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Agenda

• Why you should have a collection plan
• Setting up your collections plan
• Setting up the software
• Statements - Full review of the entire 

module
• Call Logs
• Collection Letters
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Why you need a Collection Plan 

● The sooner you communicate to a customer the better you 
can solve any issues and ultimately improving customer 
satisfaction.

● Keeping a plan will ‘train’ your customers on what to 
expect. 

● When you stick to a plan, you decrease the amount of time 
you spent ‘catching up’. 

● Keeping customers off credit hold and treatments on 
schedule. 
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Coming up with a Collection Plan 

● What can you do before a balance becomes past due?
● When do you send statements?
● When do you want to start calling?

○ Are there different types or levels of calls being made
○ How often do you want to call 

● Do you send letters?
● When do you bad debt?
● Do you send to collections agency
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Setup
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What Can You Proactively Do?

Accurately set phone type, 
confirm who is responsible 
for getting the bills, 
address, email and  invoice 
type and what’s allowed. 
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Customer - Financial Tab
Specifically for the customer, there 
are a couple of financial related 
options. 
1. Is the customer set to not charge 

interest? 
2. Is the customer never going to 

be put on credit hold?
3. Do they get statements when 

they reach a specific aging, 
every time you pull statements, 
never or the next time you send?
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General Setup - Financial
Impacts entire database, not branch specific

● Default Credit Limit
● Aging Categories - used for everything - calls, statements, letters etc.  Can be changed on the fly and Aging will update all customer 

balances. 
● Interest & Statement Fees
● Past Due Messages
● Statement Only Billing services - when do you start aging?
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General Setup - Documents/Letters



CONFIDENTIAL | workwave.com
Copyright 2026, WorkWave LLC. All rights reserved.

General Setup - Program / Job
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Call Log Setup 
Think of Call Log Status as ‘What would I be 

creating a call for?’
Also would be what would be the end result 

- how do I want that call to be classified. 

Think of the Call Log Outcomes as ‘What are the 
possible outcomes of a call?’

A call log outcome can change the status 
automatically OR it can keep the status originally 

given. 

Not shown, but you can also create call log topics to 
help ‘group’ or report if you don’t have specialized 

statuses and outcomes
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Collection Codes / Letter Setup

There can be multiple 
collection letters, different 

ones for different 
collection categories.   You 

can create your own or 
you can use a system 

template to get started. 

Review the existing collection codes, if you don’t have a 
collection agency, you want to be sure there are codes for all 
your needs. 
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Tools to Use
Mobile/CAW/AMA-CNA

Statement
Call Logs

Letters
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Tools to help collect before going past due

Promote Auto-Payment for new clients.

If you use the mobile application, you can auto-post jobs 
when completed.   If you also use Automated Marketing 
Assistant or Customer Notification and setup after service 
emails, customers can see their invoice, products and 
recommendations right away. 

If you use Customer Assistant Website then customers can 
review the service history and pay their bill. 

Note that now both AMA and CN have payment reminders available for automated notification.
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Aging - Charge Interest/Statement Fee
Aging happens nightly, however if there is a desire to charge interest or statement fee, 
‘Age Accounts’ needs to be run manually first.

The option to 
charge 

interest must 
be selected, it 

will not 
default.

 The details 
are set within 
the general 

setup - 
financial 

page. 
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Aging - Charge Interest/Statement Fee
Once Aging has 
finished, if any 
customer records meet 
the requirements, the 
count will be shown.   
Their will be a new 
button to go to 
Adjustments.  YOU MUST 
post the adjustments in 
order to apply the 
interest/fee to the 
customers accounts. 
Once adjustments are 
posted, continue to 
Statements. 
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Statements
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Statement Details
• Step 1 is primarily to find the customers 

that should get a statement based on the 
selections.   (If printing directly from a 
customer account, step 1 is ignored) 

• All settings are ‘sticky’ for the user so the 
next time the page is accessed, the 
settings should be the same. 

• Days Since Last Service is useful if Invoices 
include previous balance.

• Days Since Last Statement is almost 
always set at 30 days

• Include Prepay Customers will pull in any 
prepay customer that has a balance due, 
even if not aged. 

• Each customer record has a ‘Send 
Statement’ setting under the financial tab.  
This also affects the customers that will be 
pulled in. 
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Statement Details

• Step 2 has all the 
customers 
identified from 
step 1.

• Selections on step 
2 affect how the 
statement is sent, 
what will be 
included and how 
it will be displayed. 

• History date range should include current date to be 
the most accurate.

• If emailing; email first then print remaining.
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Statement Details 
‘Statement Options’ defines what is printed on the statement and also the main 
layout. 

A regular statement shows all history in order of the transaction date

Open invoice will only show services with an amount due or payments/adjustments 
unapplied.   (History date range is ignored) 

Open invoice with paid services will list all history but grouped by the service 
transaction. 
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Using Call Logs

Selecting the 
correct report to 

get the results 
you want and 

then using that 
report to create 
the call logs is 

the best way to 
start in-house 

collections calls
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Call Log
Calls can be filtered to just collection calls.
Update the call with the defined outcomes & statuses.
If a return call is needed, update the due date. 
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Collection Letters

Once your 
letters are 

setup, 
assign the 
letter to 

the aging 
buckets 

you have 
setup. 
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Collection Letters Setup Example and Letter Example
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Questions?
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Session Feedback

• Login to the Event Mobile App
• Add this session to your schedule
• Click Survey
• Give it a rating 1-5 stars


