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The year 2020 is shaping up to be 

a defining moment for the future 

careers of credit professionals. 

With the onslaught of COVID‑19 

and the challenging knock‑on 

effects, how you respond as an 

organisation during this pandemic 

will predict the engagement, 

productivity, well‑being, and 

commitment of your credit team 

well into the future. 

Employee experience, engagement 

and well-being should be taking 

centre stage. Yet, whilst much 

emphasis has typically been placed 

on ‘customer’ experience and 

engagement within organisations, 

sometimes the ‘employee’ experience 

takes a back seat. And sometimes the 

credit function itself slips down the 

priority list.

Not so now. Worldwide, the 

current pandemic has well and 

truly thrown the spotlight on credit 

departments and professionals, as 

organisations scramble to free up 

cashflow, keep the lines of credit 

flowing, manage the increased risk 

and recover monies in a precarious 

economy. Many credit professionals 

have experienced economic 

challenges previously, but this crisis 

has already proven far worse than the 

global financial crisis-led recession 

in 2009. In fact, the International 

Monetary Fund has predicted that 

the coronavirus-driven recession will 

be the most severe global economic 

downturn since the 1930s Great 

Depression.

So, what does all of this mean for 

us in Australia? According to figures 

released by the Australian Bureau of 

Statistics (ABS) earlier this month 

Australian Gross Domestic Product 

(GDP) fell 7.0% in the June quarter, 

the largest quarterly fall on record. 

This follows a fall of 0.3% in the March 

quarter 2020. Further shockwaves 

were felt with employment falling 

5.4%, between March and June and 

hours worked falling 9.8%, with April 

and May seeing many people having 

their hours reduced or being stood 

down*(1). 

As Australia faces its worst 

recession on record, many of today’s 

credit professionals are experiencing 

unprecedented challenges within their 

role. But how well are their needs 

being met in terms of protecting 

their own well-being, building 

resilience, keeping them connected 

and engaged during remote working 

conditions, and securing their own 

career into the future? 
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What does ‘good employee 
experience’ look like for credit 
professionals in the current 
environment?
Put simply, ‘employee experience’ 

relates to what employees encounter 

within your organisation across all 

touch points including things like 

induction, workspaces, technology 

and tools, communication, and 

leadership. A good overall employee 

experience can lead to better 

engagement often measured by 

how involved and active they are in 

their role and workplace and how 

much they ‘like’ what they are doing. 

From a well-being perspective, how 

well they feel supported physically, 

emotionally, and mentally in the 

context of a work environment also 

plays a big part. 

Prior to COVID-19, the ‘employee 

experience’ was clearly defined 

by what took place within the 

organisation. Now with many working 

remotely, the boundaries between 

home and work life have become 

blurred. Many are juggling work 

roles with being a partner, a parent, 

a teacher, all at a minute’s notice. So 

how do companies and their leaders 

navigate this change to take care of 

their credit staff?

Firstly, to start to answer these 

questions, it is important that 

organisations and their executive 

leadership team understand how 

the current COVID-19 environment 

may be affecting the roles of credit 

professionals and the daily challenges 

they face. Only then, can we look 

at how we can engage a ‘positive’ 

employee experience framework 

to create better engagement for 

improved outcomes.

Daily challenges credit 
professionals may encounter in 
current COVID‑19 environment:

 z Marked increase in payment  

times – Cashflow is the lifeblood 

of any business and in times 

of economic stress there is a 

requirement to free up more to 

help keep businesses afloat. The 

problem is that as many businesses 

experience their own cash flow 

issues there is a knock-on effect of 

dragging out payment for as long 

as possible. Recent figures from 

CreditorWatch show a whopping 

242% increase in average payment 

times from July 2019 to July 2020 

with Rental and Hiring, Financial and 

Insurance Services, and Transport and 

Warehousing reporting increases of 

as much as 700%*(2). 

There could be several reasons for 

these concerning figures including 

creditors being more lenient in 

chasing outstanding accounts in the 

current climate, being wary of media 

backlash or damages to brand, the 

courts being closed for a while, or 

the insolvent trading moratorium. 

Whatever the reason though, this 

poses an added challenge for credit 

teams as payment times blow out 

and they struggle to meet outdated 

targets. There is an urgent need 

for targets to be reassessed and 

realistically achievable to avoid 

demotivation and burnout amongst 

your team. ➤
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 z More challenging calls with 

customers – Many customers are 

experiencing increased vulnerability 

through direct or indirect effects of 

COVID-19, either by them or a family 

member contracting the virus or 

suffering the effects of job losses 

and decreased income as a result of 

lockdown measures. Add to this the 

mental pressures of remote working, 

isolation, stress, and financial 

hardship and you have some very 

challenging conversations that credit 

professionals are having to deal with. 

It is important therefore that credit 

and other specialised staff such 

as those in hardship and customer 

advocacy teams are equipped 

in effective debriefing strategies 

following a call to enable them to 

process their own emotions in a safe 

environment. A high priority should 

also be placed on resilience building 

strategies. 

 z SME’s facing hardship – 

The COVID-19 environment and 

subsequent lockdowns have resulted 

in many businesses suffering 

hardship or worse closing their doors. 

Unfortunately, as the JobKeeper 

wage subsidy is wound back, more 

businesses are likely to be affected. 

A Bureau of Statistics survey found 

that nearly a quarter of businesses 

currently receiving coronavirus 

support expect to close once 

the support is withdrawn. Whilst 

many credit professionals are well 

versed in helping consumers facing 

hardship this emerging trend of 

small businesses needing specialised 

assistance and support is a very 

different conversation for them to 

have. Organisations need to ensure 

their credit teams are upskilled in 

knowing the right discovery questions 

to ask a small business owner to get 

the best outcomes possible for both 

parties.

 z Increased pressure from sales 

departments – Sales teams are 

experiencing their own struggles 

to meet targets in an environment 

where many customers/consumers 

are tightening their purse strings. This 

can be particularly stressful for sales 

staff if operating in a commission 

environment and creates added 
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pressure on the credit team to accept 

new business and lines of credit. 

Organisations should place a priority 

on ensuring alignment between sales 

and credit strategies and facilitate 

clear communications between 

the different departments. This is 

especially important in a crisis to 

avoid conflict between the teams and 

added stresses for your staff which 

will adversely affect the employee 

experience for all. 

If this sales/credit alignment was 

not there before COVID-19 hit then 

it may be challenging to achieve, 

particularly in a remote working 

environment, but not impossible. 

There needs to be top down buy in, 

starting with leadership meetings 

conducted to facilitate understanding 

of companywide objectives and how 

that translates to both the sales and 

credit teams’ targets and objectives. 

Then, regular communication between 

the teams should be encouraged 

to build rapport and create 

understanding.

 z Increased call volume putting a 

strain on existing resources – Many 

credit teams are struggling to handle 

the increase in inbound hardship 

related calls and the amount of 

outbound customer calls to follow 

up overdue accounts. Organisations 

that are on the ball need to focus 

on early intervention strategies 

as the debt becomes much less 

likely to be paid the older it gets. If 

companies don’t address resourcing 

issues accordingly, then credit 

staff face exhaustion, burn out and 

disengagement. If the cost of taking 

on full time employees is prohibitive 

then outsourcing early collections 

can be a viable and effective 

alternative.

 z Remote working – Home/work  

life balance is increasingly hard to 

achieve – Prior to COVID-19, about  

1 in 3 Australians worked from home 

on a regular basis (*3). In our current 

COVID-19 environment, a Gartner HR 

survey reveals as many as 88 per cent 

of organisations have now encouraged 

or required employees to work 

from home due to coronavirus. It is 

estimated that once the current crisis 

is over many more people will remain 

working from home than previously. 

This is making the home/work life 

balance increasingly hard to achieve 

for many credit professionals resulting 

in increased stress and workload. 

It is imperative that organisations 

support individual credit staff in this 

new environment, offering flexibility 

in working times where possible and 

collaborating with employees to help 

them balance competing priorities at 

home.

“Regular communication can be through team meetings 
(run virtually if required), townhalls, social media 
campaigns, with employee feedback and ideas being 
encouraged at all times.”

➤
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How to create a ‘POSITIVE’ 
employee experience framework 
for Credit Professionals in 
today’s environment

Protect – Protect your employees 

well‑being, mental health and build 

resilience within a work context. 

Look for signs that all is not well:

	— Body	language

People can share a lot about 

their emotional and mental 

well-being through non-verbal 

communication and changes in 

demeanour and behaviour. This is 

trickier to pick up on in a remote 

working environment but may 

still be noticed in video calls. 

Sometimes if people are stressed, 

they may rub their head, or 

temples, wring their hands, fidget, 

or scratch. They may appear 

unkempt, not take as much pride 

in their appearance and hygiene.

	— Tone	of	emails

Often if people are stressed, 

they become irritated easily. This 

can come across in the tone of 

emails. There may be a lack of 

pleasantries and emails could be 

short and appear rude. Of course, 

this may just be down to poor 

email etiquette which can be 

addressed by some training and 

coaching but if you notice sudden 

changes in communication 

style this could be an indicator 

something is wrong.

	— Speed	in	which	employees	

respond’

If an employee is usually timely 

in their response and suddenly 

response times are becoming 

more drawn out and sporadic, 

then this can be a sign they are 

becoming overwhelmed. 

	— Productivity	fluctuations

Some are to be expected and can 

be normal during a time like this. Be 

realistic in your expectations and 

reduce the pressure on employees. 

If however, there is both a drop 

in performance and change in 

behaviour then you could ask 

‘How’s it going working from  

home? Is there anything else  

I can do to help ease some  

of the stress?’”

What makes this situation particularly 

unique is that we are not just looking 

at economic impacts on employees, 

but also have to consider the personal, 

social, physical, and mental challenges 

that are by-products of COVID-19 and 

the associated lockdown measures. 

Remote working conditions, home 

schooling, media bombardment 

surrounding the virus and associated 

health risks, stressing about job loss, 

and increased mental stresses from 

isolation, including depression and 

anxiety, all threaten to affect your 

employee’s well-being.

These factors are why many 

organisations are placing a priority 

on well-being and resilience training 

which is particularly important for 

credit professionals and collections 

staff in their challenging roles.

Open communication – Ensure 

transparent and open communication 

and connect regularly with your teams

Regular communication can be 

through team meetings (run virtually 

if required), townhalls, social media 

campaigns, with employee feedback 

and ideas being encouraged at 

all times. Arrange regular one-on-

one check ins and ask open-ended 

questions such as ‘How is the new 

remote working arrangement working 

for you?’ rather than closed questions 

with a yes/no answer – this will help 

you better gauge what might be 

going on.

It can be hard in remote 

working environments to maintain 

relationships with employees so be 

inventive. Set team challenges, have 

virtual coffee mornings or Friday 

drinks. Send gift packs to show you 

care. It doesn’t have to be expensive, 

just something to show you are 

thinking of your team. Even a nice 

thank you or appreciation email 

to the team can go a long way to 

improving morale. Create daily or 

weekly videos to share with your 

team outlining expected goals and or 

achievements or share a good news 

story.

Support – Provide both internal and 

external support for employees

Ensure Team Leaders are supported 

properly to do their job. Provide 

them with training, toolkits, and 

conversation guides to help them 

engage the team. Ensure credit 

staff are supported fully in their role 

by providing them with customer 

engagement, conflict resolution 

and hardship training to enable 

greater ownership of their role and 

improved confidence in handling 

challenging calls. Refer employees 

to internal Employee Assistance 

Programs and know the external 

support services that you can refer 

them to if required such as Lifeline 

and Beyond Blue. Remember, no 

credit professional is expected to 

be a counsellor to either staff or 

customers, there are experts for 

that. Just do the best you can do 

within your role to listen, assist, 

support and refer where necessary.

“Often if people are stressed, they become irritated 
easily. This can come across in the tone of emails. There 
may be a lack of pleasantries and emails could be short 
and appear rude.”
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Invest – invest in training for staff to 

support their career development 

Your employees are your greatest 

asset so invest in them, if you don’t, 

then beware, a competitor may. Going 

hand-in-hand with quality training is 

a good internal coaching program. 

Provide regular feedback and on the 

job coaching and your staff will thank 

you for it both in terms of increased 

engagement, commitment, and 

productivity.

Technology & Tools – Provide 

employees with the right technology 

and tools to do their job

Outdated and ineffective systems 

can double the work for people 

and performing repetitive manual 

tasks can eat up valuable time 

and easily lead to job frustration, 

increased stress, and boredom. 

Providing credit professionals access 

to important credit risk and credit 

watch tools can enable them to 

make better decisions leading to 

improved overall results and job 

satisfaction. Similarly, providing them 

with strong reporting tools will help 

them report easily on the desired 

outcomes.

Inspire – Encourage strong leaders 

who are mentors to employees

Ensure leaders are good listeners and 

respond accordingly to the needs of 

employees. They need to be good 

role models and practice what they 

preach. Invest in leadership training 

and coaching programs that include 

emotional intelligence and soft skills 

training to improve conversations with 

their teams.

Vision – have a clear vision and 

objectives for your team 

Ensure that you communicate 

the vision and objectives at 

every opportunity tying them to 

performance outcomes, rewards, 

performance reviews. Often company 

values and visions are shared but it is 

equally important to have do this at a 

team level. It serves as a set of rules 

to follow so everyone knows what is 

always expected of them, no surprises. 

It also creates a shared purpose and 

identity within the team.

Engage – Find out what motivates 

and inspires your employees

Walk in their shoes, do they need 

flexibility in their working conditions? 

Maybe they are home schooling 

during the day and can log in after 

8pm, can tasks be performed then? 

Conduct employee surveys and 

encourage regular catch ups such 

as daily team huddles. A good 

strategy is to keep huddles short, 

upbeat, and preferably have them 

at the start of the day. Don’t be too 

serious, have a laugh with your team. 

Encourage sharing but in a positive 

way, you want to avoid situations 

where everyone starts whinging and 

you end up down a rabbit hole of 

negativity. One way is to encourage 

the team to share one thing that 

they’re grateful for, or one positive 

thing about a team member or a 

good thing that’s happened that day 

or week. Such meetings can set the 

team up for a positive and productive 

day and help them feel connected 

despite working remotely. 

The employee experience for 

credit professionals has changed 

considerably over the past 6 months 

with economic stresses sometimes 

widening the scope of their role 

and increasing their workload. 

Further impacts to their working 

life have been experienced through 

remote working conditions and the 

heightened anxiety around COVID-19 

and its associated impacts to health, 

well-being, and the economy. For 

these reasons, leaders need to rethink 

how they can create and maintain a 

positive employee experience into the 

future. If you don’t act now to look 

after your valued employees, someone 

else will! 
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“Regular communication can be through team meetings 
(run virtually if required), townhalls, social media 
campaigns, with employee feedback and ideas being 
encouraged at all times.”

“Outdated and ineffective systems can double the work 
for people and performing repetitive manual tasks can 
eat up valuable time and easily lead to job frustration, 
increased stress, and boredom.”


