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Outstanding Debt Collection Script

GATEKEEPER

Good morning/afternoon, this is [Your first and last name] from [Your Company]. How are you today?	

Could you tell me who handles your accounts payable, please?	
[Y] Could you put me through to them please?	
[N] When will they be available?

Would you please give them an urgent/ important message please?  
It’s [Your first and last name] from [Your Company], and I’ll call back at (time), concerning Inv #_____. Thank you!		
[Hang up and move to next invoice]


ACCOUNTS PAYABLE AGENT


The essence:
1. Call to ensure they have the invoice
2. Confirm they’re happy with the service
3. Confirm they’re clear on payable date.
4. Ask when you can expect payment.
5. Follow up IMMEDIATELY/ SOON... when they say they will do it on X day, then follow up on X day...



Good morning/afternoon, this is [Your first and last name] from [Your Company]. How are you today?	

[First name], this is a courtesy call to confirm payment of an outstanding invoice. Tell me [First name], do you have a copy of invoice # ___ handy?
[N] I’ll fax/ email one through to you immediately and call you back.		
[Y] Would you mind getting that? I’ll wait.
[No time] Not a problem. When will you have it in front of you? Fantastic. I’ll give you a call back, then.		

Just to confirm that we are on the same track [First name], could you please tell me the total figure due on that invoice please?	

Tell me [First name], have you received the [product/services] okay?	
And was everything okay?	
And everything is in order then?	

Fantastic. And could you just tell me what the due date on that invoice is please [First name].

Oh, that means it’s overdue, doesn’t it [First name]?	
Did you realise that invoice was overdue?	



Tell me [First name], when can we expect to receive payment?	

Fantastic. How would you like to pay for that? 
Check, credit card, electronic funds transfer? 
What would suit you best?	
And when can we expect that?

Okay, that’s great. Thanks for that [First name]. 

So just to confirm [review details of payment]. 

Is that right? Okay, just to make sure everything goes all to plan I’ll give you a courtesy call on [date/time]. Is that ok with you?		

Thanks for being so helpful. Bye for now.


UNHAPPY WITH PRODUCTS/SERVICES

So, what’s the situation then [First name]?	
Tell me who have you contacted about this? And what was the outcome of that discussion? Let me follow up on that and I’ll get back to you.


FEELS IT’S NOT OVERDUE

So why do you feel it’s not overdue? [Explain payment structure/time frame]		
Tell me, are you aware of the terms and conditions you agreed to when we opened your account with us?	

So, [First name], that means you’ve agreed to pay the invoices within __ days of invoice, right? 

All that causes a bit of a problem then [First name] because you agreed to pay your invoices within __ days, unless alternative arrangements have been made. 

Let me ask you this [First name], how do you handle it when somebody has received your [products/services] but hasn’t paid for them. How do you handle that? 

In that case [First name], is it too much to ask for you to act accordingly?
 

REFUSE TO PAY

Unfortunately then there is an automatic process that will now happen [First name]. If full payment is not received within 5 working days, which is [date/time] we’ll be sending this to debt collection services and your credit rating will be adversely affect. So, [First name], can we get this taken care of today?
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