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5 collection 
call scripts
for invoice payment success



Collection
calls 101
An effective phone conversation with a late-paying 
customer can really turn around a looming bad debt. 
Still, business owners and credit controllers often tell 
us that the collection call is their least favourite task.

It really shouldn’t be. Done right, the collection 
call can actually deepen your connection with a 
customer. It’s an opportunity to learn more about 
their business, and strengthen the supply chain that 
binds you both.

I hope you’ll use these collection call scripts next 
time you need to pick up the phone to a customer. 
More than that, I hope your customer connections 
deepen and payment success becomes your norm.

ARJUN SINGH
CEO, EZYCOLLECT



I don’t have the money this week. I’ll pay soon. 

I’m sorry to hear that. How’s business going?

(Explains reasons for cashflow shortage.)

Thank you for sharing that with me, I appreciate 
your honesty. It sounds like cashflow is tight. 
That’s tough to manage, we’re always trying to 
manage our cashflow, too. I’d love to keep you on 
as customer; we’ve worked well together in the 
past. I think a payment arrangement would help 
us both. What do you think?

What does that mean?

It means we agree on part-payments until the 
invoice is paid in full. That way we can both 
manage our cashflow better.

OK, let’s do that.

(Suggest your payment plan.) Thank you for 
committing to make those payments. I’ll send an 
email confirming our arrangement and make a 
note in our accounting system if you could please 
reply with your agreement. Have a great day.
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CLICK HERE TO LEARN MORE ABOUT B2B PAY BY INSTALMENTS 

Listen Empathise Negotiate Seek
agreement

Confirm 
commitment

Problem: Not enough cash to pay

Agree to
part-payments

SOLUTION

#1

https://bit.ly/2ZY5YXn


I haven’t paid because you’ve invoiced me 
incorrectly.

I’m sorry, I wasn’t aware there was a problem 
with the invoice. Can you tell me more?

(Explaining the problem.)

Thank you for explaining that to me. Let me 
check I have understood that correctly (repeat 
your understanding.) I’m checking right now 
while I have you on the line... I’m sorry, I can see 
that we’ve made a mistake. I’ll issue you a new 
invoice straight away. The amount owing is 
<<amount>> and the new due date is <<date>>. 
Do you agree?

Yes, that’s correct.

I apologise for our mistake. Please don’t hesitate 
to let me know of any errors or omissions in the 
future. Thank you for your help today.
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LEARN HOW TO AUTOMATE YOUR INVOICE-TO-PAYMENT PROCESS

Problem: The invoice has mistakes

Resolve mistakes
SOLUTION

#2

Listen Apologise Fix mistakes 
quickly

Seek
agreement

Invite 
correction

https://bit.ly/3gFPI3V


I’ll get to it when I can, I’m busy right now. 

I understand you have a very busy operation. 
We’ve made it easy for businesses like yours to 
pay online anytime. Did you notice the Pay Now 
button on our invoice? If you click that you can 
complete a credit card payment in just a few 
seconds.

Okay.

With that in mind, will you be able to pay later 
today, even tonight after hours? I’ll keep an eye 
out for it.

I’ll pay today.

Thank you, I really appreciate that. Once you pay, 
you’ll receive your receipt automatically. I’ll make 
a note in our system that we spoke and agreed 
on payment today. And please send in your 
feedback about our online payments system. 
We implemented it to make payments easier 
for customers like you who don’t get a lot of 
desk time. I’d love to know how it works for you. 
Thanks and have a great day.
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CLICK HERE TO LEARN MORE ABOUT COLLECTING MONEY ONLINE

Problem: I’m busy right now

Offer self-serve
check out

SOLUTION

#3

Listen Empathise Be easy to pay Collect money
online

https://bit.ly/38JwdEY


I haven’t paid because I haven’t seen your 
invoice.

I’m glad you told me. Can I please verify the email 
address I should send the invoice to?

(Gives the email address you have on record.)

That is the email address I sent the invoice to last 
month. Can you please check your junk folder to 
make sure our invoices aren’t getting blocked? 
I’ll issue the invoice again while I have you on the 
line. I’ll also send a copy of your last statement 
so you have all your account information in front 
of you. Did it come through?

Yes, I see it.

Great. Because of our communication issue, can 
we agree to a new due date next week?

Yes, I’ll pay that next Thursday.

Thank you, I appreciate it. I’ll make a note in our 
system and follow up next week if I haven’t seen 
the payment come through. Have a great day.
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WATCH HOW TO AUTOMATE REMINDER EMAIL DELIVERY

Problem: I never received your invoice

Confirm delivery
SOLUTION

#4

Listen Fix the problem 
straight away

Be upfront about 
outstanding

balance

Seek
agreement

Confirm 
follow-up 

action

https://bit.ly/2Cjhap9


I’ll have the money to pay you in the next few months.

It sounds like you are waiting on money to come in, 
too?

(Explains situation.)

I understand. Cashflow is a constant juggle for us, 
too. Because we have our own expenses to pay, we 
do need to come to a workable solution with you. If 
we have to wait months, our policy would be to ask 
a debt collection agency to collect for us. However a 
collection notice could affect your credit report and I 
want to avoid that. Can you pay in instalments?

What does that mean?

It’s like Pay Later but for business. In our payment 
portal you will see an option to pay in instalments. We 
get paid upfront while you pay back a line of credit with 
a finance provider in four instalments over 90 days.

I don’t have time to apply for finance.

The finance provider gets your line of credit request 
via our payment portal and does all the checks for you 
based on your current credit report and your payment 
history with us. They won’t offer the service if you are 
not approved for finance.

How do I go ahead?

You can access your payment portal from our invoices 
and choose to Pay by Instalments. Can you take a look 
today and get back to me with your intention?

Yes, I’ll do that.

Thanks for your time and have a great day.
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CLICK HERE TO LEARN ABOUT PAY BY INSTALMENTS

Problem: I need to delay payment

Offer Pay Later
SOLUTION

#5

Listen Empathise Explain Seek
agreement Follow-up

https://bit.ly/2ZY5YXn


ezyCollect

is purpose-built with 
templates and tools
to help you simply
get paid, faster.

Streamline your credit management and 
accounts receivable process from the time you 
onboard a new credit customer to the day you 
get paid. Remove the headaches for your team 
and the hassle for your customers.

GET STARTED

https://bit.ly/3fdXEsI

