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A
Account

ownership, 107-108
review, 112-113

ACH. See Automated Clearing House
Acrobat, Adobe, 85-86
Address

correction request, 66-67
review by sales staff, 67-68
updating, 67

Altman’s Z-Score Bankruptcy Prediction
Formula, 215-217

Application. See Credit application
Arbitration clause, 22-23
Assets database, customer, 137-138
Attorney

letters, 157-158
use to obtain payment of attorney fees,

198
Automated Clearing House (ACH), 94,

153

B
Bad debt

percentage, 214-215
reporting, 124
review of, 121

Bankruptcy petition, involuntary, 171-172
Benchmarking, 1-2
Best practices

duplication of, 5
failure of, 6-9
implementation of, 2-4

Bond, surety, 54
Bonuses

for collections staff, 122-123
for sales staff, 123-124

C
Carrier route codes, 65
Cash

discounts, 57
review of unapplied, 99

Cash-in-advance
order routing, 121-122
payments, 42-43

Cash on delivery
combined with outstanding balance,

165
combined with surcharge, 44
use of, 43

Check
delivery via overnight delivery service,

96-97
receipt by messenger, 92-93
receipt by salesperson, 92

Collection
agency. See Outsourcing
assignments, 107
bonuses, 122-123
by salesperson, 42
call database, 130-132
call stratification, 108-109
calling hours, 110-111
contact timing, 146-147
fee reimbursement, 23
lockbox, 93-94
methodology, 13
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of money judgments, 170
specialist job position, 104-105
techniques, 105-106

Commissions
based on cash received, 119-120

Consignment arrangement, 47-48
Contact information

on invoice, 60-61
review by sales staff, 67-68

Control points, lack of, 7
Cost-benefit analysis, 3
Credit and collection manager. See Man-

ager, credit and collection
Credit application

including multiple contact names, 21-
22

modification of terms, 22-24
processing, 35-36
requirement if credit exceeded, 25-26
requirement if no order activity, 25
requirement prior to order acceptance,

24
unanswered questions investigation, 37-

38
Credit balance, contact customers regard-

ing, 175
Credit card

contact information, 61-62
payments, 97-98

Credit decision table, 19-20
Credit hold
flag, 144-145
notification, 165-166

Credit file, 21
Credit granting

automatic issuance to new customers,
33-35

pre-approval of, 36
Credit insurance, 52-53
Credit levels report, 29
Credit policy, 11-16
Credit procedure, 16
Credit rating, notification of changes in,

20
Credit reference system, 30-31

Credit reports, 38
Credit review

based on NSF payments, 56
date, 27
of customers who skip payments, 56-57
of customers who stop taking cash 

discounts, 57
of largest customers, 55
time limitation, 26

Credit scoring model, 17-19
Credit venue provision, 23
Customer

assets database, 137-138
emergency contacts, 135
existence verification, 37
negotiations with, 175-176
order exception tracking system, 139-

141
orders database, 136-137
personal information database, 135-136
prescreening prior to legal action, 169
slow payment flag, 145-146
visits, 39, 111-112

Customer service department
authorization to resolve deductions,

184-185
integrated, 101-103

D
Database

collection call, 130-132
customer assets, 137-138
customer orders, 136-137
customer personal information, 135-

136
emergency contact, 135

Days sales outstanding, 211
Debt buyer, sale of receivables to, 195
Decision table, credit, 19-20
Deductions

automated bank account, 75
investigation system, 138-139
management of, 178
procedure, 178-180
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resolution by customer service depart-
ment, 184-185

resolution methodology, 181-182, 183
salesperson assistance with, 183-184
summarization of causes, 181
unauthorized, 186-187

Discount
amount on invoice, 63
cash, 57
early payment, 117-118
periodic evaluation of, 118-119

Distributor, referral of customer to, 41-42
Document management system, 134-135
Domestic Mail Manual, 65
Dunning letters

automatic issuance of, 142-144
alteration of, 147
issued to different management posi-

tions, 157
issued via e-mail, 156
outsourcing of, 193
prior to invoice due date, 148
use for small balances, 155-156

E
Early payment discounts, 117-118
Electronic data interchange, 89-90
Electronic funds transfer, 153-154
Electronic invoice. See Invoice, electronic
Employee loan collection, 172, 175
Endorsements, restrictive. See Restrictive

endorsements
Export credit guarantee, 53-54
Export-Import Bank, 53

F
Factoring of accounts receivable, 194-195
Financing program, 45
Fingerprint verification, 76
Form

application for Reward for Original
Information, 173-174

invoice multipart, 72-73

small claims court complaint, 167-168
UCC-1, 46-47, 48

Fraudulent accounts, 202

G
GetPAID software, 132-133
Grace period, elimination of, 155
Guarantee

export credit, 53–54
intercorporate, 50–51
personal, 23, 49–50

I
Indivos, 76
Industry credit group, 39–40
Insurance

credit, 52–53
customer requirements, 180

Inter-corporate guarantee, 50–51
Internal Revenue Service, report cus-

tomers to, 172
Internet

access of customer payment informa-
tion, 115–116

secure payment option, 98–99
Invoice

contact information, 60–61
creation by delivery person, 82–84
credit card contact information, 62–63
delivery by certified mail, 159
delivery by delivery person, 84–85
delivery by e-mail, 85–86
discount amount, 63
electronic, 86–89
error correction, 68–69
faxing of, 141–142
for each line item, 79–80
intercompany, 74–75
payment due date, 62
printing of, 78–79
process, 66
proofreading, 71–72
receipt signature, 64–65

Index   /   241

bindex.qxd  10/25/04  12:16 PM  Page 241

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



recurring, early submission of, 78
reduction of multipart, 72–73
removal of information from, 63–64
summary-level, 80–81

L
Late fees, administration of, 29–30
Lease-purchase option, 44–45
Letter of credit, 51–52
Lien, subordination of, 48–49
Loan, collection from employees, 172, 175
Lockbox

location review, 95
online checks images from, 96
system, 93–94
truncation system, 94–95

M
Manager, credit and collection, 103–104
Measurements, 205–221
Merchandise

reclamation, 170–171
return, 163–164
Month-end statement, elimination of,

73–74
Mutual release agreement, 167

N
National Association of Credit Manage-

ment, 40
NSF check

as basis for credit review, 56
collection outsourcing, 193–194
fee reimbursement, 23–24
recorded in document management sys-

tem, 134

O
Order exception tracking system,

139–141

Offsetting policy, 161
Outsourcing

of collections function, 189–192
of credit checking, 192–193
of dunning letters, 193
of NSF collections, 193–194
remittance regularity, 203
supplier selection based on perfor-

mance, 195–196
supplier selection based on references,

196–197
supplier selection based on specific cus-

tomer experience, 197
to in-house collection agency, 199–200
use for small-account collections,

200–201
Overnight delivery service, 96–97

P
Payables managers, relations with, 112
Payment

commitment letter, 161–162
confirmation, 106
credit card, 97–98
deductions investigation system,

138–139
due date, 62
early, 117–118
in kind, 164
information accessible through the

Internet, 115–116
Internet, 98–99
of undisputed balances, 159–160
procedure, 28
schedule, periodic, 162
via electronic funds transfer, 153–154
wire transfer, 160–161

Personal guarantee, 23, 49–50
Planning, lack of, 8
Policy

collections, 127–129
credit, 11–16
offsetting, 161

Portable document format, 85–86
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Post-implementation review, 4, 8
Pricing

issues, resolution of, 182–183
structure, simplification of, 116–117

Procedure
collections, 126–129
deductions handling, 178–180
invoicing, 66
payment, 28
training, 16

Product obsolescence, impact on credit
policy, 15–16

Promissory note, conversion from receiv-
able, 163

Purchase money security interest. See
Security interest, purchase money

Purchase orders
required for major sales, 154
review of, 122

Q
Quick ratio, 219

R
Receipt signature, 64–65
Recurring invoice. See Invoice, recurring
Reminder notice, 158
Reports

bad debts by salesperson, 124
collections, 125
credit, 38
credit levels exceeded, 29
receivables aging, 114

Restraining notice, 169
Restrictive endorsements, 100
Robinson-Patman Act, 29

S
Sales staff

bonuses, 123–124
collection assistance, 42, 92
meetings with, 113–114

receipt of receivables aging report, 114
resolution of deduction issues, 183–184

Securities and Exchange Commission, 41
Security interest

grant of, 23
perfection of, 46
purchase money, 46–47

Shipping log
computerization of, 69–70
exception tracking, 70–71

Signature, receipt, 64–65
Small claims court

complaint form, 167–168
sue customers in, 168

Software
alteration of, 6
collections, 132–133

Stratification, collection call, 108–109
Surety bond, 54

T
Terms of sale, 54–55
Territory, collector assignment to,

109–110
Testing

lack of, 8
system, 3

Trade promotion information, 186
Training

collection, 105–106
credit, 16, 130
employee, 3–4
invoicing process, 66

U
UCC-1 Form, 46–47, 48

W
Wire transfer payments, 160–161
Write-off of small unpaid balances, 115
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