
and automation does lead to process effi-
ciency and a better credit department. The 
main hang-ups may not have been the 
technology itself, but rather the attitude 
surrounding tech.

The Power of Pushback
“Everybody had been using the old software 
and they were very entrenched in: ‘This is 
the way we do it, this is the way we live our 
lives,’ so what else do I know?” Steenblik 
said, before his company switched to more 
updated software.

Resistance to change and confusion 
around tech innovations has produced 
negative outcomes for credit managers. For 
Steenblik’s company, upgrading software in 
2017 came out of necessity. The old system 
his company used was no longer supported 
by his or customers’ computers—there 
wasn’t even an ability to input an email 
address for customers.

Several of the employees at Steenblik’s 
office have been with the company for 
many years, making the bold transition to 
using software start-to-end for the credit 
process much more jarring. The process 

of switching software “threw them for a 
loop,” but since accepting the change and 
learning to work with new tech, operations 
have run more smoothly, he said.

And while customer demand has driven 
tech innovation, it may be the demand 
from customers may not exist on the 
scale it does, should credit departments 
be innovating at a more-steady pace (pro-
vided the companies have the resources 
to do so).

“You start to see other retailers jump on the 
bandwagon,” Krugel said. “We have been 
very proactive in reading these policies 
and procedures. It’s not only credit, it’s all 
teams, from supply chain to customer ser-
vice. … We’re not afraid to have conversa-
tions with customers. And generally, we’re 
talking internally, and depending on where 
it’s coming from.”

Keeping the line of communication open 
between fellow credit managers and 
customers helps each party understand 
what they need. Tech and software have 
improved process efficiency for many 
credit departments, but not without 
changing up some of the duties of credit 
managers. The labor market may be 
favoring temp work and employees with 
a range of skill sets, but not without elimi-
nating busy work and adding value to the 
credit manager’s role.

The more tech is understood, the better 
the attitude toward it, the smoother the 
transition to more efficiency and a better 
credit department.

“Having worked at more than one place, 
having a supportive management team 
and executive leadership is really critical,” 
Zahller said. “If they understand the con-
versations we’re having with customers 
and how we’re communicating with them, 
and they support the statements we’re 
making and the positions that we’re taking, 
it’s not a problem.” 	

“Having a supportive 
management team and 
executive leadership is 
really critical.”
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