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Collections Process

Understanding your accounts receivable (AR) process is crucial for maintaining
healthy cash flow and business stability. A well-designed accounts receivable
survey can provide invaluable insights into the efficiency of your AR department,
customer payment behavior, and areas for improvement. This article explores
the key aspects of crafting effective accounts receivable survey questions,
analyzing the collected data, and ultimately, improving your collections process.
We'll cover various question types, best practices, and how to leverage the data
for impactful changes. Key areas we'll focus on include *customer payment
preferences*, *invoice processing efficiency*, *the effectiveness of your dunning
process*, and *overall customer satisfaction with your billing procedures*.

Understanding the Benefits of Accounts
Receivable Surveys

Before diving into specific accounts receivable survey questions, it's vital to
understand the numerous benefits these surveys offer. By actively soliciting
feedback from your customers, you gain a clearer picture of their experiences
and identify potential pain points in your AR cycle. This proactive approach
allows you to:

e Improve Customer Relationships: Addressing customer concerns
promptly and efficiently fosters trust and strengthens business
relationships. A survey provides a direct line of communication to gauge
customer satisfaction with your billing and payment methods.

e Identify Bottlenecks in the AR Process: Surveys can highlight
inefficiencies within your internal AR processes, such as slow invoice
processing or unclear communication regarding payment deadlines.

* Reduce Days Sales Outstanding (DSO): By understanding customer
payment patterns and addressing challenges, you can significantly reduce



your DSO, freeing up capital and improving your company's financial
health.

e Enhance Customer Payment Experience: Gaining insight into
customer payment preferences allows you to offer more convenient
payment options, potentially leading to faster payments. For example,
offering online payment portals or automated clearing house (ACH)
payments can streamline the process.

e Optimize Your Dunning Process: Your dunning process, the system for
reminding customers of overdue payments, is critical. Surveys can help
assess its effectiveness, revealing whether your reminders are timely,
clear, and non-confrontational.

Crafting Effective Accounts Receivable Survey
Questions: Types and Examples

The effectiveness of your survey hinges on the quality of your questions. Here
are some examples categorized by their purpose:

1. Customer Payment Preferences:

e Multiple Choice: "Which payment method do you prefer?" (Options:
Credit Card, ACH, Check, Wire Transfer, Online Portal)

e Open-Ended: "What could make the payment process easier for you?"

* Rating Scale: "How satisfied are you with the current payment options
available?" (Scale: Very Dissatisfied to Very Satisfied)

2. Invoice Processing Efficiency:

e Multiple Choice: "How long does it typically take you to receive an
invoice after a service/product delivery?" (Options: 1-3 days, 4-7 days,
8-14 days, More than 14 days)

e Open-Ended: "What challenges do you experience in understanding your
invoices?"

e Rating Scale: "How clear and easy to understand are our invoices?"
(Scale: Very Unclear to Very Clear)

3. Dunning Process Effectiveness:

e Multiple Choice: "How would you rate the effectiveness of our reminder
communications for overdue payments?" (Options: Very Effective,
Somewhat Effective, Not Effective, Don't Receive Reminders)

e Open-Ended: "What improvements would you suggest to our reminder
system?"

» Rating Scale: "How helpful are our payment reminders in ensuring timely
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payments?" (Scale: Not at All Helpful to Extremely Helpful)
4. Overall Satisfaction:

e Rating Scale: "Overall, how satisfied are you with our billing and
payment process?" (Scale: Very Dissatisfied to Very Satisfied)

* Open-Ended: "Is there anything else you would like to share about your
experience with our billing process?"

Note: Always ensure your questions are concise, unambiguous, and easy to
understand. Avoid jargon or technical terms your customers may not be familiar
with. A well-structured survey is crucial for obtaining meaningful data.

Analyzing and Implementing Survey Results:
Data-Driven Improvements

Once you've collected the responses, analyze the data to identify trends and
patterns. For example, if a significant number of customers express difficulty
understanding your invoices, this points to an area needing immediate attention.
This might involve simplifying the invoice format, adding clearer explanations, or
providing more accessible customer service. Similarly, if many customers prefer
a specific payment method that you don't currently offer, consider adding it to
improve convenience and accelerate payments.

The data gathered from your accounts receivable survey questions should
inform strategic changes to your processes. This might include:

e Implementing a new online payment portal.

e Improving invoice clarity and design.

e Optimizing your dunning process to be more proactive and less
intrusive.

e Strengthening customer service channels for payment-related
inquiries.

e Introducing automated email reminders.

Conclusion: Proactive Management Leads to
Improved Cash Flow

Regular accounts receivable surveys are an invaluable tool for improving your
AR process, strengthening customer relationships, and ultimately boosting your
bottom line. By asking the right accounts receivable survey questions and
effectively analyzing the results, you can identify inefficiencies, enhance
customer satisfaction, and optimize your collections process for increased cash
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flow and improved financial health. Remember, a proactive approach to
managing your AR process is far more effective than a reactive one.

Frequently Asked Questions (FAQ)

Q1: How often should | conduct accounts receivable surveys?

Al: The frequency depends on your business needs and the complexity of your
AR process. A good starting point is annually, or even semi-annually, to monitor
trends and make necessary adjustments. If you've implemented significant
changes to your AR process, a follow-up survey after a few months can be
beneficial.

Q2: What is the ideal length for an accounts receivable survey?

A2: Aim for brevity. A shorter survey increases the likelihood of completion. Keep
it concise—around 5-10 questions is generally sufficient to gather essential
insights. Longer surveys can lead to respondent fatigue and incomplete
responses.

Q3: How can | ensure a high response rate for my survey?

A3: Offer an incentive, such as a small gift card or entry into a raffle. Make the
survey easily accessible and mobile-friendly. Keep the survey short and
engaging, and emphasize the benefits of participation to the respondent. Send
reminders to those who haven't yet responded.

Q4: How do I choose the right survey platform?

A4: Many online survey platforms are available, such as SurveyMonkey,
Qualtrics, or Typeform. Consider factors like ease of use, pricing, reporting
capabilities, and integration with your existing systems when making your
choice.

Q5: What if | receive negative feedback in my survey?

A5: Negative feedback is valuable! It provides an opportunity to identify areas
needing improvement. Address the concerns promptly, and consider publicly
acknowledging the feedback and the steps you are taking to resolve the issues.
Transparency builds trust.

Q6: Can | use the survey data to improve credit risk assessment?

A6: While not directly related to credit risk assessment in the traditional sense,
data on payment behavior (lateness, payment method preferences, etc.) can
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indirectly inform your risk assessment process. This information can be used to
segment customers and tailor your collection strategies accordingly.

Q7: How can | integrate survey results with my existing AR software?

A7: Many AR software platforms offer integrations with survey platforms. This
allows for automated data transfer and analysis, streamlining the process and
providing more comprehensive insights. Check with your AR software provider
for compatibility options.

Q8: Are there any legal considerations for conducting accounts
receivable surveys?

A8: Ensure you comply with all relevant data privacy regulations, such as GDPR
or CCPA, depending on your location and the type of data collected. Obtain
explicit consent from customers before collecting and processing their data, and
inform them about how their data will be used.

Decoding the Debtors: Crafting Effective
Accounts Receivable Survey Questions

Understanding your customers' payment behaviors is crucial for the fiscal well-
being of any business. A well-structured accounts receivable survey can unveil
valuable information into why invoices are outstanding , assisting you to improve
your collection methods and increase cash flow. But crafting effective survey
guestions isn't simply a matter of questioning; it's about skillfully formulating
questions that draw out honest and useful responses. This article will direct you
through the methodology of creating a successful accounts receivable survey,
providing illustrations and top tips along the way.

I. Defining Your Objectives: Before You Ask, Know What You Want to
Know

Before you even begin contemplating about specific questions, you need a
distinct understanding of your goals . What data are you hoping to acquire? Are
you trying to pinpoint prevalent reasons for late payments? Are you assessing
the efficacy of your current billing procedure? Do you want to measure debtor
satisfaction with your invoicing methods ? The answers to these questions will
shape the emphasis of your survey.

For example, if your primary aim is to decrease the number of overdue invoices,
your survey might concentrate on questions relating to the clarity of your
invoices, the simplicity of your payment methods , and the promptness of your
communication.
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Il. Question Types and Best Practices

There's a spectrum of question types you can utilize in your accounts receivable
survey. Here are some key kinds and best practices:

e Multiple Choice: These are straightforward to analyze and provide clear
responses. For example: "How often do you pay your invoices?" Choices
could include: "Within 10 days," "Between 11 and 30 days," "Over 30
days," "Other."

* Rating Scales (Likert Scales): These allow answerers to rate their
degree of agreement or satisfaction with specific aspects of your provision.
For example: "Rate your satisfaction with the clarity of our invoices."
Alternatives might range from "Very Dissatisfied" to "Very Satisfied."

e Open-Ended Questions: These allow for more thorough responses and
could give valuable qualitative data. However, they demand more work to
analyze . For example: "What can we do to improve our accounts
receivable procedure ?"

 Demographic Questions: These help you to categorize your answerers
and interpret your data more effectively. Examples include business size,
industry, and location. However, keep these brief and relevant to avoid
alienating participants .

lll. Crafting Compelling and Actionable Questions

Avoid technical terms and preserve your questions brief . Focus on precise
behaviors and experiences . Phrase your questions constructively , focusing on
improvements rather than blame .

IV. Testing and Refining Your Survey

Before distributing your survey to a broader group , trial it on a small group of
respondents . This will aid you to identify any difficulties with the questions or
the overall format of the survey.

V. Analyzing and Acting on the Results

Once you've assembled your data, analyze it thoroughly . Look for regularities
and information that can guide enhancements to your accounts receivable
methods.

Conclusion:

Conducting a well-designed accounts receivable survey is a anticipatory step
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towards enhancing your monetary well-being . By deliberately crafting your
guestions, using a variety of question kinds , and interpreting the results
comprehensively, you can gain insightful insights to improve your collection
methods and increase your cash flow.

Frequently Asked Questions (FAQs)
Q1: How long should my accounts receivable survey be?

A1l: Keep it concise. A longer survey can lead to lower participation rates. Aim
for a time that can be concluded within 5-10 minutes.

Q2: How can | increase the response rate of my survey?

A2: Offer an incentive , such as a free item. Make it easy to finish , and
personalize the invitation if possible.

Q3: What software can | use to create and examine my survey?

A3: Many digital survey tools, such as SurveyMonkey, Qualtrics, and Typeform,
offer features to create, distribute, and analyze surveys. Some accounting
software also offers survey feature.

Q4: What should I do if | receive conflicting or confusing responses?

A4: If the data shows conflicting or confusing responses, it might indicate areas
needing further investigation. Follow up with respondents, if possible, and
consider further investigation or in-depth research.
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