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COME GROW WITH US

Clarol, vour articles for the 2003-2004 Education Manual will
provide a “growing” experience for our members. Thank you for
vour dedication and commitment to planting the seeds for our CPI
garden to grow.

A big thank vou, also. to our authers. We are confident their
employers see the growth their employees demonstrate by their
mvolvement in Credit Professionals.

Just as the leaf on the tree cannot survive without the twig and the
branch. and the entire tree is necessary to pull the moisture from
the ground using its roots to hold it firmly and its trunk to keep it
upright, our association needs every member doing their part to
make CPI a strong association.

So, nurture yourselves and use this manual to help vou and vour
local association 10 “Come Grow With Us™

Mearfene Wilcor, COCE
International President
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THE 2003-2004 EDUCATION MANUAL

All of the articles in this vear's manual have been written by CPI
members or ¢xperts who had spoken at local meetings, and the
results are truly top-notch. 1 hope the authors all found this to be
a “growing” experience. It has certainly been one for me, and T
can now fully appreciate the effort that goes into preparing and
editing the manual each year. Many. many thanks to all of the
authors and to Charlotte Rancilio at the Corporate Office for her
help with the final layout.

The first 13 articles cover a wide range of useful topics with
interesting, timely. and valuable information. 1 am confident that
with such a diverse selection you will be able to create programs
that appeal to all of your members, regardless of where they are in
the industry or their careers. and that you will be proud to show
this manual to yvour employers and prospective members, The last
article gives you suggestions for presenting the material with or
without an outside speaker.

Use this manual as a tool for vour personal and professional
growth and the growth of this association. Remember, plant the
seeds, nurture the sprouts, and we will all be able to cherish the
results,

Caral D. Neal CCBEMPCE
First Vice President




EVERY BUSINESS IS SUBJECT TO FRAUD

by Pam Manor

When your company has been a victim of fraud, your first
reaction is-to go after an individual or company charging fraud in
the credit application, This first reaction may sound good because
it will get the debtor’s quick attention to settle up a claim without
delay and because the fraud legal claim allows for punitive
damages in addition to actual damages.

The first problem is proving fraud. Fraud occurs when all of the
following elements exist:

FIRST: An individual or an organization intentionally makes an
untrue representation about an important fact or event; not a
promise or expectation. For example, vour fully completed, and
signed, credit application would represent the facts on which you
base your credit decision,

SECOND: A false fact. An example would be anv information
provided in the credit application that you later determined was
not true and you believed the facts 1o be true.

THIRD: Knowledge of the falsitv. Proving that the applicant
knowingly lied and provided vou with false information.




FOURTH: Intent to deceive. Can vou prove in a court of law
that the apphcant is guilty of intentional deceit? The burden of
proof'is on vou, the creditor.

FINALLY: You rely upon and act upon the untrue representation
and as a result you suffer loss of money or property. In other
words. you based your credit decision upon the information
provided by the chient that vou thought was truthful. honest, and
accurate,

It is the creditor’s responsibility 10 verify the information and
prove that vou relied on this information in your credit decision.
It is not enough for the intentional false fact to be made. Credit
decision makers must exercise extreme professional judgment in
the credit investigation, which will show actual reliance on the
information provided. and will help prove the other elements of
fraud, The standard of proofis “clear and convincing evidence.”
This is similar to a criminal ease where the standard of proof is
“beyond a reasonable doubt.”

The second problem is whether lawsuits of this kind fit in the
handling of collection claims on a continzency fee basis, A fraud
suit 15 an attack on the character of the debtor. The debtor could
face punitive damages and legal action from other creditors if
found liable for fraud. In addition. the fraud finding prevents the
debt from bemng discharged in bankruptey. Creditors will have to
employ larger law firms to defend. discovery 1s extensive, and
then a jury trial will be necessary. All this work 1s beyond the
scope of the work done in collections on a contingency basis,

While remedy does exist. the required proof 1s substantial, the
legal action is sure to be hotly contested, and the legal services
are normally not subject 10 usual contingency arrangements.

With that said.... All businesses find 11 necessary to grant credit;
therefore. every business can be susceptible to fraud. There are
always corrupt individuals who want to make quick money by
cheating vour business and getting something for nothing.
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When you make too many exceptions to your credit policy. your
internal controls system will not work. Time and dedicated staff
are required to do all the necessary work involved in evaluating
risk and checking credit. You need to follow your credit and
collection policy and resist extending credit to a new customer
without a complete credit investigation. Besides thoroughly
investigating new customers. vou should also monitor existing
customers or vendors for changing or deteriorating conditions that
could suddenly affect vour cash flow.

Criminals in the business of fraud know that a cradit professional
will likely check on the ownership of a company and its
principals before extending credit. so they make it hard for VOuL to
find out with which vou will be doing business. The credi
application ¢an contain unknown or misleading references.

Some situations to look out for are:

1} A very young owner or principal: A “front man” often
conceals the true ownership of a company by individuals with
questionable backgrounds. One of the con artist’s favorite
fronts is a very young person, because that young person will
not have to invent a long business backaround.

2} The older, retired principal: Older individuals also make
good “fronts” if they retired with clear business records and
are willing to be used to offer respectability on a dishonest
operation,

3) Hard to confirm employment records: The business
backgrounds of a company’s management should be specific
and easy for you to check. Be careful if a principal claims
long periods of time working in an unknown company in a
foreign country, or for several companies now out of business.
Or as a consultant, particularly if the principal will not provide
references or specific business locations from that prior
emplovment.



4) Confusing. complex organizational structure, especially in
a relatively new business: Dishonest principals may hide
behind a maze of complicated corporate or partnership entities
(mostly false) so that yvou will find it extremely difficult to
check on the company.

What can vou do?

v Find out all you can about the principals with whom you
are imtending to do business. Searchbug.com 15 an
excellent site for verifying individual information,
including verification of SSN# 1o the extent that it is a
valid number, the vear that 1t was 1ssued and v what state
it was issued. There is a limit of ten free searches per day.

Y Insist on the name and phone numbers of companies with
whom the principals claim past employment so you can
confirm their business background. Searchsystemsnet is
an extensive public record database and contains over
12.500 public record databases in the world. You can even
click on the topic titled “Outer Space™ merely for
entertainment and great desktop pictures,
Searchsystems.net also provides PACER. which is public
access o court electronic records for a minimal fee. There
is no registration fee, but access to dial-up PACER
systems will generate a $.60 per minute charge. Access to
web based PACER systems will generate a $.07 per page
charge. Users will not incur both per minute and per page
charaes for a PACER session. | use searchsystems.net on
nearly all my credit investigations. 1 find that many states
provide a great deal of information on principals.

5) Take another look at those credit references: References
supplied by a fraudulent company may not be all they seem at
first glance. To avoid being taken advantage of by a company
with all the right references, re-examine those references with
a more critical eye.

» Be suspicious if a reference provided by the new customer
gives an instant “glowing™ report without taking time to
look up the account when you call.

: ——
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6)

Friends or partners can also fake trade or bank references
of the fraudulent businessperson. Be suspicious when you
are told to “Ask for John™ or given a specific extension to
ask for.

Answering services can also be used to provide a false
confirmation or reference.

Beware of hard to trace fax numbers supplied as the only
way 10 contact references. They may all lead to a single
location where one individual can respond to reference
checks using a variety of business names.

‘\"v hat can vou do?

\I

Check a reference company by confirming through
outside sources. such as the Yellow Pages or on the
Internet, that the company is truly an existing business.
Infousa.com or Switchboard.com is a good site to get this
type of information.

Check to see if the phone number of the reference
company can be obtained from directory assistance or
cross-referenced on Infousa.com.

Make sure the individual you speak to actually warks for
the reference company: and 1s in a position of authority
give oul that information.

Ask to speak to the credit manager instead of the
individual name provided by vour applicant.

Be sure the reference name provided is ima line of
business that makes sense as a credit reference for the
company secking credit from you,

If provided with an 800 number, ask vour customer or
reference for the local number — then call it and confirm
the location.

The unsolicited new customer: Did the application and
order go through the proper channels or were you just lucky?
Most orders are obtained through the company’s sales staff.,
That does not mean sales people cannot be fooled some of the
time, but pay special attention to those coming over the phone

or fax:




Here are some red flags to watch for;

e The customer avoids giving vou hard information about
his or her company. They may act excited but vague;
emphasizing what a great opportunity this is for you.

» Rush and last minute orders, or a sale or promotion that is
already underway may be high credit risks.

e Unusually large first orders. large orders for this type of
business; or their financial situation. Be even maore
careful, you have more to lose.

What can voudo?

v Do your homework. Do not grant instant credit to a new
customer, even when they threaten to go elsewhere for the
business. Chances are the debtor is getting the same
requests for credit information from other businesses - no
matter what they tell you. Unfortunately, in this cutthroat
business. this can be a fire drill.

¥ Be cautious of a sudden flurry of telephone calls for credit
references on a company vou just received an order for. It
may be using you to set up credit with other companies i1
intends to defraud.

v Location, location, location: Map the location of the
business or individual using Switchboard.com or
[nfousa.com, and 1f possible. make a visit to the address.

N Ask how long the applicant has been at its present location
and if they lease or own, If they lease, then check with the
buildings” management to confirm the address and that the
applicant is a tenant. | use searchbug.com/companytinder
to confirm location of a business. On this page. there are
two tabs: one for searchbug for addresses of all businesses
on a specific street and the other 1s gwest (gwestdex.com).
On the gwest tab, you can enter an address and ask it te
list the tenants in a building or other nearby businesses by
streel name or zip code. The site also includes the type of
business each histing 1s.

v Be sure the address is appropriate to the type of business.
Residential areas are unlikely for wholesale or retail. for
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example. Once again, check nearby addresses. | use
smartpages.com or searchbug.convcompanyfinder when
looking up reverse addresses.

7) Whatisin a name? Do not be too quick to think that you
have heard of a company. and therefore it is legitimate.
Fraudulent companies will sometimes try to convinee vou
that they have been around for a long time by carcfully
crafting a name to mislead you.
e The “familiar™ name: The fraudulent company may use
a name that 1s very similar to a successful, well-
respected company in the same town, or similar to a
company with a national reputation. This reminds me of
one of my favorite movies with Eddic Murphy called
*Coming 10 America”. The hamburger place where he
was employed was named McDowell's with similarities
to the well-known McDonald's. |
e The "big” name: A fraudulent business may use an
impressive, nondescript trade stvle that s intended to |
convey an impression of size and stature. Some of the
favorite words used by these false companies are
International, American, U.5.. European, Atlantic, and
Pacific.

What can you do?

V Again, get addresses and telephone numbers to help you
confirm the existence and identity of the company and
its relationship to other large, well-known companies. If
they have listed their web page on vour credit
application, you can check icann.net (The Internet
Corporation for Assigned Names & Numbers) which is
a non-prodit organization in the private sector that
oversces technical coordination of the Domain Name
System (DNS), that allows web pages and e-mail to be
found by name instead of numbers. Other services to
check are internic.net. networksolutions.com. or
dotcom.cony, 1o name a few that provide the public
information on Internet Domain Registration Services.




Ateach of these sites. vou can click on WHO 1S and type
in the web address o retrieve the company or person who
has registered the domain.

Contact the Secretary of Siate to check corporate charter
information. Or visit the searchsystems.com site and click
on the State where the company is located.

Fraud is generally well planned and highly organized, butit is
easier to detect fraud when you are always suspicious. Fraud
deterrence is a process. not a one-time event. This means that not
only must vou establish internal controls to guard against fraud;
you must also evaluate those confrols and update themon a
cantinuous basis. You must take the time to conduct a thorough
credit investigation in the fastest time possible. However. never
feel so pressured to release orders that you forget that what looks
like a wonderful company on paper could be yvour next bad debt.

[n closing. you may recognize the charactenistics of fraud in one
or more of your current customers. This does not mean that you
should immediately discontinue business with them and accuse
them of fraud. These items were presented to help you recognize
situations with a potential for fraud. so you will take the time Lo
better analyze any situation. The ultimate goal is to help you
make sound and safe business credit decisions.

About the author:

Fam Munor is the Business Manager at WDIV-TV, Detroit,
Michigan. a division of The Washington Post Company.

She is a 29-vear member of Credit Professionals International of
Jackson, Ml where she currently serves as Pavliamentarian.
Pam alse is a past President of Jackson CPI. She has a total of
24 vears in the broadcasting industry and 1) years in the
banking industry.




ETHICS AND COMPETENCY

bv Brenda Lawsan, PCS

Each of us has a standard that we live by, Most of us have
probably not taken the time to think about what our personal
standard. or code. may be. we just live it

Those of you reading this in a Credit Professionals International
(CP1) publication know that CPl has a creed, something that we
believe and strive to live by. The CPI Creed is as follows:

I believe in the Principles and Purposes of
Credit Professionals,
! strive always to hecome mare efficient.
I move forward in the endeaver of credit.
[ protect the confidence entrusted to me.
I am ready to give as well as 10 rake.
! cooperate universally for the welfare of credit.
I e loval to my club in thought, word and deed.
I e true to myself, my associates, and to my God.
[ maintain always, "Faith, Vision, and Courage”.




You will notice several points in the CP1 creed which are
COMMOoN in mission statements or creeds of other organizations:
the continual improvement of skills or knowledge, honesty and
lovalty, and an interactive and cooperative relationship with
other members.

Other organizations have Cedes of Ethics, something they want
their members to embrace and adhere to. Practicing a high ethical
code is the job of evervone who wants to succesd, not only on a
professional. but a personal level. We should all be aware of the
ethical codes of any organizations we are a part of and abide by
therm,

The following are ethical points which can be used in a personal
ar professional application:

» Other people's interests should be paramount, many times
above our own Interests.

e Maintain the highest standards. by striving to be the best
we can be, by continually improving our knowledge, skills
and competence.

e Practice confidentiality; consider all personal and business
information as privileged.

e Disclose facts in a complete. understandable manner to
those who need to make decisions.

e Personal conduct should reflect favorably on those you
represent.

* Be honest and obey the law.

High ethics alone are not enough in today’s world. Especially in
business. public demand, market-place complexities, and a firm
regulatory environment require strict adherence to market conduct
and compliance regulations. You can be highly ethical and still
unknowingly break a compliance regulation.

Whatever your business affiliation, your industry has compliance
regulations that must be followed. These regulations are the
foundation of good sales and service, while high ethics are the
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peak. Learn all you can about compliance. This is where
conferences, journals, etc. can be invaluable,

Continually audit vour own condugt to identify anv potential
problems and take steps to eliminate them. Serve those around
you in a highly ethical manner with full compliance and you can’t
g0 wrong.

Here are some actions that show or promote high ethics:
e Continuing to learn more about other people. our jobs, ete.
« (o the extra mile for others.
* Develop good character traits. integrity. sincerity,
reliability and perseverance.
Place the other person’s interests first.
Read all you can about current comphiance regulations.
Keep your promises.
Earn protfessional designations.
Build long-term relationships with people.
Provide service before and afier the sale.
Contribute to your comniunity.

Hand and hand with a high ethical code is competency. Being
competent means having the skills. knowledge. commitment. and
attitude to do a professional job in vour chosen profession. It also
means that vou are responsible for vour own professionalism.
Your company may provide training opportunities and training
schedules. but only vou know what you need to succeed. That is a
personal decision for cach individual. Successful people always
go beyond the minimum requirements set by their companies or
industry standards. If you are not learning, you are not growing or
reaching new heights.

Competency does not mean knowing everything. It means you
readily admit when you do not know something. Nor admiiting
what you don™t know can lead to suspicion about what you do

know, Guessing ¢an lead to big problems!
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Professional publications and industry journals, seminars,
workshops are excellent resources for all of us. Many times there
are articles or sessions that will keep us up with current issues
and help us on the persenal front. as well.

And we should not downplay the use of networking. You can
learn much from other people. They are happy to share thewr
expericnces and quick to refer vou to a publication, workshop
or seminar which may be pertinent 1o your needs.

T would be remiss in closing, 1f | did not mention that Credit
Professionals Intemnational "fits the bill" for many of the points
that 1 have previously made. CPI provides the education,
publications, and the networking opportunities that can

make cach one of us more successful in our personal and
professional lives.

About the Author:

Brenda Lawson, PCS, is currently the Kansas State
Representative for Inter-Americas Insurance Corporation, Ine.
based in Goddard, KS. She has been a member of the Central
Kansas Business Connection (CPl of Hutchinson. KS) in
District 7 since 1996, Her position with Inter-Americas
Insurance is u direct result of her involvement with CPI

Brenda received her certification of Professional Credir
Specialist in April of 1999. She was local, District and
International Credit Professional of the Year for 1999-201(1),
She has served in all capacities ar the local level, currently as
Tmmediate Past President. She is currently First Vice President
af District 7, and is serving on the Internarional Education,
Memhership, and Advertising/Marketing Commitiees. She

has participated in several "Take Charge of Your Life"
fratining sessions.
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THE CHANGING FACE
OF AGRICULTURAL CREDIT

by Joyee Jones, CCCEMPCE

Not s0 many years ago, a handshake and “crop-time™ financing
was the normal way of doing business in the farming community,
“Crop ume” financing occurred when a farmer had no cash flow
al the ime when he needed 1o purchase inputs for his crops, but
promised to pay the suppliers when that crop was harvested.

This still happens, but usually not by design and i3 getting more
and more rare in the business climate of today. Although credit
applications for farming accounts were not unheard of in days
gone by, it was not unusual to open an account without one. Even
as recent as 15 or 16 years ago, if you were to ask for a signature
on an application. vou might be met with a farmer who was very
offended ar the suggestion that his promise was not good enough.

Today, of course. things have evolved into a very different kind
of business atmosphere. Small family farms are going the way of
the dinosaur, and more and more the majority of agricultural
busimess is done with large partnerships, or corporate entities.
Actually in our company. I see three distinct tvpes of accounts




that we deal with on a daily basis, and each must be dealt with in
a different manner.

Small family farms or “hobby farms”

2. Mid-sized farms and dairies owned by one family ora
partnership

3. Large partnerships, corporate farms. ranches and daines

{sometimes referred to as “meza-farms”™ or “mega-

dairies”)

1. The small family farm

The small family farm 13 getting to be an endangered species here
in the Yakima Valley. It is getting harder and harder for a family
o exist on the income off of a family farm, orchard or vingvard.
What we see are farmers who have outside jobs to support their
tamily and the farm income is an extra. assuming there is a profit
after harvest. Older farmers who do all of their own labor, and
have no dependents other than a spouse ofien own the farms that
are supporting them on farm meome alene. The children of
younger farmers are choosing careers outside farming and who
would blame them sesing the obstacles in farming these days.
Prices are low, but costs keep climbing for farm supplies.
Government regulations on chemicals and fertilizer. wastewater
disposal and hazardous materials, te name just a few. have
become s0 cumbersome, it takes an expert o figure them out.
What we do see a lot of 15 small “hobby farms”, or farming for
[un but not for profit. They raise animals for their own use, or
maybe they have children involved in 4-H or FFA. We see a lot
of small orchards and vinevards being taken out of production so
the land can be sold for other (more profitable) uses, orsold toa
large corporation that is engaged in farming.

The small farms that do remain have been around for years. They
have always shopped at the same place and are usually very loyal
to their suppliers. They expect personalized service and take
advantage of the field advisors that we have working for our
company, This group of farmers probably consume more of our




time than the other two groups, but they do pay a higher margin
for their supplies due to the smaller sales volume. Many of the
small farmers do not use computers, or if they do, not tor |
everything and do much of their bookkeeping manually. This

group often does not have financing for their crop vear and 1t puts

a lot of pressure on them to try and keep their accounts current,

More collection calls and letters go out to this group, but the total

amount of bad debt is usually very small.

Credit investigation for this group is really a lot like setting up a
gonsumer account. They usually do not have a lot of business
credit and even though the commercial laws prevail if they are
farming for profit, we run consumer credit reports 1f the business
entity is a sole proprietorship or partnership. You must be careful
to make sure the applicant(s) receive the Gramm-Leach-Bliley
Act Notification if you are going 1o use their personal credit as
the basis for opening an account.

2. Mid-size farms and dairies

Mid-sized farms and dairies are prevalent here in the Yakima
Valley. Some of them are family corporations or parinerships and
some are proprietorships. Usuvally on these mid-sized farms and
daines, the owner lives on the land and works full time in
farming. There are a few that are absentee owners and have live-
in help to run the place. but for the most part, the farm supports at
least one family and sometimes more. This group of farmers
tends to be more technologically advanced and many of them use
computers for all of their bookkeeping. The larger the operation,
the more the government regulations will affect them. and for the
most part, the Internet will be the source for the rules and
regulations that apply to them. as well as the crop advisors and
field-men they hire.

Many ol these mid-sized operations are newer entities and have
not been with our company for verv long. They buy in larger
quantities than the smaller farmers. and will ask for the best price
and for volume discounts. Thev utilize tield-men and crop




advisors for their chemical and fertilizer needs and take advantage
of the educational programs that are offered, such as pesticide
management programs and grower meetings.

It is really important to get detailed information on business credit
applications. and a credit report 18 run on each one. In the
absence of detailed credit information on a report, all references
on the application are checked. and we frequently ask for a
personal guarantee. particularly 1f the entity has not been in
existence long. If a consumer credit report is going 10 be utilized,
then any applicant that vou are running the report on must be
given the Gramm-Leach-Bliley Act Notification.

Getting the name and phone number of a contact person is really
important for follow up as there are usually several people
involved in the management of these mid-sized farms. Chasing
around after the right person for imformation can be very time
consuming when trying to open an account or if collection work
is needed on down the line. Since monthly balances tend to be
higher than the small family farm account. staying on top of
delinquencies is very important as amounts can add up very
quickly. Since we have several divisions and departments. we
encourage our sales people and field-men 1o share any
information they may have on their customers with the credit
office. It is amazing what people hear about over a cup of coffee
or “out in the country™. We also belong to trade groups and
cultivate business relationships with other companies that deal
in the same products as we do. Sharing cradit information, as
long as the customer has accounts with both companies, is
perfectly legal.

3. Large partnerships and corporations

Large partnerships, corporate farms, ranches and dairies are
becoming very common these davs. Many regional and even
national companies are buying out the smaller farms and adding
the acreage to their own. As a rule these companies owe no
loyalty to anyone and are ruled totally by the “bottom line”. Many
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of these really large companies are not local and have their
accounts payable department in another state. Again it is 50
important to have the name and phone number of a

contact person.

The larger aceounts frequently put purchases out for bid and what
they buy ends up being extremely low margin goods. Because of
the very high volume they buv, special terms arg frequently in
order. Our normal ferms are 30 days with the monthly balance
due by the end of each month. On large volume, low margin
orders we sometimes ask for half down prior to delivery or 10 dav
terms instead of our normal 30 days. When vou have to pay for
something before vou get paid. and vou're not making much on
the product in the first place. vou need to gct creative.

A completed credit application is always required to processa
new account and because these are large businesses. there is
usually a detailed credit report available with many trade lines. If
there is no eredit report, then check out your information very
carefully. as it would be verv unusual fora large company to do
all of their business on a cash basis, If they do, you need to know
why. Sometimes it takes a lot of digging to im estigate the really
large accounts. We spend a lot more time on them as the potential
for loss can be much greater than on the mid-sized or small
farming accounts, and most of these larger companies refuse to
sigh a personal guarantec. Setting a credit limit is important on
every account that is opened. In order for the limit to mean
anything, your computer svstem must be able 1o notify vou if the
account exceeds the limit. or when a pending purchase will put it
aver. You don’t want to stifle vour customer. but you do need to
keep an eye on high balances and do an updated credit report or
recheck their references if necessary.

- When one of these large accounts goes bad on you it can he
devastating, but there are usually warning signs if vou know what
to watch for. Any change in pavment habits can signal a cash
flow problem, or mavbe somethin g more serious. Follow up if
there is any question in vour mind. Call the accounts pavable




office and talk to vour contact person. Ask pointed questions,
such as “are vou petting your statements and invoices in a timely
manner?” If you don’t get satisfactory answers, speak to a
supervisor. If vou sull can’t get anywhere, talk to yvour
salesperson that deals with that account and ask them if they

will talk to the person on the farm that they deal with to see what
they can find out. Make sure your company has guidelines to
follow, and insist on “cash only™ if the account goes beyvond
what is acceptable.

Since the large farm owner is very often absentee and a
corporation, this is where an outside salesperson really comes in
handy, They form relationships with the foreman or on-site
manager and are aware of the needs of the farm. That way they
are in line to submii bids and are available o provide information
about products and services available. These large farms usually
have their own field staff for fertilizer and chemical applications
s0 you can sell just the product (without ficld assistance) for a
lower price since they provide their own technical support.

The changes in farming have been coming fast and furious in the
last few vears, and 1 see 1t continuing the same way. Who knows
what the future will bring, but vou can be prepared by always
staying informed of changes in the credit laws in both the area of
commercial credit and consumer credit. Read everything you can
on the subject (the Internet is an excellent source of information)
and attend educational seminars and courses whenever you can.
You can never have too much education, and in the volatile
business climate of today. vou need to keep up or you'll be left
out in the cold.
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The Credit Professional SH0L00

bi-annual magazine with credit indusiry related articles
The Credit Connection $15.00

quarterly newsletter with legislative updates
CPI Membership Directory $20.00.
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BANKRUPTCY REFORM UPDATE

hv David Kvie Blazek

Congress is grappling with Bankruptey Reform yet again. .if a
bill actually passes — what will it look like?

A long view of the history of Bankrupicy Law in the United

States reveals that most attempts at reform have typically been a

direct response to a severe economic crisis. Across the 19th and

20th centunies reform efforts for the most part have been a

liberalization of bankruptcy provisions, particularly for what is

now known as the consumer debtor. From what was ongmally

deemed a criminal act in the early 1800°s, to a ¢ivil process that 15

now nviting enough to induce more than 1.5 million filings in [
2002, the evolution of bankruptey law has been largely pro-

debtor, and contrary to the interests of creditors, The current

reform effort, first begun 1998, 1s atypical in that it did not

originate as @ response to a severe economic crisis, and in its

reversal of the pattern of progressively increasing protection for ‘
the debtor.

Bankruptey reform legislation in the current Congress emerged |
from the House of Representatives in mid-March (on a 315-133

vote) and awaits passage of a Senate version and then very likely
conference action to reconcile the two bills. President Bush has

indicated that he will sign a reform bill if it makes it to his desk.
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The latest bill from the House of Representatives would create a
means test to direct debtors who can presently file Chapter 7 into
Chapter 13 — if their incomes exceeded state medians, and if they
could pay 25% of their debts in a S-year period following filing.

The present effort to reform bankruptey law includes 6 vears of
efforts to get a bill to the President. It died in the Senate in 1998,
stalled in the House in 1999, was vetoed by President Clinton in
2000. and was stillborn in Congress in 2001 and 2002, The 2001
hearings on the reform effort were scheduled for the day after
9/11 —and never got back on track as the C ongress addressed
critical intelligence and security matters. House and Senate
versions were passed in 2002 — but died in conference when the
contentious issue of discharge of debts from abortion clinic
protests became a stumbling block.

The present reform bill is often characterized as a pitched battle
between consumer advocates (largely associated with Demaocrats)
and the credit card industry (typically assumed to be the
Republicans favorite special interest). Republicans backed the bill
solidly and Democrats in the House of Representatives split
evenly on the vote in March 2003,

Party politics may serve as an imperfect predictor of the Senate
outcome. While prior versions have been stailed in the Senate by
the actions spearheaded by Democratic Senator Charles Schumer,
sponsor of the Senate-passed provision to bar the discharge of
debts incurred by acts of violence against abortion clinics, some
interesting aspects of state bankruptcy exemptions Ay cause
Senate Republicans to balk at reform provisions which override
unlimited exemptions provided in several states.

On the Senate side — Democrats have invited SEC commentary
on the conflict of interest standards that apply 1o investmient
banks and their role in corporate bankruptcies. Because the
gestation period for this round of bankruptey reform legislation
has been so long — the opportunity for various corporate scandals
(Enron. WorldCom. Global Crossing, etc.) to impact the evolving



legislation has been great. The Enron scandal applied additional
altention to the lack of uniformity in state homestead exemption
standards. Texas, Flonda, Towa, Kansas, and South Dakota are
the states that allow an unlimited value associated with the
debtor’s residence to be exempted from the bankruptey estate
available to pay creditors. Executives from Enron and WorldCom
penerated headlines with multimillion-dollar mansions in Flonida
and Texas — which could have provided a store for personal
wealth despite bankruptey. fraud considerations aside. Although
nol entirely driven by these scandals, the House version addresses
the unlimited state exemptions.

If legislation ultimately emerges from the Congress along the
lines of the House version, here are some of the changes that can
be expected in Consumer Bankruptey Law:

» Individuals will find it mere difficult to file for Chapter 7
(debt liquidation) bankruptev. Those filers with houschold
incomes above their state median (adjusted for family
size) will be required to use Chapter 13 if they can repay
the lesser of $10,000 or 25% of their unsecured, non-
priority debt in a plan with a minimum duration of 60
months. Debtors would be able to rebut the means test by
providing evidence of special eircumstances.

e Any debt incurred to pay state or local tax (Federal tax
debts are already covered) becomes non-dischargeable,
Chapter 7 cases may be converted to Chapter 13, or
dismissed outright on a finding of abuse.

e Debtors would be required to negotiate a repayment plan
via a court-approved credit-counseling agency, before
seeking bankruptey protection. Intormation developed in
repayment plans would be required to be filed in an
eventual bankruptey filing.

e Chapter 13 would be transformed by extending the
minimum plan length from a present 36 months to 60
months for debtors who have incomes above the national
median. Those below the national median would stll be
allowed to file plans as short as 36 months.

26




¢ Deemed as non-dischargeable would be all debts of
greater than $250 incurred within 90 days of the filing.
These would be presumed fraudulent and would be
non-dischargeable in either Chapter 7 or 13,

* The homestead exemption would be capped at
$125.000 for residences owned for less than 40 months.
After 40 months of ownership the exemption would
raise to the state law level — for those states with a state
mandated exemption set. Other complex provisions aim
to prevent debtors from taking advantage of migration
from one state to another merely to take advantage of
more liberal homestead exemptions.

¢ Debtors would be required to submit federal tax returns
or transeripts prior to the first meeting of creditors.

* Attorneys for creditors would be required to certify that
they have performed a reasonable investigation into the
circumstances giving rise to the client’s bankruptey and
that the filing is well grounded in fact. At present only
the debtor submits information under oath, and
attorneys often make only cursory investigations into
filing information.

The upshot of this reform effort is that consumer debtors at the
higher end of the income spectrum of those who file will face
difficulty in choosing Chapter 7. and once in Chapter 13 will
face longer plan duration than at present. It will be harder for
an individual to preserve extremely valuable homestead
property in those states with unlimited exemptions. The
process of going through bankruptey will cost more. Attorneys
under present rules chafe at the typical compensation (limited
to $1500 legal fees for consumer Chapter 13 in the Northern
Distriet of Georgia at present. for example). The investigation
requirements as well as additional verification of filing
mformation by attornevs will require that those fee ceilings

be raised.

For creditors — there will be more opportunities to get involved
(or to object) in more Chapter 13 cases — cases that are going
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OH. MY AGING RESIDENTS

by Arlene Tuschl, CPM/CCIM

Three sisters. ages 92, 94, and 96. live together. One night the
96-year-old goes upstairs to draw herself a bath. She puts her
fool in and pauses. confused. She yells down to the other sisters
to ask, "Was [ gettin’ in or out of the bath?" The 94-vear-old
hollers back, "I don’t know. I'll come up and see." She starts up
the stairs and pauses halfway. "Was [ going up the stairs or
coming down?", she asks. The 92-year-old is sitting at the
kitchen table having a cup of tea and listening 10 her sisters, She
shakes her head and says, "l sure hope I never get that
forgetful.”, knocking on the wood table top for good measure,
And then she vells, "I'll come up and help both of you just as
soom as | see who's at the door.”

We laugh at stories like this, but the truth is, we are all getting
older, This article is about the changes we landlords face in
marketing, leasing, managing and collecting rent from our
residents whose average age will move from 30 to 60 in the next
few years as the baby boomers move into their retirement years.

Our pew resident profile will present many challenges and
opportunities for the apartment market. Older Americans will
find rental housing as a viable alternative to home ownership
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for several reasons:

o No vard work

* No maintenance

® (reat amenities

* A pick up and go" lifestyle
They can be nearer the grandkids

Population and migrarion studies show that the population is
getting older and moving South. The combination of immigration
and population shift to the sunbelt will increase the population of
states like California, Texas. Florida, and New York. By 2025 it
is estimated that these four states will contain 37% of the United
States populaton.

There are two situations that. as landlords and property managers,
We want 1o be prepared for as we capture this emerging resident
trend. We should have policies and procedurss in plage and
employees trained and comfortable with our decisions before
cither of these situations arises.

Situation #1: Uncle Steve and his dog Spot

Steve’s daughter and niece come 10 your property to look for an
apartment for him and his dog. Spot. Steve's wife has recently
passed on, and he can no longer afford to maintain their house on
his own, They would prefer to move him into assisted living. but
it isn’t financially viable. Assisted hiving would cost about
53,000 per month, The apartment rents for $700. and even
though they'll have o add the cost of utilities and food to that, it"s
4 much better deal. As long as Uncle Steve is physically able to
care for himself, the apartment Just makes more sense. The
daughter and nicce co-sign the leasc.

Things go just fine for a while. Unele Steve is a great guy, and

cveryone loves Spot. But then one day Steve’s daughter comes to
vou and asks vou to sign a statement that says that Steve needs to
be in a nursing home. They've found Unele Steve wandering the
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property one cold morning dressed only in his shorts, unable to
find his way back to the apartment. He’s lost because he's been
taking medications on an empty stomach. He's been skipping
meals to save money to buy dog food for Spot.

What do you do? What are your policies for your staff? Can
you be liable if you make the wrong decision...do nothing._do

anything?

Situation #£2: Collecting and Raising Rents

There 1s a definite upside to renting to older. more stable
residents. They tend to be more responsible and pav their rent on
time. They are less likely to go drag racing or skateboarding in
the parking lot. They aren’t moving every six months so you
don’t have to paint walls and clean carpets as often. They tend to
cncourage a “neighborhood™ feeling. And they are vour eves
and ears,

S0 how can you plan on passing on rent increases for your owner

when your residents don’t get pay increases? What if the loss of a
spouse cuts the household income in half? What are vou going to
tell the widow when she can’t pay the rent?

Remember Edna over in 2B who lets vou know every time a new
kitten arrives on the property? Did vou know that she has the
consumer affairs line of every local TV station speed dialed into
her cell phone?

Can you see the news cameras at your front entrance interviewing
the widow as the sheriff hauls her belongings to the road?

The solution to both of these situations is to be prepared.

* Beready to help Uncle Steve by having policies in place
for vour statt 1o follow,
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o  Consult in advance with your attorney and know yvour
liabilities and obligations.

* Be sure that your siafT have the authonty to make
decisions that won't leave vou liable,

¢ Have a list of agencies available that can help in an
enlergency.

* Have a plan for rent issues. In a soft market. you may bhe
willing to reduce or even waive rents for some period of
time. If vou are willing to offer two or three months free
rmt to aumct move-ins. might it not also make sense to

“carry” an existing resident for a short period of time to
help them over a hurdle?

Think through these issues now. not when the police or the TV
cameras arrive, Be prepared. or vou won’t be the one running
your property.

(M course, as we face retirement and grow older ourselves. we
may he the ones seeking residential alternatives. . and it is always
good to have a Plan B.

| found my Plan B on the Internet:

“When I'm an old lady, I'll live with mv kids
and make them so happy, just as thev did.
I'want to pay back all the joy they've provided
returming each deed. Oh, thev’ll be so excited

- when I'm an old lady and live with mv kids

1l write on the wall with reds, whites and blues
‘and bounce on the furniture we anng my shoes.
I'll drink from the carton and then leave it out.
Il stuff all the toilets, and oh, how they’ll shout
.. when I'm an old lady and live with my kids.
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When they re on the phone and just out of reach

1l get into things like sugar and bleach.

Oh they'll snap their fingers and then shake their head
and when that is done I'll hide under the bed.

...when I'm an old lady and live with my kids.

When they cook dinner and call me 10 meals
I'll not eat my green beans or salads congealed.
I'll gag on my okra. spill milk on the table.

and when they get angrv, run fast as I'm able
...when I'm an old lady and live with my kids.

I'll sit close to the TV, through the channels I'l] click.
I'll cross both my eyes 1o see if they stick,

'l take off my socks and throw one away,

and play in the mud until the end of the day

.--When I'm an old lady and live with my kids,

And later in bed. I'll lay back and sigh,

and thank God in praver and then close my eves.

And my kids will look down with a smile slowly creeping.
and say with a groan. ‘She’s so sweet when she's sleeping!”,
...when I'm an old lady and live with my kids.”
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MEDICAL COLLECTIONS & HIPAA

by Michele Rocher

Long gone are the days when vour physician came to vou, with
vour medical history in his head. and he would take a chicken,
cees, or whatever vou had to give m exchange for his services.
Medicine has evolved mnto a complex industry. and credit and
finances now play a major part.

Every time a patient walks out the door without paving, it turns a
medical provider into a credit company requiring a lot of your
personal information. The filing of insurance creates a billing
company that needs sensitive medical history documented. All of
this information is kept on hand at vour providers office with
many people having access to your file. and the potential for
unauthorized access Is Increasing.

Y ou may have sg¢en some of these recent news storics:

¢ Hundreds of patient records were found in the parking lot |
outside a clinic.

o Healthcare organizations found discarding medical reports
in unlocked dumpsters.

s Medical records fell out of a vehicle while being
transported o be destroved.
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I all these instances the information included diagnosis and
descriptions of sensitive medical procedures along with names.
addresses and social security numbers.

Na matter how or why a disclosure of personal information 13
made, the harm to the individual is the same, Qur privacy isa
fundamental right and has historically been expressed in American
law. If we continually reveal other people’s privacies we harm
them and ourselves: thus, the need for HIPAA. ... The Health
Insurance Portability and Accountability Act, which has gone into
effect in 2003,

HIPAA provides for uniformity and a basic level of secunty and
privacy in medical practices throughout the country. Think of it as
legislated conumon sense when it comes to protecting the personal,
private and confidential information relating to the patients in a
medical practice.

HIPAA will require changes to how an office operates. Most
medical practices already have privacy and security measures in
place. but now you're required to document those policies and
procedures. It also requires emplovees be trained in the HIPAA
law and policies and procedures of the office.

Other business associates affected are lawvers, accountants,
consultants, billing companies. collection agencies, practice
managers, and medical transcription services. It also has an impact
on florists and Pastors rving 1o obtain room numbers at hospitals,
Hospitals should be having you sign a release that will allow them
to give out your room number. [f vou do not sign this form,

. lorists, clergy, and other visitors will not be able to obtain your
room number,

As of April 14, 2003 the HIPAA changes had to be implemented.
Fines, penalties and possible jail time can be imposed for non-
compliance.




COMPLIANCE IS NOT AN OPTION, IT'S THE LAW!

It is casy to be targeted for a HIPAA audit. ANYONE can turn in
a practice. An unhappy emplovee or dissatisfied patient can make
a simple call or send a post card to bring vour practice to the
attention of the Health and Human Services Office of
Discrimination.

Know if your business is affected by the act and. if so. protect
vourself and your employees by following it to the letter. For
further mformation or questions, vou may contact your local
Department of Health and Human Services Office for Civil
Rights. There is also mformation to be found on the web at
www.gov/ocrhipaa.

Providers need your help....be ready to sign extra releases for
referrals and insurance. Always be prepared to pay when service
1s rendered or know your insurance plan for co-pay amounts and
services covered. Sometimes knowing what documentation your
plan requires 1s also helpful. Basically. it's a two way street for
your provider to provide privacy protection.

Privacy continues to play an important roll in American lives.
Ellen Alderman and Caroline Kennedy. in their book, The Right
to Privacy. deseribe the importance of privacy in this way:
“Privacy covers many things. It protects the solitude necessary
for creative thought. It allows us the independence that is part of
raising a family. It protects our right to be secure in our own
homes and possessions. assured that the covernment cannot come
barging in. Privacy also encompasses our right to self-
determination and to define who we are. Although we live ina
world of noisy self-confession. privacy allows us to keep certain
facts to ourselves if we so choose. The right to privacy. it seems,
15 what makes us civilized.”

See also: www hipaaps.com
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LOOKING FORAJOBISA FULLTIME JOB

by Sue Heusing, MCE

Conducting a job search today can be one of the most challenging
things vou do. It doesn’t matter if you are a young adult entering
the job market for the first time or a seasoned veteran hoping to
move along a new path in vour career. Before you begin looking
for a new job it is important to understand yourself and the
persenality traits that may impact your success at achieving that
goal. In order to draw a good picture of yvourself and sell vour
skills and talent to a prospective employer, sit down and identify
who you are. Make vour Plan! Finding a job is just like
everything else you do. You need to Plan, Prepare. Practice. and
then Present yourself.

Your Plan Begins...

Make a list of your accomplishments. things you did well.
enjoyed doing. and are proud that you accomplished them.
Belore you create your resume, jot down your employment
history listing the names, dates. titles held: list the number of
people you supervised, the budget vou were responsible for, the
committees you served on and vour significant accomplishments,
Do the same for each of your prior emplovers.
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Ask yourself some very important and soul searching questions,
What was my greatest accomplishment? Was it something as
important as going back to school, a conversion or upgrade to a
new system, saving a significant amount of money for the
company, hiring and maintaining good staff members or anything
you can jot down as something you were instrumental in doing,
List your earliest achievements and remember back to those
things you might have done in early life.

List the factors, activities or responsibilities you feel need to be a
part of your new job and write a paragraph describing what vour
deal job would be. Make a note of anything that would keep vou
from getting that ideal job or any adverse factors that might
impact your search, For example, have vou staved current on
legislation in your industry? Do you need to brush up on vour
compuler skills? Now might be a good time 1o visit Video
Professor, the world’s leading computer instructor. They offer
free training to job seckers to help increase their marketability,
Have you maintained your certifications or licenses if your job
requires them? Now is the time to correct anv shortcomings.

WNow list your formal education and be specifie about vour area of
study. If you don’t have a degree and vou think it may prevent
you landing that great job, consider getting vour degree on line.
It only takes 12 10 18 months and there are several available.
Then add 1o that list your informal education. the seminars you
attended, the workshops, and the certificates that vou received.
Make a list of the magazines, newspapers, and business books
you have read lately. List the memberships in organizations in
the community. in your business profession, social organizations
or volunteer groups. These memberships might prove helpful
when vou actually begin vour job search since they arc the ideal
place to network.

Make up your mind how much money vou want to make and put
it down on paper. Project what you want now, five vears from
now or by the time you are ready to retire. List any additional
facts that you know you possess. Do vou speak any foreign



languages. do you have any special skills or talents. even any
hobbies that might demonstrate vour talents.

Now decide what kind of a job you want. Major metropolitan
reporters state that careers in Technical. Sales. Finance.
Marketing and Human Resources have hiring managers liercely
competing with other companies to hire good candidates.

If' you elect to use an employment agency. keep in mind they will
ask you 1o do exactly the same thing and either VOU OF vour
employer will eventually have to underwrite that cost. Agencies
do know the pulse of the job marker at all times and have already
developed that network of companies where they will try to
market your skills. You can do the same thing vourself with a
little practice,

Prepare your resume and action plan...

Now that you have all those notes on vou and vour employment
history, it is time to put it down on paper as a resume. Keep it
under two pages and make sure vou mention vour top ten skills
directly under vour name. Limit vour experience to 13 years for a
managerial job. 10 years for a technical job. and 5 years for a hi ¢h
tech job. Leave your other experience off vour resume or list it
without dates in an Other Experience category. Consider using a
functional resume rather than a chronological resume.

Today’s human resource department is looking at hundreds of
resumes applying for the same job vou would like, so make sure
your resume has a lasting impact on the reviewer, Use short brief
and positive terms and list them in the order of their importance.
Save a few things that can be outlined in your cover letter but
may not be part of vour resume.

You might do a second version of vour resume to submit with any
electronic applications vou send via email. Some soffware
programs are designed to look for key words or phrases and those
words may allow you to move to the call for an interview list




instead of the other stuck of resumes. Some job boards are
overloaded with resumes so don’t depend on Monster. Hot Jobs,
Dice or Career Builder alone. Try some new ones and subseribe
to an online newsletter (newsletter(@ thecareernews.com) that
might also provide tips on your search. Make sure vou secure the
permission of your references before vou provide their names and
numbers. Then create a separate list for personal reférences and
professional references that can be given 10 the prospective
employer once you have reached the interview stage.

Wrile a short one minute speech that vou can use whenever you
are talking to someone about your job search. When someone
asks “tell me about yourself” vou should be ready to answer that
question with your one minute biography. This is your best
opportunity to market yourself and it should include your
education, years of experience. functional skills such as system
knowledge, and vour assets or characteristics that outline what
vou have done. Close with a multiple choice question asking
“which of these can I tell vou more about?” “What would you
like me to elaborate on?" “From what | have just mentioned,
where do you see me fitting in?" Make sure vour question fits the
situation and the person who asked the first question.

If you need help with the interview process. try “Job Interviews
for Dummies™ by Jovee Lain Kenned v. The text recommends
emphasizing the positive when interviewing: project yourself as
cheerful and flexible. review the benefits of older workers —
commitment to a career. hands—on experience, and successful
track record and use storvtelling techniques to back up your
claims.  Another good source 15 101 Answers 1o the Toughest
[nterview Questions”™ by Ron Frv. A couple of hours of good
preparation with either of these books will pay faster dividends in
finding that new career.

Do you think vou are readv? Not vet! Now you need 1o sit down
and develop a list of companies for whom you want to work and
to market yourself. This is where that newspaper reading might
come 1n handy but you are not looking in the help wanted section,




You are looking for news about those businesses: things like their
reported financial results might make a lead article. You might
find an article about the company moving to a new location,
recognizing an outstanding emplovee or honoring someone who
is retiring. Make a mental note to do some research about that
company. Many major cities have a “business journal”
newspaper and once each year thev publish the Book of Lists. 1t
contains the top ten or twenty companies in nearly every industry
both public and private. If you cannot afford vour own
subseription. you can usually find the book at the local library,

Use the Internet. Sites like Yahoo and MSN allow vou to select
the stock symbols of the companies vou are targeting. If you
don’t know where to find information about a company:, try
google.com. Google is one of the largest search engines and
provides a vast source of information that might assist vou. If
you know the company has a web site. save 1t to vour favorites so
you can study the details, their historv, and the products they are
marketing. If you are conducting your job search from home,
treat your work area just as you would if you were working in an
office. Answer your phone with a professional voice so a
prospective employer would know your phone personality.

Your local chamber of commerce might also be a good resource.
The chamber office can provide vou with their membership list or
you may find that listed on their web site. Those names may come
n handy when you begin to target specific companies. They may
not be the people you need to talk with about @ new job, but they
frequently will provide the names of the hiring managers in their
firms. Many churches have started networking groups that help
people to locate job opportunities. Your volunteer organizations,
social and professional groups might also provide a networking
opportunity. 1f you are currently working and just thinking abowt
changing jobs or actually unemploved and you need to find a
new career, you need to put your action plan on paper and track
YOUT Progress.




Practice makes perfect...

Once you have completed vour plan of action, you need Lo
practice your skills for the job search process. Ask a friend or
business acquaintance to provide vou with a list of questions that
their firm might ask during the initial interview stage. Practice
your skills for both a telephone interview and a face to face
interview. Practice, practice. and practice until you ¢an recite
your credentials candidly and without missing important details,

Remember, the whole point of the first interview is to cet a
sccond interview, Usually the Human Resource person or
recruiter is screenig candidates and only the final four or five
will make it to the hiring manager. Don’t torget to send thank vou
notes! It may be an email message or a hand written note or a
formal letter further stating vour interest. Then after a fow days
follow up to see if a decision has been made.

Youmight also want to practice how vou would tell people vou
meet that you are conducting a job search. Not EVEry person vou
speak with will be able to assist but many times if you mention
that you are looking for a specific career, thev might know
someone you can call for additional information. Jot down those
names and phone numbers, they may come in handy later.

Use every opportunity you ¢an and enlist the aid of all the people
you know Lo provide you with tips on possible job leads. Don't
limit your search from Menday to Friday from 9:00 AM to 5:00
PM. You need to be alert at all times for the next possible
opportunity. If you are using the Internet and posting vour
resume to a job board. visit it frequently and update some
mformation so it moves up to the top of the list. Use more than
one list but keep track on vour log when you visited the site and
the highlights of what you posted.

There are more people hired in a new career hecause they were
recommended by someone already emploved by that firm or
because they already had a resume on hand before they knew they
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had a job opening. This is where networking within your circle of
friends and acquaintances will assist vou. Current employees
usually know about new jobs before they are posted to the
company web site. Once that job gets posted, there will be
hundreds of eager candidates wanting to be considered. and vou
want to be one step ahead of them. Which would you prefer, jobs
that are posted for the whole world to see or job openings that
haven’t hit the want ads or online job boards vet?

The Presentation Begins...

Once you have targeted the companies that youn are considering,
you need 1o imitiate the contact. It might be a letter to someone
within the firm whose name you gathered in vour research or it
may be a phone call asking for a meeting to discuss how your
talents and skills might assist that company in meeting some new
goal, Initially you may not even mention that you are looking for
A new career. Y ou may just be doing research to see if this is the
kind of company that vou would consider working for in the
future. Persistence and patience are critical to the job search
process.  If you say vou will call back about some details vou are
searching for, remember to do it. Maintain a positive attitude
because this may take longer than you originally planned.

With more candidates looking for a job than ever before, vou
want to be sure you keep good notes. Perhaps a simple Microsoft
Lxeel document which will allow you to sort your list by the
names of the companies. the date vou contacted them, or other
pertinent details. Check and recheck vour letters and resumes to
be sure everything is spelled correctly and is easy to read. Use
good quality paper and take extra copies of your resume and vour
reference list with you evervwhere vou go.  You can never tell
when you may meet someone who can assist you and they ask for
a copy of your resume.

When you get that interview, make sure you are ready. Arrive a

few minutes carly. dress for success in conservative professional
attire, and smile. The receptionist you mest is also forming an
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opinion of you and that first impression can get to the hiring
manager, Have extra copies of vour resume to give to the
interviewer so they can pass them on to the hiring manager
or someone ¢lse in the firm who may be interested in your
talents and skills.

Some companies are now using behavioral interviewing
which 15 a one question interview. They expect you to
outling in detail how you would handle a situation.
Behavioral interviewing asserts that “the most accurate
predictor of the future performance is past performance in a
similar situation.” The answers you provide will allow the
interviewer to see your leadership skills, decision making
capability, problem solving, how vou are motivated, your
communication skills, interpersonal skills and vour ability to
plan and organize.

Don’t be afraid to ask questions.

. What are the necessary skills to do this job?
What makes a successful candidate?

What would make an unsuccessful candidate?
Why have people left this position previously?
What is the most difficult part of this job?

U = el e

Once you have made 1t through the interviews with flving
colors and vou have received the phone call making an
offer, don’t miss an opportunity to give yourself a raise! Go
n prepared to negotiate for a better starting salary. If you
review some websites in advance (such as salary.com) you
will have a better idea of the salary range for the position
and the market you are working. When you have reached
an impasse on the starting salary and the negotiator won't
go any higher. try adding some other benefits that might
enable you to accept their offer.

ltems like dues and subscriptions to trade associations or
journals. seminars and workshop registration fees. days off
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to attend meetings or conferences and the costs associated with
those meetings could up the ante,

The four essential job search skills are:
e effective resume and cover letter writing,
e uncovering job leads,
s interview preparation.
» and salary negotiation.

All the planning, preparation, and practice will now allow you to
make the best presentation you can for the job. Good luck and
happy job hunting!

About the author:

A long time member of Credit Professionals and Creditors
International, Sue Heusing, MCE, 15 also a member of the Society
of Cerrified Credit Executives. She is a past President of the
Credit Education Resource Foundarion and she has served Credit
Professionals International as chairman of several conference
commitiees and is currently serving as long range planning
chairman. Sue has written several magazine articles, manual
articles and installation programs for our organization and done
workshops for both Districts and the International Conferences.

An International winner of bath the Credit Professional of the
Year Award from CP{ and the Distinguished Service Award from
ICA, Swe has also been elected to honorary membership in Credit
Frofessionals International. When asked what that meant, Sue
answered that she hasn't vet learned how to say "no" when
someone asks her 1o do something in the credit industry.

Wien Sue was wearing her International Credit Association e,
she served District § as President, as education chairman for
many vears, and was membership chairman of ICA of Greater
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Comprehensive Credit Manual and the "How fo Use
Consumer Credit Wisely" hooklet and teachers guide.  Sue
has a BS degree in Management with emphasis on Human
Resources and currently is the Corporate Credit Manager for
Aceor North America in Dallas. Texas. Accor owns and
operates over 1400 motels and hotels under the brand name
of Red Roaof Inns, Matel 6. Studio 6, Novatel, and Sofitel in
North America and many others all over the world,

38 Take Charge of Your Life $$

This 73 minute audio program. available on tape or CD,
covers the basics of money and credit management and is
mtended to help today's consumer learn to take charge of
his orher financial future. It was designed by members of
Credit Professionals International to be used in presenting
credil seminars and for placement in public libraries and
schools for consumer education.

Tape 1-5copies  S11.00each 6 copies
CIX 5 copies S15.00 each  6- copies
Instructor's Guide  $5.00 each plus shipping

8.00 1ch
12.00 each

E.i"'.-"..!’.n

The Instructor's Guide is available as an accompaniment to
the tapes and CDs and contains pages that may be copied
over onto overhead transparencies or used as handouts, and
there 15°a 70 shde PowerPoint presentation available with the
guide which includes notes and handout masters, Contact the
Corporate Office for informaton on volume discounts or to
place an order.




HOW TO LAUNCH A SUCCESSFUL PROJECT

by Rhonda McKmney, PCE

[ once had a mentor that used illustrations to drive a point home,
As a very young, inexperienced manager, | went to my mentor
complaining about the problems 1 had trying to get a handle on a
particular project 1 was leading. After going through my list of
difficulties, and explaining all that T was doing to make it work,
he told me something profound. He said. I can’t tell you how to
make your project successful, but T can tell vou what will
guarantee failure.”

These are the steps he told me would be sure to make a project
FAIL. I'm sure you've heard some of these comments in your
place of work at one time or another.

1. Abbreviate the planning process.
There is nothing more painful than hours spent strategizing,
defining every little detail, and planning a timeline. Not
everything requires a blueprint of instructions to follow.
Once the idea is formed, everyihing else will fall into place.

-

Don’t ask “what if?”

So what if the project goals and priorities are different for
everyone mvolved? So what if the specifications are going to
change in a couple of weeks? So what if we don’t have the
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resources to spare”? Hvpothetical possibilities just take vou
off track and prevent vou from focusing on the project
at hand.

Eliminate or at least mimmize customer involvement.

The more people involved. the more discussion there will be
on the direction of the project. Customers tend to spend too
much time setting expectations and redefining decisions
already made. Time is money, and it is important to meet
the deadlines: not continuously refining the plans and
deliverables.

Choose team members that are vour friends.

It doesn’t really matter who is on the project team. Don't
worry about the skill set. knowledge base, or learning curve.
If you like each other, it will be easier to leamn on the fly:

Be a task-master and demand overtime.

Remember that people don’t have anything better to do
outside of work. The project is the highest priority, and
extra hours never hurt anyvbody. [t is a privilege to have a
Jab.

Censor bad information to management.

Structured communication and updates will only irritate
vour leaders. You should never bother them with the details
of vour problems. Theyv expect vou to handle it all alone,
and not rely on their expertise or experience,

Don’t worry about “scope creep”.

If vou limit customer involvement this will not become an
1ssue. But, if they are involved. keep the customer happy by
agreeing to as many changes as they want. Don’t stress out
about getting the documentation updated, or refusing
changes after the project i1s nearly complete. The customer
won’t blame vou if the end result doesn™t work.
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&, Strongly discourage questions from team members,
Their job is to do what they have been told without guestion.
They don’t need to know what anyone else is working on. nor
do they need to question any instructions they have been given.
The big picture is for vou to know, and they to figure out if they
have time afier the project has been completed.

Y. Don’t give cuslomers OT Upper management progress reports.
When asked, just tell them the project is on track. Explain
patiently that status reporis are counterproductive; you could
be using the time to work on the project. Tell them anything;
just get them off vour back.

11},

Remember that project estimates are just that, estimates.

Try not 1o hold yourself hostage to comparing the project plan
to the project estimates, That way, vou won't have to deal
with the discovery that the project date might slide.

At first | didn’t get the point of his linle "how to fail” speech, but
then | realized the message. If vou remember to pay attention to the
needs of the project, the team. and vour customers, your project is
bound to succeed. Tnow had my very own road map to running a
suceessful project. This road map has been used time and time
again for projects in my personal and professional life.

S0 here, for vou, are my steps for making sure a project
doesn’t fail:

» Planning each phase, step, or cycle of a project is Key.
The plan should always include defined objectives and
goals, assigned tasks and responsibilities, measurable
deliverables, and a timeline or schedule for each phase and
tasks.

o All parties involved in the project should also be
involved in the planning. It 1s important that evervone is
on board and agrees on the direction of the project plan, A
good plan involves a great investment of time up front. but
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in the end this is time well spent in order to set the tone of
the project.

Anticipate the need for contingency plans. Fven with
the best laid plans, the unexpected can throw evervthing
into & loop. Ask the tough “what if” questions, use
previous experiences, and get input from all parties
invalved to attempt to cover all your bases. Learn to make
this an on-going process throughout the life cyele of the
project.

Select a team based on specific skill-set eriteria. Ensurc
the project team contains all the expertise necessary to
move the project forward. The skill-set, knowledge base,
and learning curve are just some of the factors involved in
putting togethera project team. Also consider creating
teams that represent the various perspectives on a project
such as rescarch and development, testing. programming,
operations. Cic.

Use the timeline and deliverable schedule to manage
project hours. If the project plan is followed., allowing for
contingencies, overtime will be limited. The team will
function more effectively when they are at their best. and
not overwhelmed.

Keep the lines of communication open. Management,
project leads. and project team members should all be fully
informed on the progress of the project. Communicate the
success of the project. but the most important dialogues
will occur if the unexpected happens. Keeping everyone in
the loop fosters involvement, creative problem solving,
and ensures no one is blind-sided by the challenges of

the project.
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* Timely and consistent progress reports ensure
evervone impacted by the project is as informed as
the project team. Internal and external customers need
to be part of the project to ensure full support once
implementation is planned. Many times the input of the
customers is invaluable in the initial planning. as well as
during contingency planning.

* Limit changing and expanding the scope of the
project once the project plans are defined. Scope
creep can cripple a project if the directions.
specifications, and expectations continue to change over
the life of the project. It is important that everyone
associated with and/or involved with the project is aware
of the risk and impact of all changes to the original plan.

* Encourage questions, discussion, and brainstorming
throughout the project. Fven with a detailed and
thorough project plan, some changes will be warranted.
It is important that valid ideas and suggestions are
explored. The project team may be able to find a
quicker, easier. or more efficient method to accomplish
the project objectives.

¢ Use the project plan and estimates as the guide
throughout the project life cycle. Even as the plan
changes, 1t is still important to follow the blue print in
order to successfully manage all the responsibilities of
the project. The plan is the measuring stick that will let
you if and when your team is or isn’t on target.

Following the plan, documenting changes to the plan, and

constantly assessing the progress of the plan will enable vou to
manage the project, instead of having the project manage you.
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COME GROW WITH US

Expenence the personal skill enhancement,
carger development. and networking opportunities
avallable through membership in
Credit Professionals International!
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UTILIZING THE INTERNET
FOR
CREDIT PROFESSIONALS INTERNATIONAL

py Cindy Westenhofer, MPCE

How many times have vou needed information in a hurry but
Were not sure what resource to use to find it? Oreven il you
knew what resource 10 use, it just wasn't available? Well that 15
the beauty of the Internet: it is a resource that is available 24/7.

That being said, shouldn’t we urilize this resource, which is
available m at least 65% of the homes in the USA._ (not
mention other countries) to market Credit Professionals
International’?

Well, we do market CP1 on the International level, Some
Districts. States, and local associations already market themselves
on various websites, as well. [f vou are not sure if vour local
association, State, or District is represented on the International
site, go to www.creditprofessionals.org and find out! If your
District, State; or local association has a site already established.
just email the web host or creditpro creditprofessionals org or
contact someone at the corporate office and link to the
International site.

If your District, State or local association does not have a site,
you have some options.




(1) Your District. State, or local association can ¢reaie your own
site.

o Advantage: A dedicated website is strictly for use within
your local. State or District. It should be updated
regularly. If you meet each month email your web host to
update information each month. You can set up payments
on line. PayPal (www.paypal.com) is a good resource, but
there are many more, just search the web.

s Disadvantage: Cost, more detail later in this article. IT you
do not have any money in your budget for a website,
utilize option 2.

(2) Your District, State, or local association can create a page (o
add to the International site.

e Advantage: Cost. depending on how you decide to create
your page. can be kept to a minimum. possibly none at all
except your time.

» Disadvantage: What vou create and send 1o be uploaded to
the Tnternational site may or may not appear exactly as
you send it. This will be discussed more in option 2.

Option I. When creating your own site some things need to be
considered:

o What is the purpose of your website, just posting
information about your meetings?

» Do you want to be able to accept registrations online?

» Do you want to be able 1o accept payments online?

e What is your budget? (Costs can include: domain name
registration, monthly hosting fee. initial set up fee and. if
accepting payment online. there will be a fee associated
with that).

» What web provider do you want to host your site on?

¢ What services does each web provider ofter?
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Option 2, Make a page and add it to the International site

e Somcone from vour local. State, or District can create a
page using any software that will create an html file, e.g.
M5 Publisher, MS Front Page or numerous others.

e [f using publishing software you will create an html file.
The file that you create will be the exact file that you will
see once uploaded to the site.

¢ If himl software is unavailable or not in vour budget, a
document can be created using MS Word or any other
word processing software that ailows you to save a file in
“rich text format™ (.rtf file). Mostallow you to save in
this format,

e I using word processing software that creates an .rif file,
your document may not look quite the same as when you
submitted it. Also the web host will have to reformat the
document prior to adding to the site. However all of
your text should still be just as vou submitted it. Also
when using word processmg software instead of
publishing software vou will be hmited to adding graphics
Or pictures.

« [fyou use Yahoo.com to host vour site. it offers page
builder on your web console. I have never used it and
cannol sav how well 1t works.

e Updates on your page should also be done on a regular
basis. Every time you have a change, update vour page,
Just email the changes to the web host. Your web host
should get the changes made in a timely manner.

When creating your own site remember: Websites should be
informational, user friendly, interesting and pleasant to view.
They should always be a work in progress and should change at
regular intervals.

It is very helpful if vou have someone (or a team) proof the site
for you. After vou update. email vour proofreaders to let them
know changes have been made to the website. If they are good.
they will catch all the little mistakes vou make (and vou will
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make some.. no maiter how many times vou proofread what
you upload!).

To get the trafTic vou want on the site, you need to have a regular
audience and also a way to attract new viewers. 50me siics use
E-News letters. E-Newsletters are just emails sent out. usually to
members or anyone with an interest telling them aboul new
events such as conferences. seminars, new legislation, ete.. This
can be utilized at any website level: local. State, District, and
International. Start building your list with the members. Obtain
all members™ email addresses. At your meetings. start a guest
book and ask for their email addresses.

If you are just starting to create your own site but are not sure
what provider vou want Lo use, do what you do 1if you are
shopping for a car or a home. SHOP! Get on the Intemet and start
looking, Most providers will hist their prices and what you get for
that price. If not, vou probably don’t want to do business with
them anvway.

Don’'t over buy. You will probably only need the minimum
space. For example, District 5 has a dedicated website
(www.cpiS.org). The District 5 site has a home page, a page for
each of its local associations. a Conference/Events page. and a
Sign up page, It is hosted through Yahoo.com, using the starter
package (S14.95 serup fee and $14.95 per month). This price
includes registration of vour domain name and keeps registration
current each vear that vou continue to use their services Lo host
your site. Also there 15 no contract, so you can discontinue use at
any time, just by notifying Yahoo. Yahoo's prices have changed
recently so check out the site before vou sign up. Remember,
there are many other providers that can host your site. be sure to
check them out thoroughly before you sign up. Keep in mind you
can start your site with the lowest package and if you need more
space you can always add it later.




Once signed up, Yahoo has a web console panel that is very
informational and helpful. It offers page builder if vou want to
build your site with 11, instead of using publishing software, Tt
also offers FTP (file transfer protocol) if you want to upload your
site there, You may of course use other FTP software of your
choosing. One other advantage to Yahoo is that it offers you
statistical information. Every two weeks vou can go to the
control panel and update your statistics. You can se¢ how many
hits. where most of your hits are coming from. what pages are hit
most, and what time of the day or night your site is being
accessed. You will even see who are the primary users of

vour site,

(f course 1f you go with Yahoo, you do need your Internet
service already established. However you can upload vour site
on your personal Internet service, you do not need a separate
service to upload.

Whichever option that your local association. State, or District
decides to use. USE THE WEB!!!

ITIS A GREAT WAY TO MARKET CREDIT
PROFESSIONALS INTERNATIONAL!!
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THE LATINO TIDAL WAVE

by Marsha Thompson, PCS

The largest new minority.....what are their needs, how can we
serve them and how can we benefit?

As a third generation Mexican-American, | have grown up with
English as my first language and been fortunate to have
encountered minimal prejudice due to my ethnicity. | am guilty
of previously not being very aware of those who were new to our
country and faced a lanLqu: barrier as well as frying to find a
balance between assimilation into a new society and maintaining
their native traditions.

| had to rethink my position after | traveled twice to Germany.
While shopping, ordering food in a restaurant. or asking
directions, I was the one who didn’t speak the native language
and was grateful to encounter anvene who could help me because
they spoke my language.

Returning to this wonderful country, I became more conscious of
the struggles of those who don’t speak English. [ also realized the
need for them to have someone explain how and w hy we do
things the way we do.

Regardless of our political or personal feeling about this great
influx of Hispanic humanity. they are here and they have needs,
We can profit while fulfilling these needs.
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A recent Census Bureau estimate (June 1%, 2003) numbered Latinos
in the U.S. at 38.8 million. Latinos accounted for nearly half the
growth in the U.S. population the past two vears. High birth rates
and the influx of immigrants secured Hispanics” position as the
largest minority group in America. Immigration accounted for just
over half of the population gain among Latinos.

Census Bureau Director, Louis Kincannon said “It is part of the
continued growing diversity of this country which strengthens us
not only politically but economically.”

According to the magazine, Banking Strategies (July/Aug. 2003},
Hispanic populations in the 1U.S. are projected to grow by 258%
between 1995 and 2030, compared with just 3(% for the nation as
whale, With only 56% of U.S. Hispanic using banks, compared to
90% of the total population the potential for account growth is
enormous. 1t will most likely not be a “quick™ profit for banks,
since many new account holders will have low incomes in the
beginning, However. in terms of lovalty the profits will be many
and will assure new business as the new CONSUWIMELS pass the word
to their friends and family that they were treated well and fairly by
our business.

If we are o be successful, there are several hurdles that must be
conquered:

¢ Language - The majority of unbanked Hispanics have
limited or no mastery of English. To increase the
confidence level of the potential customer, financial _
institutions should be staffed with bilingual staff...not just in
entry level positions but in management positions. ATM
machines. call centers. and websites should also be
bilingual. It is important that neutral Spanish be used
because the immigrants come not only from Mexico but
from all of Central and South Amernca.




Trust - This will perhaps be the most difficult issue to
deal with. In Latin America only about 20% of the
population uses a bank and in Mexico the figure is 37%
according to the Inter-American Development Bank and
Celent Communications. The figures are not surprising
since Latin American governments have a tendency to
devalue their currencies and freeze deposits in recurring
CCONOMIC CTISES,

Identity Verification - Banking in some immigrant
comrmumties entails nisks that are still a matter of debate
and hard to quantify. When customers apply for checking
accounts in the U.S., the financial institution can access
enough data to verify identities with a high degree of
confidence. This 1sn’t usually the case with people from
countries where records may be sparse or difficult to
access.

Before 2001, it was difficult for Mexican immigrants to
obtam U.S. bank accounts.. Mexico then began issuing
“matricular consular” cards to allow immigrants to prove
their identities. This particular consular card is now
accepted as a form of 1D at 74 of the nation’s 9,000 banks,
according to the Mexican Embassy. Last vear, Mexican
consulates 1ssued 1.04 million cards. Consular officials
ask for an applicant’s original birth certificate as well as a
second TD with a photograph. According to Miguel
Monterrubio, Press Secretary with the Mexican Embassy
in Washington, D.C.. a high-tech version of the card
introduced last year is more difficult to counterfeit,

However, cntics charge thart the matricular consular card
continues to be subject to widespread fraud. The
controversy presents banks with a dilemma since the USA
Patriot Act - the anti-terrorism, anti-money laundering
legislation signed by President Bush in 2001 - requires
them to verify the identity of those who open checking
accounts. Banks also have to report any suspicious
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activity that might raise concerns the account could be
used for money laundering or providing transfer of funds
to terrorist organizations, The Treasury Department
issued regulations clarifying when banks can or cannot
accept the matricular card from Mexico or any foreign 1D
last April.

Banks that are accepting the matricular consular card are
not reporting any major problems with false identities.
Some banks contend that the risk of fraud is not greater
than the risk thev face from any group of potential
customers. Robert Byrne. Director of Diverse Growth
Segments Group at Wells Fargo & Co. San Francisco,
deems the matricular card to be no riskier than federal or
state-issued id”s in the United States. Clearly this is an
issue that will not be agreed upon quickly or casily.

Due to the spending power and rapid growth of the U.S. Hispanic
population, this group represents an untapped reserve of potential
credil card users.

Consumer spending by Hispanies is expected to become
increasingly important to the nation’s cconomy. The Hispanic
buying power is growing four times faster than that of the general
market. By investing resources 1o penetrate the Hispanic market,
fast-moving companies can capture a disproportionate share of
the Hispanic market and build strong brand lovalty.

L am of two schools of thought on the credit card issue. The
Hispanic customers T have dealt with are wonderful savers and
want to pay their way as they go. | would hate 1o ses them fall
into the morass of debt, which continues 1o be the case with g
large segment of the population in general.

Financial education is by far one of the greatest needs of this
immigrant population. Finding the most aceepted venue is a
difficult task. My banks attempt to hold classes with the FDICs
SMART MONEY program met with stiff resistance. | feel that
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in a group setting these individuals are afraid to lose their
dignity when they admit that they don’t want a checking
account because they don’t know how to write the

numbers and, since they speak limited English, they feel
embarrassed to ask bank personnel whe might not understand
their questions.

When opening accounts for Spanish speaking individuals T try
to take exira time to answer questions and reassure them that |
am willing to help them with their financial needs no matter
how small. Often the most elementary conversation will lead
to questions regarding establishing credit and buying houses.
IfI know they need to see someone who is not able to
communicate in Spanish I try to set up their appointments so |
am able to go with them to the different departments to aid
with the translation.

Empathy is a small price to pay for customer loyalty and word
of mouth is a very effective marketing tool that could reap
huge benefits for financial institutions.
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HOLISTIC CREDIT COUNSELING

by Mary J. W. Kemp. CCFMCPCE

Our society continues to abuse the credit process. Based on
statistics from the International Credit Executives April 2003
Conference brochure, “the credit of 40,000 customers m 130
countries was risked.” Debt is still a community problem, and a
“holistic™ therapeutic counseling service 1s definitely needed,
because people are also abusing the credit counseling industry.

There 1s a lack of knowledge of the operations, People see the
industry as “the people with the money that have control of the
money™. If they have no knowledge of credit, the industry, or
money itself. there is a tendency to abuse what they do not know
or understand.

Most non-profit Chnstian credit counseling services offer a very
comprehensive holistic debt management plan that will analyze
finances similar to traditional credit counseling services: The
WFP Chnistian Credit Counseling Services offers a unigue
testimonial and faith-based concept of training to teach people
how to get out of debt. This is a therapeutic-based program that
identifies the problems. then instructs the consumer on the aspects
of consumer credil. budgeting, and money management and
provides a suggested reading list of books and/or group seminars
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to attend. The WFP Christian Credit Counseling Services also
publishes their own manuals, books. and literature. Most of its
funding comes from members, creditors, business, corporations,
and private donations.

Four years ago, we surveyed a group of 30 local college students
at South Carolina State University to see what they knew about
credit, These were the questions asked:

What 15 Consumer Credit Counseling?

How long has Consumer Credit Counseling existed?
Who started Consumer Credit Counseling?

Why is it essential to today’s society?

What are your future goals?

" ® ° & 9

We found that the majority of the students had goals to 1) work in
the business industry. 2) become CPA’s, or 3) own their own
business. The second percentile planned to enter the markeling
field, or become certified network administrators. The third
percentile included careers in counseling. joining a family
business. investing in real estate. being an accountant, a human
respurce manager, or certified financial officer. The final results
of the survey stated the industry has become more specialized.
This is the kev to success in different areas of expertise.

We in the credit industry have more opportunities to become
lobbyists or advocates, commissioners, manufacturers, publishers,
credil motivation speakers. to teach internationally. or work in
credil reporting. We must integrate market rescarch solutions for
accurate data in the industry. Also opportunities in international
banking, money investment, financial planming, and doctoral
degrees in Credit Management are just a few of the options.
Today there is access to technology that practically runs the office
for us, also profitable communications for better decisions on
consumer credit lending. more holistic and traditional credit
counseling programs. and greater consulting opportunities.
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In the survey, the students stated that consumer credit counseling
is a financial teaching institution that counsels or advises people
on finances and how to manage money to maintain good credit,
provides services in debr management, and in credit
improvement. Consumer credit counseling has existed since the
Depression era. created by banks when Commercial Credit first
opened and began to extend loans.

The future of the credit counseling industry is more important

than ever before. We have better educated credit executives and |
more sophisticated technology. This requires educating more

people in the community, For us as Credit Professionals, it is a

time to continue our own education and training. Becoming

certified 1s more important than ever. The industry is much morc
“accereditation and certification” conscious.

Holistic credit counseling is essential in today’s society because
of its mission to create a more intelligent, educated society rich in
wealth. finance, and prosperity. Ethics in credit are very
important. Get involved with your local CPI association’s
legislative committee to help write and lobby for good legislation
that will help your town’s corporations. businesses, and business
owners, At The WFP Chnstian Credit Counseling Services we
are active with the South Carolina Chamber of Commerce Grass-
Roots Government System. This process works and you become
familiar with legislatures and the lay people. This can also help
your orgamization increase membership as you raise awareness
among large and small organizations and private business owners.

You may ask what else can we do as Credit Professionals? We
can do a number of things:

e Select local non-profit Credit Counseling Service
representatives to speak at vour local meetings.

* Provide credit and credit counseling industry information
and statistics to your members,
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* Train members to teach the seven step “Take Charge of
Your Life” series. Then go out and teach it in your local
technical schools and community universities.

* Participate in CPI’s Credit Education Month, which is a
time for us to teach what we know as members of the
credit industry. You can start with a Proclamation from
the Governor, or the Mayor of your town, to raise
awareness and help alleviate credit illiteracy. For the past
three years, we at The WFP Christian Credit © ounseling
Services have been doing this. This also needs to be done
o a national level

There is a market for holistic credit counseling, and the need is
areater than ever. Our creeds, codes and motto are
important....they are the rules we must follow to maintain good
membership ethics. This is how eredit works, It is rule, guide,
and leader. We at The WFP Christian Credir Counseling
Services follow the Golden Rule from Luke 6:31 : Do unto
others as you would have them do unto vou'.

Remember. stay passionate for your careers, members, customers,
clients. and students. Passion breeds success, and success leads to
many things we want in life.
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CELEBRATE YOU

by Charlotte F. Maness, CCCE

you like about yourself? What do vou dislike about

" Have you ever asked vourself these questions? | dare
of us have not or at least we would not admit it.

WE have duﬂe this mdlrec:tly if we wﬂl be honest. For

om think about what we like about ourselves and
te those positive atiributes. Perhaps, we were taught as

u Wbﬂhﬂﬂ ma}' _]mt be thf: missing ]HELE f‘.ll the pwlc T]us
‘happens in our professional lives, We feel inadequate when
in a new position, when we have different players around
e are asked to take on new responsibilities, It is so casy
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A personal experience changed my thinking along these lines
many years ago. [ had left a position with a corporation where |
knew all the players, felt comfortable in my role, felt successful
and results oriented. I moved into a much larger corporation
where I was just a new pebble in the sand. T was charged with
new responsibilities. learning new functions, and being a member
of a much larger whole. I felt very uncomfortable, very
inadeqguate, and felt that 1 was not going to be successful. In
desperation, I had a conversation with my new manager and | will
never forget what she said to me. She immediately reminded me
of why they had chosen me for this position, what [ was “bringing
to the table™ and encouraged me to focus on this and move on.
That was a life changing experience and | have thought back to it
many times.

As we evaluate why we often feel less important, why we would
like to be different, we have to evaluate why we feel this way.
LEARN YOURSELF, which is a paraphrase of KNOW
THYSELF, said so many years ago. By this. | encourage you to
remember that you are unigue. vou are special and vou have
much to effer, Someone has said that most people will go 10 their
grave with their music stll in them. Don’t let this happen o you!
Go ahead. dance to the music, let it out and shine. Let vourself
g0, smile, laugh heartily, believe in vourself and seek adventure.
By all means, compliment vourself when vou do well or you are
pleased with your accomplishments.

Appreciate vour uniqueness: the world has never seen anyone liké
you, You'reit! Each of us is intended to have a character of our
own, to be what no others are, and to do what no others can do.
Don’t spend your energy and vour time worrving about what you )
cannot do. and what other people expect and think. Utlize that
time and energy 1o develop the strengths vou have and reinforce
your self awareness. Some ideas for doing this are:

I. Make a list of what you like about yourself and what you ':
don’t like.
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2. Getrid of the “should’s™ in vour life. or change the behaviors
that you have identified that you don’t like. Only vou can
change these.

3. Resolve any unfinished business with the appropriate person.
nol someone else.

4. Do something vou have always wanted to but you were
afraid to iry. Go ahead. Try. You May surprise even
yoursell.

3. Get rid of the mindset that "we've always done it this way",
6. Take a chance,

7. Dwell on positive things; vou are the only one to control
what you think.

8. Take charge of vour life and don’t let it control you. Have a
quest and find vour own vellow brick road.

9.. Be alife long leamner,

10 Find time for vourself each day to regroup and recover, Find
some tume to “JUST BE™,

Now, vou have found sone things vou may want to change, Go
ahead and do it. Write it down: ser a goal and the time to begin,
Don’t forget vou have to be willing to do what vou need to do.
There is no time like today 1o begin and we must change
ourselves before we ke on the world,

| heard a story of a doting Mother who was watching the local
band march down the street in a parade. She exclaimed loudly,
“Look, everyone ix out of step but my son, John”, Don't we
sometime feel that way about ourselves? Accept outside help and
reinforcement but don’t live for it. Create and make vour goals
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happen by accepting that you are unique and you are in control of
your life. Like who vou are and I really do hope you will let the
music out and dance. You can! Go ahead and | know that life
will bring many magical moments.

A few years ago, I discovered the prose that follows, called
CELEBRATE THE TEMPORARY. It has inspired me and so
many with whom | have shared. 1 do not know who wrote it but 1
have a feeling that it was divinely inspired for us all. T hope this
will become creed for vou. as it has for me.

Celebrate
You
Celebrate vou!
You're worth celebrating
You are worth everything.
In the whole world, there is only one you.
There is only one person with
Your talents
Your experiences
Your gifts
Wo one can take your place
God created only one you, precious in his sight,
You
Have
Immense potential
To love
To care
To create
To sacrifice
If vou believe in yourself
It doesn’t matter vour age, or vour color,
Or whether your parents loved you or not.
{Maybe they wanted to but couldn’.)
Let that go.
It belongs to the past.




You
Belong
To the now.
It-doesn’t matter what you have been.
The wrong vou’ve done
The mistakes you've made
The people vou've hurt.
 You
Are forgiven,
You are accepted.,
You're okay. You are
LOVED
In spite of everything.
So love vourself,
‘And nourish the seeds within you.
Celebrate you
Begin now.
Start anew.
Give vourself a new birth.
- Today
You are you, and that is all you need to he.
You
Are
Temporary.
Here today and gone tomorrow.
But today..
ay can be a new beginning. a new thing, a new life
~ You
Cannot deserve this new life.
It is given freely
| That is the miracle called God
So celebrate the miracle and celebrate YOU.




Abaut the author:

Charlotte Freeman Maness, CCCE, has enjoved a long and
diverse career in banking, with experience in operations, lending,
human resources. toral quality process, and various levels of
management with most recent role as Senior Manager in Hwmean
Resources ar First Union National Bank (now Wachovia Bank) in
the Consumer Group. She has done extensive work in training,
bath in her professional career and in various organizations. She
has enjoved serving at all levels, including International
President 1993-1994, of Credit Professienals International and
serves as a motivarional speaker for many types of organizations,

Charlotte is a musician, has seived as organist for Central
United Methodist Church in Albemarle, N. C. for 23 years, anid
feaches an Adult Sunday School Class, named after her lare
husband who taught the class for 20 yvears, is Chairman of the
Board for Stanly County Community Concert Association, is
serving as Director of the OASIS program, Older Adults Services
in Stanly Countv, on the Board of Directors for The Stanly
County Interagency Council, President of Alhemarle Lions
International, has her own businesses which include travel
consuliant, u distributorship of natural health and wellness
products, and human resource consulting, in addition to her
speaking career.

Charlotte enjays life 1o the fullest, has two grown children, and
ane marvelous grandehild who is the jov of her life. She believes
that life gives back as much as we give 1o it.




WHAT YOU SHOULD KNOW ABOUT
YOUR FOUNDATION

by Terrv J. Rowe, CCCE-MPCE

The Credit Education Resources Foundation (once known as
CERF but now commonly referred to as “the Foundation™) was
established as the ool for us to accept donations to our
organization that are tax-deductible through a 301(¢)(3)
corporation. The Foundation is committed to providing credit
education to the general public by utilizing and enhancing the
combined talents. education and expertise of the members of
Credit Professionals International. The Foundation was started at
the August meeting of Credit Professionals International (CPI) in
St. Louis, MO, in 1987, The process to get everything in place
took over another year and the charter was granted in 1959.

The President of Credit Professionals International appoints the
President of the Foundation each yvear. The Second Vice
President of CPI serves as the Secretary/Treasurer of the
Foundation Board. One and two-year directors are also appointed
by the CPI President, and the Immediate Past President of the
Foundation is automatically a member. The Foundation President
appoints a Walk-a-Thon Chairman and other committee chairmen
and members.




Money that 1s received by the Foundation is designated as
donations. The Walk-A-Thons were the first projects put into
place to generate funds for the Foundation. The first two Walk-
A-Thons were held in 1988 in Calgary, Canada by Hazel Wilson-
Knopp’s CPI association and in Twin Falls, 1daho by my
association. At that time Hazel was the International President
and 1 was President of District 10. The Walk-A-Thon program
has brought m a steady income for the Foundation since that time.

The Foundation Board worked to link up with an international
cause, hoping to add additional advertising oppormunities for the
Walk-A-Thons that would increase the volume and give
recognition te the Foundations efforts. Hazel Wilson-Knopp met
with the National Center for Missing and Exploited Children and
Child Find Canada, newer organizations at that time working to
find mussing children. They met with the founders of those
organizations, including then Governor, William Clinton. and
established a partmership for the three organizations. As the
associations in Canada disbanded we continued our partmership
with the National Center for Missing and Exploited Children,
giving 23% of the funds camed through the Walk-A-Thons to
the Center. Thirty-five percent is given back to the local
association having the event to be used for their own educational
efforts, and the balanee stays with the Foundation to further
Credit Education projects.

We continue to have Walk-A-Thons or other fundraising events at
the International Conferences. encouraging all local associations,
States and Districts to actively participate by sending donations o
the District Presidents to turn in at the Intemational event. If you
OT your association are interested in having a local. State or
District Walk-a-Thon, please contact the Corporate Office for
details. They can provide information kits and additional
information, including tapes explaining the National Center for
Missing & Exploited Children (NCMEC).

Some assoclations have chosen to have “non-walking” or
“virtual™ Walk-a-Thons, and have been very creative in having
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ons, bowl-a-thons, and other fund-raiser’s, such as
benefits or socials, to raise money for the Foundation and

{s from the Foundation are used to create educational
for our members and the public sector. Many of the

dto funda speﬂlﬁ[: project de:.1aned to rtai:h both
m ‘and membership of eur organization. The result
iree Of Your Life”. an audio program available on

were found to write lessons that we compiled, wrote

and recorded at a sound studio in St. Lows. W hired
for the male narrator and [ volunteered my services
voice. The program consists of seven lessons that
- learn how to get the things in life that they want,
charge of what happens 1o them, and realize that
future depends on knowing how to manage their

luded in the program are: Introduction and Getting

 Credit Works, Credit and Credit Cards. You and
Record, You and Your Money Part I and Part 2, and
n Against Fraud. The authors for many of the lessons.
-you have seen over the vears in leadership in Credit
5, as well as individuals pmmcd by our members
tional Board of Directors.

tion has also funded an Instructor’s Guide to

- the audio program, and it and a companicon

oint presentation are now available. The audio program
igned to be used as a “stand-alone” guide for consumers
or understand credit, however it may also be used in the
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clagsroom or as a basis for a credit seminar. The Instructor’s
Guide has been provided to give direction to consultants or
teachers who are using the tapes and CDs as all or part of a credit
presentation. Each local association may request one copy of the
Guide free, and additional copies mav be purchased or obtained
with volume orders of the cassettes and CD’s. Contact the
Corporate Office for details.

Credit presentations featuring this program might be arranged
with the cooperation of local schools (secondary., college.
technical), libraries. churches, shelters. community outreach
programs. county extension programs, Junior Achievement,
senior citizens’ groups. at career fairs, in conjunction with
mortgage or first fime home buyers” classes, through the local
Chamber of Comumerce or speaker’s bureaw. or as part of a local,
State or District meeting of Credit Professionals International,

The Foundation also imtiated the CPI Centitication program,
which has been very successful inthe last yvear. More and more
members are being certified cach vear and now many of those
certified in the beginning are upgrading or renewing their initial
cerlification afier five years. There is an application fee to apply
for certification and additional fees due depending on the level in
which you qualify for certification. Current levels offered are
Professional Credit Associate. Professional Credit Specialist,
Professional Credit Executive, and Master Professional

Credit Executive.

In addition 1o these special programs. the Foundation pays a
portion of the expenses for running the International office, funds
the bi-annual magazine. “The Credit Professional”, and many of
our educational brochures. The Foundation has offered
scholarships for the last few vears to first time attendees. one each
from each District, to the Intemnational conferences, and it
supports our International website. We invite you to visit that
site. www.creditprofessionals.org, often for additional and
updated information.




ch

Foundation continues to seek grant money to fund its
but we also are open to other non-dues funding. In
1o the Walk-a-Thons, we have held District Basket

the International Conferences, the “Dollars in the Air”
and a 50/50 drawing with the procecds all going to the
on to pay for educational material. Other ways that
has come into the Foundation are personal donations,
donations. and miscellancous donations. These funds
small but important part of our funding and are
ully appreciated.

uote former Foundation President and current Walk-a-Thon
hairman, Mary Nebeker. “The Foundation continues to accept
ons and to look for creative and productive ways Lo gain
1o teach and train our own members and then to teach

the word out at your local, State and District meetings about
ion. and the educational opportunities it provides fo
membership and their communities through Credit
jonals International. 1f you have questions concerning
indation, making contributions to the Foundation, or
with the Foundation. please contact me. the Corporate
ny International CP1 Officer or Foundation Board

e Author:

o. COCE/MPCE. is the President of the Credit

esources Foundation. She was CPI International

it in 1994-95 and is serving hev third vear as

tion President. Terry is a two-tine Past President of

t Ten Pacific Northwes! Council and the State of tdaho,
President of the Credit Association of Magic Valley in

. Idaho. She is Regional Branch Manager for

Federal Credit Union in Twin Falls. Gooding and

e, Idaho. and can be reached at tj@magiclink.com.
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OH. NO. THE SPEAKER DIDN'T SHOW

by Carol D. Neal, CCBE/MPCE

It can happen to any of us. You're getting ready to start the
meeting and there is a conspicuous empty seat at the head table.
You are the educational chairman or presiding officer, and vou
haven’t heard from vour speaker...is he just running late. been in
an accident. forgotien all about 1t?7?? Whatever the case (and we
always hope for the best). the key is not to panic.. .and the best
way not to panic is 10 always be prepared.

What are some of the ways vou can be prepared?

.. Have a back up speaker or program. You can do this
vourself, or ask one of vour members to have something
ready in reserve. And if vou don't have to use it i an
emergency. vou can use it for your final educational program
of the year so vour preparation doesn’t go to waste,

Always have at least one copy of the manual and the current
Credit Professional on hand at the meeting, Pass the manual
or magazine article that was going 1o be the basis for your
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ker. or another one of the articles, arcund and ask each
iber to read a paragraph aloud. Facilitate a general
‘discussion afterwards...youll be surprised how much your
‘own members may be able to add.

Have a copy of the “Take Charge of Your Life” tape or CDh
a player at each meeting. If your speaker doesn’t show,
can listen 1o one of the sections of the course and discuss
a group afterwards. Of course, this also makes a great
NED meeting.. .11l share more on this later.

supply of blank or lined paper and index cards. You
always have some on hand in case your members and
want to take notes, and if vou find vourself without a
eaker, you can use them for a “problem exchange”, Ask
ch attendee to write down on a piece of paper or an index
I'a problem they are currently wrestling with at work, in
association. or elsewhere. Then “pass the problem” and
e next person write down one solution or idea. pass

n for a second solution or idea. etc. Return to the

inal members and allow them time to discuss and

them. or if you really start brainstorming about
ing during your business meeting. | keep one of the

stand. and you can put the pages up on the walls
yut tape and take them back down without damage,

omewhat on your audience. You always want to keep
ucational session as professional as possible. but if you

ave any emplovers or prospective members attending that
ve a little more leeway to make the leaming more fun




The articles in this manual and in the Credit Professional
magazine are provided Lo give you a starting point, but don’t
overlook the knowledge within vour own membership.

This association was founded by a group of credit industry
employees who wanted 1o get together to talk about their
challenges and successes, and find solutions to common
problems. We can still do this todav. Ask cach of your members
to tell about a difficult job situation they faced (protecting
confidentiality, of course) and how they overcame it. Or ask
them to share their greatest success story from work, Be sure to
use vour facilitation skills and make sure that every member gets
an equal chanee 1o participate, but don’t push anyone too far out
of their comfort zone.

Don’t want to use any of the ideas above? Remember | suggested
earlier having a flip chart on hand? Use the unexpected time to
work out plans for vour association’s project for Credit Education
Maonth, or brainstorm ideas for getting new members, and then
put those plans into action,

Or use the time to get to know each other better. sharing your
employment histories and interests and really networkimg. You
might find that one of your newer members was editor of their
college paper, and would love to do vour bulletin!

Please do come up with something productive....don’t use the
lack of a speaker as an excuse 1 go home early. Your members.
and especially guests. expect value for their attendance at the
meetings, Who knows, your impromptu program might be better
than that speaker ever would have been!

Some members have told me that they feel their associations are
too small o invite an outside speaker in the first place. Consider
these options:

Don’t invite the outside expert as a speaker. invite them as a
consultant. Instead of having them stand and give a prepared
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. give them a copy of the article ahcad of time and tell
1 you'd like them to share their insights and personal
rience on the topic in a casual “guestion and answer”™

ere. You can have a real “round-table” discussion

y awkwardness you might fecl comes with having
stand up and lecture to four or five people. Ask
nbers to read the article ahead of time so they can

ipate fully.

own members as resources. At the beginning of the
ask the members to choose which topics they’d most [ike
d from those suggested by the manual, magazine. or
events in the credit industry. Ask cach member to pick
opics and be responsible for “teaching™ it during the
hey can give the presentation themselves, or find an
pert, or come up with a “non-speaking” way to share

some of the ways my association has found to cover
e past without using a speaker. An added benefit to
5 is that we all get an opportunity to improve our
communication skills at the same time we're
information. and they are usually a lot of fun,

nmon game format to present the material. My favorites
Jeopardy, Family Feud. and Wheel of Fortune.

r you choose, be sure to make them team competitions,

to individual ones, and mix up the expertise levels on

they all have a chance. Your goal is W get the

‘out there, not to embarrass anyolle or cause

inforce Parliamentary law, we've used a puzzle format.
more sets of large cards (normal 877 X 11" paper is
 with the steps of 2 motion on each one. Scramble the cards
ch set. Break the group into teams, and let them compete to
ho can put all the steps of a motion (hy the way, there are at

s -

sht steps in a straightforward motion) in the proper order




first. You can use this format with any topic that includes steps,
groupings. or a natural order.

For example. when the “History of CPI” was one of our topics,
we created mant “ume lines”. The teams got two sets of cards,
one with the years on them and the other with events from the
manual chapter that corresponded with those vears. We also
included events from our local. State, and District history to make
it more fun and persenal. The teams competed to see who could
match the events to the years and get them all lined up i the right
order first. Everyone enjoyed the trips down memory lane the
competition sparked, and we reviewed all the matenal from

the chapter.

When yvou're having team evenis, vou don’t have to award
prizes...a round of applause and the sense of satisfaction they get
is usvally enough reward. Or you can see that the “winners” get
served first at your next meal function. or get to choose the theme
for the next social event.

Another way to present material is through a skit. Most of us
have at one time or another seen or taken part in a skit on “the
wrong way to hold a meeting”. These can be very funny, but they
arc also eve-opening and a good way to make a point “stick”. Be
sure and demonstrate the nght way as well. You can also do role-
playing...some of the industry events that lend themselves well to
this format are consumer interviews, taking a credit application.
handling a collection call. going for an employment inteérview,
asking for a raise, inviting a prospective member to a meeting,
and the list goes on.

And. as suggested earlier, you can always use the “Take Charge
of Your Life” audio program, or any other audio program. Be
sure and keep the audio segments short, as adult learners usually
require visual stimulation, too. Review a session and then discuss
it. Use the questions and other suggestions for audience
interaction from your association’s copy of the Instructor’s Guide
for the “Take Charge of Your Life” program. If your association
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hasn’t requested and received your free copy of the Guide.
contact me or the Corporate Office.

If your meeting location comes with a TV/-VCR hook-up. check
with your local ibrary or some of vour employers” training
centers for good training videos vou can borrow, I've borrowed
Equifax’s copy of the famous cartoon “Who Moved My
Cheese?” by Spencer Johnson, M.D. on three separate
occasions o use as a leamning tool and kick off discussion on
the subject for different groups.

Credit Professionals International is all about learning, and
learning should be fun and applicable to be most effective. If
you follow some of the suggestions in this article to be
prepared. to relv on vour membership. and 1o seek creative
ways to cover different topies. vou'll never have to panic if vou
hear someone say “Oh. no. the speaker didn’t show!”

Abont the author:

Carol Neal, CCBE/MPCE, is Fivst Vice President of Credit
FProfessionals International and editor of this manual. She has
been a member of CPI of Atlanta since 1981, She has yerved
ux President of CPI of Atlanta, CPI of Georgia and CPI af
District T & IV and the Inter-Citv Credit Council of Georgia
and as a Director and Secretary/Treasurer of the Credit
Educaiion Resources Foundarion, She is a past local, Stare,
and District Credit Professional of the Year and has also won
Atlanta’s Outstanding Member of the Year Award and the Inter-
City Credit Council s Comer Cherry Award. She earned her
ACE {n 1987, her CCBE in 1990 and her MPCE in 2000). She
Joined Career Club in 2001. An educator, facilitator and
business analvst, she has presented workshops on a variery of
suhjects at work and ar Imternational, District, Srate and local
meetings and has written articles for several publications. She
recently completed the Instructor’s Guide and companion
PowerPoint package for the “Take Charge of Your Life”

audio program.




The association now known as Credit Professionals International
(CPI) was established in 1937 for mdlvﬂualsmg in the
credit industry. CPIs focus is on stren; g the credit industry
and the individual through education and interaction. Our mission
is to support our members by providing epportunities for
networking, career developmﬂm,andmmmmlwmwhemmt

amclﬂq wrmen by outamndmg mem of ﬁlﬁ credit
industry: local menthly meetings with educational speakers and

programs and netwerking opportunities: and the epportunity to
attend seminars and conferences. Members are also eligible to

subscribe to a variety of publications at reduced rates: CREDIT
CONNECTION (a quarterly newsle.u@rmth legts]anw: updates},
THE CREDIT PROFESSIONAL (a bi-annual magazine) and the
International Membership Directory.

Credit Professionals International also offers a four-level
certification program available through the Credit Education
Resources Foundation. See our website for additional
information: www.creditprofessionals.org

COME GROW WITH US!




CPI DISTRICTS

Credit Professionals International is set apart in Districts

as follows:

District 3 & 4: States of Alabama, Florida, Georgia,

District 5:

District 7:

District 8:

District 9:

District 10;

District 12

Louisiana, Mississippi, North Caroling,
South Carolina, and Tennessee

States of lllinois, Indiana, Michigan, New
York, and Ohio

States of Arkansas, Kansas, Minnesota,
Missouri, Nebraska, North Dakota,
Oklahoma, and South Dakota

State of Texas

States of Colorado, New Mexico, Utah,
and Wyoming

States of Alaska, Arizona, Hawaii. ldaho,
Montana, Oregon, and Washington;
Provinces of Alberta and British
Columbia, Canada

States of Pennsylvania, Virginia, West
Virginia, and Washington, D.C.
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KEEP GEORGIA ON YOUR MIND!

Plan now to join us in Atlania
June 16-20, 2004

International Conference
Credit Professionals International
Marriott Penimeter Center
Atlanta, Georgia

Scheduled events include a Life & Career Planning workshop:
educational sessions on the Health Insurance Portability and
Accountability Act, Credit Laws, the Global Workplace, and
Website Navigation; and a tour of historic Atlanta. The closing
program will be “Crisis or Choice: Which Do You Choose?”

From a virtually uninhabited railroad terminus in 1837 to a
sprawling metropolis of over four million people today. metro
Atlanta has the vibrancy of the world’s great urban centers
combined with the Southern charm of small town hving. Here
vou’ll find historic sites from the Civil War through the Civil
Rights era, as well as world-class shopping. entertainment,
dining, and nightlife. From the Atlanta Braves to CNN to Stone
Mountain, there’s something for evervone. Come see what has
made Atlanta the Capital of the New South.

Conference information and registration forms will be
mailed with the Winter Credit Connection and posted at
www.creditprofessionals.org.




Credit Professionals International
525-B N. Laclede Station Road
St. Louis, MO 63119
Phone: 314/961-0031
Fax: 314/961-0040
Email: creditpro@creditprofessionals.org
www.creditprofessionals.org




