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WHY THE CREDIT 
APPLICATION DESK MATTERS

�‡ FIRSTPOINTOF FINANCIAL RISK

�‡ SETSTONE FOR THEENTIRECUSTOMERRELATIONSHIP

�‡ DIRECTIMPACT OF CASH FLOW, DSO, AND BAD DEBT

�‡ WHEREJUDGMENT MEETSPOLICY



EXPECTATION VS REALITY



WHAT I THOUGHT CREDIT 
MANAGEMENT WOULD BE

�‡ APPLICATIONSWOULD BEMOSTLYCOMPLETE

�‡ CREDITDECISIONSWOULD BECLEAR AND DATA DRIVEN

�‡ POLICIESWOULD PROVIDETHEANSWER

�‡ RISKWOULD BEOBVIOUS



WHAT CREDIT MANAGEMENT 
ACTUALLY IS

�‡ INCOMPLETEAND RUSHEDAPPLICATIONS

�‡ LIMITEDOR CONFLICTING INFORMATION

�‡ CONSTANTPRESSUREFROM SALESAND CUSTOMERS

�‡ GRAY AREASTHATPOLICY DOESN�·T FULLYCOVER

�‡ CONTINUOUSJUDGMENT CALLS



WHAT INCOMPLETE 
APPLICATIONS REALLY MEAN

�‡ DISORGANIZATIONOR LACK OF INTERNALCONTROLS

�‡ LIMITEDFINANCIAL AWARENESS

�‡ CASH FLOW STRESS

�‡ FUTURECOMMUNICATION OR PAYMENTISSUES



CORE LESSONS
FROM THE  DESK



LESSON # 1:
THE APPLICATION IS A 

BEHAVIORAL INDICATOR

�‡ HOW CUSTOMERS APPLY REFLECT HOW THEY OPERATE

�‡ RESPONSIVENESS SIGNALS FUTURE COMMUNICATION

�‡ ACCURACY INDICATES INTERNAL CONTROLS

�‡ TRANSPARENCY BUILDS TRUST EARLY

�‡ BEHAVIOR OFTEN PREDICTS PAYMENT PERFORMANCE



LESSON # 2:
CREDIT IS A CUSTOMER 
EXPERIENCE FUNCTION

�‡ CUSTOMERSDON �·T DIFFERENTIATEDEPARTMENTS

�‡ CREDITISOFTENTHE� F́IRSTNO �µ��THEYHEAR

�‡ TONE MATTERSAS MUCH AS TERMS

�‡ FIRSTIMPRESSIONSSTARTAT THECREDITAPPLICATION DESK



WHAT IMPROVES
CUSTOMER COMPLIANCE

�‡ CLEARREQUIREMENTSEXPLAINEDUPFRONT

�‡ CONSISTENCYACROSS CUSTOMERSAND DECISIONS

�‡ TIMELY, TRANSPARENTCOMMUNICATION

�‡ SETTINGEXPECTATIONSEARLY�² NOT AFTERAPPROVAL

�‡ FOLLOWING THROUGHON STATEDTERMS



LESSON # 3:
SALES PRESSURE IS CONSTANT

�‡ URGENCY ISALWAYS PRESENT

�‡ REVENUEGOALS DRIVETIMELINES

�‡ � T́HISISA BIG OPPORTUNITY�µ

�‡ � T́HEMARGIN ON THISISHUGE�����µ

�‡ PRESSURETO APPROVE QUICKLY

�‡ CREDITRARELYGETSPERFECTINFORMATION



HOW TO BALANCE
RISK & REVENUE

�‡ RISKAND REVENUEARE NOT OPPOSITES

�‡ USESTRUCTUREDFLEXIBILITY, NOT EXCEPTIONS

�‡ APPROVEPROGRESSIVELY, NOT ALL AT ONCE

�‡ SETCLEAR CONDITIONS AND REVIEWPOINTS

�‡ PROTECTCASH FLOW WHILEENABLING GROWTH



LESSON # 4:
FRAUD HAS EVOLVED

�‡ FRAUD LOOKS MORE PROFESSIONALTHAN ITUSEDTO

�‡ STRONG PRESENTATIONDOESN�·T EQUAL LOW RISK

�‡ SPEEDAND URGENCY ARE OFTENPARTSOF THETACTIC

�‡ FRAUD OFTENBLENDSINTO �´NORMAL�µ��APPLICATIONS

�‡ SLOWING DOWN ISSOMETIMESTHERIGHTCONTROL



RED FLAGS I TRUST NOW

�‡ INCONSISTENTOR CONFLICTING INFORMATION

�‡ PRESSURETO RUSHAPPROVAL

�‡ LACK OF KNOWLEDGE ABOUT THEIROWN BUSINESS

�‡ RECENTLYCREATEDEMAIL DOMAINS OR ENTITIES

�‡ RESISTANCETO BASIC VERIFICATION



LESSON # 5: 
DOCUMENTATION IS RISK 

MANAGEMENT

�‡ PROTECTSTHECOMPANY , NOT JUST CREDIT

�‡ CAPTURETHEWHY, NOT JUSTTHEDECISION

�‡ CRITICALFOR EXCEPTIONSAND ESCALATIONS

�‡ SUPPORTSAUDITS, DISPUTES, AND TURNOVER

�‡ PREVENTSREPEATEDMISTAKES



WHAT TO DOCUMENT

�‡ KEY APPLICATIONDETAILSAND SOURCES

�‡ REASONING BEHINDTHEDECISION

�‡ POLICY APPLIED�² OR EXCEPTIONGRANTED

�‡ CONDITIONS, LIMITS, AND REVIEWTIMELINES

�‡ CUSTOMERAND INTERNALCOMMUNICATION



LESSON # 6:
POLICIES ARE FRAMEWORK, 

NOT CRUTCHES

�‡ POLICIESGUIDE DECISIONS, THEYDON 'T REPLACEJUDGMENT

�‡ NOT EVERYSCENARIOFITSNEATLYINTO POLICY

�‡ EXPERIENCEFILLSTHEGRAY AREAS

�‡ STRONG CREDITTEAMSKNOW WHEN TO ESCALATE

�‡ CONSISTENCYMATTERSMORE THAN RIGIDITY



WHEN POLICY VS JUDGMENT 
COLLIDE

�‡ NOT EVERYSITUATIONFITSNEATLYINTO POLICY

�‡ BUSINESSREALITIESCHANGE FASTERTHAN POLICIES

�‡ JUDGMENT BRIDGESGAPS POLICY CAN �·T COVER

�‡ ESCALATION ISA TOOL, NOT A FAILURE

�‡ CONSISTENCYAND INTENTMATTERMOST



RELATIONSHIPS & IMPACT

�‡ CREDITDECISIONSDON �·T HAPPENIN ISOLATION

�‡ EVERYDECISION AFFECTSMULTIPLETEAMS

�‡ STRONG RELATIONSHIPSAMPLIFYGOOD DECISIONS

�‡ WEAK RELATIONSHIPSMAGNIFY RISK



LESSON # 7:
INTERNAL RELATIONSHIPS 

MATTER

�‡ ALIGNMENTREDUCESFRICTIONAND ESCALATIONS

�‡ SALESPARTNERSHIPIMPROVESQUALITYOF APPLICATIONS

�‡ AR COLLABORATION STRENGTHSFOLLOW-THROUGH

�‡ FINANCE ALIGNMENT SUPPORTSCONSISTENCY

�‡ TRUSTSPEEDSUP DECISION-MAKING



EXTERNAL RELATIONSHIPS 
MATTER TOO

�‡ CUSTOMERSREMEMBERHOW CREDITTREATSTHEM

�‡ TRUSTISBUILTLONG BEFORETHEFIRSTPAYMENTISSUE

�‡ FAIRNESSAND CONSISTENCYMATTERMORE THAN OUTCOMES

�‡ DECLINESHANDLED WELLPROTECTFUTUREOPPORTUNITY

�‡ CREDITSETSTHETONEFOR THERELATIONSHIP



THE RIPPLE EFFECT OF CREDIT 
DECISIONS

�‡ CASH FLOW AND DSO

�‡ COLLECTIONSWORKLOAD

�‡ SALESRELATIONSHIPSAND TRUST

�‡ CUSTOMERBEHAVIORAND EXPECTATIONS

�‡ OVERALLRISKPROFILEOF THEPORTFOLIO



REFLECTION & ADVICE

�‡ GROWTH COMES FROM EXPERIENCE, NOT JUSTPOLICY

�‡ PATTERNSMATTERMORE THAN SINGLEDATA POINTS

�‡ CONFIDENCEBUILDSOVER TIME

�‡ THE DESKTEACHESJUDGMENT, NOT JUSTPROCESS

�‡ CREDITMANAGEMENT ISLEARNEDBY DOING



BIGGEST WINS FROM THE 
CREDIT DESK

�‡ STRONGERUPFRONTDECISIONS

�‡ REDUCEDDOWNSTREAMISSUES

�‡ IMPROVED CUSTOMERCOMPLIANCE

�‡ BETTERPARTNERSHIPSWITHSALESAND AR

�‡ INCREASEDCONFIDENCE IN CREDITDECISIONS



�:�+�$�7���,�·�'���7�(�/�/���$���1�(�:
CREDIT ANALYST

�‡ SLOW DOWN �³ SPEEDCREATESRISK

�‡ ASKQUESTIONSEARLYAND OFTEN

�‡ PATTERNSMATTERMORE THAN SINGLEDATA POINTS

�‡ DOCUMENT YOUR THINKING, NOT JUSTTHEOUTCOME

�‡ TRUSTYOUR JUDGMENT AS ITDEVELOPS



FINAL TAKEAWAY AND 
LESSONS LEARNED

�‡ CREDITDECISIONSSHAPETHEENTIRECUSTOMERLIFECYCLE

�‡ STRONG UPFRONTWORK PREVENTSDOWNSTREAMRISK

�‡ JUDGMENT GROWS WITHEXPERIENCE

�‡ CREDITENABLESSMART, SUSTAINABLEGROWTH



DISCUSSION / Q&A

�‡ EXPERIENCESFROM YOUR CREDITDESK

�‡ CHALLENGESBALANCING RISKAND REVENUE

�‡ LESSONSLEARNEDIN YOUR ROLES
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