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1. [bookmark: _Toc227150998][bookmark: _Toc236402595]
Purpose 
This document will help capture your organization's collections process. You can define how customer accounts are prioritized for collectors and what actions should be recommended based on your organization's business criteria.
This document is organized into two parts:
Reference Information
· Supported Business Terms Taxonomy
· Supported Next Best Actions
Customer Configuration
· Define how customer accounts should be prioritized for collections work.
· Define Customer Account Prioritization
· Define the collections scenarios that should trigger specific actions.
· Define Collections Scenarios and Next Best Actions
Scope: 
· Only the Business Terms and Next Best Actions defined in this template are supported. 
· All amounts in this document are in USD. Currency labels are intentionally omitted from individual values and should not be added.
2. [bookmark: _Toc227150999][bookmark: _Ref235539462][bookmark: _Ref235539465][bookmark: _Ref235540317][bookmark: _Ref235547680][bookmark: _Ref235549340][bookmark: _Ref235549729][bookmark: _Ref235551867][bookmark: _Ref235552064][bookmark: _Toc236402596]Supported Business Terms Taxonomy
Use the following supported business terms when defining customer account prioritization.

[bookmark: _Toc227151000]Cash and Exposure 
· Total Outstanding Balance — Total value of all unpaid (open) transactions for the customer at the time of review. 
· Total Past Due Balance — Total value of transactions that are overdue (past their due date). 
· % Balance Past Due — Portion of the customer’s total open balance that is overdue; helps identify accounts where delinquency is concentrated. 
· Aging Buckets — Breakdown of open or past-due amounts by how long they’ve been outstanding; used to spot increasing delinquency and prioritize older debt. The following aging buckets are supported. Use these when defining prioritization criteria and next best actions:
· Current
· Aging Bucket 1-5 days
· Aging Bucket 6 - 10 days
· Aging Bucket 11 - 30 days
· Aging Bucket 31 - 60 days
· Aging Bucket 61 - 90 days
· Aging Bucket More than 90 days

· Largest Overdue Invoice — Single highest-value unpaid and overdue invoice; useful to focus on accounts where one invoice drives exposure. 
· Upcoming Large Invoice — High-value invoice that is not yet overdue but approaching due date; helps with proactive outreach and pre-due reminders. 

3. [bookmark: _Toc227151001][bookmark: _Ref235547751][bookmark: _Ref235547771][bookmark: _Ref235549355][bookmark: _Ref235549744][bookmark: _Ref235551958][bookmark: _Toc236402597]Supported Next Best Actions Taxonomy
Use the following supported next best actions when defining collections scenarios in this document. Use these actions to specify the appropriate response for each business scenario.
[bookmark: _Toc227151002]Collector Engagement 
Call Customer — Direct outreach to confirm status, remove blockers, negotiate payment timing, or obtain commitment. 
Request Promise-to-Pay — Ask the customer to commit to a specific payment date and amount; used when risk or urgency is elevated. 


[bookmark: _Toc236402598][bookmark: _Toc235534921]4. Define Customer Prioritization 
Define the business terms and their order of precedence that should be used to rank customer accounts, and specify the criteria for assigning priority levels. Use only the supported business terms to ensure that the prioritization logic is standardized, measurable, and aligned with your business processes.
[bookmark: _Toc236402599]4.1 How should customer accounts be ordered for collectors?
Define the order in which customer accounts should be prioritized for collectors using the business terms described in Supported Business Terms Taxonomy.
Note: Remove the examples below and replace the placeholders with the required order, following the same format.
First:  Example: By Total Past Due Balance (Descending) 
Then: Example: By Largest Overdue Invoice (Descending)
First: <Add sort order>
Then: <Add sort order>
[bookmark: _Toc236402600]4.2 How should customer accounts be categorized by priority?
Specify the business rules for assigning priority levels to customer accounts. Define the conditions for classifying accounts as High, Medium, or Low priority using the business terms described in Supported Business Terms Taxonomy.
Note: Remove the example conditions and replace the placeholders below with the applicable conditions for each priority level, following the same format. Specify whether Any or All of the listed conditions must be met. Delete any unused placeholder bullets that are not required.


High Priority Accounts
Classify an account as High Priority when [Any / All] of the following conditions are met:
· <Add condition here> 
· <Add condition here> 
· <Add condition here> 
Example:
· If the total past due balance is greater than 4,750,000. 
· If the largest overdue invoice is equal to 1,400,800 
Medium Priority Accounts
Classify an account as Medium Priority when [Any / All] of the following conditions are met:
· <Add condition here> 
· <Add condition here> 
· <Add condition here> 
Example:
· If the total past due balance is between 1,600,000 and 4,750,000. 
These accounts require proactive follow-up to prevent further aging.
Low Priority Accounts
Classify an account as Low Priority when [Any / All] of the following conditions are met:
· <Add condition here> 
· <Add condition here> 
· <Add condition here> 
Example:
· If the total past due balance is between 0.01 and 1,599,999.99.
These accounts are stable and require minimal immediate intervention.
[bookmark: _Toc236402601][bookmark: _Toc235534924]5. Define Collections Scenario & Next Best Actions 
This section captures your organization's requirements for defining collections scenarios and the corresponding next best actions. For each scenario, specify the business conditions that should trigger the action and identify the appropriate actions to be taken. 
Note: Remove the example scenarios and actions, and replace the placeholders below with the applicable collection scenarios and corresponding next best actions, following the same format. Delete any unused placeholder entries that are not required.
Example:
· [bookmark: _GoBack]Collection Scenario – High Delinquency with Large Invoice
Next Best Action – If the total past due balance is greater than 4,750,000, Call Customer to address the elevated risk due to the high overdue balance and secure a payment commitment. 
· Collection Scenario – Moderate Delinquency
Next Best Action – If the total past due balance is between 1,000,000 and 4,750,000, Request Promise-to-Pay to address the high overdue balance and secure a payment commitment. 

· Collection Scenario – <Add scenario>
Next Best Action – <Add action> 
· Collection Scenario – <Add scenario>
Next Best Action – <Add action> 
· Collection Scenario – <Add scenario>
Next Best Action – <Add action>
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