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Pam Thomas, FCICM 
CICMQ Assessor & Professional Credit Management Trainer for CICM and runs various levels of Credit 
and Collection courses in the UK and internationally.   
 
Does this sound familiar?  
“I’ve contacted the customer and they tell me they’re going to pay, but how can I trust them when 
they’ve broken promises before?”   
 
I think every collector, no matter how long they’ve been doing the job, will experience frustration at 
some time because a customer hasn’t kept to their word.  Sometimes this can simply be due to unclear 
communication (yours or theirs), the relationship or the customers financial situation.  But, could you 
do anything differently to avoid disappointment?  
 
Credit controllers from a range of companies were keen to share their knowledge when I asked the 
question:  
 
Q. 'What tips do you have to persuade a customer to stick to a commitment to pay?'  
 
A. Here is a selection of tips:  
 
Tip 1.  Make it easy for them – offer to do something to help the customer e.g. diarise the date they 

said payment would be made and offer a follow up phone call or email.   
Tip 2  Don’t be vague - never ask the customer ‘when’ payment will be made as it allows them to 

choose their time frame.  They’ll choose the lengthiest time and make it harder for you to 
negotiate!  

Tip 3.  Be specific – tell the customer the day, date, method of payment you want. You can negotiate 
from this point.   

Tip 4. Give them options – simple things such as saying “if you make the payment today then your 
account won’t go on stop”.   

Tip 5.  Save them time – “I can take a card payment over the phone from you now” or suggest direct 
debit set up in the future to smooth the process (yours and theirs)  

Tip 6  Get them to tell you – summarise the call but ask the customer to confirm the date, amount 
and method of payment.  You stand more of a chance of receiving the money if they say it.  

Tip 7   What worked – keep a note of your success with different customers. Rinse and repeat!  
Please note: all of the above are suggestions but it is important to work within your company 
guidelines and take into consideration the relationship with the customer.  
 

Article first published in the September Issue of CM Magazine 
Do you have a story to tell contact the team at cicmq@cicm.com 

 


