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Debt Collection Prevention

Outstanding invoices naturally can cause frustration among
businesses. After all, it costs extra time and money to get
outstanding debts paid. Sending payment reminders, calling your
debtor... and if that doesn't have any effect, you can call in an
external specialist to get paid for the delivered products or services.

But, there are things you can do before you get to this stage.

When it comes to debt collection, prevention is better than cure. We
know from experience that many debt collection issues could have
pbeen avoided. Wondering what your organization can do to reduce
the number of debtors in the future? In this e-book, our debt
collection specialists and lawyers provide you tips on how to

prevent debt collection.
We are happy to help you solve your debt collection issues and

payment conflicts, but in the end, it is much better for you if they do

not occur at all. After all, our aim is for a world without debtors.

WWW.BIERENSGROUP.COM
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1. Tips for preventing
debt collection

't could happen that a customer doesn't pay your invoice
on time. You would prefer to avoid outstanding invoices.
Wondering how you do this? Read the tips below from our

debt collection specialists and lawyers here:

WWW.BIERENSGROUP.COM
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1. Conduct a credit check before you enter into a
new business relationship

Before you start conducting business with a new customer, it iIs Important
to check your potential new business partner for creditworthiness and
reliability. Also, check the payment behavior of your customer. You can
request an up-to-date financial report of your customers from various
companies. Besides, there are many ways to obtain more information
about your new customer. This way, you can better assess credit risks
and you will not be faced with any surprises afterward.

Read more >

2. Make appointments In writing

The best way to avoid debt collection, payment conflicts, and other
business conflicts is to make clear agreements with a customer or supplier
In advance. This way, all parties know exactly what Is expected. These
agreements should then be recorded In a contract or other type of written
document. This means that you always have something to fall back on In
the unlikely event that misunderstandings or discussions do arise.

Read more >

3. Make clear agreements about the payment

By making proper arrangements about the payment of your invoice In advance,
you can prevent problems at a later stage.

Read more >

Chapter 1 : Tips for preventing debt collection WWW.BIERENSGROUP.COM
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4. Be aware of customers asking for you to deliver
on credit

A customer who quickly places a large order may request the invoice to be
put on their account or credit. It can be very tempting to go along with this.
Our advice is to always think about it before you give in or provide services

on credit.

5. Keep to the agreements: provide a good service
or products

When you make agreements about payment, agreements are usually also
made about the service level or quality that you have to provide. Make sure
that you also keep to the agreements made. For example, by delivering the
right products or by completing an order on time. After all, keeping promises

applies to both parties.

s your customer unsatisfied with your efforts? Then try to solve the problem
as quickly as possible. This will prevent payment conflicts arising at a later

stage.

Read more >

Chapter 1 : Tips for preventing debt collection WWW.BIERENSGROUP.COM



06

6. Send correct invoices

To speed up the payment process, you must send an invoice immediately
after delivery. Make sure that clear invoices are sent. It must be immediately
known to the customer what the invoice was sent for and what is required —

including the amount that should be paid and the account number.

Read more >

/. Regularly check your debtors

Fnsuring a tight credit management process is essential for being on top of your

invoices. This is why you should be on top of your outstanding invoices regularly so

that you can intervene in time if invoices are unpaid.

Although you cannot always predict in advance whether a customer will default on
their invoice, there are certain signs. For example, if a customer who has always

paid on time, suddenly stops making payments within your specified terms. Read

what other signals there are and how you can respond to them.

Read more >

Tips for reducing outstanding invoices

These tips will help you to reduce the number of outstanding invoices.

However, it is always possible that a customer won't pay your invoice.
Wondering how you should deal with this? In our e-book about debt

collection, you can read all kinds of tips about debt collection. This helps

ensure that payments are made on time.

Chapter 1 : Tips for preventing debt collection WWW.BIERENSGROUP.COM
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Check your new customer

Before you conduct business with a new customer, it is
wise to check out the company’'s creditworthiness,
reliability, and identity. This will prevent you from having to
deal with unpaid invoices at a later stage. Knowing who
you are doing business with is also an important way to
prevent fraud. Our collection specialists can give you
several tips on how to find out whether your new

customer is reliable and creditworthy.

WWW.BIERENSGROUP.COM



Chapter 2 : Check your new customer

Request an excerpt from the national trade register

Request an excerpt from the national trade register

Many countries have a trade register in which companies are registered. Check
whether your potential customer is registered in this register and request an
excerpt. The tact that a company is listed in a trade register does not necessarily
mean that this company is reliable. However, you can get useful information here.
Such information includes the trade name, address details, authorized
signatories, and liable individuals. Make sure that when you sign a contract, the
correct name and legal form of your customer are stated on the contract. A
wrong name can have unpleasant consequences in the future because you may

not be able to prove who you are conducting business with.

Trade register with European companies

—ach country has its own trade register. Some also have an English-language

version, while others only have a trade register in their language. European

companies can consult the European e-Justice Portal. Here you can retrieve and
view data from national trade registers. Almost all EU countries, Iceland,

Liechtenstein, and Norway are affiliated to this portal.

Perform a credit check

Before you start conducting business with a new customer, it is important to run

a credit check. Check the payment behavior and the creditworthiness of your

customer. At various companies such as Altares - Dun & Bradstreet, you can
request an up-to-date financial report from your customer. They often give a score
in which the creditworthiness of your customer is indicated. This allows you to

assess credit risks and you will not be faced with any surprises afterward.

WWW.BIERENSGROUP.COM
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Check membership of a trade association

'S your potential customer a member of a trade association? In most cases, this
IS a signal that you are dealing with a reliable company. Branch organizations
often apply certain quality standards, which affiliated companies must comply

with. Membership of a trade association is usually a positive sign.

Do research via the Internet
To be able to assess whether you are dealing with a reliable company, it is also

wise to google the company. Check reviews on websites such as Kiyoh and

rustpilot to see how others rate the company. This often gives a good indication
of how the company treats its customers. You can also check the company's
social media channels to find out how the company profiles itself on the internet

and how others react to it.

Check the website of the company

In addition to researching external web pages, it is also important that you check
the company's website yourselt. Are the staff on the website, or have only the so-
called stock photos been used? Also, check the contact details: where is the

company located? Are there possibilities to contact them? A company that only

has a PO. Box address and uses a mobile number is not reliable. This also applies
to the e-mail address: a business e-mail address looks more professional than a

Hotmail or Yahoo e-mail address.

Also, use Google Maps to check the location of the company. If a production

company is located in a residential area, this would be concerning.

Chapter 2 : Check your new customer WWW.BIERENSGROUP.COM
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International customers

Nowadays most information can be found on the internet. Take advantage of this

and make sure you know who you are going to do business with. This will prevent
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you from having to deal with an unreliable party afterward. This also applies to

international customers. Here too, you can do a check to find out what kind of

party you are dealing with. Do you have any doubts? Would you like to know
exactly what to look out for? Get in touch with us. Our international debt collection

specialists will always give you clear and honest advice.

Chapter 2 : Check your new customer WWW.BIERENSGROUP.COM
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3. Record agreements in
a contract

The best way to avoid debt collection, payment conftlicts,
and other business conflicts is to make clear agreements
with a customer or supplier in advance. This way, all
parties know exactly what is expected. Then, record
these agreements in a contract. This means that you
always have something to fall back on in the unlikely

event that misunderstandings or discussions arise.

WWW.BIERENSGROUP.COM



Chapter 3 : Record agreements in a contract

Tallor-made contracts

When drawing up a new contract, it should almost, always be tailormade. After
all, the purpose of a contract is to record agreements in writing and to limit risks.
And those risks are different in every situation. That is why it is best to have a
contract drawn up by a specialist, i.e. a lawyer or jurist who specializes in contract

law. This will result in strong legal contracts that will benefit your organization

Drawing up a contract checklist

Would you like to draw up a contract yourself? Then follow these tips for drawing

Up a business contract with your supplier or customer:

1. Document all agreements

Make sure that you put all agreements in writing. This will ensure they are legally
valid. If there is a discussion about the agreements made at any point during the
contract, you will always have proof of what has been agreed upon. Therefore,

make sure that the agreements are on paper and are signed by both parties.

2. Think about the type of contract
There are different types of contracts. Depending on the goods or services you

are delivering and the type of business you conduct, there will be a specific type of

business contract to use. Use the right contract for your appointments.

WWW.BIERENSGROUP.COM
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Chapter 3 : Record agreements Iin a contract

3. Check the representation authority
For a valid contract, the person who signs the contract must have the authority to

do so. How do you know if the other party is authorized to represent their
company? Usually, you can request an extract on the other party in the local
registers. This also states who is authorized to represent the company and who

the company signatories are. When signing the contract, check the identity of the

signatories.

4. Write down what the contract Is intended for

Why are the two parties working together? Write down what the aim of both
parties is to reach an agreement together and what the intentions of both parties
are. This can play an important role when a discussion arises and both parties

have to go to court. A judge will also take this into account in their assessment of

the conflict.

5. Include the agreements
't Is important to mention the actual agreements in the contract. Make sure that

the following parts are included in the contract:
+ The names of the parties involved
» What exactly will be delivered or what the work will be
» The duration of the contract
» Liability agreements

+ Confidentiality agreements

- Payment agreements
- Cancellation, dissolution or termination of the contract

» Which law applies in case of conflict

6. Make your general terms and conditions available to your customer

Are there any general terms and conditions applicable to the contract? Make sure
the customer has access to these before concluding the contract. Refer to the
general terms and conditions in the contract and make sure that you hand them

over to your business partner. In this way, you can also rely on the provisions of

the general terms and conditions.

WWW.BIERENSGROUP.COM
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/. Sign the agreement
Are there any general terms and conditions applicable to the contract? Make sure

the customer has access to these before concluding the contract. Refer to the
general terms and conditions in the contract and make sure that you hand them

over to your business partner. In this way, you can also rely on the provisions of

the general terms and conditions.

Chapter 3 : Record agreements In a contract WWW.BIERENSGROUP.COM
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4. The use of payment
terms

Payment terms allow you to agree and document the
terms of how and when payment should be made and to
where. They will also document what will happen if
payment isnt made on time. In the payment terms, you
can make agreements about the payment. Clear
agreements ensure that payment problems can be
prevented. Besides, you will be stronger if there is a

conflict with your customer.

WWW.BIERENSGROUP.COM
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What are the payment terms?

Payment terms are agreements put in place about the payment. When you

conduct business with another party, you usually make agreements about the
delivery of goods or services and the compensation (payment) that goes with it.
Within a certain time, your customer has to pay. To make the payment as smooth
as possible, it is advisable to record these agreements in writing in the payment

terms.

Advantages of well-drafted payment terms

» Fewer discussions with your customers due to clear agreements

+ Better payment behavior and therefore fewer outstanding invoices

» Strong evidence when non-payment becomes a legal conflict

What's included In the payment terms?
The content of the payment terms depends on the agreements you make. In

general, the following sections are included:

Amount
The payment terms specify the amount of money to be paid for the services or

goods provided.

Invoicing
When should you send an invoice? After the goods have been delivered or an
invoice sent every month for the work done the month prior? In the construction

sector, it is customary for a signed man-day register to be attached to the invoice.

WWW.BIERENSGROUP.COM
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Chapter 4 : The use of payment terms

Payment term
What is the deadline for payment? The statutory payment term is 30 days.

However, in certain situations you can agree that payment must be made within
60 days.

Payment method

How to pay? Debt collection or bank transfer.

Conseqguences If the payment term Is exceeded
What if payment is not made within the set payment period? Will a payment
reminder or final payment reminder be sent? Are interest and costs charged

immediately?

Choice of forum

't a legal conflict arises as a result of non-payment, you can ask the court to give
an opinion on this. Usually, the place of residence of the other party determines
which court you have to go to. By using a choice of forum, you can choose a court

yourself and record this. This is especially beneficial in international trade.

WWW.BIERENSGROUP.COM
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Payment terms or general terms and conditions?

Payment terms are usually part of the general terms and conditions. Keep in mind
that the general terms and conditions contain more agreements than the
payment terms. They also contain provisions on the terms of delivery, guarantee,
termination of the agreement, liability, complaints, etc. To limit your risk of legal
disputes, we advise you to draw up both payment terms and general terms ana

conditions.

Establishing payment agreements

't is important that the agreements concerning the payment are properly
recorded. The clearer the agreements, the less chance there is of discussions or
conflicts. You can record the payment agreements in various ways: on the

quotation, in a contract, in the general terms and conditions or on the invoices.

1. Quotation

Do you use quotations? Please enter the payment terms and conditions here. This
way, it is immediately clear to your future customer what payment terms your

zorganization uses.

2. Contract
When you are going to conduct business with a party, you can lay down

arrangements in an agreement. This also applies to payment agreements

3. General terms and conditions

Do you work with general terms and conditions? You should include these with
your payment terms in this document. This way, you do not have to draw up the
payment terms again and again. It is important that you use the general terms
and conditions correctly. Otherwise, your general terms and conditions (and

therefore the payment terms) are not valid.

Unfortunately, this occurs regularly. A party wants to invoke the provisions in the

general terms and conditions, but the general terms and conditions appear to

have been used incorrectly. The content is then invalid. Do you want to prevent
this? Ask our lawyers for advice on the use of general terms and conditions and/

or payment terms. This will prevent you from not being able to tall back on these

Chapter 4 : The use of payment terms WWW.BIERENSGROUP.COM
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4. Invoices

Please note that it payment terms are only mentioned on the invoice, they may
not be legally valid. After all, you make agreements before you enter into a
contract, not after that. Therefore, make sure that the payment terms and/or

general terms and conditions for concluding a contract are communicated.

Use of payment terms

't you have made agreements about the payment, you must stick to them. Send
invoices to your customer on time, as agreed in the payment terms. Then, check if
your customer pays these invoices on time. Has payment not been received on
time? Please contact your customer to point out the agreements made earlier. In
this way, you ensure that the payment conditions are also complied with. This of
course also applies to you. Make sure that delivery is on time and that the

products or services meet the expected quality standard.

Keep payment terms up to date
The legislation changes regularly. As a result, general terms and conditions and
payment terms may become outdated. It is important to have your terms and

conditions checked every few years to see it they are still up to date.

Drawing up payment terms
Would you like to have payment terms drawn up? Our lawyers will be happy to
help you with a good set of payment terms. Please contact us and we will look

into the possibilities together with you. We will ensure that a clear payment

agreement is drafted for you.

Chapter 4 : The use of payment terms WWW.BIERENSGROUP.COM
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5. Dealing with dissatisfied
customers

Do you want to prevent non-payment? Make sure that you
also keep to the agreements made. Satisfied customers
are more likely to pay an invoice than dissatisfied
customers. Moreover, a dissatisfied customer can not
only lead to an outstanding invoice but it can also hurt the
recruitment of new customers. When a customer posts a

negative review on a webpsite, it can have a negative
Impact.

WWW.BIERENSGROUP.COM



Chapter 5 : Dealing with dissatisfied customers

Make clear agreements In advance

Make sure that it is clear in advance what is expected. Make clear agreements

and record them. This will allow you to fall back on this at a later stage, should
discussions arise with your customer. Make sure that you work with a contract,

quotation, or an order confirmation in which all activities are described.

Use a complaints procedure

What it a customer is not satisfied with the products or services provided? How
do you deal with that? Make a clear complaints procedure so that your customer
knows how to complain and who to. This not only gives them insight into how you

deal with complaints but also prevents any further issues with your customer.

In a complaints procedure, the following matters are included:
» Where can complaints be submitted?
» How are complaints recorded in your organizationz
» How are complaints handled?

» How do you check whether the complaint has been handled properly?

Listen to your customer

Has your customer indicated that they are not satisfied with your service or
products? Listen to their story. Don't defend yourself right away, but let your
customer tell their story. By really listening to them, you communicate to your
customer that you are taking them seriously. This often helps to take away a large

part of the anger of your customer.

Stay business-like

It you have a business issue with your customer, then it is important to stay in a

WWW.BIERENSGROUP.COM
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business relationship. Do not be tempted to respond emotionally to your
customer's complaint. If you remain calm yourself, this will ultimately have a

positive effect on the conversation with your customer.

Apologize

—ven if you are not wrong: indicate that you find it annoying that your customer is

not satisfied with the service or products. Make it clear that a good service or
high-quality product is very important to your organization and that you want to

solve the problem as quickly as possible.

Get to the bottom of the complaint

-ind out what exactly is going on internally. Is the customer right? What exactly

happened? How could the problem possibly be solved? Find out and
communicate this back to the customer. This way, your customer also has the

feeling that their complaint is taken seriously.

Does it appear that your customer is wrong? Did you adhere to the agreements in

the contract? Then also link this back. Indicate that clear agreements have been
made and that you have complied with them. And that you expect the same from

your customer concerning the payment of your invoice.

WWW.BIERENSGROUP.COM
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O. Signals that your

customer IS not going
to pay

Jsually, an outstanding invoice doesn't come up
unexpectedly. In many cases, there are earlier indications

that a customer isn't going to pay. Wondering what to look
out for and how to respond to this? Our debt collection

specialists and lawyers explain what signals you should
pay attention to that indicate a customer isn't going to pay

or that there is an imminent bankruptcy or potential fraud.

WWW.BIERENSGROUP.COM
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Chapter 6 : Signals that your customer Is not going to pay
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Late payments

|s your customer only paying the invoices after the agreed payment period? This

IS often a clear indication that the financial administration of a company is not in
order. Or that there are not enough resources to pay the invoices on time. This is
true if your customer used to pay the invoices on time. You should contact your
customer to discuss this. This way you can find out where the changing payment

behavior comes from.

Changing purchasing behavior

Do you have a customer who regularly buys your products or services and then
suddenly their business decreases? That is always a signal that your organization
needs to take action. It a company runs well, the business will try to streamline

the purchasing as much as possible.

When suddenly less is purchased, it may be that your customer is less satisfied
with your services or goods. But it can also just be that your customer is facing

some difficulties. This is always a reason to immediately contact your customer.

This also applies if your customer suddenly wants to place a high volume order.
Sometimes a customer who is heading for bankruptcy suddenly buys much more.
They know that they will not be able to make future purchases, or they can only

buy goods for cash. So be alert for this.

Request for postponement of payment
Has your customer asked for a postponement of the payment term or has your

customer proposed a payment arrangement? If you have a good customer

relationship, it can be attractive to be flexible about the payment. Be aware that it

'S a signal that your customer's financial situation is not healthy at the moment.

WWW.BIERENSGROUP.COM
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't you decide to agree to a payment arrangement, it is always advisable to make

clear agreements about this and to record them in writing. Payment
arrangements should be ‘one-offs’ and certainly not made a habit of. This way,
you prevent invoices from piling up and ultimately avoid not getting paid for your

products or services.

Change of personnel

't you decide to agree to a payment arrangement, it is always advisable to make

clear agreements about this and to record them in writing. Payment
arrangements should be ‘one-offs’ and certainly not made a habit of. This way,
you prevent invoices from piling up and ultimately avoid not getting paid for your

products or services.

Communication IS poor
When you conduct business with a company, the communication between you

and their company needs to run smoothly. Are you finding it difficult to get in

touch with the company? For example, because the company is difficult to reach

by telephone or e-mails are not answered? This can also be a sign that the

company is not doing well financially. Businesses who see their company go

down, often show flight behavior. Often this business prefers to avoid their

creditors, rather than fighting for the survival of their company. Either they deny or

downplay the deteriorating situation.

Chapter 6 : Signals that your customer is not going to pay WWW.BIERENSGROUP.COM
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Collaborating with other departments

L ate payments and requests for deferment of payments are matters that the
finance department is faced with. However, an employee in accounts receivable
management is often unaware of changing purchasing behavior. This is
something that the sales department has to deal with. make sure that there is

internal cooperation. If all forces are combined, outstanding invoices can be

better prevented.

More information
Do you recognize any of these signals and do you feel that your customer may be
experiencing financial problems? Then contact us for more information. We will

be happy to give you honest and clear advice on how to deal with non-paying

customers.

Chapter 6 : Signals that your customer is not going to pay WWW.BIERENSGROUP.COM
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What information does
a good Invoice need to
Include?

When you have delivered a product or service to your
customer, you want to get paid for it. To prevent non-
payment, it is important to send a good invoice quickly. If
your customer knows exactly what is expected of them,
there is a greater chance that an invoice will be paid. But

what exactly does a good invoice have to include?

WWW.BIERENSGROUP.COM
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Include mandatory detalls on the invoice

An invoice must meet a number of requirements. For example, there are a
number of details that you are required to include on the invoice. If you don', then
your invoice is not legally valid. For example, your recipient will not be able to
make use of the VAT deduction. Therefore, make sure that the following

information is stated on your invoice:

» Your VAT number

» Your company number

» An invoice number or unique serial number
» Invoice date or date of issue of the invoice
» Your name and address

» Number of goods or services supplied

» The amount you charge exclusive of VAT

» The VAT rate you charge

» The amount of VAT

Make sure the invoice matches the quote

When entering into an agreement, you will have already agreed on the price for
the products or services. Make sure that the invoice corresponds to these
agreements. If there are suddenly all kinds of extra costs or surcharges, you can
assume that your customer will reject your invoice. It any additional costs are
incurred, you should inform the customer immediately. This way, the invoice is

not a surprise to your customer and the chance that your invoice will be rejectea

IS Minimized.

Mention the payment details on the invoice

't may sound obvious, but if you want your invoice to be paid quickly, it is
important to clearly state the payment details on the invoice. To which bank
account should the amount be transferred? And what is the name of the account
number? Make sure that this information is clearly stated on the invoice and that

your customer doesn’t have to look for where the money should be transferred to.

Chapter 7 : What information does a good invoice need to include? WWW.BIERENSGROUP.COM



29

Chapter 7 : What information does a good invoice need to include?

Use a payment term
Let your customer know when the payment for the invoice has to be received.

Have you made agreements about this before such as in the general terms and

conditions? Then use this payment term. For business customers, a payment

term of between 14 and 30 days is common. |If no agreements have been made,

then the statutory payment term of 30 days after receipt of the invoice applies

automatically.

Give clear payment instructions
In addition to the payment details, it is also important to provide clear payment

instructions. When should the payment for the invoice be received? It is better to

mention a concrete date instead of ‘payment within 14 days'. Also, does your

customer have to provide an invoice number or a customer number with the

payment? Put this clearly in the box. The clearer your instructions are, the greater

the chance that your invoice will be paid quickly.

Send the Iinvoice as soon as possible
Don't wait too long to send your invoice. It is best to send the invoice immediately

after completion of the work. Then, this is still top of mind' for your customer.

Digital invoices or by post?
't doesn't matter whether you send the invoice to your customer by post or e-mail.

Both are legally valid. It is advisable to use the same means of communication
that you previously used with your customer. Is everything via e-mail? Then you

can also send the invoice by e-mail. Nowadays most invoices are sent by e-mail.

't you send invoices digitally, make sure that you send the invoice as a PDF and
not as a Word file. This protects your invoice as changes cannot be made to the

content of your invoice once converted to a PDF. A Word file can be modified.

WWW.BIERENSGROUP.COM
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8. Still have outstanding
Involces?

Although you can take many measures to prevent
outstanding invoices, it is always possible that customers
will not pay. In cases like these, our collection specialists
and lawyers can help you to collect your outstanding
invoice. You don't have to call us immediately if you have
an outstanding invoice. After all, there are several things
you can do yourself before engaging an external debt
collection agency. For example, sending a good payment
reminder or calling your debtor.
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