
Conclusion
Protecting client relationships during the collections process requires a delicate balance of 
empathy, professionalism, and effective communication. By approaching collections with a client-
centric mindset, you can maintain trust and foster long-term relationships while ensuring your 
business remains financially healthy. Remember, the goal is not just to collect payments but to 
preserve valuable client relationships for future growth.

Collections Tip Sheet

How to Protect Client Relationships 
When You Do Collections

In the world of business, maintaining strong client relationships is paramount. However, when clients 
fall behind on payments, it can put a strain on these relationships. Collections are a necessary part of 
the business, but how you handle them can make the difference between preserving a valuable client 
and losing one. Here’s how to protect client relationships while effectively managing collections.

1
Communicate Proactively
Proactive communication is key to maintaining trust. Before a payment is due, send friendly 
reminders to clients. This not only serves as a reminder but also shows that you are on top of 
your accounts receivable.

Tips:
• Send automated email reminders a few days before the due date.
• Follow up with a personalised message if the payment is not received on time.

2Be Understanding and Empathetic
Understand that sometimes clients face unforeseen financial challenges. Approach 
the situation with empathy and a willingness to listen. This can help you understand 

the client's position and work out a mutually beneficial solution.

Tips:
• Schedule a call to discuss the situation.
• Ask open-ended questions to better understand their circumstances.
• Express your willingness to help find a solution.

3 Offer Flexible Payment Plans
If a client is experiencing financial difficulties, offering a flexible payment plan can be a 
win-win solution. It shows that you value the relationship and are willing to work with 
them through tough times.

Tips:
• Break down the outstanding amount into smaller, more manageable payments.
• Set clear terms and deadlines for the payment plan.
• Ensure both parties agree to the new terms in writing.

4Maintain Professionalism
Even when a client is late with payments, it's crucial to maintain professionalism. Avoid 

using aggressive or confrontational language. Instead, keep your tone neutral and 
focused on finding a resolution.

Tips:
• Use formal language in written communication.
• Keep records of all communications.
• Avoid making threats or ultimatums.

5 Leverage Technology
Utilize technology to streamline the collections 
process and reduce friction. Automated 
systems can help send reminders, track 
payments, and provide clients with a portal to 
manage their payments.

Tips:
• Use accounting software to automate 

reminders and track payments.
• Offer online payment options for 

convenience.
• Provide clients with access to a portal 

where they can view their account status.

6Educate Your Clients
Sometimes, clients may not fully understand your payment terms or the importance of 

timely payments. Educating them can prevent future issues and foster a better 
understanding of your business operations.

Tips:
• Clearly outline payment terms during the onboarding process.
• Provide educational materials on the impact of late payments.
• Host webinars or Q&A sessions to address common questions.

Know When to Escalate
While maintaining relationships is important, there are times when escalation is 
necessary. If a client consistently fails to make payments despite your efforts, it may 
be time to involve a collections agency or take legal action.

Tips:
• Set internal thresholds for when to escalate.
• Communicate clearly with the client before taking action.
• Choose a reputable collections agency that aligns with your values.

7

Seek Professional Help 
Sometimes, it’s better to lean on a professional collection agency for assistance when 
you have a portfolio of receivables to collect. Appoint a reputable agency with the right 
local credentials like in Singapore, where a police licence is necessary to operate as a 
debt collection agency. With this, you can maintain a healthy business relationship with 
your client while having an agency manage the difficult conversations around payment. 

Tips: 
• Take your time to seek a reputable collections agency in your local market. 
• Ensure that they have all the necessary licences in place to operate. 
• Look out for enhanced certifications which separate the best agencies in market. For 

example, seek out OSPAR-certified agencies to ensure that the agency observes the 
best security and process standards accepted by the banks.  
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