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Close the Sale 
It has been said that a sale is not truly a sale until you have collected the money. With this "truth" as a 

basis, your collection system is one of the most important systems your business needs to have and 

use.   

  

Cash flow in your business is vital to your success. If you operate your payment terms as cash at the 

time of service, collecting money may not be much of an issue for your business. If your business, 

like many in today's business world, extends credit to those that use their goods and/or services, 

collecting money may be more of an issue. 

  

In this document, we will explore what is needed to have an effective collections system that will allow 

you to both close the sales loop and keep your customers happy. We will do this by looking at the 

following things - 

• What is your current accounts receivables system and how effective is it? 

• What is your current collections baseline, what system are you using and how is it working 

for your business? 

• What is the relationship between your collections system and customer service? 

• What needs to be in place to balance your financial needs with those of your customers? 

• What can be done in your collection system to build relationships? 

 

You have worked hard to gain customers, to gain market share in your business. Take the time to 

explore what you can do to make your collections system a vital link to building your customer 

relationships and building your business. Next we will delve into your current accounts receivable 

system. In preparation, review the payment terms provided to your customers, how those terms are 

communicated, and your accounts receivable aging report.   

  

With this information at the ready, you will be prepared to begin the process of building your business 

by developing an effective collections system that will allow you to truly "close" the sale. 
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Clarify Clear Terms Now 

Collections is a vital part of your customer service. This is often an overlooked process for keeping and building 

customer relationships. 

  

You may be thinking: "What?! Collections are vital to keeping and building customer relationships? Are you crazy? 

The reason I have to "collect" from them is because they have not paid me when they were supposed to --- why 

would I want to keep and build that relationship?!" Simply put, you want to build these relationships, because they 

have already done business with you and because they do owe you money. 

  

You were encouraged to review payment terms provided to your customers, how those terms are communicated, 

and your accounts receivable ageing report. What did you learn? How defined are your terms? Do your customers 

need a CPA to explain your terms or are they easily understood? How many accounts are 30 days, 60 days, 90 

days, or more old? Why? 

  

The starting point for effective collections is your accounts receivable system. To be effective 3 main items need to 

be present in your system: 

• Defined and clearly communicated payment terms for your customers  

• A plan to monitor your accounts receivable system that provides immediate follow-up with any customer that 

has not paid according to agreed terms 

• Collections strategy for any past due accounts 

 

The Heart of Your Collection System 

The "heart" of your collections system should be to actively communicate and partner with customers that have 

gone beyond the agreed payment terms. Here are a few items to consider for your collections system: 

• Define what your collection standards are and make sure to perform accordingly 100% of the time. This 

means that the "trigger" for original contact and all follow-up contacts are clear in your system. The Trigger for 

collections should be set early in the process.  Honor your customers by proactively communicating with them and 

remember the longer you wait to contact and begin the collections system the more difficult it becomes to collect. 

                                                                       

• Endeavor to discover the reason why your customer has not paid. Don't begin the collections process by 

assuming they are avoiding the bill.  There might be a legitimate reason that they are late.  It could be something 

as simple as they forgot to something as complicated as a death in the family.  Be curious and ask questions so 
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that you can understand their situation and help them discover a solution. 

  

• Be a Problem Solver.  Once you know their situation, be prepared to brainstorm solutions with them.  For 

instance, if they are struggling with money have payment options that are easy and will work with their 

situation.  Collecting $20 a month is better than collecting $0.  If possible set such payments up as an automatic 

reoccurring payment until their situation changes and the client can pay off their account.  In addition, if the 

customer is upset about the service, be prepared to listen.  They might have a real issue that once solved will 

allow you to collect easily.  

  

• Be clear and firm.  Make sure your customers understand what they are agreeing to; this can easily be done by 

asking them to repeat what they have agreed to; possibly sending them an e-mail with the terms and having them 

respond that they received it and agree to the terms. Be firm and clear on expectations but not rude or 

threatening.  

  

• Don't give up.  Calendar specific days of the week or month to focus on your accounts receivables. Be consistent 

in your collection efforts as a sale is not truly a sale until you have collected the money.  Collections can be turn-

key and easy to execute or uncomfortable and thus easy to push aside.  Having your system in place (the first 

bullet point) ensures that you are not giving up simply because it is difficult.  Your system for collection should 

outline how many follow ups you have, what to do when an account reaches certain milestones, and finally when 

to stop trying to collect and look for other alternatives. 

 


