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ICEL Luncheon
Thursday, January 12
Red Lion Hotel 
11:45 a.m. — 1:15 p.m.

Cost: $18.50 
For reservations contact  
Georgette Bevan at 487-8781,  
ext. 116 
email: GBevan@nacmint.com

HAPPY NEW YEAR!!!

This is the time of year for 
New Year’s resolutions.  These 
resolutions usually apply to our 
personal lives.  We have the 
losing weight resolution and the 
saving money resolution as the 
two most popular.  New Year’s 
resolutions can be a good tool 
if we set a goal along with the 
resolution and then a plan to 
make the resolution work. 

 

My resolution is to save money 
for Christmas next year.  My 
goal is to have $500 by De-
cember 15, 2006.  I receive a 
paycheck weekly so I plan to put 
$10.00 out of each paycheck 
into a savings account for my 
Christmas fund.  Now, I just have 
to work my plan.  Resolutions 
don’t work unless you have a 
goal, a plan and follow through.

In our professional lives, we also 
need to have resolutions.  We 
need to set goals that we can 
attain, provide a plan to make 
these goals happen and then fol-
low through.  

Sometimes our employers im-
pose goals on us and sometimes 

we are left to ourselves to form 
our own goals.  In either case we 
have to form a plan and work our 
plan to succeed.

We can make resolutions in how 
we will extend credit.  We can 
evaluate how our credit policy 
is working and determine if 
we have to be more careful in 
extending credit or if we can take 
a little risk.

We can make resolutions in how 
we will collect money.  We can 
evaluate the way we collect our 
Accounts Receivable and deter-
mine if we should change our 
approach, send our bad accounts 
to NACM in a more timely man-
ner or write off the old accounts 
that will never be paid.  That can 
really help lift spirits when you 
don’t have to look at that old 
receivable anymore.

Finally, we can determine to 
take one credit class.  This can 
improve our professional life.  
The knowledge gained can be 
applied in your office.  This can 
help your boss to see you in a 
different light.  Then, take some 
more classes and set your sights 
to obtain your designation. 

It is a brand new year.  Let’s set 
our goals and make it the best 
year ever.  Have a very Happy 
New Year from the me and the 
ICEL Board of Directors.

“No guts – No credit 
(personal credibility based on 
ability) – Case Formulation and 
Presentation”

Credit Managers make deci-
sions every day but when that 
decision is called a “case” – even 
the most seasoned individual 
may shudder. Where do I be-
gin, what do I need and how do 
I present it?  Take the mystery 
out of cases by attending this 
program. 

Susan has been a speaker for 
ICEL and other NACM events, 
including the 2004 Western 
Region Credit Conference.

Have a guest?  This is an excel-
lent time to share the benefits 
of ICEL. Notify Georgette and 
ICEL will pick up the tab for 
your guest.

No Guts—No Credit 
by Susan Lujan, CCE, Kenworth Sales

SAVING MONEY

PROFESSIONAL GOALS

Speaker: 
Susan Lujan, CCE
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Larry Brooks, CPA, CCE
Credit Manager
ARUP Laboratories, Inc.

"Shut Up and
Do As I Say"

I was on the receiving end of 
a collection call, when this 
extremely rude remark was 
made to me by a Third Party 
collector.  I think it makes a 
point of our need to be care-
ful of not only what we say 
when speaking to debtors, 
but being careful of who we 
select to represent us.

At the time of this incident, I 
was Controller of an organi-
zation. Therefore, a call was 
forwarded to my desk per-
taining to an unpaid invoice. 
I was in the process of trying 
to determine exactly what it 
was that we owed (the goods 
or services, the amount, 
etc.).  In the midst of the 
conversation, the collector 
said to me, in no uncertain 
terms, “shut up and do as 
I say. Get your checkbook 
out, and send me the pay-
ment.”  Needless to say, I was 
flabbergasted.  It took me 
quite some time to regain my 
composure. As I recall, I left 
the building and “cooled off ” 
for about an hour.

After determining who the 
creditor was, I made a phone 
call to the person in charge 
of sending this account to 
collections. (The company 
I worked for was part of a 
large national company. We 

did not have any cash flow 
problems and the invoice 
would have been paid, if we 
had known of its existence.) 
I told the story of what had 
happened to me.  Again, the 
response from the other side 
was unexpected.  Instead 
of being apologetic for my 
experience, the response was, 
“Yeah, he really gets a lot of 
attention, doesn’t he?” Oh, did 
I mention, he was even laugh-
ing when he referred to his 
collector and how “successful” 
he was.  What I thought was 
a traumatic experience, was a 
laughing matter to the credi-
tor.  One of the first things I 
did was tell our purchasing 
department, to NEVER buy 
from that supplier again  (if we 
had any alternative).

Yes, I know that there are rules 
that a Third Party collector 
“must” follow. For example, 
the rules contained within the 
Fair Debt Collection Practices 
Act (FDCPA).  Those rules 
were in force when I received 
my phone call.

It might be a fun (or, if not 
fun, informative) project for 
you to investigate just what 
tactics are used by the collec-
tion agencies you use to place 
your delinquent accounts.  You 
could be surprised with what 
you find.  At the very least, 
your mind might be eased 
somewhat by knowing that you 
are being represented as you 
would like to be.  If you aren’t, 
I would suggest that you im-
mediately replace your present 
agency with one whose tactics 

align closely with how you’d like 
to be represented.  NACM will 
follow all the applicable rules 
and regulations.  Don’t forget—
in the litigious society in which 
we live, if a debtor decides to 
sue for violations or alleged 
violations of these rules, every-
one will be named in the suit, 
not just the collection agency. 
You, as the creditor, will have to 
defend your choice of collection 
agencies.

Sign up with Georgette: 
801-487-8781
ext 116, FAX 801-484-1891

Morning Sessions 7:30 - 9 a.m.
January 11
Collection Calls: What Really
Works! 
January 18
Credit Reports: Read, Interpret
and Utilize 
January 25
Credit Policy & Credit
Application: Protection For
Your Company

NACM 
Credit Boot Camp

Basic Combat Training 
In Credit Survival Skills

Basic training in the fundamen-
tals of credit and collections for 
new credit staff. Fast track your 
Credit & Collections Department 
with indispensable information 
to protect and improve your bot-
tom line.
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It’s that time of year again, the 
time when we reflect on the 
year that has just past, and begin 
to see a vision of what we hope 
the year to come has to offer.  
We set goals, both personally 
and professionally, and take 
stock of our lives and skills.  
What goals are you setting this 
year?  How long will they last 
before you slip into old habits?

As I reflect on the past year, it 
seems like a blur.  Time flies 
when you are having fun.  If you 
can’t answer that question, then 
you need to be having more fun!

“Life is too short, and too long, 
to spend it being miserable.  
Life may indeed be short, but 
it is, for a fact, wide.  It is high 
time we started settling for 
more.”
  -Jill Conner Browne

What an intriguing thought, set-
tling for more.  How often do 
we settle, taking a job that isn’t 

quite what we are looking for 
just so that we are employed, 
or shopping at establishments 
where the service is not quite 
what we’d like, but the price is 
right?  Well, this year, my goal 
is to settle for more.

Don’t get me wrong, I’ve got 
it pretty darn good.  When I 
think of the biggest “settle-
ments” that I make, both 
personally and professionally, 
the thing that comes quickest 
to mind is Customer Service.  
How tired I am of less than 
professional service when I am 
out spending my hard earned 
money!  I have made it a point 
to avoid local businesses where 
I know the service is lacking, 
as I am sure most of you have.  
Or in the course of my work-
day, how many local businesses 
I deal with that leave a less 
than stellar impression due to 
the actions of an employee.  
Well, I’m going to make it 
my personal goal this year to 
insure that no Customer leaves 
my office feeling that they have 
settled for less.

Customer service seems like 
such a simple ideal, yet we all 
struggle with it at times.  To 

help make my goal more 
easily attainable, I have found 
the following tips; some I 
already follow, and some that 
are new.  I hope that they 
inspire you to re-think your 
Customer Service.

1) Answer your phone with 
a smile
2) Don’t make promises un-
less you WILL keep them
3) Listen to your customers
4) Deal with complaints
5) Be helpful – even if 
there’s no immediate profit 
in it
6) Train your staff to be al-
ways helpful, courteous, and 
knowledgeable
7)  Take the extra step
8) Throw in something 
extra

May 2006 bring you all the 
goals you have set and all of 
your dreams for the coming 
year.

By Lisa Keller, CBA 
Butterfield Lumber

The Importance of 
Customer Service

January 9–Spring semester
January 11, 18, 25–Credit Boot
Camp, NACM Training Center
7:30 - 9 a.m.

Looking Ahead
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NACM Training Center
7410 So. Creek Rd., Ste. 301 

7:30 a.m. - 8:30 a.m.
Continental Breakfast Included 

$25/attendee

Recap on ICEL
December Meeting 
By Connie Johnson, CBA 
KSTU Fox 13

The ICEL Christmas Party at 
Little America this year was 
awesome!  We were enter-
tained by the magic of Paul 
Brewer.  He mesmerized 
ICEL members with feats 
from pulling a rabbit out of a 
hat to turning Sandy Brown’s 
$1 bill into a $10 bill.  Brew-
er wished prankster D’Ann 
Johnson a “Magical Birthday” 
(whenever her birthday may 

be).  Connie Steed searched and 
searched and could not recover 
the balloons that Paul Brewer 
dropped in his bag.  An

abundance of laughter, amaze-
ment and smiles were produced 
at this holiday gathering. 

Once again, the Candy Cane 
Corner benefited from the 
generosity of  ICEL members 
who contributed both cash 
and gifts—thank you for your 
contributions.  I would also 
like to thank Shane Inglesby 
for planning our 'Magical and 
FUN Christmas Luncheon and 
for heading up the Candy Cane 
Corner project.  

Connie Steed was a very good sport and 
everyone loved her 'participation'

D'Ann Johnson thoroughly 
enjoying herself

Kelly Passey got some 
unexpected trick cards 

for her daughters Georgette Bevan always 
the 'life of the party'

Sandra Brown and the 'magical 
money trick'

We love you Connie


