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Scope of Report
There were 32 questions asked to CICM members covering a range of areas.

Methodology
We created an online version of the survey (using Google Forms) and distributed this among
members (via MailChimp). We waited approximately 6 weeks before consolidating and
analysing the responses. We then summarised our findings in the form of a report and
presentation.
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Introduction
CICM Members were asked a variety of questions covering all aspects of credit
management, ranging from political factors such as Brexit, to internal processes and
training, and how these factors would affect them and credit management as a whole.

Political factors affecting credit management
Company’s Direction at board level
When asked how CICM members thought that Brexit would affect their company at Board
level over the next 12-24 months, there was a variety of responses, indicating that there
isn’t a general consensus. This could be due to a multitude of factors such as the country or
industry in which the business operates and also the size of the business.

Credit Risk Policy
CICM members felt that credit risk policy at board level would be affected 'Marginally' or
'Not At All' in a 12-24 month with 70% of total responses falling into these categories at 37%
and 33% respectively (See Table 1). Of the 17 members who said their credit risk policy
would not be affected at all in 12-24 months 82% of them worked for large multinational
companies, it’s likely that these global companies already have complex credit risk policies
that factor in uncertainty so there is little need for them to change their policies further. It is
also important to note that 14 of these companies went on to say that there would be no
impact to their credit risk policy beyond 24 months (See Table 2) which also supports the
idea that these companies are not intending to change their policies.
(Table 1 –To what extent do you expect Brexit to affect the direction of your company at
Board level over the next 12-24 months?) In Percentages
Area
Hugely Significantly Marginally Not at all Not yet known
Credit Risk Policy
6
18
37
33
6
Business Opportunities
7
32
38
16
7
Foreign Exchange
13
36
21
15
15
Internal Re-organisation
Export Markets

4
9

19
24

30
24

36
26

11
17

Members who said that they would be affected 'Marginally' or 'Significantly' tended to be
from smaller companies who did most of their business in the UK and Europe and for these
smaller company’s higher levels of uncertainty caused by Brexit would inevitably lead to the
need for the board to re-assess their credit risk policy. Companies would need to reconsider credit terms and contracts with their debtors especially those based in the UK and
EU and new policies would need to factor in volatile exchange rate fluctuations so that firms
can adjust their allowances for receivables. Some businesses could have to increase their
level of trading in less familiar markets post Brexit in which good credit management may
prove difficult due to lack of experience. It’s also important for businesses to familiarise
themselves with the post Brexit plans of the firms they trade with and adjust their policies
accordingly as this can help to decrease any potential risk of non-payment. Due to the
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impending higher levels of credit risk and uncertainty, it has been speculated that role of
credit management could extend beyond the credit controller and also require the expertise
of a risk manager (Moodys, 2016).

Business Opportunities
70% of members questioned thought that business opportunities would be affected
'Marginally' or 'Significantly' in a 12-24 month period (See Table 1), it’s likely that UK
businesses will be more hesitant when trading with EU firms and may even reject business if
its associated level of risk and uncertainty is too high. There could be an increase in the
barriers to trade in the form of tariffs if you are a UK firm trying to enter the European
market. Brexit has also raised uncertainty around job security particularly in finance with
Ernst & Young forecasting the UK to have lost “10,500 finance jobs by day one of Brexit,”
(Independent, 2017) and less employees could mean less opportunities for businesses to
grow.
Beyond 24 months, 67% of members felt that business opportunities would be affected
'Marginally' or 'Significantly' (See table 2), this similarity in response data means members
could feel that adjusting to a post Brexit environment will take much longer than 24 months
and its impact will be felt indefinitely. It is also important not to assume that Brexit would
have a solely negative impact on business opportunities as Britain is looking to negotiate
more favourable trade deals with other countries which would ultimately improve business
operations.

Foreign Exchange
As expected, foreign exchange stood out as an area that members felt the board would be
highly concerned with, especially in the short term with 50% of responses in hugely or
significantly (See Table 1). The uncertainty surrounding Brexit comes with unpredictable
exchange rate fluctuations, which would mean a higher level of translation risk for firms
both inside and outside of Europe. As a result, board members would have to make
decisions about whether they want to continue to trade in certain countries. This links to
the members' responses regarding business opportunities, as unfavourable exchange rates
would deter firms from trading in particular markets thus reducing opportunities for growth.
In the long term, the percentage of members who felt they would be 'Hugely' or
'Significantly' impacted fell to 29% (See Table 2), this could indicate that members feel there
will be an initial period for 12-24 months where exchange rates are volatile as countries and
businesses try to adjust to Brexit but after which markets will settle down as they reach a
new equilibrium. However, there are also positive impacts of a weak pound; the UK has
seen a steady increase in investment in UK firms with companies like “Qatar Airways, AMC
international and Softbank taking advantage of company acquisitions at bargain prices”
(NYTimes, 2017).
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(Table 2 – To what extent do you expect Brexit to affect the direction of your company
at Board level beyond the next 24 months?) In Percentages
Area
Hugely Significantly Marginally Not at all Not yet known
Credit Risk Policy
0
17
42
30
11
Business Opportunities
4
28
40
15
13
Foreign Exchange
6
24
31
17
22
Internal Re-organisation
2
11
32
38
17
Export Markets
6
17
30
26
21

Internal Re-organisation
In general, for both the short and long-term, members felt that they would not go through
internal re-organisation with 66% (See table 1) and 70% (See table 2) respectively of
responses falling into 'Marginally' or 'Not At All'. Larger companies will already have
dedicated teams and frameworks to support employees that detail how they should operate
after and in the lead up to Brexit; this will omit the need to restructure departments and
teams. Most companies will also want to avoid re-organisation if possible as it usually incurs
high costs in the form of redundancies and could lead to a decrease in productivity due to
the “fear and paranoia that employees can feel” (Mckinsey, 2016).
It’s important to note that some members may not be of a senior enough level in the
business to be aware of any planned re-organisation and in fact some members of the board
could be given new teams to oversee if they have strengths that would prove useful during
the Brexit period.

Export Markets
Export markets follow a similar trend to foreign exchange in both the long and short term;
this is expected as foreign exchange rates play a major factor in exports. Export markets are
likely to be affected by higher tariffs when trading with EU businesses which could cause an
increase in the cost of raw materials, especially if you’re a UK firm who imports from the EU.
As a result, some firms could choose to source their products from alternative suppliers
where the price may be lower. In the short term, 47% of members felt that export markets
would be affected 'Significantly' or 'Marginally' (See table 1). In the long term, the number
of respondents who said they would be significantly impacted fell 7% (See table 2) which
could again support the theory that members believe there will be an initial adjustment
period of 12-24 months after which markets will stabilise. Another interesting trend within
these results was the type of companies who said they would be 'Marginally' or 'Not At All'
impacted, they were mostly education companies who do no exporting or large commodity
traders whose products will be bought and sold regardless of Brexit.
17% of members responded that they didn’t yet know the impact Brexit would have on their
export markets (See table 1), which could indicate that members are not receiving enough
information by their employers on the impacts and could also worryingly allude to the
possibility that some companies are going to “wait and see” how they are impacted, rather
than preparing for possible scenarios.
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Company’s Policies and Processes
In general, most members felt that their policies and processes would not be affected at all
by Brexit both in the short and long term (As shown in tables 3 and 4 below). This is an
interesting set of results as in Q1 (a) 60% of members said that they saw the role of the
credit professional changing over the next 18 – 36 months. These findings would suggest
that although most members feel their role will significantly change, they feel that Brexit
will not be what changes it perhaps going against what we would expect.

Credit Risk Policies and Processes
69% (See table 3) in the short term and 71% (See table 4) of members in the long term felt
that their processes regarding credit risk policy would only be affected 'Marginally' or 'Not
At All'. This follows an identical trend to credit risk policy data in questions 1 and 2 and
although those questions asked about credit risk policy at Board level, it’s safe to assume
that policies and processes of a business will reflect the decisions the board makes.

Foreign Exchange Policies and Processes
Tables 3 and 4 show a wide spread of data for both the short and long term future with the
majority of members responding that their foreign exchange processes will be significantly
impacted at 33% and 32% respectively. Whilst the trend is similar to our findings in Q2 and
Q3, there was a 7% decrease in members who feel that they would be hugely impacted in
the short term (See table 3) vs how members felt the board would be impacted in the short
term (See table 1). A reason for this decrease could be that members may feel that the
board of their respective companies will divert more of their own time and resources to
monitoring foreign exchange as it is something that affects the company at an operational
level rather than having individual departments suggesting changes.

Internal Re-organisation
Similarly, to Q2 and Q3, members felt that they would be affected 'Marginally' or 'Not At All'
at 81% (See Table 3) and 79% (See Table 4) respectively for the short and long term. We can
conclude that the above factors regarding members feelings towards internal reorganisation apply again to these results as any re-organisation decisions would ultimately
be made by the board.

Sales Markets
The majority of members felt that sales markets would be impacted 'Marginally' or 'Not At
All' in both the short and long term (See tables 3 and 4). It is inevitable that sales markets
will be impacted and the management of receivables will be impacted as a result. An
increase in tariffs to trade within the EU could cause significant problems for UK companies
who may have to lower their prices to remain competitive. Some companies such as
'Vodafone' are considering moving their headquarters out of the UK (MarketInspector,
2017) so they can be based in the EU and continue to grow. It is also important to consider
the benefits; UK businesses will no longer have to comply with EU regulations that could
have been suppressing their sales, the UK is now free to negotiate more favourable trade
deals with Europe and the rest of the world that could enable businesses to operate more
efficiently than ever.
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(Table 3 -To what extent do you expect Brexit to affect your credit policies and processes
over the next 12-24 months?) In Percentages
Area
Hugely Significantly Marginally Not at all Not yet known
Credit Risk Policy
4
23
28
42
4
Foreign Exchange
7
33
22
24
14
Internal Re-organisation
2
6
30
51
11
Sales Markets
4
25
36
26
9
(Table 4 - To what extent do you expect Brexit to affect your credit policies and processes
beyond the next 24 months?) In Percentages
Area
Hugely Significantly Marginally Not at all Not yet known
Credit Risk Policy
6
17
34
38
6
Foreign Exchange
6
32
26
21
15
Internal Re-organisation
0
8
28
51
31
Sales Markets
6
21
34
26
13
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US Political Landscape
In general, members felt that their business would be impacted 'Marginally' or 'Not At All'
by the changes in the US political landscape across all the areas questioned with 83% of all
responses falling into these two categories (See table 5).

Risk
With a new president, especially one as controversial as Donald Trump who has had no
previous experience in his current role, there is always uncertainty, which brings with it a
higher level of inherent risk when trading with US firms or being a US company. 83% of
members felt that their businesses would be affected 'Marginally' or 'Not At All' (See table
6). Members could have answered in this way because if their companies don’t often trade
with US firms as there would be little impact on the risk to them.

Sales Markets
85% of members felt that sales markets would be 'Marginally' affected or 'Not At All'; this
may seem surprising but in most cases businesses will continue to trade as usual with US
companies, and Trump will do little to negatively impact the interests of American firms by
jeopardising their customers. It is also likely that credit policies will have to be re-assessed in
accordance with changes in the US sales market which you could support your members in
doing. Donald Trump wants the US to govern itself, this means he is scrapping major trade
agreements like NAFTA and renegotiating new deals that are more favourable to the US
(BusinessInsider, 2017). Trump is also choosing to ignore rules set by the WTO as he
believes they reflect unfavourably on the US. All of these factors will inevitably affect global
sales markets as the US is such a large presence, however whether they will have a positive
or negative impact is uncertain.

Political Decisions
Governments around the world will no doubt have to be more cautious when making
decisions that affect companies. Some Governments could choose to reduce trade with the
US because of Trumps unpredictability and lack of experience by putting in place more
barriers to entry into the US market. CICM members felt that political decisions in the US
would have little impact on them with over 80% of members choosing 'Marginally' or 'Not
At All' (See table 5).

Business Opportunities
Donald Trump is currently having a positive impact on business opportunities in the US; the
unemployment rate is currently at 4.1% which is a 17 year low (BBC, 2018) and more people
in work means that businesses can operate more aggressively. Trump has increased
spending in US companies in a bid to bring manufacturing back to America and with the US
being such a huge player in global markets, the rest of the world is bound to feel some of
the impact. However, there could be a sense across the credit management nation that if
you are a business in the UK and do most of your trade within Europe, then decisions made
in the US will have little impact on how your business operates, as 81% of CICM members
responded that their business opportunities would only be 'Marginally' affected or 'Not
At All' (See table 6). Members could have misinterpreted this question and only focussed on
negative impacts Trump would have on their business as there are CICM members who

Chartered Institute of Credit Management (CICM) in association with Sheffield Hallam University

Page 8

work for US companies who would benefit from Trumps increased investment and more
favourable trade deals.
(Table 5 - To what extent do you expect the change in the US political landscape to affect
your business?)
Area
Hugely Significantly Marginally Not at all
Risk
1
8
16
28
Sales Markets
0
8
15
30
Political Decisions
1
9
16
27
Business Opportunities
0
10
18
25
Total

2

35

65

110

% of Total Responses

1

16

31

52

(Table 6 - To what extent do you expect the change in the US political landscape to affect
your business?) In Percentages
Area
Hugely Significantly Marginally Not at
all
Risk
2
15
30
53
Sales Markets
0
15
28
57
Political Decisions
2
17
30
51
Business Opportunities
0
19
34
47
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Compliance with processes and access to data
Generally, members felt that their business would be affected 'Significantly' or 'Marginally'
with 81% of responses falling into these categories, with two of the most highlighted areas
being 'Compliance Checking' and 'Process Changes' (See Table 7). These two areas go hand
in hand and the results support this. The GDPR will bring a significant change to how
companies process and access data, therefore members must be expecting a significant
change in complying with these new processes. Under the GDPR, when a business wants to
process a data subject under the grounds of 'Legitimate Business Interest' they must
publically disclose and prove their business interest in the subject. Businesses will now have
to carry out 'Privacy Impact Assessments' to determine the levels of risk associated with
their data processing activities which can be time consuming and costly if a consultant is
required.
Processing under consent will also see a significant change under GDPR; this is when a
business processes data about a subject with the consent of that business or person.
Businesses must now obtain 'Affirmative Consent' from all data subjects, "pre-ticked boxes
or silence can no longer be misconstrued as consent and consent cannot be hidden in
lengthy contracts” (Howell, 2017). These changes could be difficult to comply with, as they
would also make it harder for businesses to obtain data if they cannot get appropriate
consent. Members must be aware of these changes as 80% felt that access to data would be
'Significantly' or 'Marginally' affected (See table 8).
(Table 7 – To what extent will GDPR (General Data Protection Regulation) affect your
business?
Area
Hugely
Significantly
Marginally Not at
all
Customer On-Boarding
2
22
24
5
Compliance Checking
8
27
15
3
Risk to Business
2
18
26
7
Process Changes (inc.
3
27
19
4
consent)
Use of Scoring
2
10
28
13
Business Access to Data
4
22
20
7
Consumer Rights to Access
2
21
22
9
Data
Total
% of Total Responses

23

147

154

48

6

40

41

13
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(Table 8 – To what extent will GDPR (General Data Protection Regulation) affect your
business?) In Percentages
Area
Hugely Significantly Marginally Not at all
Customer On-Boarding
4
42
45
9
Compliance Checking
15
51
28
6
Risk to Business
4
34
49
13
Process Changes (inc. consent)
6
51
36
7
Use of Scoring
4
19
53
24
Business Access to Data
8
42
38
12
Consumer Rights to Access Data
4
39
41
16

Scoring
Credit Scoring is a type of 'Profiling'; it’s a method of automated decision making that can
have significant legal impact on an individual. Whilst there have been some changes to
scoring under the GDPR, such as a data subjects right not to be subjected to a decision
based solely on scoring, and the high-risk assessment now becoming part of the profiling
safeguarding framework, members don’t feel that they’ll be impacted much with 78% of
members responding with 'Marginally' or 'Not At All'.

Will GDPR benefit commercial organisations and consumers?
Whilst there is no doubt that businesses may find it difficult to adjust to the new legislation,
the GDPR was created to benefit both commercial organisations and consumers.
The GDPR will govern all European states which allow for common laws between countries
and should make it easier for businesses to obtain data in the long run. The GDPR will
encourage businesses to take data handling more seriously, “50% of data breaches occur
due to careless employees” (Olshanskaya, 2016) and the higher compliance fees and stricter
penalties for non-compliance would ensure managers reinforce the importance of proper
data handling to their employees.
As the GDPR will make obtaining data harder, it should drive businesses to consolidate and
anonymize their data so it can be easily located whilst remaining secure, this will shift
markets towards a more data driven model which can be used to find trends and patterns
and creates a data handling efficiency that insurance companies call “The Golden Record”
(Olshanskaya, 2016).
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Do You Believe GDPR will be of benefit to commercial
organisations?

27%

No
Yes

73%

Fig. 1
Whilst there are many benefits to organisations of the GDPR, only 27% of members agreed
(See Figure 1). They may feel that the numerous changes to processes will create
inefficiencies for their businesses in the form of a more complicated and time-consuming
data handling process, which could deter them from trying to obtain data at all decrease
business opportunities. The increased time associated with obtaining data on potential
debtors for the purpose of credit checking could also slow down the customer risk
assessment aspect of the credit management lifecycle.
Although CICM members felt that businesses would be negatively impacted by the GDPR,
62% of them felt that individuals would benefit from the changes (See Figure 2). This is
because companies will be working harder to ensure consumer data is safe due to the fines
and reputational damage associated with a data breach. The GDPR has also increased the
rights of the data subject being processed, companies now have a maximum of 28 days to
respond to queries from the data subject before they can process data and the 'Compelling
Legitimate Grounds' burden has been flipped, now if a subject objects to being processed a
business must provide reasons as to why they must process a data subject rather than the
data subject providing reasons as to why they should not be processed (Howell, 2017).

Do you believe GDPR will have a positive impact on
individuals?

38%

No
Yes

62%

Fig. 2
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Compliance with other regulation
In general, members felt that they would be 'Marginally' impacted by changes to the various
legislations (See Table 9). Data protection stood out as an area that members felt would
affect them, with 45% of members responding with 'Significantly' (See Table 10), however
this is likely explained by the impending changes concerning GDPR. CICM members also felt
that the American legislation 'Sarbanes Oxley' would have little impact with 86% of
responses saying 'Marginally' or 'Not At All', this data can be paired with Q9 which asked
about changes in the US political landscape (See table 5) and we can safely conclude that
most CICM members feel that changes in the US sill have little impact on their business.
(Table 9 - To what extent do complying with changes to legislation and regulation create a
burden for your business?
Area
Hugely Significantly Marginally Not at
all
FCA Compliance
3
12
23
13
Money Laundering
1
14
28
8
Data Protection
4
23
21
3
Civil Procedure Rules (inc. Debt Pre5
15
25
7
Action Protocol)
Employment
2
16
25
8
Immigration Rules
7
25
19
Health & Safety
4
15
25
8
Sarbanes Oxley
1
6
22
21
Other (please specify below)
Total
% of Total Responses

20

108

194

87

5

26

48

21

(Table 10 – To what extent do complying with changes to legislation and regulation create a
burden for your business?) In Percentages
Area
Hugely Significantly Marginally Not at
all
FCA Compliance
6
24
45
25
Money Laundering
2
27
55
16
Data Protection
8
45
41
6
Civil Procedure Rules (inc. Debt Pre10
29
48
13
Action Protocol)
Employment
4
31
49
16
Immigration Rules
0
14
49
37
Health & Safety
8
29
48
15
Sarbanes-Oxley
2
12
44
42
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Other legislation
When asked about other legislation that could cause a burden for their businesses, two
members mentioned 'MIFID', 'EMIR' and 'Solvency 3'.

MIFID
MIFID, 'Markets in Financial Instruments Directive' is a complex EU regulation drafted to
make "European markets safer and more efficient" and "restore investor confidence
following the financial crisis” (Financial Times, 2017). It aims to end the monopoly of stock
exchanges and create a single market to rival the US and applies to companies across many
sectors from banks and pension funds to large commodity traders.
MIFID rules include enforcing companies to disclose the prices and volume of stock they
have purchased with the goal of creating a higher level of transparency to allow investors to
gain a fair view as to the true value of a company’s stock.
Another change is that fund managers can no longer accept investment data from analysts
for free, investment funds must now budget for research costs; this is a process called
“unbundling” (Financial Times, 2017). It is hoped that this will encourage fund managers to
seek out the best pieces of information and although it may prove more difficult for fund
managers, in the long run it will benefit shareholders.
MIFID, whilst not directly impacting credit management, will no doubt have high compliance
costs and complex processes to comply with, its speculated that the legislation has 1.4m
paragraphs and will continue to grow (Financial Times, 2017) ,for those reasons MIFID is
definitely something that could pose a problem for CICM members.

EMIR
EMIR, 'European Markets Infrastructure Regulation', imposes requirements on “all types of
company that enter into any form of derivative contract” and applies indirectly to” non-EU
firms trading with EU firms “ (FCA, 2016). Compliance with this legislation can be difficult
because of the time and costs associated with it. EMIR requires any company who enters
into derivative contracts to store records of them in a trade repository, and companies must
also implement risk management processes associated with contracts that haven’t been
cleared by the central counterparties clearing house (CCP), who are authorities in many
European countries, often operated by large banks that facilitate trading in European equity
and derivative markets.

Solvency 3
Whilst Solvency 3 is not yet formal regulation, Solvency 2 is its predecessor and Solvency 3 is
expected to be a more complex version.
Solvency 2 is a piece of legislation outlining how insurers should be governed and funded,
and applies to EU insurers, it is 3,200 pages long and extremely difficult and costly to comply
with. Under Solvency 2, firms are expected to have “enough capital to have 99.5%
confidence that they could cope with the worst expected losses over a year” (Financial
Times, 2016). It is both difficult to ensure you have enough capital to meet this requirement,
and also difficult to measure that you have 99.5% confidence especially for smaller specialist
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insurers who may not have the resources to develop models that calculate capital
requirements.
The CICM could play a major role in helping its members to comply with Solvency legislation
as efficient credit management would enable firms to generate more capital.
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Technology
Technology over the Last 3 Years

Fig. 3

While the majority of CICM members agreed that technology in the last 3 years affects
people, processes and opportunities, (See Figure 3) with only 4%-11% of members voting
‘Not At All,’ the majority of members believe that business processes have been affected
'Significantly’ while people and opportunities have only been affected 'Marginally'.
Regarding 42% and 47% of members believing that it has only 'Marginally' affected people
and opportunities, this may be due to businesses not frequently adopting the latest
technology for internal business use. This could be due to certain businesses attitudes
towards technology as “there are always some people who have their routines, and they
just don’t want to change” (Knight, 2015) . However, it may also be due to businesses
believing that there haven’t been significant advancements in technology over the last 3
years in order to justify the cost of implementing new technology across their business, with
many believing that “today’s digital technologies are doing little to generate the kind of
prosperity that previous generations enjoyed” (Rotman, 2016).
It should be noted that 17% of members believe that technology has ‘Hugely’ affected
business opportunities over the last 3 years. This may be due to factors such as
advancements in cloud technology and mobile computing allowing both the business and
customers to “spend their time wisely and work anytime, anywhere” (Inc., 2016).This may
also be due to recent technology making it easier for businesses to enter new markets by
“making the tests for marketing products easier than they have ever been” (Gross,
2013).For example, ‘computer cookies’ allow even SMEs and start-ups to track potential
customers interests and disinterests regarding products or services to allow the business to
“tailor content” (Upward, 2014) towards different markets.
Additionally, 15% of members also believe that technology has ‘Hugely’ affected people
within business over the last 3 years. This may be due to technology such as eLearning
software being used more frequently in businesses to develop its staff in order to increase
productivity and job satisfaction, with the growth of the eLearning industry “expected to
increase 11% by 2020" (Greany, 2017). Similarly, this may be due to collaborative software
such as ‘Slack’ growing to “fill the communication void in how people interact at work”
(Darbyshire, 2018) by allowing workers to efficiently send multimedia messages across their
whole business.
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49% of members stated that business
The Biggest Single Benefit Of
processes have been significantly affected
Technology Over The Last 3 Years
over the last 3 years, which is further
supported by question 10b where 50% of
4%
Processes
members stated that it was the single
12%
biggest benefit from technology (See Figure
People
6%
4). This may be due to technology
Opportunities
50%
improving manufacturing efficiency by
12%
Accuracy
“focusing on the increased use of robotics,
None
16%
AI, and IoT” (Pratik, 2018). These
Other
converging technologies should see a fall in
production costs as well as a faster
turnaround while maintaining quality. Additionally, technology has significantly changed
many businesses marketing processes throughout the past 3 years due to the ever-growing
use of social media. With social media allowing businesses to efficiently target audiences
worldwide it’s unsurprising that “67% of businesses” (Read, 2018) are looking to increase
their social media marketing budget in 2018.
The majority of CICM members
believe that the most negative
outcome of technology over the
last 3 years is simply the limitations
of their IT systems, such as system
failures, as well as difficulties using
the systems (See Figure 5).
However, this may become less of
an issue as technology advances,
but it is important to note that
some members also stated that it
can be difficult and costly for their
business to keep up with the latest
technology.

The Most Negative Outcome Of Technology
Over The Last 3 Years
Limitations
4%

Cost

10%
34%

14%

Difficulties Using/Implementing
Reporting

8%

None
20%

10%

Reduction In Staff
Other
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Technology over the Next 3 Years

Fig. 6
CICM members' who believe that technology has impacted their businesses processes
‘Significantly’ in the last 3 years believe it will do the same for the next 3 years, with 54%
selecting 'Significantly' and only 4% selecting 'No Impact'/'Marginally' negative (See Figure
6). This is seen to have a positive impact due to only 6% stating that its development will
have a negative impact as seen in question 10e (See Figure 7). 13% of members stated that
future technology will negatively affect a business' 'People', this significant impact on
processes may be due to “every commercial sector” (Shewan, 2018) being affected by
automation in the future and thus impacting many peoples jobs.

Fig. 7

This is also supported by the members answers to question 10e with 53% believing
developments in artificial intelligence will have a positive impact for businesses with many
such as Stephen Hawking believing it “may replace humans altogether” (Sulleyman, 2016).
The majority of CICM members also believe that alternative currencies such as ‘Bitcoin’ will
have no impact on businesses in the next 3 years. This could be due to many believing that
“it is in a bubble” (Chapparo, 2017) and will be eliminated by the government if it ever
becomes a threat. However, this may also be due to many believing that “the real world
benefits are said to take years to materialize,” but may have a large impact on the economy
in the distant future. Some members also noted that developments in multi-channel social
media engagements will have a significantly positive impact while technology-related costs
will have a hugely negative impact, as explained in the previous paragraph.
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Other Areas of Technology Development
Regarding other areas of technology
development, the highest proportion of
Other Areas of Technology Development
members believe that cloud computing
will affect their business the most, with
8%
15% also stating paperless formats which
could be a result of cloud computing (See
Cloud Computing
31%
Figure 8). This may be due to the belief
23%
Paperless Formats
that more businesses in future will adjust
Self-Service Systems
their systems to reap the cost saving
Other
benefits without taking on the additional
security threats inherent with cloud
None
15%
computing. Companies could do this by
23%
having a “balance between cloud and in
house technology” (Hastreiter, 2017) ; a
hybrid IT solution. 23% of members also
believe that developments in self-service systems will affect their business. This could be
due to surveys finding that “almost three-quarters” (Borowski, 2018) of consumers search
the internet to find information about a product or service but can also be impatient when
doing so and thus a more efficient self-service system may improve a business'
performance.

Management of Receivables

Fig. 9

Surprisingly, the majority of members' receivables are managed through regular
spreadsheet methods (See Figure 9). This may be due to 20% of members stating the most
negative outcome of recent technology as difficulty using and implementing, however 57%
of their businesses are also using ERP systems which may be supported through regular
spreadsheet methods. Additionally, only 17% of members' businesses are using specialist
credit and collection software which could be as a result of the issues and costs related to
implementing new specialist software. However, with the software in this market being
“mainly composed of cloud based” (Side Trade, 2017) software, this figure may increase due
to the ease of implementation.

Chartered Institute of Credit Management (CICM) in association with Sheffield Hallam University

Page 19

Shared Services Facilities
Just over half of members use shared service facilities (SSF), with 53% stating ‘Yes’ and 47%
stating ‘No’ (See Figure 10). Companies may use shared service facilities to be more cost
effective, increase productivity and
improve service.
Of the members that use SSF, most use
the in-house method, at 67% (See Figure
11). The in-house method may be
preferred as it offers the business more
control over areas such as IT and
Finance.

Yes

47%
53%

No

Overall, the facilities are spread
worldwide (See Figure 12), with 55% located in the UK, followed by 22% in Europe. UK SSF
may be used more by members due to the short travel distance compared to those located
in Europe, Asia and America. This could improve communication between the SSF and other
departments within the business.

4% 4%

Europe

15%

Asia
55%

22%

0%

UK

America

33%

In-House
67%

Third Party

Multiple Countries

Functions
Cash allocation is the most used function at 43%, this may be because a company's main
priority is to ensure payments are matched to their corresponding sales invoices. However,
the least ranked function appears to be ‘Scorecard Development’, with 28%. The scorecard
is a system in which an organisation can rank a customer based on their credit history, and
decide whether or not to issue credit to them. (Plug and Score, 2018) SSF may not carry out
'Scorecard Development' due to the high costs associated with it, and that many important
factors are not taken into account with a credit score.
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Other Functions
‘Payroll’ is another facility SSF provides which "may be able to save as much as twenty
percent in costs" (Unicorn HRO, 2018) when utilizing shared services payroll. As well as this,
members may also use SSF for web-based services and extra input from professionals.

Further Shared Functions
Out of 15 responses, the most mentioned function is ‘Human Resources’ (See Figure 13).
Members may have mentioned SSF Human Resources as HR plays a major role in managing
people and the workplace environment.

8%

Finance
31%

Management
Human Resources

38%

PTP & RTP
23%

Benefits
Regarding benefits, CICM members stated that the main benefits of SSF are increased
efficiency, cost savings and better control (See Figure 14), which may go hand-in-hand. For
example, hiring experts in these fields would ensure that fewer errors would occur, for
higher efficiency, along with lower costs, through less training, and potentially better
control if using in-house methods. If applied, this could give businesses the option to spend
costs elsewhere, such as updated machinery for higher quality goods.

Cost Effective
4% 4%

Efficiency
30%

22%

Expert Opinions
Improvements
Easier To Manage

9%
9%

22%

Full Finance Functions
N/A
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Drawbacks
The majority of members felt that the main drawbacks of SSF were People Turnover and
travelling to different locations at 16% each, whilst 16% stated that there were no
drawbacks, which may be due to some members who don’t use SSF still answering the
question. The impact on People Turnover is an inevitable consequence of SSF
implementation as the business would no longer require staff if the SSF fulfils their function.

16%

6%

Culture and Language

What are the main
Drawbacks?

People Turnover
Different Location
Jobs

16%

Live Data

5%

Multi Tasking
Manual

11%

Too Much Work

16%

Different Way of Working

5%

Less Control
5%

5%

5%

5%

5%

Interference
N/A

Changes in the Next 3 Years
Regarding any planned changes for the next 3 years, 29% said 'No'. However of the majority
that said yes some of the suggested changes were, 'Centralisation' which is been said to
make to make business "easier to co-ordinate and control" (Tutor2U, 2018) and 'IT
Improvements' which increases the speed of work. These changes offer multiple benefits
such as better communication and improved efficiency.

Centralisation
Further Automation
Insourcing Customer Service

13%

Moving To A Larger & New Centre
7%

31%

7%
6%
6%

6%
6%

6% 6%

6%

Pr Action Protocol
Robitization of Repetitive Process
SAP Implementation Being Considered
Class FSSC
Tech Improvements
Being Considered
N/A
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Brexit and GDPR
91% of members have said that Brexit will not have an impact on their SSF, and 9% have
said ‘Limited/ Little Impact’. It may be that members will not be fully aware until Brexit
actually happens.
38% of members said that General Data Protection Regulation (GDPR) would not impact
the SSF and 37% also said would have a ‘Limited’ impact. Those who stated 'Limited' or
'No Impact' could be waiting for the new legislation to come into force in May 2018,
before coming aware of the full impact.
Impact of Brexit
15%

Limited
None
85%
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Credit Payments
Dispute Invoices
While not many believe invoicing will be impacted by a change in the credit profession (1b).
‘Dispute Invoices’ has shown to be the most common issue as to why members have nonpayment by customers. This may be due to customer disputing fees or claiming that they
weren't happy with the service. Members can avoid these situations by simple techniques
such as:
1. Sending estimates before starting a project and getting an approval from the
customer is one of the key ways to avoid invoice disputes (InvoiceRA, n.d.).
2. Mention terms, adding all the terms and conditions on the invoice and
communicating the same verbally as well, is essential (InvoiceRA, n.d.)

Cannot Afford to Pay at Present
‘Cannot Afford to Pay at Present’ is shown as the second most common reason for nonpayment by customers. This could be for the reason that customers sometimes come across
unforeseen financial difficulties and 'cannot afford to pay at present time'. Companies could
take precautionary steps like assessing customers with credit checks, references, paying
online credit check and lower limits beforehand. They could also make sure terms and
conditions are made clear and have been given to customers to avoid disputes about hidden
financial information. Regular payment schemes are also a good way to make sure
customers pay on time.
Other options for reducing non-payments include reassessing credit terms given to
customers and adjusting contracts by including penalty clauses that prompt customers to
pay on time. Businesses could also assess which debt is material and decide not to chase
immaterial debt which would make resources available for other projects.
Businesses could consider putting the customer’s credit facility on hold preventing any
further credit sales until the account is cleared. They could also negotiate part-payments or
to use an arbitration or mediation service. This can often help to resolve disputes without
the expense of going to court.
What are the two most common reasons for nonpayment by customers?

Fig. 18
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Other Reasons for Non-Payment
Some other reasons stated for non-payment were, customer's prioritising other debt,
bureaucratic issues with international payments and external funding issues.

Most Effective Methods of Paying
Between Q13a and Q14a (See Figures 19 & 20), 'In-House' method suggests 'telephone' to
be the most effective method to obtain payment, followed by ‘Ligation’. Of those using a
'Third-party', companies found ‘Ligation’ was most effective then followed by 'Telephone'.
'Telephone' might be the most effective method as customers may feel more obliged to pay
by telephone as one-to-one communication is mostly easier since questions and answers
can be finalised at the time. If a customer has an enquiry, comments can be explained
easier and faster, rather than time consuming methods like emails and letters, particularly
when chasing payments are concerned.

Fig. 19
However, when you consider the in-house time spent trying to keep on top of careless
customers, a collection agency is often more cost effective than trying to handle it with your
own staff (Street Directory, 2015). This may be why third-party has preferred ‘Litigation’ as a
first choice rather than telephone.
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Fig. 20

Other Methods
64% of 'In-House' stated ‘No’ to adopting any other methods but, some consistent methods
are mentioned such as ‘SMS Messaging’, with 12%. Almost everyone has a mobile device
these days, especially those in the business world (Rocket Receivable, 2018).This makes it
much easier to get in touch with customers, therefore text reminders are ideal.
'Third-Party' 68.5% have stated ‘No’ and some who adopted methods like ‘Doorstep
Collection', 'DCA', 'Mediation', 'Part 36 Settlement' and 'Insolvency’. With ‘Doorstep
Collection’ other than bailiff and debt collectors, this can sometimes be ineffective for
individual employees for the reason that customers may not take them seriously, as "Debt
collectors have no special legal powers" (Step Change, 2018).

How can payment collection be improved?
Among Q13b and Q14b, of the members that use 'In-House' and 'Third-Party' methods both
demographics stressed that 'Having Correct Contact Details' would improve their payment
collection process. Chasing payments can be a very time-consuming procedure, especially if
the business has any incorrect personal details.
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Correct Procedures
Less Complex Procedures
Lower Cost

7%

15%

Improved Knowledge

7%

7%

Less Legal Hoops
7%

7%

Better Data
Clear Payment Terms

7%

7%

Engagement
Correct Contact Details

7%

Better Technology

7%

15%

Better Invoices

7%

N/A

Tailored Approach On Customer Specific
Correct Billing Process
14%

5%

Text Reminders

5%

History Knowledge

5%
5%

Behavioural Analysis

5%

5%

Up to Date Customer Details
5%
5%

Changes in Legislation
Training
Better Data
Sales Support

14%

5%
5%
5%

5%
9%

5%

5%

Having Correct Contact Details
Technology Development
Supporting Information
Automation
Long Term Relationship
Better Communications
N/A

Another common improvement across both groups is ‘Long-term relationship/Engagement’.
Building a business relationship with a customer from the get go is very essential, so
members could focus on developing good communication and understanding with each
other. If a payment issue was to occur, "a healthy relationship can provide a way to work
through it and help both parties reach an agreement without animosity" (Quickbook, 2017).
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Customise Methods
72.3% (See Question 14d) stated ‘No’ to customised methods with third-parties. This may be
that the current methods are working for both sides, so there is no need for change. The
remainder that said ‘Yes’ in favour of customising collection methods could be due to their
customers benefitting from a tailored service, for example some customers may be a lot
easier to reach by emails rather than post, for the reason that the customer frequently
works electronically.

5%

Collections For Damages
to Company Assets

5%
6%

17%
67%

Typically No 3rd Parties
Used
Only for Particular
Business Stream
Customer Specific
No
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Training
Identify Staff Needs
Overall results show positive opinions on training. However, it seems further development
on ‘Using skill matrices’ could be made. Increased use of ‘Skill Matrices’ has advantages such
as "it may identify the gaps in training that need to be addressed as priority" (Vivaldi
Software., 2018) and the ability to analyse the needs of the employee and the business. The
matrices will also "have the ability to provide information on skills and competencies
required for the role as individual, and at a team level" (Vivaldi Software., 2018)
How do you identify staff training needs?

Fig. 24

Methods and which are most effective
‘Internal Training’ appears to most used and ‘Very Effective’ to CICM members (Figure 25).
Perhaps, the best advantage to staying on-site is cost-effectiveness, as it will avoid the cost
of external venues and experts. Cost per employee reduces when they are trained (Find
Courses, 2018) Another benefit is that ‘Internal Training…encourages team building’ (Find
Courses, 2018) and also gives the opportunity to understand each other’s role for future
needs.
It can be difficult to maintain employee engagement throughout long training sessions
which could be a reason why internal training is very effective whereas commercial on-site
training is the least used due to the nature of the training. Another possible explanation as
to why commercial on-site training is least used could be cost-effectiveness, with costs such
as ‘suitable training room, equipment, and trainer’ (Optimus, 2018) being incurred.

Fig. 25
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Effectiveness and Value of Training
The majority of members stated that they do not use ‘Return on Investment’ (ROI).
Whereas, results for ‘Performance Measurement’ and ‘Feedback from Staff’ are virtually
identical (See Figure 26). Therefore, there could be a consensus across members that
'Performance Measurement' and 'Feedback from Staff' are the superior methods of valuing
training.
'Performance Measurement' is a relatively inexpensive and useful way of measuring the
effectiveness of training and can allow management to easily monitor whether employees
are achieving various internal targets. 'Feedback from Staff' is also another popular method
because it usually involves the use of surveys or meetings with managers, which are
somewhat inexpensive and efficient. The results illustrated below highlight this (See Figure
26).
How do you measure the effectiveness
and value of training?

Fig. 26
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Value of a Credit Manager
It is a general consensus that Credit Management is an extremely important role, with much
of the feedback including “Invaluable”, “The most important asset” and so on. This also
seems to be a key point on numerous articles (Kaufman, 1996), stating that credit managers
are generally overlooked and undervalued. With the tasks involved in credit management,
such as chasing debts and ensuring customers will have sufficient funds to pay in the future,
it is vital that a credit manager is trained correctly and can offer good quality management
to the organisation, which is backed up by the above feedback. This can also be seen in the
D&B article (D & B Business, 2015), which outlines the general steps a credit manager must
undergo when offering credit to a potential customer.
This is also the majority of the responses when asked what value they bring to their
organisation, in that they are an extremely important asset, and are a real contribution
towards the company’s success. The responses also highlight that the credit managers are
highly involved with other aspects of the company, not just the credit department. This can
be seen in the below graph:

To what extent are you engaged with the wider
business?

Fig. 27

35
30
25
20
15
10
5
0
Actively engaged with Engaged as necessary
all areas

Rarely need to
engage

As you can see, 30 people stated that they are actively engaged with all areas of the
company, with 19 saying they are engaged as necessary. This should further reinforce the
importance of a credit manager, as they are pivotal in the smooth running of a business and
must ensure that they are engaged with the wider business as much as is necessary.
Companies in sectors such as Insurance, Utilities, and Education are all actively engaged,
which suggests that highly resource intensive companies require more engagement than
less intensive sectors, such as a Telecoms company. There also seems to be a positive
correlation between the size of the company and the amount of engagement that is
necessary, with larger companies tending to have more engagement than smaller
companies (Based on Turnover).
There is yet again a unanimous agreement from senior management, who agree that credit
management is invaluable, and an essential department for the company to function. This is
more reinforcement for the points raised earlier, and is also a key indicator that good credit
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management is a key process for a company to ensure their turnovers are improved or
secured.

Staff Levels by Department
The most common number of staff in the credit department is between 1 & 10, and shows
little to no correlation between level of turnover and the number of staff employed, as
there is an even spread of employees between the turnover ranges. Some companies have a
turnover of around £496m, and a staff level of 51-100, whereas there are other companies
which have a turnover of over £3bn with only 11-50 staff. It should be noted that the ‘1-10’
seems to be primarily filled with large companies, with some turnovers in excess of £1bn.
How many people work in credit management, and in which areas of the
Table 11
credit management lifecycle, in your organisation?
Total
Management/Oversight
Risk Assessment/Analysis
Customer On-Boarding
Customer Negotiation
Account Management
Invoicing/Document Production
Complaint/Dispute Handling
Collections
Payment Allocation/Processing
Debt Recovery/Delinquent Debt
Third Party/Litigation Liaison
Insolvency

1-10
26
40
35
35
33
26
34
32
30
39
37
39
38

Proportion 11-50
62%
9
93%
2
88%
4
90%
3
79%
8
67%
11
90%
3
75%
9
68%
12
91%
3
86%
5
98%
95%
1

Proportion 51-100
21%
4
5%
1
10%
1
8%
1
19%
1
28%
2
8%
1
21%
1
28%
1
7%
1
12%
1
1
2.50%
1

Proportion 101-150
10%
2
2%
2%
2%
2%
5%
2%
2%
1
2%
1
2%
2%
2%
2.50%
-

Proportion 150+
5%
1
2%
2%
-

Proportion
2%
-

As can be seen in the above table, the majority of departments have only 1-10 employees,
with the main changes occurring in the Collections, Complaints, Account Management and
Customer Negotiation departments, with Risk Assessment having a low number of
employees on average. This contradicts the response from Question 1b as the responses
seem to indicate that Risk Assessment is the role that is most likely to change in the future,
which could be a sign that companies do not have enough protections in place to counter a
negative impact in this area. This could also be seen from “Cash Processing/Allocation”
which also has a low level of employees in the department. This could also be a sign that
companies may be willing to outsource these departments, or invest more heavily in the
future.

Receivables Insurance
The majority of companies do not insure their receivables, which is evident in the below
graph.
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Do you insure your receivables?
40

Fig. 28
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Of the companies that do insure their receivables, there are a number of methods that are
used, of which the main policies consist of ‘Whole Turnover Policy’, ‘Trade Credit
Agreement’, and various types of building and vehicle insurance. A whole list can be found
on the online survey, or the raw data spreadsheet.
These policies have been used to ensure that the company protects against any
unforeseeable losses, and gives them piece of mind to with regards to high risk customers,
which has been highlighted as being important on recent articles (Motes, 2018). It also
allows a company to mitigate its risk and to lessen the financial impact of bad debt losses.
However, it has been noted that insurance policies can “Stunt the ability to work with your
customers”. This could be an indication that the companies in the survey are confident in
their ability to manage their receivables efficiently, and ensure that there are minimal bad
debt losses, so there is no need to incur unnecessary insurance costs. There is also a strong
positive correlation between the companies that use receivable insurance, and the ones
that use another receivables facility such as finance, asset-backed and so on. Many
companies that have used insurance also use another type of facility, with differing levels of
cover, ranging from 90% to <5%. This could be another indicator that companies do not
value the risks associated with bad debts to be great enough to protect against.

Supply Chain Finance
Only 3 companies offer Supply Chain Finance or similar, with only one facility being offered,
which is Settlement Discount/Turnover Rebates based on sales. This is also mainly used for
companies that deal with the retail sector, which seems to be the most common sector to
offer this type of finance to (Oliver, 2014), however <10% of targeted suppliers actually take
up this facility. This could be a sign that the facility is not as effective as it is intended to be,
but could also show that the targeted suppliers are in a better position than first thought.
This has been indicated that it offers better cash flows and sales than if they did not offer
the facility at all.
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Out of all of the available types of chasing non-paying customers, the only one that is
effective, other than good credit management, is Late Payment Legislation, however this
contradicts the answer provided in question 14a, as this indicates that Litigation is the most
effective method. Below are the responses that were provided:
There are a number of initiatives to encourage prompter payment in B2B
Table 12
transactions. Which of these are most effective?
Late Payment Legislation
Prompt Payment Code
Other Industry Code
Duty to Report Requirements
Small Business Commissioner
Good Credit Management

Very Effective Proportion Helpful
2
4%
19
2
4%
10
1
2%
3
2
4%
7
2
37
79%
7

Proportion Marginal Value Proportion No Impact Proportion
40%
16
34%
10
22%
21%
20
42%
16
33%
7%
15
36%
23
55%
16%
17
39%
18
41%
4%
11
26%
30
70%
15%
3
6%
-

As shown above, the most effective method is to maintain good credit management,
followed by Late Payment Legislation. The Least effective method is the Small Business
Commissioner, with 30 people, 70%, believing that it has no impact for the company.
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Business to Consumer
The Impact of Multiple Regulators

Do Multiple Regulators Oversee Your
Business

Issues Caused By Regulation

10%
32%

None
Yes
No

Costly

50%

Other

40%

68%

Of the 32% who are overseen by multiple regulators (See Figure 29), the majority state that
this causes no issue for their business as long as they are fully compliant (See Figure 30).
However, 40% of members have stated that having multiple regulators is costly, which is
likely due to the resulting increased administration costs. Although 'The Business Impact
Target' aims to reduce these costs “by £10 billion between 2015 and 2020” (National Audit
Office, 2017), many believe that this figure doesn’t reflect a realistic view of regulatory costs
and thus these costs may continue to be an issue in future.
Do You Outsource To Partners
Who Are Overseen By Multiple
Regulators

Do You Or Your Outsourcing Partner
Treat Regulated/Non-Regulated Debt
Differently

26%

27%

Yes
No
74%

Yes
No

73%

Also, 26% of members whose partners have multiple regulators believe that there are no
issues as long as they are compliant (See Figure 31), with one member noting that it ensures
their partner maintains a ‘good code of practice.’ This could mean that members would
prefer to work with partners that are heavily regulated as it can be seen as a “commitment
that they are serious about wanting to be better customers and better suppliers” (OGC,
2014). However, only 27% of members treat unregulated debt differently (See Figure 32),
this may be due to the multimillion pound turnovers of the members' businesses who have
answered which may indicate that they employ professionals to reduce the chance of any
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disputes for the Financial Ombudsman Service. Furthermore, 76% of members believe that
regulation systems aren’t delivering consistent outcomes for debt under different regulators
(See Figure 33). This may be due to credit services still finding difficulties in “understanding
the necessary different approaches” (Kiely, 2015) towards credit.
Is The Multiple Regulation System Delivering
Consistent Outcomes For Customers Whose Debts
Fall Under Different Regulators

24%
Yes
No
76%

Collection Methods

Are There Any Collection Methods That You Do
Not Use

39%

61%

Yes
No

Regarding collection methods, almost 40% of members do not use all of their available
methods (See Figure 34), with the most responses stating collection agencies (See Figure
35). The majority of these members explained that this is due to lack of control as debt
collectors may act in a way “that could harm your reputation among customers” (Driver,
2014). Additionally, members mentioned the cost aspect of third party involvement that
could potentially deliver less than doing it in-house with ‘qualified experienced staff.’ 23% of
members also stated that they don’t use personal collection methods due to it being
ineffective which may be due to alternatives, such as phone calls, being “cheaper and more
effective” (Pavan, 2018).
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Collection Methods Members Do Not Use

23%

Collection Agencies

31%

Personal Collection
Self-Service Systems

8%

Phone Calls
Letters

8%

Other

23%

7%

While 45% of members stated they wouldn’t want any other collection method available to
them (See Figure 36), the majority of collection methods that members would like available
are all technology based. 33% of members want online billing; this could be due to it being
more effective for some individuals as “it’s easier for people to pay off debt without having
to face another person” (Maranis, 2016) while also reducing workloads and costs. Similarly,
11% of members would like text message payments available, which may be due to text
messaging being “the preferred method of communication” (Hart, 2014) for most. This
could also be due to recent developments such as ‘Apple Pay Cash’ which allows users to
send money via text messaging, which could possibly be a debt collection method in the
future.

Collection Methods Members Would Like
Available

11%
None

11%
45%

Online Billing
SMS Collection
Other

33%
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Consumer Indebtedness

Primary Reason For Consumer Indebtedness

18%

23%
Poor Management
Accessibility

9%

Over-Reliance
Miscommunication
18%

14%

Uninformed
Other

18%

Members gave a variety of reasons for underlying consumer indebtedness, with the highest
proportion being poor management of finances (See Figure 37). This may be due to the
“build-up of indebtedness amongst the younger age group” (Kollewe, 2017), in order to
cover basic living costs, who may be inexperienced or have a lack of knowledge regarding
their finances.
18% of members also believe consumer indebtedness is due to how easily accessible credit
is, with a recent survey finding UK credit experts “concerned about how easy it is to obtain
credit in their own country compared to their overseas counterparts” (University of
Edinburgh, 2017). However, this may change in future as “almost three quarters of the
global finance specialists” believe that Brexit will harm consumer ability to obtain credit.
Similarly, 18% of members also state that the primary reason for consumer indebtedness is
over-reliance, with the number of people who went bankrupt in 2017 soaring to the
“highest level since the aftermath of the financial crisis” (Collinson, 2018). This is likely due
to at least 70% of the UK population being “chronically broke” (Hill, 2018) and is thus
increasingly dependent on loans and credit cards.
14% of members labelled miscommunication as the primary reason for consumer
indebtedness. This may be due recent concerns being raised that “companies were issuing
claims to consumers using incorrect addresses” (Ministry of Justice, 2016) and thus being
unaware of claims being made against them.
Lastly, 9% of members also stated that consumers being uninformed regarding credit are
the reason for their indebtedness. This may be due to many consumers not knowing the
cost implications along with “high and complex charges” (Featherstone, 2017) associated
with borrowing.
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Appendices
Think Tank Consultation 2017

THINK TANK CONSULTATION 2017

The state of the Credit Management nation
The CICM hosts a quarterly Think Tank of senior credit professionals from across the
credit sector. We are seeking to understand the views and perceptions of those involved
in every aspect and specialism of the credit management lifecycle. Credit Management is
a fast developing profession and its reach and impact are being felt and recognised more
widely by organisations of all sizes. The findings from this survey will form the basis of a
white paper to be published summarizing the findings and predicting the future
landscape for the profession. Participants will receive a copy of the paper free of charge
and before formal publication.
Name:

Job title:

Company:
Turnover range:

Sector:

Email address (if requiring copy of report):

PART A
1.
a) How do you see the role of the credit professional changing over the next 18-months
to 3 years [select one]?
Hugely
Significantly
Marginally
Not at all

b) If you expect the role to change, what areas do you believe will be most impacted?
Area

Tick all that apply

Risk assessment & customer take-on
Credit terms and funding
Customer relationships and driving sales
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Cash processing & allocation
Invoicing
Dispute resolution
Collections
Debt recovery & litigation
Insolvency
Other (please specify below)

2. To what extent do you expect Brexit to affect the direction of your company at Board
level over the next 12-24 months?
Area

Hugely

Significantly

Marginally

Not at all

Not yet known

Credit risk policy
Business opportunities
Foreign exchange
Internal reorganisation
Export markets

3. To what extent do you expect Brexit to affect the direction of your company at Board
level beyond the next 24 months?
Area

Hugely

Significantly

Marginally

Not at all

Not yet known

Credit risk policy
Business opportunities
Foreign exchange
Internal reorganisation
Export markets

4. To what extent do you expect Brexit to affect your credit policies and processes over
the next 12-24 months?
Area

Hugely

Significantly

Marginally

Not at all

Not yet known

Credit risk policy
Foreign exchange
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Internal
organisation
Sales markets

5. To what extent do you expect Brexit to affect your credit policies and processes
beyond the next 24 months?
Area

Hugely

Significantly

Marginally

Not at all

Not yet known

Credit risk policy
Foreign exchange
Internal organisation
Sales markets

6. To what extent will GDPR (General Data Protection Regulation) affect your business?
(see a relevant white paper here:
http://www.cicm.com/wpcontent/uploads/2017/04/Whitepaper_CorporatePartner_DunAndBradstreet_GDPR_April_2017.pdf )

Area

Hugely

Significantly

Marginally

Not at all

Customer on-boarding
Compliance checking
Risk to business
Process changes (inc
consent)
Use of scoring
Business access to data
Consumer rights to
access data

7.
a) Do you believe GDPR will be of benefit to commercial organisations? YES / NO
b) Do you believe GDPR will have a positive impact on individuals? YES / NO
8.
a) To what extent do complying with changes to legislation and regulation create a
burden for your business?
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Area

Hugely

Significantly

Marginally

Not at all

FCA compliance
Money laundering
Data protection
Civil Procedure Rules (inc
Debt Pre-Action Protocol)
Employment
Immigration rules
Health & Safety
Sarbanes Oxley
Other (please specify
below)

b) What other area(s) of regulation/legislation changes cause a significant burden?

………………………………………………………………………………………………….………………….……………
9. To what extent do you expect the change in the US political landscape to affect your
business?
Area

Hugely

Significantly

Marginally

Not at all

Risk
Sales markets
Political decisions
Business opportunities

10.
a) How has technology affected your business in the last 3 years?
Area

Hugely

Significantly

Marginally

Not at all

People
Processes
Opportunities
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b) What has been the biggest single benefit?

………………………………………………………………………………………………..……………………………..…
c) What has been the most negative outcome?

…………………….……………………………………………………………………………….……………………….…
d) How do you foresee technology impacting your business in the next 3 years?
Area

Hugely
positive

Significantly
positive

Marginally
positive

No impact

Marginally
negative

Significantly
negative

Hugely
negative

People
Processes
Opportunities
Blockchain &
alternative
currencies

e) How do you foresee the impact of the following areas of technology development?
Area

Hugely
positive

Significantly
positive

Marginally
positive

No
impact

Marginally
negative

Significantly
negative

Robotic
Process
Automation
Artificial
Intelligence
Other (please
specify below)

f) What is/are the other area(s) of technology development that you foresee affecting
your business?

……………………………………………………………………………………………………………………………………
g) How is receivables managed within your business:
Tick all that apply
Specialist third-party credit & collections
software
Using business ERP system
Combination of downloads and
spreadsheet methods
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Hugely
negative

11.
a) Does your company have any shared service facilities? YES / NO
b) If YES, is it/are they in-house or provided by a third party? IN HOUSE / THIRD PARTY
c) Where is it/are they located?
………………………………………………………………………………………………………..………………………………..……
d) What functions does it/do they carry out?
Area

Yes

No

Partially

Risk assessment
Invoices/documentation
Complaints/dispute resolution
Cash processing
Cash allocation
Risk monitoring
Scorecard development
AR ledger administration
Other (please specify below)

e) What other function(s) are carried out by shared service centre(s)

……………………………………………………………………………………………………………..…………………..
f) What is the main benefit?

……………………………………………………………………………………………………………….…………….…..
g) What is the main drawback?

……………………….………………………………………………….………………………………….…………….…..

h) What changes are planned in the next 3 years?

…….………………………………………………………………………………………………………………………..…
i) What impact will Brexit have on use or planned use?

…….………………………………………………………………………………………………………………………..…
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j) What impact will GDPR have on use or planned use?

…….………………………………………………………………………………………………………………………..…
12. What are the two most common reasons for non-payment by customers?
Reason

Tick two

Cannot afford to pay at present
Unlikely to be able to pay in foreseeable
future
Disputes invoice or debt
Processing/administration issues
Other (please specify below)

13.
a) What is the most effective in-house method to obtain payment from non-paying
customers?
Customer type

Letter

E-mail

Telephone

Personal visit

Self-service

Suspension of
service/delivery

Consumers
Sole Traders
Partnerships
Micro-businesses
SMEs
Large businesses

b) What would improve the effectiveness of these methods?

……………………………………………………………………………………..……………….…………………………
c) Do you adopt any methods not referred to above?

…………………….…………………………………………………………………………………….………………………
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14.
a) What is the most effective method using a third-party to obtain payment from nonpaying customers?
Customer type

Letter

E-mail

Telephone

Personal visit

Self-service

Litigation

Enforcement

Consumers
Sole Traders
Partnerships
Micro-businesses
(up to 10
employees)
SMEs (10-250
employees)
Large businesses
(>250 employees)

b) What would improve the effectiveness of these methods?

……………………………………………………………………………………..……………….…………………………
c) Does your third-party adopt any methods not referred to above?

…………………….…………………………………………………………………………………….………………………
d) Do you customize any methods with your third-party specifically for your business?

…………………….…………………………………………………………………………………….………………………
15. How do you identify staff training needs?
Area

Very effective

Helpful

Marginal value

Not used

During appraisal process
During one-to-one reviews
Using skills matrices
Individual requests

16. What main methods do you use to ensure staff are adequately skilled and trained,
and which are
the most effective?
Area

Very effective

Helpful

Marginal value

Not used

Internal training
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Commercial training on-site
Commercial training off-site
Online webinars/courses
Informal coaching
Industry qualifications

17. How do you measure the effectiveness and value of training?
Method

Yes

No

Performance measurement
Return on investment
Feedback from staff

18. How would you describe the value of good credit management?

……………………………………………………………………………………………………………………………………
19. How would you describe the value you bring to your organisation?

………………………………………………………………………………………………………………………..…………
20. To what extent are you engaged with the wider business? [select one]
Actively engaged
with all areas

Engaged as
necessary

Rarely need to
engage

21. Please ask the most senior person to whom you report what their view of credit
management is, and enter their answer here:

……………………………………………………………………………………………………………………………………
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22. How many people work in credit management, and in which areas of the credit
management lifecycle, in your organisation?
Area

Number of people

Total
Management/oversight
Risk assessment/analysis
Customer on-boarding
Customer negotiation
Account management
Invoicing/document production
Complaint/dispute handling
Collections
Payment allocation/processing
Debt recovery/delinquent debt
Third party/litigation liaison
Vulnerable customer liaison
Insolvency
Note: The sum of those working in different areas may be greater than the total due to distribution of
work/responsibilities.

©Chartered Institute of Credit Management 2017
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PART B - Questions for those working exclusively in a B2B environment
23.
a) Do you insure your receivables? YES / NO
Yes

No

All receivables
Some receivables

b) What type of policy do you have in place?

………………………………………………………………………………..…………………………………………………
c) What is the biggest benefit of insurance:

………………………………………………………………………………………………………………….………………
24.
a) Do you use any receivables finance, asset-backed securitisation or similar facilities?
YES / NO
b) If YES, what proportion of the ledger is funded in this way?
……………………………………….………………
25.
a) Does your company offer its suppliers any form of credit funding through Supply
Chain Finance (sometimes called reverse discounting) or similar facilities? YES / NO
b) If YES, what is the offering?

………………………………………………………………………………..…………….…………………………………
c) Which supplier segment(s) is it aimed at?

………………………………………………………………………..…………………………………………………………
d) What proportion of targeted suppliers take it up?
<10%

11%-30%

31%-50%

51%-75%

>75%

e) What are the benefits to suppliers?

……………………………………………………………………………………..……………………………………………
f) What are the benefits to your company?

………………………………………………………………………………..…………………………………………………
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26. There are a number of initiatives to encourage prompter payment in B2B
transactions. Which of these are most effective?
Area

Very
effective

Helpful

Marginal
value

No impact

Late payment legislation
Prompt Payment Code
Other industry codes
Duty to Report requirements
Small Business Commissioner
Good credit management
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PART C
Questions for those working exclusively in a consumer environment

27. a) Do multiple regulators (e.g FCA, OFWAT) oversee your business? YES / NO
b) What issues does this cause for your business:

………………………………………………………………………………..…………………………………………………
c) Do you outsource to partners who have multiple regulators (e.g FCA, OFWAT)
overseeing their business? YES / NO
d) What issues does this cause for them, your debtors, or your relationship with them:

………………………………………………………………………………..…………………………………………………
28. Do you or your outsourcing partner treat regulated/non-regulated debt differently?
YES / NO
29. Do you think the multiple regulation system is delivering consistent outcomes for
customers whose debts fall under different regulators ? YES / NO
30. a) Of the collection methods available to you, are there any that you do not use?
YES / NO
b) What are they, and why?

………………………………………………………………………………..…………………………………………………
31. What collection methods would you like to have available that currently are not?

………………………………………………………………………………..…………………………………………………
32. What is the primary reason for underlying consumer indebtedness?
………………………………………………………………………………..……………………………………………………
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