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Dear Friends:

Walcome to our sprng issue, the
second to reflect our newsletter's

color change to burgundy and
white, While we liked the old im-

age, we decided to create a coor-

| dinated ook with the reat of our

corporate materials and stationery
package. We hope you like our new,
updated version.

MNext month's calendar of events
includes the Broadcast Financial
Management Conference on April
17th through the 20th in New
Orleans, The theme of the con-
ference is “qualitivity,” and what
eould be more important to all of us
than learning new ways to help us
become the best we can possibly
bel The itinerry promises a very
informative four days as well as
plenty of fun in the "Big Easy.”
Hope to see you there,

Until then, | wish you all a pro-
fitable second quarter and a terrific
sprng season!

Best wishes,

Pete Szabo, President
Seaba Associates, I,

Dialing for Dollars

(or: How To Collect More By Telephone)

Here's a multiple choice ques-
tion. The majpor reason why past-
due dollars are hard to collect is;

1. credit has become a tool of
marketing, aggressively pro-
moted and loosely given.

2. credit/collection activities are
ightly budgeted, with too few
people handling an increasing
amount of customer debt.

3. many debtors consider holding
off ereditars to be a commemnd-
able accomplishment,

4. none of the above.

While the first three reasons are
certainly vafid comments about the
current state of credit affairs amd
do describe factors that contribute
bty the ballooning of bad money, the
answer is actually #4. The major
reason for exorbibant pasi-due
dollars is that most organizations
fail to teach personnel o under-
stand and effectively control the
three phases of a telephone collec-
tion call—-the collection state-
ment, the customer response
{or excuse), and the rebuttal.

Credit personnel who know how
to property handle each of these
three elements stand the greatest
chance of success in meeting their
ohjectives—collecting past due
money and prevenbing sccounts
from reaching a severely
delinquent status.

The collection statement is
simply what vou gay (o Lhe cuslomer

i order 1o arrange for payment.
This phase involves identifving the
customer, identifying yourself, ask-
ing for payment m full, solving the
proflem (if any) and armnging lor
payment, and following up with the
customer, The collection stilement
can be illustrated by the following
telephone conversation between
Molly Moneypenny, the collectaor,
and Freddy Mack, the customer;

Freddy: Freddy's Uszed and
Abused.

Molly: Iz this Mr. Freddy
Mack? (dentifying the customer)

Freddy: Yeah.

Molly: Mr. Mack, this 15 Mally
Moneypenny from KWWWITV,
Channel 3, (identifying yourself)

Freddy: Oh yes.

Molly: Mr. Mack, the amount
of $1500.00 iz outstanding on your
sccount and is 15 days past due.
Will you mail a check for $1500.00
today? (asking for payment in full)

Freddy: Ms, Moneypenny, |
don't have it,

Mally: Mr. Mack, how much
are you short in making full pay-
el boday?

Freddy: Well, um, I don't know.

Molly: Mr. Mack, will you muail
a check for $1000.00 today and
also madl a check today for 3504000
post-dated for the 25th of this
month? {solving the problem)

Freddy: Yes, I'll do that, Ms.
Maoneypenny.,

—eondinued on pape 2




FORECAST

1988 is shaping
up to be a most
challenging and
difficult year for
the economy.
Most corporations
should be putting
heavy emphasiz
on cost contam-
ment and should
be prepared to take necessary
measures in the event they do not
meet their sales projections.

There is, hiwwever, a pood
chance that we will avoid a reces-
gion in 1988, Since worldwide infla-
tion is not @ major concern, central
banks will not be forced to adopt
overly restrictive monetary policies
that could trigger a recession. In
addition, the reduction in personal
income tax this vear should give a
honst to personal savings, which
should, in furn, give assistance to
the overall economy. And finally, it
would be extremely uncommon for
in election year to also be a year
of recession.

| believe that the financial
challenges of 1988 can be suc-
ceasfully met if we operate with
our eyes open and our ears close
to the ground.

Prim Seaba, Presidem

Dialing for Dollars
—goeritaaied from peagee 1

Molly: Thank you, Mr, Mack.
(Molly makes a note to follow up
mn five days if checks are not
received)

In the above exchange, the col-
lector makes a complete statement
af intent—"Will you mail a check
for $1500.00 today?"—using several
key words:

Will: Much better than saying
“can “"Will" asks for a commit-

ment, If you say “can you pay?”
and the advertiser answers “'yes,”
what have you learned? Only that
he is able to pay, not that he
necessanly will pay. “Can” is
negative; “will" is positive,

Mail: More specific' than
“send,” “Mail” creates a picture in
the advertiser's mind of an envelope,
check, stamp, and so on. “Send”
iz not a picture word and doesn't
collect as much money as “madl.”

£1500.00: A specific amournt
and the total amount. An assump-
tion on your part that the debtor
can't come up with the entire
amount or that smaller payments
would be easier 1o collect can be
cogtly and dangerous, The debtor
may be waiting for a comment ot
even 4 voice inflection that will
enable him to conserve some
cash. Always ask for the full pay-
ment, and don't even hint that
lizss 15 acceptable.

Today: Again, a very specific
call for action. Much better than
using “now" or “mmmediately” or
“right away,” which are vague and
which the customer may define dif-
ferently than you do. If you don't
use the word “today,” then use a
specific date.

In this call, the collector also
solves the collection problem. Your
suceess in this part of the collec-
tion statement depends largely on
how well you've mastered the
other two phases of the collection
call—the customer's “response”
and your “rebuttal,”

Sometines the customer fails o
reapond positively to your collection
statement, He may instesd inler-
rupt your statement with an infimite
wariety of responses, or excuses,
which can take you out of control
of the call. These responses can
range from the customer's claiming
he has a cash flow problem to
apgressive or attacking behavior,
denial of the debt, or even total
defiance.

While it i difficull or impossible
to predict just how the customer

will react to your collection state-
ment, you can stay in control of
the call if vou do several things:
show a genuine nterest in resolv-
ing the customers problem, reaf-
firm to the customer the value of
good eredit, and remam objective—
that is, don't allow the customer to
draw you inlo an argumenl or
cause you to lose your temper.

In the previous exchange be-
tween Freddy Mack and Maolly
Moneypenny, Freddy's response
was simply that “] don't have it."
Rather than reacting with an in-
timidating “pay up or else” rebut-
tal, Mally coolly and objectively
put the customer “on the spot” by
asking how much he lacked in
making full payment.

The majonty of customer
reaponses, including Freddy's, can
be categorized as “frequently oc-
curring —that is, one of them will
occur on almost every telephone
collection call. The most effective
process of dealing with these
responses imvolves, first of all,
conducting a meeting of your com-
pany's collection personnel. Ask
ane question at this meeting:
“What are the frequently recurring
responses (excuses) debtors make
when they are asked W payr
Then compile a list of these ex-
cuses, some of which may be unigue
to your own oTganization.

Second, follow up this meeting
with another, and ask this question:
“When debtors use a ‘frequently
pecurring’ response, what do you
then say to rebut the response and
collect the dollars? The resulting
answers from your personnel will
comprisé a list of “thought
starter” comments that remove
the excuse and beave payment as
the only alternative.

Third, turn the information you
have compiled from these
meetings into an effectve
reference tool for vour collection
personnel, Type each response
(exeise) in all eaps onto Uhe bol-

cortirned on pape
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The follmeing story 13 true. The
sames, places, and dales have
bean changed fo profect the
Persons fnvolved,

Yet Another Story About
Love and Money

The roads were wet and slick on
the night that Ed Blecker backed
his brand new red Isuki hatchback
ot of the garage for the first tme.
The streetlights along the cul-de-

_ Bac cast an eerie, vellowish sheen
on the patches of hard-packed
snow still remaining from the
storm three days before. The
temperature had finally climbed
above the freezing point, and Ed
could hear the plop-plop-plop of
melting ice flling onto the hood of
the car as he cleared the garage
door. He shifted into first gear,
then watched and listened with
peasure as the tachometer needle
rose steadily with the pitch of the
finely-tuned engine.

As he tumed onto the main
highway into town, Ed's thoughts
shifted from the joy of new car
ownership to his imminent reunion
with his girllriend, Mary Beth.
Three days spent alone in his
townhouse had given Ed not only a
severe case of cabin fever but also
an unbridled desire for female
companionship m the voluptuous
form of Mary Beth, It was this v
s of blond loveliness just 10
minutes away that occupied his
thoughts when the patch of black
ice on the highway threw his car
mto a sudden tailapin. By the time
it came to rest, bent neatly into a
hairpin shape around a telephone
pole, the little red sports car had
taken out a yield sign, seveml
newly planted birch saplings, and
any hopes Ed had of cohabitating

“Collector’s Cormer™ 15 our readers’ [orum for sugeestions,
comments, and idea swapping, If vou have information to share or
mput on how our newsletter can better serve you, please write or
call. We want to hear from you!

Question: What apecial considerations should T be aware of when
extending credil to a corporation?

three basic points in mind:

Answer: When extending credit to a corporation, you should keep

1. In most cuses, the corporation only will have liability should a
debt occur. Only the assets (if any) of the corporation can be
used to satisfy @ debt incurred by the corporation.

2. The corporation emplovee who s ordering, accepting delivery,
signing contracts or leases, etc. most have authorty to do so n
order for the corporation to be responsible for the transaction

4 I, alter checking credit references, vou are ot positive that the

carporation will be able to satisfy any claim that might result

from mom-payment of the debt, get an unconditional “personal
puaranty” from the parent corporation or owners, This i3 a

statement, i writing, thal the
guarantor is responsible for the
deht.

with Mary Beth for at least six
months.

Maybe it was this st sobering
gituation that prompted Ed, as he
lay in traction in the local hospital,
to 2ue fzuki of America (the manu-
facturer) and East Wind Isuki (the
dealership that snld him the mr]l

for §15 million. He and his attorney,
Bill Swackett, alleged that the new
B-cylinder, fully-equipped Tsuki
represented a potential safety
hazard and that he, as a customer,
should have been forewarned of
the dangers of driving such a vehicle
—comlinned on page 4

YOU'RE IN CHAPTER 44 ANP CAN'T PAYT HONEY T UNDER-
STAND. WHEN TM IN THE MIPPLE OF A ROMANCE NOVEL,
T CAN'T THINIC ABOUT ANYTHING ELSE EITHER.
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Dialing for Dollars
—eomlintied from page 2

tom of a 4" x 6" card. On the
body of each card, type the cor-
responding rebuttal “thought
starters,” Insert the cards into
10 1/27 x 6 1/2" flip trays so that
the respomse (excuse) i8 clearly
vigible. You will then have
assembled an mstantly available
“Telephone Collection Guide™ thit

i5 umique to your own organization.

The Telephone Collection Guide
can be a boon to both new and
even some seasoned collection
personnel. It can help assure that
your company's collection policies
are being followed, it can result in
more dollars collecked by [ewer
people, and in addition to all
that—il costs so little! &

True Collections

—conitried from page 3

before he porchased it.
Meamwhile, the owner of East
Wind Isuki, Nathan Mebhish, had

just finished wrapping up an agree-

ment to sall all of East Wind's

assets to another dealership. In ac-

cordance with the "bulk sales

Senhio GolvcSen ‘Windam® i a
Peppoainies, Irnc, TN Larem Ml Herie 5,
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transfer agreement,” funds were to
he sel aside by the new owner for
disbursement to Nebbish's
numerous creditors,

Since the dealership was msured
for only $5 million, the news of Ed
Bleckers $15 million lawsuit threw
the funds into an immediate “deep
freeze” pending the outcome of
the case. With Nebbish's creditors
getting more amdous by the day,
the new pwner's allormey came up
with a supgestion that could free
the funds held in escrow: Isuki of
America would agree to mdemnify
and defend East Wind if East Wind
would agree not to help in the
defense of the plaintifl or make
any representations that might dif-
fer from Isuki of America. Tt
seemed to be a gsimple and effec
tive solution, except for one minar
ohstacle: Nathan Nebbish, principal
and defendant in the case, could
mod be found and was rumored to
be somewhere in the south of
France.

Months passed, with Ed Blecker

Szabo Collective Wisdom®, All
rights reserved. Materials may not
be reproduced or transmitted
without written permission.

languishing m his hospital room,
the dishursement funds languishing
in the escrow account building
sizeable amount of interest, and a
growing list of creditors, collectors,
and altorneys grappling with the
terms of the bulk sales agreement.
Then the Internal Revenue Service
gave notice that approximately
F369,000 was owed the povern-
ment, primarily in interest and late
fees, and proceeded o take the
money from the escrow account.
When the creditors found out—
after months of pressing their col-
bective nose against the “store
window” to no avail—that the
firderal povernment had simply
marched m and taken its due, they
responded with a multi-class action
suit agaimst the 1.R.5.

Several months have apgain pone
by. All lawsuits are still pending.
Ed Blecker pot out of the hospital
only to find Mary Beth engaged to
his orthopedic surgeon. And some-
one recently reported that Nathan
MNebbish was seen on the French
Riviera, sipping Beaujolais and
noe doubl musing over his Inrmet
attachment to the world of hig
business, #

—story condributed by Andv Carms
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