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About this Document 
This Reference Document is for use by SedonaOffice customers only.  This document is not intended to 
serve as an operating or setup manual.  Its purpose is to provide an overview of the enhancements and 
corrections made in the release and is to be used for reference purposes only. 

SedonaOffice reserves the right to modify the SedonaOffice product described in this document at any 
time and without notice.  Information contained in this document is subject to change without notice.  
Companies, names and data used in examples herein are fictitious unless otherwise noted.  In no event 
shall SedonaOffice be held liable for any incidental, indirect, special, or consequential damages arising 
from or related to this guide or the information contained herein.  The information contained in this 
document is the property of SedonaOffice.  

This document may be updated periodically; please to visit our website at www.sedonaoffice.com for 
the most current version.  Copyright 2008, 2009, 2010, 2011, 2012, 2013, 2014, 2015, 2016 
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Overview 
The purpose of this reference guide is to review how to create a collections strategy, goals of a 
collections program, using the collections queues, and creating a letter to customers within a 
specific collection queue.   

The Collections module builds a legal record of all contact and activities with a customer that has 
past due invoices to prove that your company took every available action to collect the funds it is 
owed.  All actions are date and time stamped and cannot be edited or deleted.  Since a legal 
record is being built which could be submitted to a court of law, we highly recommend that the 
building of a strategy or practice in setting up queues be done in the Sandbox prior to being 
implemented into production. 

Definitions & Terms 

Collections Profile 
A collection profile defines the criteria that need to be met for a customer to be added to a 
collections queue (e.g. aging of the invoice, branch of the invoice, etc.).   

Collections Queue 
A collections queue contains customers that have past due invoices that meet a defined set of 
criteria through a collections profile.  

Sequenced Queue 
A sequenced queue automatically advances customers from one queue to another based on the 
age of the invoice and other criteria.  Customers are automatically brought into these queues by 
SedonaOffice when they meet specified criteria.  They are be automatically removed from 
collections when full payment is made.  

Non-Sequenced Queue 
A non-sequenced queue is created for “special handling” of situations where the normal 
collections activities performed within a sequenced queue would not apply (e.g. bankruptcy, 
outside collections, friend of the owner, etc.).  Customers are manually placed into and removed 
from non-sequenced queues. 

Collections Activity 
A collections activity defines the type of contact made with the customer (called for payment, 2nd 
collections letter sent, email sent, etc.). 
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Collections Status 
A collections status is wording that is meaningful to someone outside of collections which would 
enable a decision to be made based on the credit worthiness of the customer.  Examples of 
collections statuses are COD Only, Service Hold, Bankruptcy, Do Not Extend Credit, etc.). .  The 
collections status of a customer may be updated at any time when entering notes within the 
collections module.  A customer’s collections status will be displayed on the customer record, 
payment processing screens, and service tickets. 

Manual Event 
A manual event is the summary of the contact made with the customer and details of the 
discussion including any payment arrangements that were made. 

Follow-Up Date 
This is the date on which the customer will next be contacted based on decisions that were or were not 
made during the last customer contact.  Follow-up dates are entered at the time that notes are taken 
and will appear as a reminder to the person working the queue in which the customer is currently 
residing.  In the event that a follow-date is missed, the customer will appear in red at the top of the 
queue indicating that follow-up is overdue. 

Mail Merge 
Microsoft Word may be used in conjunction with SedonaOffice to send out customized letters to 
some or all customers within a specific queue. 
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Goals of a Collections Program 
The key to setting up a successful collections program is defining the goals that your company needs to 
accomplish.  . Here are a few areas for consideration: 

Collect Money 
The primary goal of any collections program is to collect money.  The goal is to bring in the cash. 

Account Retention 
While the company needs to collect its receivables, it also need to retain its customers. There is 
tremendous value in your customer base, so while the company needs an aggressive collections 
program, it also needs to ensure that it keeps its clients. 

Make it Easy for the Customer to Pay 
Customers need options to pay their invoices whether it’s by check, credit card, or bank draft. They 
also need multiple means to initiate a payment such as mail, phone, and Internet. Customers are used 
to options and it’s most important to provide them with the avenue they desire. 

Stop Providing Services for Non-Payers 
Providing services for customers who do not pay is a drain on any organization. A collections program 
needs to identify the non-paying clients so that it stops wasting its resources on them. There comes a 
time when you have to let go of the client and move on. 

Go after the Cancelled Accounts 
When a customer is cancelled there needs to be a means of collecting the remaining money owed 
including the balance of contract. 
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Create a Collections Strategy 
A collections strategy defines every step from the initial creation of an Invoice through the entire 
collections process. 

Define Your Aging Buckets 
Most organizations use aging buckets as follows: 
 
 Current Invoice is current, owed, but not yet past due.  
- 31 – 60 Days Invoice is between 31 and 60 days past due.  
 61 – 90 Days Invoice is between 61 and 90 days past due.  
 91 – 120 Days Invoice is between 91 and 120 days past due.  
 Over 120 Days Invoice is over 120 days past due.  

Terms  
The terms on an invoice will determine when it becomes past due. An invoice will age based on the 
terms assigned to it.  The term is essential in defining how you want your Invoices to age and show as 
past due.  Terms are defined in the Terms table within SedonaSetup in the Accounts Receivable Section 
and are based either on the aging date defined on the invoice or a net term (invoice date + “x” number 
of days). 

Aging Date 
If the term code is based on the aging date defined on the invoice, it will be current through that aging 
date.  It will begin aging as past due each day after the aging date. 

Age on Net Number of Days” 
If the term code is based on the net term invoice date rule (invoice date + “x” number of days), the 
invoice will be current through the net number of days selected.  For example, if the term is Net 30, 
then the invoice will be considered one day past due 31 days after the invoice date. 

Aging Reports and Collections Queues 
Both the SedonaOffice aging reports and collections queues use the terms on an invoice to determine 
into which aging bucket the invoice(s) should be placed.  The reports and collections queues base this 
on the current aging of the Customer.  For that reason, it is important that the SedonaOffice database 
having aging run on it every day. 

Auto Aging Wizard 
SedonaOffice can age your database automatically each night through the setup of the Auto Aging 
Wizard on the SedonaOffice server.  To turn this on, go to the server’s SedonaOffice Server Utilities 
program and select the Auto Aging Wizard.  Follow the prompts to indicate at what hour each day the 
database should be aged.   Collections queues will still need to be refreshed each day.  
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Example of a Collections Strategy 
The following is an example of a collections strategy. Each company should adopt a strategy that works 
best for them. 

Invoicing Terms 
In our example, cycle invoices are being dated September 1st and carry the invoice term of Net 30.  As 
such, the invoice is considered overdue 30 days after September 1st which is October 1st. 

Collections Steps 

1 Day Past Due – Send Statements 
When the invoice is one day past due (October 1st), the customer is sent a statement of their past due 
charges.   

15 Days Past Due – Call the Customer, Place in Collections Queue 
When the Customer reaches 15 days past due, call the customer and mark the customer with a 
collections status of “No Credit.”  The manual event button is selected from the collections queue 
where notes are entered on the phone conversation and the collection status is changed to “No 
Credit”. 

30 Days Past Due – Past Due Collections Letter, Place Collections Status as COD 
When the customer reaches 30 days past due, your company may want to send out a non- threatening 
past due collections letter and set a collection status of COD.   This advises someone outside of 
collections to collect past due money before doing any work for the client. A manual event is selected 
from the collections queue and notes are entered about the letter and change in the collection status. 

45 Days Past Due – Call the Customer, Place on Service Hold 
At this point your company may want to call the customer once again and pressure them to make the 
payment. You may also want to flag the customer with collection status of Service Hold indicating that 
no more services will be rendered unless they pay the outstanding invoices. 

60 Days Past Due – Cancellation Process 
At this point, your company may want to send the customer a cancellation notice.  Without payment in 
15 days, the account will be cancelled, and legal action will take place. Update the collections status to 
Pending Cancellation status. 
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75 Days Past Due – Final Collections Call - Try To Save The Customer 
This is your company’s third and last call to save the customer. 

90 Days Past Due – Cancel The Customer -Turn over To Outside Collections 
After 90 days, the customer is turned over to an outside collection agency.  The customer is manually 
moved to a non-sequenced queue entitled “Outside Collections.”  
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Defining A Collections Profile 
There are two types of Collections Queues in SedonaOffice, Sequenced and Non-Sequenced. 

Sequenced Queue 
Sequenced queues will automatically place a customer into a queue based on the aging criteria defined 
in the collections profile.  Once a Customer is placed in a sequenced queue they will stay in that queue 
until their invoice aging causes them to automatically be placed into another queue or they are 
manually moved to a non-sequenced queue. 

Non-Sequenced Queue 
A non-sequenced queue is one that a Customer will stay in until you remove them. These queues are 
best for the special processing of collections such as Legal/Collection and Support issues. 

To create a new collections queue, press the  button at the top of the collections profile list.  
The collections profile will open. 
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Collections Profile Setup 

Description 
This is the Name of the Collection Queue. This will be used on the Display of the Customer and is used 
in the CQB as a selection criteria field 

Customer Type 
This collection profile can be designated either for commercial customers only, residential customers 
only, or for both residential and commercial customers. 

Branch 
Select the Branch(s) appropriate for this queue. 

Customer Number Range 
In the event that your company divides collections responsibilities among multiple staff, the collection 
queues can be organized to include only a specific range of customer numbers.  If your company wants 
to define queues by customer numbers, enter the starting customer number in the From field and the 
ending customer number in the Thru field.  If your company does not divide collections responsibilities 
by customer number, please leave these fields blank. 

Access and Security 
This option is used to limit access to this queue to only the individual who created it.  If restricted 
access is required, please place a checkmark in this box.  If restricted access if not required, please 
leave this box unchecked.  

Aging 
The aging section determines the number of days that the invoice must be past due for the customer 
to be added into this queue.  In the example above the Over 30 day queue will include those customers 
whose invoice(s) are between 31 and 45 days past due. 

Note:  If this is a non-sequenced queue, it is important to enter a range of days that would prevent 
customers from automatically being added to the queue.  We recommend using the range of 9999 to 
99999. 

Minimum Amount 
It is possible to further refine the customers that will be added to in this queue by defining a minimum 
dollar amount due within the aging criteria already set.  For example, a customer needs to owe a 
minimum of $1.00 and have an invoice between 31 and 45 days past due to be added to this queue. 
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Default Template 
If your company will be sending out collections letters to customers in these queue, it is possible to 
define which letter should be sent to users in the Over 30 Days Past Due queue.  The list of available 
letters is determined by those defined on the template server (see section on template server in the 
Mail Merge section of this reference guide).  If different letters should be used instead of one default 
template letter, please leave this option at No Default Template. 

Put in Auto Sequence 
If customers should be automatically advanced into the next queue based on the aging criteria of the 
invoices, place a checkmark in the Put in Auto Sequencing queue.  If this queue is non-sequenced, do 
not place a checkmark in this box. 

Auto Sequence Number 
The sequence number determines the order in which customers will be advanced between sequenced 
queues.  It is imperative the lowest number be assigned to the queue representing the most overdue 
invoices so that the customers advance correctly.  For example, the sequence number of 10 would 
represent the Over 120 Day queue, 20 would represent the Over 90 Day queue, 30 would represent 
the Over 60 Day queue, etc.  Careful planning should be used in assignment of sequence number.  
Sequence numbers cannot be re-used after the queue is closed.  Allow enough numbers between 
queues should a queue need to be redefined at a later time. 

Initial Collections Status 
This is the collections status that will be automatically assigned to the customer when they are initially 
added to a collections queue.  The customer will retain the same collection status as they advance 
through different queues.  They will not pick up a new collection status assigned to the new queue.  
Once a customer is added to a queue, their collection status will only change when a user updates it 
when documenting collection activities through a manual activity. 
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Working the Collections Queues 
While specific activities are governed by each company’s policies and procedures, the work flow of the 
collections process usually follows that of the diagram below: 

 

At the beginning of each day, the collections queues are refreshed to bring in customers whose 
invoice(s) now represent the delinquency rules outlined in each collections profile.  Customers that 
have fully paid are removed from the queue.   Refresh the collections queues by clicking on the cog at 
the top of the screen to bring in new customers and remove ones that have paid all overdue invoice.   
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Double click on the specific queue to open the queue in which work needs to be performed. 

The collections queue will open.  Any customers that had a follow-up date that has passed will appear 
in red at the top of the queue.  All other customers will be displayed by customer number.  Customers 
can appear in only one queue and will always be listed in the queue representing the most overdue 
invoice.  All invoices for the customer will be represented in that queue.  

The customer number, name, phone number, last activity, follow-up date, collection status, next 
follow-up date and total amount due are displayed.  The screen also documents any credits available 
for use against outstanding bills, the amount owed in the current period, 1-30 days overdue, 31-60, 61-
90, 91-120 and over 120 days will also be displayed along with the last collections note entered.  The 
user also has the ability to include the last late fee charged on a statement to the calculation of the 
total amount due column.  
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Review of Prior Collections Activities 
Prior to making phone calls or other customer contact, the user has the ability to review prior 
collections activities for a specific customer in the queue.  Highlight the specific customer for which 
activities should be viewed and press the Collections Activities button at the top of the screen. 

 

Manual Event 
Manual events are used to record details about contact made with the customer.  To enter a manual 
event, highlight the specific customer that has been contacted and press the Manual Event button.  
This will open the Manual Collection Activity page.  

 

Document the conversation or event in the collections activity event box.  Begin by selecting the next 
planned follow-up date with the customer.  Using the drop-down box, change the collection status of 
the customer if the outcome of the contact warrants a change in status.  From the drop-down list, 
select the type of collection activity conducted (e.g. called for payment, EFT payment entered, etc.) 
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Move To Another Queue 
Customers may be moved between a sequenced queue and a non-sequenced queue.  For example, a 
customer that was in the 90 day queue has now declared bankruptcy.  That customer would be moved 
from the Over 90 Day queue to the bankruptcy queue since collections activity will now be handled 
differently than other customers in the 90 day queue.  Press the Transfer button to move the customer 
and select the queue into which the customer should now appear. 
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Removing a Customer From Collections 
Customers that appear in a sequenced queue will automatically be removed from collections when all 
outstanding bills have been paid. 

Customers that are in non-sequenced queues have to be removed manually after all outstanding bills 
have been paid.  To remove a customer from a non-sequenced queue, highlight the customer, and 
right-click.  Select the option “Remove Customer From Collections.” 

 

 

 

  



 Collections Management 
 

Page 19 of 30 Last Revised: October 25, 2016 

 
 
 

Adding Collections Notes From the Customer Record 
Ideally, collections activities should be done from the collection queues, but there may be occasions 
when the customer calls your company with a question about collections at a time when the 
collections module is not open.  It is possible to enter a collections note directly from the customer 
record providing that a collections note is already on the customer’s account.  If a collections note is 
not already on the account, the first note must be entered directly from the Collections module.  To 
enter a collections note, expand the Notes section on the customer record, highlight collections, and 
right-click.  Select Add Note: 

 

The customer notes box will open.  Enter the note pertaining to this customer contact and ensure that 
it receives the correct Access level at the lower left-hand corner of the screen.  Access Level 1 enables 
all users to read it, Access Level 2 can be read by only those users who have been assigned Access Level 
2-Internal to their usergroup, and Access Level 3 can only be read by those users given Management 
Level 3 access to their usergroups.  If this note should appear as the current collections note, place a 
checkmark in the box on the right-hand side. 
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The customer notes box will open.  Enter the note pertaining to this customer contact and ensure that 
it receives the correct Access level at the lower left-hand corner of the screen.  Access Level 1 enables 
all users to read it, Access Level 2 can be read by only those users who have been assigned Access Level 
2-Internal to their usergroup, and Access Level 3 can only be read by those users given Management 
Level 3 access to their usergroups.  If this note should appear as the current collections note, place a 
checkmark in the box on the right-hand side.  Click Save to save the note. 
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Mail Merge from the Collections Queue  
All template letters must be created using Microsoft Word using only the fields available for the Mail 
Merge function within the collections module.  We recommend that users create their template letters 
using the copy and paste functions of the fields which will be customized to the customer within the 
specific collection queues in which the letter would be appropriate to send.  A basic knowledge of 
Microsoft Word is necessary for the creation of these letters.  Microsoft has free online tutorials 
available on its website should assistance be necessary in setting up Microsoft Word template letters.  
We recommend having Microsoft Word open so that you can copy and paste information from 
SedonaOffice directly into the letter. 

Creating the Template Letter 
Begin by inserting your company’s logo and date information into the Microsoft Word template letter. 

Position the cursor where the addressee information will be entered. 
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Mail Merge Field List 
View available the Mail Merge fields by clicking on View-Mail Merge –Show Columns.   

 
 

Within the collections queue, press the Mail Merge button.   

 

The list of available fields will be displayed.  Highlight the Bill Name field and press the Copy button. 
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Open the Microsoft Word template letter, right-click and select Paste.  The Bill To field will be 
populated in the letter.  Press the Enter key to advance to the next line.  Return to the SedonaOffice 
Mail Merge list.  Highlight Bill Address1.  Go into the Microsoft Word template letter, right-click, and 
paste.  Continue doing this for all addressee information. 
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Go back to the SedonaOffice Mail Merge fields and continue to copy and paste custom fields into the 
letter as needed for the body of your letter. 

 

 
Save the template letter with the file type of Word Template in a network drive that multiple users 
who use these letters can access. 
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Begin the Mail Merge 

Change the View 
Since the Mail Merge template letter has been created, the view needs to be changed to remove Show 
Columns.  To remove “Show Columns”, navigate to View-Mailmerge and click on “Show Columns.”  
This will remove the checkmark in front of the option turning it off. 

 

Customer Selection 
Users may elect to send the collection template letter to all customers in a queue or just select 
customers. 

To send the letter to all customers in a queue, select the “Select All” button.  All customers in the 
queue will have a dark blue shaded background indicating that they have been selected. 
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To send the letter to only select customers in the queue, use the CTRL key on the keyboard to highlight 
only customers that you want to receive the letter.  The customers selected will have a blue 
background: 

 

Press the Mail Merge button at the top of the screen. 
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The program will open the Documents Library for the user to select the location of the Word template 
letter.  Navigate to the location of the letter, highlight the name, and press the Open button. 
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Word will begin creating the letters.  The following words will appear on the screen while this is being 
accomplished.  At the end of the letter creation, these words will no longer display, and the letters will 
be ready to review. 

 
“ 

Click on the Microsoft Word icon at the bottom of the screen.  

  

The mail merged letters will be displayed. 
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Letters can be saved to the directory of your choice should you want to keep a copy on file.  The letters 
can now be printed in Microsoft Word. 
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Customer Collections Record 
The customer collections record shows all activity involving collections over the lifetime of the 
customer.  Each record is date and time stamped, shows the activity performed, who performed the 
activity. 

 


