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Best Practice 
 
Currently, we do the first follow-up call 10 days after delivering an 
invoice.  We call this our “10-Day Courtesy Call.”  The call usually 
goes something like this: “Good morning, Mr. Smith.  I’m Maria 
Thompson, calling from the Inverness Hotel and Conference Center.  
I’m calling to confirm your receipt of our invoice for your function 
held on Feb. 2-10th at the Inverness.  At this time, is there anything I 
can assist you with?”  This practice allows our accounting department 
to create rapport with the client, to provide intimate customer service 
before problems arise, and to assess, resolve or communicate with the 
customer about any disputes or concerns he or she may have.  After 
the initial call, the accounting agent continues to make calls every 10 
days until payment has been received. This process creates awareness 
about bad debt potential and documents our efforts in case a record is 
needed later for collections. 
 
 
Highlights 
 

• Provides follow-up service after the customer departs from the 
facility. 

• Improves cash flow and reduces DSO. 
• Identifies concerns and disputes early. 
• Provides potential resolution much more quickly and secures 

payment sooner. 
• Creates a proactive collections effort. 

 



Measurement 
 
We regularly measure the progress of this program by evaluating our 
accounts receivable aging summary. The improvement in percentage 
of overdue invoices is outstanding.  Currently, less than 1% or our 
aged accounts exceed 90 days. 
 
 
Results 
 
We wanted accounts receivable to present a more personal face to our 
clients, because they are the facility’s agents who most often deal with 
customers after they depart. Naturally, we also wanted to improve our 
record for resolving disputed invoice in a timely manner. Our 10-day 
process also alleviates the frequent responses “We didn’t get that 
invoice” or “Can you send another statement?”  Further, it identifies 
potential bad debts early and helps the accounting department predict 
cash flow more efficiently. 
 
 

Lessons 
 
1) The client frequently welcomes a reminder call.  It creates rapport, 
so that billing issues are not just the client’s problem. Instead, we 
partner with the client to achieve a satisfactory resolution.  In this 
way, the accounting department becomes proactive rather than 
reactive. 
 
2) Identifies clients who have cash flow difficulties or show potential 
to become bad debt accounts; thus, with earlier knowledge, we can 
proceed effectively. 
 
3) Improves cash flow and reduces DSO. 
 
 
 
 
 
 


