
(AND THE SOLUTION TO FIX THEM ALL)

ACCOUNTS 
RECEIVABLE 7 

10
M

IN
U

T
E

READ TIME

Worst Practices inThe



02

7 WORST PRACTICES IN ACCOUNTS RECEIVABLE
(AND THE SOLUTION TO FIX THEM ALL)

If your organization still manages accounts receivable (AR) the same way 
it did 20 years ago, it’s probably safe to say you’re operating well below 
peak efficiency and profitability.

Sounds pretty despairing, huh? Don’t sweat it. 

We created this guidebook to not only help you identify the biggest 
problem areas in AR, but discover how one catch-all solution can easily 
right all of your current wrongs.

Without further ado, here  
are the 7 worst practices in AR ...

THE



Think about when you have a question or need something simple addressed in your personal life — 
chances are, you’re going to look for an online self-service option before anything else. Your business 
customers are the same way. Rather than sitting on hold or waiting for a rep to pull up their account, 
they want to get answers quickly and move on. This is especially true for your small business clients 
who often pay their bills late at night or on the weekend, long after customer support hours have closed. 

According to a Forrester Consulting study, over 70% of customers prefer a self-service option 
(such as an online portal) over phone and email support1. And that number is only going up.

The simple answer: It’s just easier and more convenient. Did you know the No. 1 driver of customer loyalty 
is how easy a vendor is to do business with? A self-service option makes customers lives easier by:

 § Giving them 24/7 access to their invoices, account statements and other supporting documents
 § Allowing them to make free electronic payments or apply credits on their own time
 § Providing a less disruptive way to ask questions that don’t warrant a phone call

#1 YOU’RE NOT MEETING YOUR CUSTOMERS’ 
EXPECTATIONS.

IT’S 2015

KIND OF A BIG DEAL ...

WHY CUSTOMERS PREFER
A SELF-SERVICE PORTAL
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ONLINE WEB
PORTAL

Seriously.

This makes 
AR so much 

easier!



Once follow-up rules are entered into an AR solution, all prioritization is done — making preparation much 
more efficient. All customer account and contact info is at your fingertips, and a to-do list is populated for 
the collections staff based on the follow-up criteria entered. This ensures your team is working efficiently and 
nothing slips through the cracks.
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There are no rules. Okay, maybe there are but they’re likely extremely vague and loosely followed, often 
treated more like suggestions than expectations. We’re not saying anything outrageously formal is 
needed, but there should be a documented strategy that the collections team understands AND is held 
accountable to.

Based on a recent report by PayStream Advisors, the average AR staff member in a traditional collections 
process spends about 30% of his/her time prioritizing who to call and preparing for the call2. According to 
the same report, that number is reduced by over one-half when an AR solution is utilized that allows team 
members more time to focus on other critical areas.

YOUR COLLECTION RULES ARE …

DID YOU KNOW?

INFORMATION AT YOUR
FINGERTIPS

#2 YOU HAVE NO GAME PLAN.
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Here’s one thing almost all top-performing operations have in common: They have implemented a system 
that not only documents the policy but also holds each member of their team accountable. Why does this 
matter? Even with a set strategy, how can you be certain your staff is actually following it without a way 
to measure their performance? How do you know if the strategy needs to be changed?

According to the U.S. Department of Health and Human Services, doctors, nurses and hospital operating 
room staff are nearly 75% less likely to miss a critical step when using a checklist3. It’s human nature for 
things to occasionally slip through the cracks — an AR automation solution prevents this from happening.

NO INSIGHT

NO IMPROVEMENT

FOLLOW THE DOCTORS’ LEAD

FOLLOWING POLICY
EQUALS SUCCESS

Whether it’s a doctor in an operating room or an AR team member, it’s important to follow your organization’s 
set strategy and measure the results. Doing so ensures all your bases are covered while allowing 
management to evaluate both an individual’s performance and the performance of the overall policy.

#3 YOU HAVE A PLAN, BUT DO NOT MEASURE IT.

???
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Your current AR management process might technically work, but it’s very manual and certainly not 
efficient. There are very few departments that still manage their workflow (or do anything, for that matter) 
the same way they did 20 years ago — so why is your collections team?

An end-to-end AR automation solution houses all of the information stored in those spreadsheets, 
scribbled on those sticky notes, and detailed in those calendar reminders in one place. Not only does 
this save time and money, it reduces risk. It is much better to have that information in one central 
location — especially if a key staff member ever leaves the company or takes a vacation.

#4 YOUR AR MANAGEMENT TOOLS CONSIST OF SPREAD SHEETS, 
STICKY NOTES, CALENDAR REMINDERS, PRINTED REPORTS …

LIFE IN THE STONE AGE

According to a study conducted by TermSync, only 33% of companies use software to help manage their 
AR processes4. Compare that to another industry study which found that 83% of companies have sales 
teams using CRM solutions to help better manage their workflow5.

CONSIDER THIS:

CUT THE
CLUTTER
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AR will never be fully automated — and never should be — but that doesn’t mean there aren’t parts 
of the process that could easily be set to “autopilot.” For starters? Payment reminder emails. 
Chances are you’re currently not sending these at all, or you’re doling them out manually. Automated 
reminders, which are fully customizable, can be sent to customers based on your rules. Customers 
also love it because they can actually do something with the reminder (e.g., pay it electronically right 
from the screen, etc.) that they can’t do with a normal email or account statement.

By automating some of your collections team’s more tedious tasks, research has shown they are 
able to handle up to twice as many active customer accounts.

There was a reason you entered this field, and it probably wasn’t so you could send emails or stuff 
envelopes with paper account statements all day. An AR automation solution can help you get payment 
reminder emails to customers without taking time from other thought-driven and value-added tasks.

#5 YOU’RE WASTING TOO MUCH TIME ON 
THINGS THAT SHOULD BE AUTOMATED.

THE AR MOUSE WHEEL

LESS REALLY IS MORE

GET BACK TO
YOUR CAREER



AR solutions can offer many different reporting options, including customized analytics and Monthly 
Key Performance Indicator (KPI) reports. KPIs can track many performance metrics, including:

 §  Collections goal achieved
 §  Automated email reminders sent
 §  Follow-ups completed

Obviously, measuring DSO is important. If collecting money was a game, DSO would be the score. But if that’s all you’re 
measuring, you’re missing the bigger picture. A good Sales Manager isn’t simply looking at how many sales were 
made last quarter. He/she is examining all of the underlying metrics that feed into that using a Customer Relationship 
Management (CRM) solution. A football coach looks at many more stats than just the final score. AR professionals can 
and should be doing the same.

Sales CRM Solution — software that allows organizations to store, organize, synchronize, and search 
records relating to customer interactions

AR Automation Solution — software that allows organizations to store, organize, synchronize, and 
search records relating to billing and collections.
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#6 YOU DO NOT GO BEYOND DSO.

DATA TUNNEL VISION

LET’S COMPARE:

TO INFINITY
AND BEYOND ... DSO

 §  Response time to customers
 §  Collection Effectiveness Index (CEI)
 §  Reasons for late payments

DSO
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Improving your current AR processes can be compared to improving your personal health — getting started is 
half the battle. Incorporating a new strategy or solution doesn’t have to be an all-or-nothing process overhaul. 
After all, everything doesn’t need to be fixed at once. You’d never try running a marathon after a day of training, 
but you need to start somewhere to get anywhere.

Whether it’s a fitness plan, personal budget or improving your AR processes, setting a specific and 
realistic goal is more effective than vague vows or objectives. 

Everyone has to start somewhere. Once you break the overall AR project into smaller phases, set a specific 
time period for accomplishing the first one, then the next, and so on. You and your team will be more likely to 
succeed when the transition is made manageable. Many people resist change, but this “baby step” approach 
has proven to be very successful. Software as a service (SaaS) solutions make this possible with minimal 
upfront pricing and no long-term commitments. 

#7 YOU KNOW WHAT NEEDS IMPROVEMENT, 
BUT DO NOTHING ABOUT IT.

BREAK IT DOWN INTO PIECES

BE SPECIFIC

TAKE THE
FIRST STEP

SNOOZE!
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Three Minutes with TermSync Video:

A Quick Overview of TermSync

White Paper: Winning the Billing & Collections Battle

How to Empower Your Company & Customers with Accounts Receivable 
Automation

SHARE THIS GUIDEBOOK

ABOUT TERMSYNC

TermSync is an Esker company that 
currently connects over 400,000 businesses 
through an intuitive, cloud-based platform. 
Operating in tandem with existing workflows 
and systems, TermSync can be up and 
running in less than a week.

Through TermSync, organizations of 
any size are able to improve customer 
relations, reduce administrative 
costs and get paid faster — it’s our 
commitment to finally bring accounts 
receivable into the 21st century!

TermSync is headquartered in 
Madison, Wisconsin. For more 
information on our company and 
services, visit www.TermSync.com.

WHO WE ARE

WHEN YOU ARE READY TO
LEARN MORE ...

Esker, TermSync’s parent company, is a worldwide leader 
in cloud-based document process automation software. 
Founded in 1985, Esker operates in North America, Latin 
American, Europe and Asia Pacific with global headquarters 
in Lyon, France, and U.S. headquarters in Madison, 
Wisconsin. For more information, visit www.esker.com.

ABOUT ESKER
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