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ITSALLABOUT REPUTATION
AND BRANDING

AS MANAGING DIRECTOR OF TRARALGON BASED CREDITCOLLECT, MARK ANSWERTH HAS ESTABLISHED BOTH

HIMSELF AND HIS FLOURISHING BUSINESS AS A PLACE "WHERE OTHERS WANT TO WORK".

dynamic pu\nlnh with a

great lave for his work and a

wide variety of sports,
Mark's infectious enthusiasm for an
otherwise denigrated industry i
bright light within Gippsland's
business community.

According to Mark, he works in the
mercantile industry and together
with a nationwide group of similarly
like minded operators, he is strident
in his aim to increase the levels of
m while n:duunl_‘ the
a rogue element”.,

professionali

presence of

CreditCollect specializes in
collecting debts for local
;;l“'l.'l]ll‘ll"lt'u LA+ T

I COFpoTates,

major utilities, medium size
commercial clients and smaller
enterpri blished in
November 2001, the company is
Aining strong ||'||lfLLT share
both t|mm"hsm[ Victo 1l
nationally, competin; sfully
against many of its bigger national
competitors. CreditCollect is also
doing some work in New Zealand
for an Australian-based international
("’”\E\“]I\'.

Now
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Mark started in the industry 10
years prior to forming CreditCollect,
working initially with Laurens and
Co (previously known as George
Laurens) and for RML (Receivables
Ma ment Limited) following
extensive widespread industry
consolidation.

"Actually, towards the end of my
lovment in that era, 1 closed the
aralgon office for RML

[]i.\ being the old Laurens & Co
office I used to manage i
"But I knew a market existed for
such services and the rest is history -

"We began with myself and two
staff; now we have 12 staff and
growing. Clients have confidence in
our service because of the people
who provide it.

"I am conscious there is a public

perception that we're involved in :
cloak and dagger business
incorrect and we are service
onentated, aiming to resolve

This is

ues as they come to
hand. Sub-contracted licensed
agents do the field calls and any

int information collecting we
feel is necessary to assist our clients.

"Every case is different and therefore
is treated with individualized
respect. We are not a call centre
where faceless, unsympathetic
operators answer phones. Ours is a
personalized service providing credit
management for clients while
playing an instrumental role
n credit education for their
customers. We want to be
recognised for our high
level of service delivery,
if we get this right the
results will take care of
themselves.

"CreditCollect is
very proud o
record of not
losing a major
client over the
past nine
years which
1S very
unique in
an
industry
that has a high
client “chum’. Client
retention is a key focus for our
organisation and is a major factor
behind our on-going success. The

key to this was employing a full time

national business manager, Jason
Daowling, five go, with an
emphasis on delivering a high level
of customer service whilst at the
same time growing the client base.

Mark said when debts were "old",
customers tended to think they had
"got away with it". His affectionate
term for l'|n mercantile industry is

"the capper”, quictly r!(-.lnl-.-.\m_‘
another unkind perception - that it's
full of angry people.

ing debt problems are

sistance. We have a
job to do and my dedicated staff
understand it is important to be fair
and equitable therefore underscoring
our personalized approach.”

Mark acknowledges the invaluable
support received from his wife,
Annie, who works part-time in the
business. The nine-year journey has
not been without long hours and
various other challenges. It was not
handed to Mark; he has built this
business on pure hard work. Annie
s been there behind him all the
me.

"Our staff must be good
communicators, with well dr;w]npud
telephone skills albeit there is
some face-to-face contact
which often leads
into financial

counselling.
QOur track record in
collecting outstanding debt certainly
enhances our reputation.

"Our branding s C: red) IitCollect - a
rather unique name in which we l.'rll
our clients and their customers what
we do. We collect outstanding
credit. In tum our clients are seen in
a good light because they are
u\nmuu{ with us. Also, we are
a strong reputation for
r two debts where

mllt\non of
another agency was unsuccessful and
we have been contacted to take over.

"My staff has been extremely
important underpinning the success
of CreditCollect. Their passion and
loyalty make the business what it is
today: I believe we now have been
tagged as an employer of choice
which is quite flattering. Promoting

from within the business is a key to
ensuring our growth with our
current office manager, Nicole
C-imp’l)u.i] starting out as our
TeCepionist SEVEn Years ago, Since
this time two other past receptionists
have been promoted through the
ranks to more senior positions.

"They know judgments have to be
made. They realize our client
rela mrl:-hl] s are vital as are the
relationships with customers of our
clients. It's a balancing act and we
remain mindful of what we do is all
we can do. CreditCollect removes
the emotion between client and
customer. The emotion is outsourced

o us.

"I think
credit facility services
need to be well structured to
prevent, or at least, alleviate
situations from becoming serious
emotional contests. We want to be
part of the solution and not part of
the problem.”

The ACCC is Australia’s watchdog
keeping an eye on the mercantile
llidmln \\-hlth is going through

t changes with 2 new
ime being introduced. For
a fantastic

"I have found it quite rewarding
particularly in helping clients and
watching my staff grow in
confidence and capabi




CreditCollect takes pride in ackn ing it
s.igniﬁcantl;“mmmhmi ﬁcm&:.ll::xd
ippsland, putting thi into the econom

$040 fuyorsiog looal éverts Gied Callec bin o A
several now provided sorship to maj
sporti ye:\:nls such as thcq%:::‘ chippshncrn ’
(eyeling) and Traralgon Racing Club as well as
the North Gi d Football Netball League, / "
Churchill Football Netball Club, local schools Vel
and junior sporting events. CreditCollect has
recently committed to a sponsorship deal
with Gippsland Sports Academy further
highlighting its commitment to local

. Mark is also a member of the

ECCI Small Business

Council.

MARK ANSWERTH OF
CREDITCOLLECT: "WE WANT
TO BE PART OF THE SOLUTION
AND NOT PART OF THE
PROBLEM.”

Will your business survive the “Credit Crunch”?
Has your business got a strong cash flow?

If you said no to either of these questions then you need to
call CreditCollect, Gippsland’s premier credit management
& debt collection service.

lirements.
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