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Utilities Sector - 
Recipe for Success

A collections programme developed specifically for the Utilities sector that can be 
tailored further to focus on particular areas, e.g. Water. 

The CICM trainers, who are experts in their field, deliver a highly interactive 
programme using a coaching system to give the opportunity to practice techniques 
and improve skills. 

Contact the CICM In-company Training Adviser to discuss tailoring 
the programme for your team and arranging a date.

•  Understanding Collection Philosophy in the
Utility World

•  Compliance and Best Practice when
Collecting Utility Debts

• Recognising Typical Types of Defaulters 
• Spotting and Dealing with Vulnerability
•  How Utility Customers Prioritise their debts
• Qualities needed for Collections
•  Telephone Collecting coaching –

An outbound call structure
•  Inter-personal skills for telephone

collections

• Negotiations in Collections
•  Coaching - Identifying customer types and

negotiating best outcomes
•  Being and Staying Assertive when talking

with Customers
•  Using Influencing Factors when Collecting

Arrears
• The Legal Consequence of Non-Payment
• Handling Difficult Calls
•  Coaching - Putting the theory into practice
• Collection Tips – over the Telephone

Understanding Collections in the Utility World 

Give your collections team a boost!

Email:  training@cicm.com Telephone:  01780 722907
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‘‘
Feedback from Kelly Walker, Collections Manager - Domestic Retail,  
All of us thoroughly enjoyed the training.  There were lots of call role play and listening to our own 
voices! It was great to have all managers from both Whitehaven and Lingley in one place. We have all 
brought back to the business lots of new skills, knowledge and an even greater enthusiasm for collecting 
our debt. We are all eagerly awaiting our first assignment details.”

Train to Gain

UNITED UTILITIES PLC
The 2-day collections training programme has been a successful start to United 

Utilities corporate membership journey with CICM.  CICM expert trainers, Cliff Poole 
and Jon Kirwin tailored the training specifically for the income management team.  

The team have also opted to complete CICM assignments related to the training.   
On successful assessment they will achieve CICM Awards in Debt Collection.

Visit www.cicm.com to view CICM 
training directory for example 
programmes, covering all areas of credit.

Our expert trainers tailor training to 
focus on key areas for your team and 

sector.  Delivery can be arranged at your 
office at a convenient time for you.  

Dates are also available for open training 
in central London for a selection of 
standard programmes. 

Don’t leave it too late – 
use your budget!

Please contact the CICM Training Adviser 
to discuss your requirements: 
E:  training@cicm.com  T:  01780 722907

CICM in-company training helps your credit 
and collections team achieve targets 




