14" ANNUAL USERS CONFERENCE
January 25— 27, 2016 | Bonita Springs, FL

Collections 101

Presented by:
Lisa Gambatese & Melissa Robinson

PERENNIAL "
SOFTWARE®s

Makers of SedonaOffice and AlarmBiller’




2016 SedonaOffice Users Conference Collections 101

Page 2 of 25



2016 SedonaOffice Users Conference Collections 101

Table of Contents

ColleCtions OVEIVIEW..........coooiiiiiiiiciiiee ettt ee s s e e s s srae e e e s esnaneeeeens 4
Collection Module Definitions & TEIMIS. . ...ttt 6
ColleCtionNS SEIUP ......coooiiiiiii i 8
COHBCEION PrOFIES oot 8
COHBCEION STATUS ettt et e e et e et e et e ete e eanas 11
COlBCHION ACTIVITIES ... ettt ettt eanas 12
CollectioNsS Planning .........coooooiiiiiiiiiiiii 14
Collections WOrkflOw .............cocuumiiiiiiiiii e e 15
Working within a Collection Queue ..., 16
Mail Merge Letters from the Collection Queue.............ccccccvvveveviverieirereeieeeeeeeeeee, 18
Mail MEIEE FIEIAS LISt ..uiiiiiiieiiie ettt et e et e eae e e eaaee s 19
AdAINg LETTer TEMPIATES ..eeiieeeeeeee et 22
GENEIALING LETEOIS oot e e e e e e e e e e e et e e e e e e e e s eaaaaaaeaeeas 24

Page 3 of 25



2016 SedonaOffice Users Conference Collections 101

Collections Overview

Collecting on delinquent customer accounts is a part of everyday business. Establishing,
enforcing and monitoring company collection policies and procedures is essential in minimizing
past due situations.

The Collection module within SedonaOffice provides tools to track, manage and report on
customer delinquencies as they occur, as well as the ability to set up the Collections module to
avoid delinquencies from occurring.

SedonaOffice customers subscribing to SedonaSync (automated event driven email
notifications), are empowered with an additional tool to manage and prevent delinquent
customer accounts.

The Collections option within the Client Management module provides the ability to:

e Set up/maintain Collection Profiles — Business rules which identify levels of payment
delinquency, and high risk customer accounts.

e Collectors record collection activities as they are performed.

e Enter Follow-up dates for streamlining the day to day duties of a Collector.

e Enter/View Collection Notes entered by Collectors.

e Generate Collection Letters.

A complete Collections history is displayed within the Customer Explorer record for customers
who have ever entered into a Collection Queue. This is valuable information for spotting trends
in chronically slow paying customers so that your company may plan for more proactive
measures for these types of customers.

While a customer is in a Collection Queue, the Customer Explorer record displays the Collection
Status and the name of the Collection Queue in which the customer currently is listed. This is to
alert any User accessing that customer record of the delinquency situation.

The Collection Status of a customer in collections is also displayed in bold red text on the
Notifications page of the Service Ticket form when creating a new Service Ticket or working
with an existing Service or Inspection Ticket.

Note: A customer can only be in one Collection Queue at a time; if delinquent, the customer
will be placed in the collection queue for the rules that meet the most delinquent customer
invoice.

Notes
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Retention Queues

The Collections module may be used for purposes other than identifying delinquent customer
accounts. Collection Queues (Non-Sequenced) may be setup for the purpose of Customer
Retention.

When a Customer call is received indicating a desire to cancel their services, if the account
cannot be saved during the initial phone conversation, the Customer account may be manually
placed into a “Retention Queue” to be processed by another individual or department within
your company.

Using the power of SedonaSync, internal and external emails may be sent in an effort to save
the Customer account, as well as update the “Collection Status” of the Customer.

Notes

Page 5 of 25



2016 SedonaOffice Users Conference Collections 101

Collection Module Definitions & Terms

Collection Profile

A set of business rules which identify when a Customer should be flagged as a Collection
account.

Collection Status

Descriptive words assigned to the customer’s account when the account is placed into a
Collection Queue; automatically or manually.

Collection Queue
A list containing Customers who meet the defined set of criteria of a Collection Profile.
Sequenced Queue

Sequenced Queues determine in which Collection Queue a Customer should be placed based
on the setup criteria of the Collection Profile. With Sequenced Queues, Customers are placed
in the appropriate queue each time the Auto Refresh Process is run for the Collection Queues
or when a payment or credit is applied to the Customer.

When creating Sequenced Queues the sequence number is very important, as this will
determine the Collection Queue in which the customer will be placed. The lowest sequence
number indicates the most delinquent rules and the highest sequence number indicates the
least delinquent rules.

Notes
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Non-Sequenced Queue

Non-Sequenced Queues are manual Collection Queues into which a customer may be moved
from a Sequenced Queue. Once a Customer is placed in a Non-Sequenced Queue the Customer
will remain there until it is manually removed from the queue. Non-Sequenced Queues are
typically used to escalate a collection customer to a senior management staff member when
normal procedural collection efforts have been exhausted.

Non-Sequenced queues may also be used to identify specific situations:

e Customer sent to an outside Collection Agency
e New Customer

e Management Review

e Collection Note

e A note specific to a Customer

Manual Event

A record created by a User for the purpose of tracking an action taken to pursue the collection
of funds from a Customer within a Collection Queue.

Collection Activity

Words to describe an action taken by an employee working with a Customer within a Collection
Queue.

This setup table is controlled by SedonaOffice; additional choices may be added to the list by
contacting support@sedonaoffice.com.

Mail Merge

Using Microsoft Word Mail Merge templates; merge data within a Collection Queue to
generate letters to Customers.

Notes
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Collections Setup

Collection Profiles

There are two types of Collection Profiles in SedonaOffice, Sequenced and Non-Sequenced.

Sequenced Profile

Sequenced Profiles will automatically place a Customer into a Collection Queue based on the
business rules assigned to the Collection Profile. Once a Customer is placed in a Sequenced
Queue they will remain in that queue until they no longer meet the business rules of the
Collection Profile, is manually moved to a Non-Sequenced queue, or manually removed from
the Queue.

Collection Profiles are created based upon your company’s internal business processes.

e A/R Aging Buckets (30, 60, 90, 120 days past due)

e A/R Aging Buckets by Branch

e A/R Aging Bucket with intermediate groupings (15, 30, 45, 60, 75, 90, 120 days past
due)

e Commercial or Residential Customers

e Customer Number range

9 Collection Profile Setup (3w
Description  |over 30 Days Past Due Close Profie I
Customer Type Branch Selection

" Commerdal Branch
? Residential CA
+ Both MM
MI2
Customer Mumber Ran,
o OH
Erom I
Thru |
[ All Branches
Access and Security Setup and Sequendnag
r Restrict Access to User Who Put in Auto Sequencing v
Created Profile
) Auto Seguending Number
Aging g l40
Days Past Due [ thu [6o Initial Collection Status | Account Past Due =1
Minimum Amount ESI.OD Notes
Past Due
Default Template
Mail Merge Template [ Friendly Collection Letter |
Save Close
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Notes
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Non-Sequenced Profile
A Non-Sequenced Profile is used for special handling situations.

Customers will only appear in a Non-Sequenced Queue when a User manually moves a
Customer from a Sequenced Queue, or manually added for a non-collection Customer. Once a
Customer is placed in a Non-Sequenced Queue, they will remain there until manually removed

by a User.

'S Collection Profile Setup |
Description [ New Install Close Profie_|
Customer Type Branch Selection

C Cagmer;ial Branch
; Residential CA
) Eﬂth MT
v
Customer Number Range :S
From |
Thru |
[~ All Branches
Access and Security Setup and Segquendng
[~ Restrict Access to User Who Put in Auto Sequending 1]
Created Profile
Aging
Days Past Due [sasgss  Thru [s99999 Initial Collection Status | New Install ~]
Minimum Amount $99,999, tot -
Past Due
Default Template
Mail Merge Template | No Default Template |
Save I Close I
Notes
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Collection Status

A label attached to a customer in a Collection Queue which identifies the delinquency/action to

be taken when non-collector and non-accounting staff are speaking to the customer.

When a Customer first enters a Collection Queue as a result of the automated refresh or

manual refresh process, the Collection Status associated with the Collection Profile is

automatically assigned to the Customer.

Collection Statuses may be manually updated on Customer accounts according to your

company’s policies and procedures.

Collection Status

| Collection Status

Collection Status Description Inactive
**Service Hold** **Service Hold** N
Account Past Due Account Past Due N
Contact Accounting Contact Accounting N
Final Demand LTR Final Demand Letter Sent N
Legal Legal N
Manager Review Manager Review N
New Install New Install Account Watch N
Qfs Col Qutside Collections N
Payment Arrangements Payment Arrangements N
Promise to Pay Promise to Pay N
Retention Level 1 Retention Level 1 N
Retention Level 2 Retention Level 2 N
™ Include Inactive
] collection Status Edit
[~ Inactive
Collection Status |Payment Arrangements
Description |Payment Arrangements
Apply New | Dpelete |
Notes
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Collection Activities

This setup table, which is pre-populated with values, is controlled by SedonaOffice (not
available from SedonaSetup). Your company may request to have additional values added to
this setup table to better identify activities performed by your staff.

Description Description

Auto Put in Queue Update Collection Status
Manual Put in Queue Auto Remove From Queue
Called for Payment Manual Remove From Queue
Left Message EFT Payment Entered

Sent Letter EFT Payment Removed
Flagged For Follow-Up Removed Posted Credit Memo
Posted Payment Removed Posted Unap Cash
Updated Payment Removed Posted Adv Dep
Deleted Payment Profile Closed Down

Posted Credit Memo Credit Request Generated

Posted Unapplied Cash Credit Request Approved

Posted Advance Deposit Credit Request Denied
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Notes
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Collections Planning
Prior to setting up any Collection Profiles, it is best to first map out how delinquent customers
will be escalated and when, and ask yourself the following questions:

If your company is operating under multiple branches, will collection profiles be created with
rules for each branch?

Do you need to set up Non-Sequenced Queues, and if so for what purpose and how will they be
labeled.

Have Collection Status been created that are descriptive enough to communicate to non-
accounting type staff what to do when encountering a customer in a particular collection
queue?

Below is a sample chart of information that is required setup for each Collection Profile, to
assist your company in mapping out a Collections setup plan.

Profile Mame Resi, Min. Max. Min. Amt. | Default Collection Auto-
Comm | Days Days PastDue Status Sequencing
or Past Past Mumber
Both Due Due

Owerl20 B 11 400 5.01 Referto Accounting 10

Owver 90 B 91 120 5.01 Service Hold 20

Over 60 B 61 50 5.01 C.0.D. Service 30

Ower 30 B 3 60 5.01 Over 30 Days Past Due | 40

Legal B 999999 | 999999 | 5.01 Non-5eq.

Manager Review | B 099599 | 999999 | 5.01 MNon-5eq.

Collection Profile Planning Chart

Profile Name Resi, Min. Days | Max. Min. Default Collection Auto-
Comm | PastDue Days Amt. Status Sequencing
ar Past Past Mumber
Both Due Due
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Collections Workflow

Below is a simple flow chart of the Collections process. Typically the activities that occur
throughout the collection process are managed according to your company’s policies and
procedures. In SedonaOffice, once a Customer enters the Collections process by meeting the
business rules of one of the Collection Profiles, the Customer will stay in Collections until
payments are received to take the customer balance to a point where it no longer is eligible to
be in Collections or the customer is manually removed from a collection queue. As Customers
become more delinquent they are escalated to the next highest Collection Queue for which
their delinquency meets the rules.

If a customer is manually removed from a sequenced collection queue even though they still
qualify for being in collections, the next time the collections queues are refreshed, the
customer will automatically be placed into the appropriate collection queue.

Notes
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Working within a Collection Queue
At the top of a Collection Queue are several function buttons providing options for actions
taken by Collectors.

Move to another Queue  View Event History

Add Manual Event Mail Merge

Select All in Queue

Add Collection Notes
ce®20
Add Customer to Queue [~ Indude Late Fees in Amount Due
~ Amount Due: $1,942.92

Gaslite Condo Association
PO BOX 181 ~~ Credits: $0.00
Cleveland, OH 44110
(440) 951-9411
Last Late Fee: $0.00

Customer # | Name | Phone Last Activity | Followup | Status

16066 The Canton Distributor (440) 243-0520  Auto Putin Queue Service Hold

Notes
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Notes
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Mail Merge Letters

from the Collection Queue

From the Collection Queue you have the ability to create a Mail Merge letter for one Customer,
selected Customers or all Customers within the Collection Queue. Prior to generating letters,
letter templates must first be created in MS Word and saved with a file type of document

template.

Once template letters are created and saved, they are uploaded to the SedonaOffice Template
Server. The Template Server is not a piece of equipment, rather the location where the
Microsoft Word template letters are saved for use when generating letters from a Collection
Queue or from the Customer Query Builder.

After Collection Letters have been generated by the Mail Merge function within the Collection
Queue, a Collection Event is automatically saved to the Customer’s Collection history.

| Credit Memos

s 252 Blais, Teresa  ** Account Past Due ** =a(EcH
Blais, Teresa ~ |Blais, Teresa Balance Due: $1,958.33
U Customer Information 1025 Hersholt Last Statement Date: Never
e Payment Options P}ymouth, MI 48170 * Account Past Due * Over 30 Days Past Due
21 Bill To 734) 258-9087 Total Active RMR : $50.00
B2 Blais, Ter (734)
S . AIE,"Terasa Total Active RAR : $600.00
2@ s td contacs Customer Type: Residential
i 9(51) St 2 Customer Since: 5/27/2015
= 5 Syste'ms Salesperson: George McGee
£F Contacts # of Disp Last 60 Days 0

3 Documents
4 Inspections
& Invoices
@ Jobs
2] Notes
%% Recurring
2 Recurring History
% Recurring Master Items
& Service
¢ Group Tickets
L[ Activity Ledger

e Collections
- gntact
] Credit Memos
[&] Credit Auto
) Deferred Income (Unposted)
;_d? Documents

6/1/2012  Over 30 Days Past ...

Date Collection Status

7/21/2015 11:35:06 AM  Account Past Due
7/21/2015 9:01:12 AM

Sent Letter

Account Past Queue

e |

escriotion
(Criendly Coll...
Added to

Amount
$1,958.33
$1,958.33

Notes
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Mail Merge Fields List

Fields available for including on a letter template are exposed by navigating from the main
menu: View / Mail Merge / Show Columns.

The entire list of fields may be copied and then pasted into the Word Template document; once
pasted, fields not needed may be deleted.

File Edit [Vi

iew | SedonaOffice Customer Query Tools Window Help

||.i Refresh F5 = |ﬂ||f]|ﬂg|[g
SedonaOffic | Tree e —
rs - Auto Sequence 10
v | ShowIcons on Menu Tree == r
Auto Hide Tree [ M [~ Indude Late Fe
Mail Merge » Show Columns
Toolbars ‘ Use Template Server
— | |
& EFT Customer I
&3 Manage Chain Accounts

<<TexXxTl>>

<<Bill_Name>>
{{E;ll_ﬂﬁdresslb}
{{Elll_ﬁddrt!:?}}
{ﬂﬂill_ﬁddrt&uS}}
<<Bill City>>
<<State/Prov>>
<<Bill Zipd>>
<<Bill_Poscal>>
<<Bill_Phonel>>
1{311;_Enane2}}
{{Totﬂl_ﬁue}}
<<Collection_ Status>>
<<Contact_MName>>
<<Tablel>>
<<TableZ>>
<<Teble3>>

Copy

O Mail Merge Available Fields ==
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Sample Template Letter

SedonaS
734.414.07¢
7/21/2015 Collection Notice
Account Number <<Customer_Number>>
Total Account Balance <<Jotal_Due>>
<<Bjll_Postal Name>>

<<Bill_Address1>>
<<BIlL.City>>, <<State/Rrov>z..s<Bil.Postal>>

Dear <<Bill_Postal_Name>>:

Our collection department has been trying to contact you regarding your account balance of

<<Jotal _Rue>> for services rendered.

Your good customer standing is in jeopardy. If there is a problem or circumstance of which we are
unaware, please contact us so we can remedy this situation.

If this is an oversight, we would appreciate your prompt attention to this matter and your remittance for
the past due balance.

Sincerely,

Mary Smith
Manager/Customer Relations
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SedonaSecurity

7/21/2015 Collection Notice

Account Number 252
Total Account Balance $1,958.33

Teresa Blais.

1025 Hersholt
Plymouth, MI 48170

Dear Teresa Blais;
Our collection department has been trying to contact you regarding your account balance of $1,958.33
for services rendered.

Your good customer standing is in jeopardy. If there is a problem or circumstance of which we are
unaware, please contact us so we can remedy this situation.

If this is an oversight, we would appreciate your prompt attention to this matter and your remittance for
the past due balance.

Sincerely,

Mary Smith
Manager/Customer Relations
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Adding Letter Templates

Once Letter Templates have been saved, you may then upload to the Template Server. Thisis a
two-step navigation process:

e From the main menu: View / Mail Merge / Use Template Server
e From the main menu: Tools / Letter Templates

[ SedonaOffice
File Ed" View chnaofﬁce Customer Query Tools Window Help

Refresym— ) g A=l E = NN =11 1R

v Tree

Show lcons on Menu Tree
Auto Hide Tree
Use Web Maps Only

Toolbars .
]New Recen S e d O a O I Ce
= ¢& Accounts Receivable I I I I
& credit Memo

$ cycle Invoicing The #1 Financial Software for Security Companies

T EFT Processing

{1, Finance Charge

= Invoicing

|1 Make Deposit

g Payment Processing
Print Invoices

() Statements

www.sedonaoffice.com

Unapplied Cash/Credit
& Credit Off Invoices
= [§ General Ledger

o

File Edit View SedonaOffice Customer Qu

indow Help

|BmBE @ orrronal (a0 | D] [O]@]
SedonaOffice 1/0 Messaging

© cance Map Location with Mapplint

ib Collec Spell Check

Compi

ﬁ Cu storJ.  Letter Templates

Custor QuoteWerks DB Setup

* [EFT Cy Check Scan Setup

€2 Manag

& Master Payment Calculator

ANew C Restart SedonaEvents
& %%c::un?t Barcode Scanner Setup

=] Credi

§ Cycle Change Password

# | EFT Pr|

o, Financ Check for Updates

= Invoicing

.‘,} Make Deposit
2 Payment Processing
= Rygices

Notes
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The Template List will be displayed. New Letters may be added, edited or deleted.

Tomplate e | cescrpenn [ Tvme [ searityiod |

oo o N)oww | e |

ELESET b

Defaults
Tite: [Friendly Reminder Searitylvh [ x
Desaipbion: {30 Day Friendly Reminder Letter 4 Type [ Collections |
Fie | Tite Security Level Template Type &
C:\Users\Carolyn Documents\SedonaOffice Doumentation MailMerge Templates B Friendly Reminder 1 Cofechons
il C:\Users\Carolyn \Documents\SedonaOffice Dommhﬁm%!pT!ﬁdai!sQ 1st Cancel Letter 1 Colections
| C:iUsers\Caralyn \Documents \Sedona0ffice Documentation MallMerge Templates m 2nd Cancel Letter 1 Codections
| ? C:\Users\Carolyn\Documents\SedonaOffice Documentation MailMerge Templates |;| Final Cancel Letter-72 Hour Notice| 1 Collections
I'#] [d
[id
Notes
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Generating Letters

Single Letters

To generate a single letter, highlight the desired Customer row within the queue, then click on
the Mail Merge button.

Multiple Letters

To generate letters for all Customers within the Queue, click on the Select All in Queue button,
then:
e If all Customers in the current queue are to receive a letter, click on the Mail Merge
button.
e For selected Customers only, click on the first Customer row, then hold down the CTRL
key while clicking on additional Customer rows. Click the Mail Merge button once all
selections have been made.

o : Over 30 Days Past Due - Auto Sequence # 40 [= [&] =]
r i = | ml [~ Inciude Late Fees in Amount Due
e
252 Amount Due: §1,958.33
Blais, Teresa )
1025 Hersholt Credits: £0.00
Plymouth, MI 48170
(734) 258-9087

Last Late Fee: $0.00

Customer 2 | Name | Phone | Last Activity | Follow up | status | Amount Due | Credits | Current
252 Blais, Teresa (734) 2589087 Auto Putin Queue Account Past Due 1,958.33 0.00 0.00
167 Fuller, James Auto Put in Queue Final Demand LTR 244,13 0.00 0.00
44391 Hancock, Darryl Auto Put in Queue Final Demand LTR 383.33 0.00 0.00
10004 Christensen, Anabel (734) 796-8380  Auto Putin Queue Account Past Due 291.71 0,00 0,00
243 Johnson Optical (734) 555-1213  Auto Putin Queue Account Past Due 11,340.00 0.00 0.00
11717 City Of Plymouth-ArtL... (734) 523-3525 Auto Putin Queue Account Past Due 32.75 0.00 0.00
244 Miller-Fischer Inc. . S e e e e =aan- S8 0.00 0.00

Template To Use

There is a default template set for this Queue, Use the default template
E»' for the merge?

Yes | No

Total Due: $21,545.25
Quantity: 7 Close
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Sample Collection Letter

SedonaSecurity

7/21/2015 Collection Notice

Account Number 252
Total Account Balance $1,958.33

Teresa Blais.

1025 Hersholt
Plymouth, MI 48170

Dear Teresa Blais;
Our collection department has been trying to contact you regarding your account balance of $1,958.33
for services rendered.

Your good customer standing is in jeopardy. If there is a problem or circumstance of which we are
unaware, please contact us so we can remedy this situation.

If this is an oversight, we would appreciate your prompt attention to this matter and your remittance for
the past due balance.

Sincerely,

Mary Smith
Manager/Customer Relations
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