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Lydia Catterall, MCICM 
Credit & Collections Manager at Hilti (GB) Ltd 

If you had asked me 30 years ago ‘Where do you see yourself in 30 years from now? I am 
sure the answer would not be ‘at the same company loving Credit Management’. But it is 
true. I have just celebrated 30 years at Hilti (Gt. Britain) Limited and I am as passionate now 
about credit as I was at the beginning of my career. I started at Hilti dealing with invoice 
queries, PODs, price queries, goods returned etc. After a short time, I wanted to spread my 
wings and started working on account reconciliations. This is what really got me hooked! I 
became a credit controller with my own ledger, started my ICM studies and worked my 
way to team leader, supervisor and eventually the GB Credit & Collection Manager, a 
position I held for many years. This year I moved into our Northern Europe Finance Shared 
Service Centre as a Regional Process Expert Team Leader, heading up a team of 
Accounting Regional Process Experts. We cover all topics from Credit & Collection (where 
my heart is!), Purchase to Pay, Order to Cash and General Ledger.  

You may ask ‘what do you love about the job?’ and my answer would be ‘everything’. The 
diversity of the projects and the fact that after 30 years, I am still developing myself.  

One of the biggest challenges whilst working in Credit & Collection has got to be gaining 
the trust of the sales teams. They need to know that we are making well balanced 
decisions taking all elements into account. We have definitely moved away from the times 
when the computer ‘said NO’.
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They need to be able to trust we are doing the right thing for the business. A lot of this 
comes down to communication, whether that be involving the stakeholders in Credit Policy 
reviews/changes, regular update meetings or joining them on the road for a field ride.  

It’s not only with the stakeholders we had to be mindful of how we communicate. We 
noticed a reduction in productivity from the Credit & Collection Team, we moved from 
being pro-active to being reactive to the business. This obviously meant our KPI’s suffered. 
The LEAN approach had recently been introduced at Hilti and we were asked to develop 
Shop Floor Management (SFM) in Credit & Collection. We were the first support team in 
Hilti GB to start with SFM. After several versions of the board (where do we start? what 
shall we talk about? what is important to the team? what KPI’s should we track, how is our 
workload, actually how are YOU doing?) we established a SFM board and scheduled daily 
15-minute meetings to discuss the top topics? Did it work? Oh yes it worked, we moved to 
a pro-active, high performing team, reducing DSO, improving team morale, reducing 
workload, improved communication and many more benefits. One of the proudest 
moments was attending an award ceremony in our headquarters in Liechtenstein where 
the Northern Europe Finance Shared Service Centre won the Hilti LEAN award for all the 
work we had done with SFM and other LEAN initiatives.  

This led us to thinking, what else is out there for us? We always had a close link with CICM, 
studying ourselves and encouraging the team to study so when it was suggested we 
investigate the CICMQ accreditation we jumped at the chance. With great guidance from 
one of our Finance Business Partners, Fayaz Bharucha, we applied for the accreditation 
and were overjoyed when we were told we had achieved it. This was a great 
acknowledgement of all the hard work not just from all the GB Credit & Collection team but 
from our stakeholders too. From our sales directors to our account managers, from our 
established credit controllers to our newest recruits. A fantastic nod that we were doing a 
great job for a great company. However, it doesn’t stop there. As part of our 
transformation we know where we started and where we want to be and we know the step 
changers to help us get there. We want to be the best at what we do and that means 
working on continuous improvement both internally and externally and sharing our 
knowledge with others.  

Thinking of applying for the accreditation? Do it, I cannot recommend it enough. 

Do you have a story to tell? Contact the team at cicmq@cicm.com 




