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Who Is your target?

1. Customers with the occasional hiccup
2.  Customers that are late

3. Customers that paying terminally late is a
business strategy

When you start calling depends on your policy







Nothing replaces
a phone call

Helps you to locate the “right” connection for
payment
- Name, direct office #, cell, email, their
position

Introduce yourself
Why you are calling

You are building a relationship




A :._.'"'
1 -’, 3\
-
-
}\ 4 .1“\
AR 0 | B |

Who you are talking to dictates how you approach and tailor
the conversation




Collecting from Generations

Seniors
e “Old school”
o Detailed, mail reliant

The Gen Yers Group

Baby Boomers

« Appreciate their time

« Avoid High Pressure
Tactics

Millennials

» Avoid Corporate language
» Digital Payment Methods

- Gen Z
Generation X Keep it short and Simple

* Cut fo the pOint Semniars Baby Beamars Gien Xars Gan Yars  Instant Solutions
« Be practical  High Digital Responses




Biggest
mistake for

collection
calls

»



Just don’t!

Be ready to make the call:

« How much is owed?

« What were the terms of sale?

« What products/services

- Payment due date

« Who is the right person to speak with
« Who can REALLY help you?

- Do you have a phone number?



Know what you
What road do | take? are gOlng tO Say

Well where are you going?
| don't know

Then it doesn't matter. If you
don't know where you are going,
any road will get you there.




Approach
IS
everything

Get detalils

What is
keeping you

from being
paid?

Ask open
ended
guestions

Don’t
accuse

Don’t sugar
coat




Your tone Greeting

Don’t apologize for asking for your
money

Be open to options
You are looking for Offer options

solutions Creativity counts and is
encouraged
Reactions
Think on your feet Emotions

Keep your goal in mind



The
on-going
collection
process:

Once you have a relationship:

Emaill

Follow up with an email to document your
conversation

Use to follow up on a vm

Text
Quickest way to reach someone
Great way to follow up on vm
Smaller companies may prefer it

Both are options if you can’t reach s
by phone
So is your sales rep

Both are great for establish
supplements




Where does tech come In?

It's a supplement, not a replacement for you

Automated past due Email with a statement Text or email link to
reminders for payment requesting payment your payment portal

A 4

Tech should support your efforts, not replace

them







A few closing thoughts:

Communication is key when collecting

Take the time to build a relationship
Customer
Salespeople
Mentors, coaches —have many

Know your customer

Mentorship
Two-way street
Make it ok to fall

Have fun with it!
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