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Every morning we each spend time getting ready for the day. We brush our teeth, style our hair and put on clean 
clothes. For some women, this ritual may include applying make-up and choosing jewelry to accessorize the 
outfit of the day. Basically, we make ourselves presentable. And why do we do this? Because we want to make the 
best impression possible, of course.

We put time and effort into how we look but why don’t we spend the same energy on sprucing up how we 
sound? Think about it. The majority of communications we have are by telephone. The people we talk to may 
never see us, so why wouldn’t we invest the same care in grooming on how we sound?

How many times have you been on the receiving end of a conversation that the person on the other end of the 
phone is stammering, humming and hawing, circling the real issue, but never really getting to the point? When 
they’re finished, you’re not only confused and exhausted from trying to follow their train of thought that never 
really left the station! How many times have YOU been that person?

At any given moment you may be talking to the CFO of one of your largest purchasers, confirming an order 
with an in-house sales person or presenting your credit decision on a new customer to the board of directors. 
Wouldn’t it be nice to have the confidence and ability to do all of this effectively?

There are several books dedicated to the subject of effective communication. Virtually every management train-
ing manual contains something on the topic. It is recognized as an integral part of business. All of these are terrific 
resources with great ideas, but there is no substitute for real-life practice. There is a learning curve and the best 
place to start is probably not at the next board meeting. Start small, sign up for a public speaking class through 
college or continuing education offered in your area. There are also groups that, for a fee, will help you to 
understand and perfect the art of communicating. Another way to practice is to have someone record you while 
you talk. Play back the recording and count how many times you say “uh”, “um”, “ya know”, etc. Do you repeat 
yourself? Do you talk around the heart of the matter, but never really get in to it? Be conscious of your voice. Do 
you speak clearly with confidence and skill or do you mumble and hesitate? 

Effective and persuasive communication is a big part of the credit and collections department. Take the time and 
make the investment in yourself to become a better communicator. 

All organizations are more or less anxious. Anxiety causes organizational symptoms, including conflict, 
absenteeism, disengagement, and group think (the “herd mentality”).  Leaders have a central role to play in 
minimizing anxiety in the “system.” By applying systems theory and improving one’s emotional intelligence, 
a leader can make a significant difference in an organization. This presentation will discuss practices that 
leaders and/or employees can implement to improve organizational health and emotional maturity.

Jake White is the Director of Training and Development at Clyde Companies. He received his bachelor 
degrees from the University of Utah in Sociology and Psychology. He received his masters degree in 
Psychology, with an emphasis in organizational Psychology, from Seattle Pacific University.  Jake has worked 
as an Executive Coach to several companies.  Jake grew up in Bountiful, Utah. He currently resides in 
Cedar Hills, Utah with his family. 
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Improve Through ICEL!
by Sandra Brown, Schmidt Signs Service Inc.

Thought For The Day
Eleanor Roosevelt spent many hours with U.S. soldiers during World War I. She walked hundreds of miles in hospital 
corridors, worked in emergecy rooms and ate with the troops. She carried a prayer her whole life that said:

"Dear Lord, lest I continue in my complacent ways, help me to remember that someone died for me 
today. And, if there be war, help me to remember to ask and to answer, 'Am I worth dying for?'"

Now, more than ever, you have unlimited potential when it comes to what you can achieve. All it takes is the 
RIGHT ATTITUDE, the right plan, the right opportunity, and the right tools. Getting it right is exactly what we as 
board members of ICEL hope to give you at our monthly meetings and through this newsletter. We hope to give you 
powerful information and profound insights that will make a lasting, positive impact on your life and career.

Your ICEL Board of Directors are a great bunch of PROFESSIONALS with a lot of talent and expertise that they 
are willing to share with all ICEL members.

I would like to express the importance of ICEL. Our membership is a privilege and promotes professional status, 
education, business contacts, friendships, and all the broadening influences that are inherent in a National business 
organization.

We as ICEL Board of Directors are dedicated to the education and enhancement of the credit profession by passing 
on to members the enthusiasm to better yourself in your professional education. Remember that credit education 
helps to improve your ability to perform your job and improves your chances to be promoted or obtain better pay.It 
also gives a boost to your esteem. It is the key to your future. Make it a good future!

Remember, the goal of ICEL is to present credit related topics each month and to supplement educational programs 
provided by NACM BCS, to provide educational scholarships to members, to retain members, to achieve growth 
and to provide a forum for networking the exchange of ideas while meeting and promoting the needs of the credit 
management profession.

ICEL gives you the opportunity of:

Credit Education
Meetings, Conventions and Seminars
Valuable Personal Contacts
Scholarships
Monthly Newsletter (Excellence)
Monthly Meetings 

I challenge all of you to reach out and achieve more than 
you have ever dreamed possible. To become a success takes 
a plan of action, which should include setting short and 
long term educational goals.

To get started, stop just thinking and start doing. Be just naive enough to do it and to plan to give yourself time to 
achieve your goals. Remember, it is what you learn after you know it all that counts.

Your participation is beneficial to everyone. We need your input. Hopefully, you need us to make your job more 
productive for you and your company. Please come and participate and learn to be a positive impact in  your job and 
with those around you.

"Create the highest, grandest vision possible for your life because you become what you believe."

•
•
•
•
•
•

Larry Brooks, CCE, A R U P
Nina Flurer, CCE, H & E Equipment
Mary Jane McIntosh, CBA, Henderson Wheel
Barbara MacKay, Intermountain Concrete Specialties.
Falelua Kaihai Kenworth Sales Co.
Kelley Kunz, CBF, Martin Door Manufacturing
Sharon Lake, CBA, MESCO
Penny Williams, Midwest Floor Coverings
Kim Pool, Steelco
   

Nominees For ICEL 2008-2009 Board of Directors
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ICEL Scholarships For Credit Conferences
Your ICEL board has approved $150.00 conference scholarships for ALL ICEL members with an 80% attendance 
record, who plan to attend either the 2008 Credit Congress in Louisville, Kentucky or the 2008 Western Region 
Credit Conference in Las Vegas.  Contact Georgette Bevan for more information at 801-433-6116.

February ICEL Luncheon Re-cap
by Caryl Nielsen, CBF, Valley Glass, Inc.

Business Etiquette was this month’s topic. Karl Childs has worked within the professional business environment for the over 20 
years. He has worked for several well-known companies, including ZCMI, Utah State University and Novell. 

Business Etiquette boils down to the first impression an individual has of you. A first impression is formed within the first 30 
seconds of contact.

Business Etiquette is your customer’s perceptions and perception is reality. There are several different types of etiquette. Karl 
touched on the following:
1. Company culture and general business etiquette
2. Phone etiquette
3. E-mail etiquette
4. Meeting and business lunch etiquette

Business etiquette is not the same for all. You must conform to each different environment. If your company culture is informal 
and the dress is business casual you should dress and act accordingly. Make sure you always dress appropriately for the business 
environment you will be working in.

How do you approach people in other companies? How do you get them to do something for you? The Big Secret is “SAY 
THANK YOU!”

What needs to be done to make a good impression? Here are some areas Karl touched on:
1. Your personal appearance and hygiene is very important.
2. Watch your body and verbal language.
3. Ways of talking – talk slow, don’t get to close as everyone has their own personal space. We should all respect that.
4. Shaking hands – an even, firm shake do not grasp too tight.
5. Posture is important – stand up straight.
6. Don’t interrupt a person while they are speaking – the only time you should interrupt is in an emergency.
7. If you’re calling in sick speak to a live person and call in yourself.

Does it matter how you dress if you are only speaking on the telephone? Yes it does. You will sound how you feel. If you dress 
professional you’ll sound professional. If you smile it will come through the phone. Return phone calls in a timely manner.

E-mail should always be treated with professionalism. Use specific subject lines. Stray away from sarcasm and always be aware 
of forwarding jokes.

Meetings are formalized conversations. They are time sensitive and should have a stated purpose. Karl gave us the following 
suggestions:
1. Have a formal agenda
2. Have a timekeeper
3. State the purpose
4. Do not answer your cell phone or even better, turn it off

The same rules apply with some extra considerations for business lunch etiquette. Eat politely and watch the garlic and onions. 
Remember people are watching you eat. Follow the lead of the person paying and try to know who’s paying. 

Karl concluded his presentation with these things to remember; etiquette comes with practice, be open-minded and maintain 
open and honest communication, be thoughtful and courteous and give credit where credit is due. 
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ICEL Spotlight, Chad Wheeler, NACM BCS
By Erin Doll, CBA, Mountain Contractors Supply Group

We would like to welcome one of newest ICEL members, Chad Wheeler.

Some of you may know Chad from his work in NACM’s collections department. At the end of December, Barbara retired from 
NACM. Chad recently took over Barbara’s position at NACM in the Sales Department. Chad moved from Florida to Utah in 2001 
and started working for Coca-Cola in accounts receivable. He then moved to collections. In 2002, Chad began working for NACM 
in their collections department.

Chad graduated from the University of Florida with a BS in Wildlife Ecology and Conservation. Like many of us in the credit field, 
his field of study was not related to credit.

Chad will be celebrating his 6th wedding anniversary in May. He has a daughter that turns 4 in August and a son that turns 1 in 
March.

Chad loves to golf and wants everyone to know “Go Gators!!”


