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MANAGING INBOUND AND OUTBOUND AR COMMUNICATION

CLEAR AND STRUCTURED COMMUNICATION IS THE KEY TO REDUCING A COMPANY’S ACCOUNTS RECEIVABLE BALANCE. THIS IS COUNTER-
BALANCED BY A NEED TO REDUCE COSTS AND TO ENSURE ALL COMMUNICATION IS AS EFFECTIVE AND PRODUCTIVE AS POSSIBLE.

If Accounts Receivable's processes and systems are not in sync,
an organisation's ability to manage cashflow is dramatically
affected. Areas that can cause this include:

e Multiple systems

Lack of workflow behind credit collection
e No capability for customer segmentation
e Inability to deal with customer service issues

e Inability to monitor performance against targets
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Workflow the old fashioned way

Every customer is different and they each have a different
payment history. We must ensure we are communicating and
tracking communication with customers in a relevant way
appropriate to their payment behaviour.

Example

If your client has a dispute, they already know they are not going
to pay you even before they receive the invoice. They can then
sit on the invoice, waiting for you to call them to find out why
they have not paid.

This can be a thing of the past as you process the following
chain of events automatically:

1. Send an automated email to your client reminding them
payment is due in the next 10 days, and asking if there is
any reason they can't pay.

2. Your client replies to the email saying there has been a
mistake in the invoicing so they won't be paying.

3. Your system recognises who the email has come from and
creates a task for the collector to follow up.

4. A dispute is created which is automatically routed to the
Accounts Department’s work queue so they know to
re-issue the invoice.

5. The client receives the corrected invoice. They now have
no reason to not pay within the original payment terms.

CVG's best practice approach to Accounts Receivable and Dispute
Resolution is highly flexible and locally tailored to customer
needs. Compatible with existing ERPs, legacy systems and data
sources, CVG's software employs internationally recognised
best-practice.

At the heart of the CVG Value+ methodology is a Customer
Communications engine which drives all outbound customer
communications and manages inbound customer contact into the
order to cash process in one place.

Within CVG Value+, customers are grouped into segments based
on their revenue and their payment performance. Only then can
the appropriate collections activities be allocated to the different
customer types. Good payers will receive gentle and proactive
reminders to ensure they are happy with all areas of service
whilst poor payers will be approached in a more active way to
train them to improve performance. These communications are
made through automated written reminders for small customers
and through customer telephone contact for larger ones.

When an email is sent to a CVG Value+ email address, the
intelligent communications engine is able to establish which
account it should be allocated to. The inbound email will trigger
an action called “Inbound external email” which will be
automatically assigned to an individual (e.g. the collector) or a
business unit (e.g. Finance Department). The “Inbound external
email” activity is available in the worklist of the assigned
individual or business unit.

e

Customer Segmentation the old fashioned way
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SYSTEM REQUIREMENTS

To tie up your processes and systems, you need to make sure your system has the flexibility to handle all these types of
communication:

Outbound/
Inbound

Outbound

Inbound

Title

Proactive Calls and
Activities

Overdue Activities

Promise Breaches
and Payment Plan
Breaches

Customer
Statements

Service Calls

Dispute Notification

Overdue Reminder
Letters

Customers and other
external parties

Internal dispute
resolvers

Type

Phone/ email/
mail

Phone/ email/

mail

Phone/ email/
mail

Email/ mail

Phone/ email/
mail

Phone/ email/
mail

Email/ mail

Phone/ email/
mail

Phone/ email/
mail/

Auto routing

Description

Identifying any problem with invoices to initiate the dispute
resolution process before the invoice becomes due.

Identifying any problem with invoices, to avoid any further
payment delays and to obtain payment promises to already
overdue invoices.

These are activities triggered as a result of non-payment from the
customer who promised to pay either in full or in instalments by a
particular date.

Customer account statements provide a complete listing of all open
transactions. This list of all open invoices can be used as an aid
when discussing a large number of invoices with a customer and to
ensure receipt of the invoices by the customer.

Scheduled service calling encourages early identification of issues,
providing sufficient time to resolve issues prior to the due date.

The objective of dispute notification is to ensure the customer is
fully informed of the status of a query or dispute. In this
notification the resolution area and timeframe can be specified
according to the dispute type.

The objective of an effective collection letter programme is to
maintain contact with customers that have relatively small AR
balances. These letters are produced automatically in the
appropriate language for the customer locale and for the correct
business unit within the group.

An incoming customer contact can be processed manually of it is a
phone call or letter, or automatically if it is an email. Automatic
tasks can then be created by the email.

Intercompany communication ensures the best placed team is
responsible for resolving a particular dispute. All parties are kept
fully up to date on the resolution activities and timelines.

CVG Value+ is industry-leading Accounts Receivable and Dispute
Resolution automation software. CVG Value+ users enjoy the way
they can:

Reduce their DSO through AR automation

Improve customer service through dispute
automation

Automatically process deductions

Streamline and gain efficiency in AR and customer service

resolution
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