COLLECTION LEVEL 2
Structure a telephone conversation with examples of formulations

Specificities of the collection post due date level 1:

This recovery occurs when the invoices are already for more than 22 days. All benign and administrative reasons given by the client to justify a delay of a few days or a few weeks are no longer valid. The overdue is due to deeper causes:
· the client tries to improve its cash by not paying your company
· the client has serious financial problems and pays in priority its most important suppliers or those who are the less conciliatory,
· payment is not made due to inefficient and bureaucratic internal organization.
· the client doesn’t want to pay because of a dispute regarding the material or the invoices.
Whatever the because of the delay, it is necessary to inform your interlocutors that you do not accept this situation and your speech as your mails rise a notch.
Variation of different stages with a call on May 6 to payable accounting of the client. 
The bills are due since March 31, and the client successively promised payment to 31 March and 25 April. You still have not received anything.
Step 1 – Purpose of the call
· Hello, Mrs. Smith of company Axel. I remind you about the invoices due on March 31 for an amount of eur xxx. I still have not received any payment despite your promises to pay for the 31 March and 25 April. Then, could I know what happens?
· We have not been able to transfer the money at this time.
Step 2 – Find the real cause of non-payment
· For what reason?
· We have currently some cash flow problems.
Step 3 – Inform you disagree and require the payment
· This situation is not acceptable to us. Twice you have committed to pay us without respecting your commitment. The overdue is now over 30 days. I ask you to make an immediate transfer and to pay a delay penalty at the rate of 12% per annum as per our sales conditions.

· I'll see what I can do to pay today
· Can you call me back today to confirm the payment and send me an confirmation email ?
· Yes
·  I count on you
This example shows that compare to the collection level 1, the approach of "investigation" to determine the reason for the delay is much shorter. Very quickly you express your disagreement and request immediate payment as the delay is not justifiable.

At this stage it can be very effective to involve the sales manager of your company that follows the client. His interlocutors are different (purchaser manager, director), his action can lead to a rapid release of the situation.

If after this call the customer does not pay immediately the full amount, it is imperative to send a letter with acknowledgment of receipt (see templates of dunning letter level 2) stating the amount of penalties.
