
1 *Regional Shared Services Consolidation Spans of Control, Labor Arbitrage, More
Function- «Unit Cost Reduction Focus Resource Fragmentation, Higher

Centric
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The Future for Credit Management Teams?
SSC to GBS

Technoloqy

To support increasing economic uncertainty, the evolution
from Shared Services to Global Business Services continues
The three stages of Global Business Services evolution , ~
! Innovation Programme
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Credit Strateqgies

The Credit Management Journey .
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Best Practice Conference and Networking Event
Supported by Experian and hosted by Venn Group

18 September 2013
09:00-17:00

Free to delegates

at Venn Group, 105-109 Strand, London, WC2R 0AA

For more information about QICM email: gicm@icm.orguk
vennGroup ’ To register email: events@icm.org.uk .8 Experian’
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The 2012 version on the progression of information technology researched by Karl Fisch
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