Sample Case Study
Janice Martinez: Loan Officer at a Credit Union


It’s three o’clock on Friday afternoon and Janice is on the phone.  This is nothing new.  She spends most of her day on the phone.  Right now, she is talking to someone at a Ford dealer in the Valley as Maury Ferguson looks on.  Maury is a member of the credit union where Janice works and he is applying for a loan to purchase a Ford Excursion.  When Janice confirms all the details from the dealer, she can finalize the paperwork for Maury’s loan.  


This is the third time this week that she has sat with Maury.  He first appeared on Tuesday saying that he was “thinking about buying a car” and wanted to know what kind of payment he would have if he purchased a $20,000 car.  Maury had borrowed from the credit union in the past.  He usually paid off the loan without incident, although there was one period in the 1990s when he was far enough behind to incur a penalty.  Janice took his information, processed his FICO score, and determined that he would have no problem getting a loan.  She even gave him a qualifying letter so that dealers would know he could afford the $20,000.
He came back a few days later asking about a larger loan, which he was told the credit union would give him.  Now, he was back to fill out the final paperwork after deciding on the new Excursion.


Janice was part of the reason that Maury had purchased the bigger car.  When he came in on Tuesday, she had asked him about his plans.  He mentioned that he wanted an SUV and he figured that he could get a cheap one used from a roadside dealer in Pacoima.  Janice asked enough questions to figure out who the fly-by-night dealer was. The dealer had a reputation in the office for not honoring his promises when selling used cars.  Without coming out and saying the dealer was crooked, she tried to steer Maury toward what she called a “franchise dealer, someone who will stand behind his promises.”  Eventually, Maury ended up borrowing more than he expected so that he could buy a brand new car. 

This is the part of the job that Janice likes best.  By her calculations, she saved him a lot in the long run because she did not like the odds of the $20,000 used SUV lasting very long.  And, of course, her boss would like the fact that she had processed a larger loan.  In her mind, it was a win for everyone.
After Maury left came the part of the job she liked least.  It was after 4pm and she still had lots of paperwork left over from earlier in the day.  She hated this feeling because it was such a no-win situation.  On the one hand, her bosses told her to spend as much time with customers and on the phone as she could because that’s the kind of customer service that earns the credit union accolades from the members.  But, on the other hand, she knew that those same bosses wanted her to have all of her paperwork completed before five o’clock because they did not want to pay overtime.  It was such a bind.  Take time with the customers, but be gone by five; take the time to process paperwork without mistakes, but hurry up already.  At five minutes to five, she heard her co-workers in the hall.  They were all ready to go next door for Mexican food.  So Janice guiltily slipped the rest of the papers into her oversized purse so that she could finish them on the weekend.
Of course, she was not really sure when she’d have time on the weekend.  She had already told her mother that she would spend all day Saturday with her.  Once a month, Janice balanced her mother’s checkbook, looked through the cupboards so that she could fill in any groceries that might be missing, and repaired minor problems around the house.  Then she took her mother out to dinner.  It was exhausting, but it was the favorite moment in her mom’s month.  

On Sunday, she planned to attend her Presbyterian church with Jim.  But she already knew that they had to dash away as soon as the service ended because Jim’s Green Bay Packers play this week in the early game.  She knew that could easily take the whole day if they ran into anyone they knew at the sports bar.  So her only realistic hope of getting the paperwork done before the boss came by Monday morning was to do it Sunday night – which was going to be the one time that she had to herself.  “Oh well,” she sighed as she stuffed the papers in her purse, “Maybe I can do it in front of the TV on Sunday.”

