Collectors, have you ever wondered...

¢ How to confidently collect more money?

*  What to say on a collection call?

¢ How to diffuse fire-breathing, upset customers, and still collect
the money?

¢ How to quickly overcome payment excuses and objections?

¢ How to convert more accounts into “Promises to Pay”?

* How to enjoy your job more?

Supervisors, have you ever wondered.....

* How to motivate and lead your collection teams to
new heights?
¢ How to get your new collectors “up-to-speed” quickly?
* How to move your experienced collectors to the next level?

Managers and business owners, have you ever

wondered......
* How to ensure more accounts pay on time?
¢ How does the West manage such low bad debt rates?
¢ How to ensure your staff are effective AND professional?
¢ How to minimize bad debt risk while doing business in Asia?
°

How to raise your department’s exposure to reflect the
importance of the job they do?
* How to get your new team leads “up-to-speed” quickly?

This book answers these questions and more. It's full of creative,

PRACTICAL ideas to strategically manage your firm’s accounts receiv-
ables with techniques used in the West and in the Far East.
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Rightful Copying

Up to 20 copies may be reproduced of any section in this book up to 20
pages without permission from the author as long as no charge is made

for the copies.

However, please ensure the title of this book and chapter are on each
page, and put my name on the front section.

Please share the ideas generated in this book with others in the credit
profession. At the same time recommend they buy a copy!

If you need customized in-house seminars, please contact ServiceWinners
International Sdn. Bhd. at http:/ /www.servicewinners.com or

+60-12-2000-998.

Seminars we offer :

¢ Winning Collection
Skills

Advanced Negotiation Skills for
Collections

* Proven Strategies in
Managing Receivables

Integrity @ Work
(Business Ethics)

* Creative Thinking Skills

Handling Hardcore Debtors

¢ Avoiding Friendly Fire:
Working with the Sales
People

Credit & Collections for Sales People

ServiceWinners International Sdn. Bhd.

Steven Coyle

Tel : +60 12-2000-998

E-Mail : steve@servicewinners.com
Website: http://www.servicewinners.com
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Note: Any names used for customers and debtors are invented. If, in any
case, I have used a real name, it’s purely coincidental.

In this book, the words “credit” and “collections” are used interchange-
ably. If you see either of these two words- the other is implied. The
exception to this rule is Chapter 2: In the Beginning There Was Credit,
where credit is the chapter’s sole focus.

Prelims.indd Sect:iv @ 7/28/06 2:41:38 PM



Acknowledgements

I want to thank everyone who answered my many questions. I'd
especially like to thank my father, Terry Coyle, for his assistance on
this book. To my editor, Dr. Faridah Noor Mohd Noor, for her excellent
comments. I'd also like to thank my credit friends and colleagues from
around the world who contributed to this book- they are:

Argentina:  Richardo Cagnoni

Australia: Neil Wood

Canada: Tim Paulsen
Japan: Steven Gan
Malaysia: Andrew Gan, Barry Spenser, Nina Zainal, Tan Boon Wei,

S. Santhirasegaran, Albert Khoo

Singapore: Dominic Lee, Daniel Ord

Taiwan: Jim Brown

US.A. Nick & Marianne Boechler, Bernice D’ Arcy, Steve Akrish,
Charles Klever, Michael Kinneman, Pete Moss,
John Ikazaki

Prelims.indd Sect:v @ 7/28/06 2:41:38 PM



This book is dedicated to Credit and Collections professionals who —
often quietly — contribute immensely to their organization’s survival.

Prelims.indd Sect:vi @ 7/28/06 2:41:38 PM



Debt Collections:
Stir-Fried or Deep-Fried?

Asian and Western strategies to collect more money, reduce
bad debts and keep more customers

Steven F. Coyle, CCE

Prelims.indd Sect:vii @ 7/28/06 2:41:38 PM



TABLE OF CONTENTS

Part I: Introduction

Chapter 1 3
Did You Ever Think You’d Be Doing This?

Overview of the Credit and Collections Field
Passion for Collections, “Collections is Not a Dirty Word, Employees’
Primary Role, Organizational Disconnect, Importance of the Job,
Where to Put the Credit Department?, Comparing the Collection
Environments in Asia and the West, Collections Environments in Japan,
Singapore, Taiwan, Australia and New Zealand, Hey Asia— Want to Save a
Ton of Money?

Part II: The Credit Field

Chapter 2 19

In the Beginning There was Credit

Putting in Place Proper Credit Controls
Writing a Credit Policy, Benefits of a Written and Agreed Credit Policy,
Credit Policy’s Contents, Policy’s Writing Style, Creating a Useful Credit
Application or Registration Form, Contracts, Approving and “Rejecting”
Credit Submissions, Credit and Behavioral Scoring, How to Improve Your
Credit Analysis Skills?, Signs of a Weak Credit Department

Part III: The Collections Field

Chapter 3 39
How Do We Do It and When?

Putting in Place Effective Collection Strategies
Days Sales Outstanding (DSO) Comparison, Collection Strategies—
Pre-emptive Stage, Collection Strategies—Early Stage,
Collection Strategies—Mid-Stage, Collection Strategies—Late Stage,
Signs of a Weak Collection Department, Importance of Reports

Chapter 4 55

Written Communications

Effective Letters, Emails and Short Messages
Collection Letters, Tips for Writing Collection Letter, Examples of
Collection Letters (Asian and Western Styles), Collection Emails,
Example of Collection Email, Short Message Service (SMS)

Prelims.indd Sect:vii @ 7/28/06 2:41:39 PM



Chapter 5 7

Value of an Overdue Debtor

We Can't Live without Them
Overview of Customer Relationship Management (CRM),
Cost of an Overdue Customer, A Collector’'s CRM Impact

Chapter 6 75
You Will Do It OUR Way

Strategies in Managing Corporate and Government Accounts
Corporate Collections is a Different Animal, Service Causes of
Corporate Delinquency, Process Causes of Corporate Delinquency,
Strategies to Combat Corporate Delinquency

Part IV: How to Become a Professional Collector?

Chapter 7 89

The Role of Collectors
What Do Collectors Really Do?
The Genesis Question, Helping Customers

Chapter 8 o7

Asking for the Money

Collection Skills
Scripts, 6-Steps of a Collection Contact, Coyle’s Collection Pyramid,
You Are What You Think (the Importance of Attitude),
Traits of a Top Collector

Chapter 9 109

Diffusing Time Bombs, Excuses and Objections

How to Handle Difficult Debtors with Confidence
O-V-E-R-D-U-E  D-E-B-T-O-R-S, Discover the “Why” of the Non-payment,
Common Excuses, Handling Objections, Common Objections, Handling
Broken Promises, “Pot O’Gold” Stories, Yale Words, Listening: the Key to
the Treasure Chest, Diffusing Upset Customers: The A.U.S.E. Technique,
Words to Use and Avoid, Know Your Hot Buttons,

Chapter 10 135

10: Don’t be a Slow-Poke

The Importance of Speed
Are you a “Super Collector”?, Can You Type?, Can You Read and Write
“Collectionese”?, Do You Know the Master’s Short-cuts?, Akrish’s Tips,
Unsung Heroes: Administration Support

Prelims.indd Sect:ix @ 7/28/06 2:41:39 PM



Chapter 11 147
Getting to ¥€$

Negotiation Techniques
Negotiation is a Part of Life, Negotiation Steps, Negotiation Tips,
Negotiating with Hardcore Debtors, Saving Face when We Trip Up,
Settlements

Chapter 12 161

Face to Face without Losing Face

Conducting Site Visits and Repossessions
Touching Customers, Value of Relationships, Value of “Face” in Asia,
Site Visits, Repossessions, Skip Tracing Asian Style

Chapter 13 171

Stress is Part of the Job
Handling Stress in a Stressful Job
Stress is a Part of Life, Collections is Stressful, Stress Reduction Tips

Chapter 14 177

A Few Words to New Collectors

Or, Advice from an Old Guy
Nature of the Job, Future of the Job, Job Difficulty, Throwing Down
a Challenge, Coyle’s Collector Commandments

Part V: Fostering Alliances and Strategic Partnerships

Chapter 15 183

Avoiding Self-Inflicted Pain
Working WITH Key Groups within Your Organization

Chapter 16 193

Avoiding Friendly Fire

Working WITH the Sales Department
The Importance of Sales, Partnering with Sales, Tips on Improving
Communication with the Sales Department

Chapter 17 199
Bringing Out the Hired Guns

Selecting and Managing Collection Agencies and Law Firms
Importance of Collection Agencies and Law Firms, Selecting Agencies
and Law Firms, Asian Collection Agency Profile: Dialers Call Centre,

Prelims.indd Sect:x @ 7/28/06 2:41:39 PM



When to Use Agencies and Law Firms?, Monitoring Collection Agencies’
Performance, Monitoring Law Firms’ Performance, Auditing Collection
Agencies and Law Firms

Part VI: Leading Collection Professionals

Chapter 18 217

“I've Been Collecting Before You Were Even Born!”

Leading a Collection Team
Importance of Good Supervisors and Managers, Importance of a Share
Departmental Vision, Getting Buy-in for Operational Processes,
Motivating Your Teams, Building a Performance-based Work Environment,
How to Recognize Good Perfomance?, Creating Incentive Programs, Yearly
Performance Ratings, Promoting Open Communication, Promoting Fun!,
Some Fun Ideas, Salary Scheme, Reducing Employee Turnover, Career
Progression Scheme, Choosing Your Leadership Team, Managing Poor
Performance: “The Dental Office”

Part VII: The Future of Collections

Chapter 19 241

What’'s Around this Corner and the Next?

Technical Advances in the Collections Field
The Meaning of “New”, Low Tech Solutions, Higher Tech Solutions,
Revenue Collections and Debt Management System Profile: Profitera’s
Power Collect™, Future Technologies

Chapter 20 259

Succeeding into the Future

Starting a Continual Learning Program for Yourself
Importance of Continually Learning, From Knowledge to Wisdom,
Recommended Books, Magazines, and Websites

Epilogue: The Diaper Incident
About the Author
Contact Information

Appendix: Sample Scripts

Prelims.indd Sect:xi @ 7/28/06 2:41:39 PM



Preface

As a collection manager, I often needed quick, practical ideas from
others in the field. Sometimes I turned to books, but few were geared
to the credit practitioner. Sure, there were plenty of books for students
and professionals who needed to pass tests, but those kinds of books
are usually bogged down with theories and formulas for calculating
probabilities of payback. From experience, theories and formulas have
collected me less money than having the right people, processes, and
systems in place.

This book is written in a practical style for credit and collections
people, at all levels, from new collectors to experienced managers. Its
seven sections are divided as follows:

Part Section’s Name Target Audience

I Introduction All Credit & Collection Professionals

I The Credit Field Credit Professionals

111 The Collection Field Collectors, Collection Leaders &

Future Leaders

v How to Become a Collectors
Professional Collector?

v Fostering Alliances & Collection Leaders & Future Leaders
Strategic Partnerships

VI Leading Collection Collection Leaders & Future Leaders
Professionals

VII | The Future of Collections All Credit & Collection Professionals

This book mixes collection practices from both Asia where I live, and
from the West where Seattle is my original hometown. Collections peo-
ple from both sides of the world can learn from each other.

I'm lucky being a collections consultant and trainer based in Asia.
I'm able to devote time to a subject I enjoy while flying to interesting
places. If you have any comments or questions about this book or about
the field of collections, please feel free to contact me.

Terima kasih,

Steve Coyle, CCE Phone: +60-12-2000-998

ServiceWinners International Sdn. Bhd.
E-mail: steve@servicewinners.com
Kuala Lumpur, Malaysia

Website: www.servicewinners.com
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Debt Collections:
Stir-Fried or Deep-Fried?

Asian and Western strategies to collect more money, reduce
bad debts and keep more customers

With special application for collection call centers, agencies, telcos, celcos,
banks, finance companies, credit card centers, insurance companies, cable/
satellite TV providers, tax departments, and Internet Service Providers

Steven Coyle, CCE
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