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We live in a world of KPIs and benchmarks. Which ones do
you depend on the most? In a 2021 study commissioned by
Billtrust, over 350 accounting/finance senior leaders were
asked to rank their top three most-used A/R benchmarks. They
are Days Sales Outstanding (28%), Collections Effectiveness (27%) and Customer Satisfaction (23%). Bad Debt-toSales-Ratio (22%) and Staff Productivity (21%) were a very
close 4th and 5th place.
If you’re tracking DSO and Collections Effectiveness, which
compares what was collected in a given time period to what
receivables were available for collection, the Credit Research
Foundation offers you a great way to benchmark your performance. Their quarterly DSO Report contains both DSO and
Credit Effectiveness Index information with breakdowns by
industry, providing an important benefit to their members.

The eCredit News is
produced in partnership with the
ACA, NACS Credit
Services and Credit Today.
Online at www.credittoday.com

What I found both interesting and heartening about what the
survey revealed was that “Customer Satisfaction” was in the
top three. It tells us that this important metric is no longer just
the purview of sales, marketing or customer service. Now A/R
pros are increasingly dialed into this. It also made me wonder
– what makes customers truly satisfied?
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Customer satisfaction is a direct result of great customer service, which can be employed in any
part of the order-to-cash process, such as automating credit applications with fast approval,
providing well-designed invoices, offering multiple ways to pay and offering proactive, automated collections activities that tailor the payment process to customers’ individual needs and
preferences. Having a modernized, automated A/R system which can perform these functions is
critical and, not surprisingly, when asked to identify the benefits of modernization, the biggest
benefit seen by Billtrust survey respondents is increased satisfaction/improved customer experience (41%) and delivery of invoices in a way that customers want (39%).
It is important to note that “meeting the needs of customers” in a B2B environment is more
challenging than ever. This is because of the fast pace in which accounts payable departments
are deploying new technology. It used to be that only larger companies were using third-party
A/P solutions. Now we see these services used by firms across the board regardless of size. This
means there are greater demands on suppliers for how invoices are delivered (e.g., into A/P portals), and there are greater demands on how suppliers receive payments. These new demands
create friction that can impact “customer satisfaction.”
Among B2B businesses, the C-suite has traditionally viewed the role of A/R as a key process
for optimizing cash flow. In fact, the survey showed that 82% of respondents feel that their
company's C-suite views A/R as solely focused on cash flow, however, we see this is changing.
I would imagine that when we conduct this survey in a few years, we will see that number decline dramatically. C-level execs are already stepping up their investments in A/R automation,
not just to achieve greater efficiency, but because of the pressure they are facing from their customer base to meet their preferences.
More modernization and automation, as well as digitization, give A/R teams the freedom to rise
above day-to-day, task-oriented work, allowing them to anticipate issues and concentrate on the
bigger picture. A/R is already starting to be viewed as not just a key driver of cash flow, but also a key driver of customer satisfaction.
So, what are the best ways you can achieve great customer service? Allow buyers the ability to
do business with you based on their preferences. A/R teams are tasked with supporting a more
diverse customer base than ever. With new technology, suppliers are able to automate invoice
submissions into a multitude of different A/P portals, accept electronic payment types from a
buyer’s preferred A/P platform and receive remittances in a format ready to import into your
ERP. That’s what buyers really want.
Historically, B2Bs have lagged behind when it comes to delivering a seamless customer experience, but digitization has opened up a whole new world of possibility and opportunity for you
to serve your customers in the ways they expect to be served.
This article was originally published in the
Credit Research Foundation 2Q 2021 Perspective
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For additional information regarding this contact us at
nacskc@nacskc.com.
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Credit Professionals Alliance has been working hard to provide our clients with the most
up-to-date webinars concerning today’s challenges in the credit field. Watch your email
for upcoming registration information on all of the following webinars.
January 11th:
January 20th:
January 23rd:

Collection Principles “Why We Continue to Have Debtors”
The Benefits of UCC Filings
Understanding the Lien and Bond Claim Process:
Secure Your Right to Get Paid

Be sure to check out our website www.nacskc.com/education.html for additional educational
opportunities as these are constantly being updated.

Are you looking for Certification and Certificate opportunities? Credit Professionals Alliance
can lead you in the right direction, contact Rhonda Ross for additional information at
rross@nacskc.com or (913) 383-9300.
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Educational Update:
Credit Research Foundation Webinars

January 2022
CRF offers a variety of educational programs: Proctored Courses, On-Demand Courses as well as
webinars.
March 14-16, 2022

CRF March Forum—San Diego, CA

August 8-10, 2022

CRF August Forum & Expo—Louisville, KY

November 7-9, 2022

CRF November Forum—Phoenix, AZ

It is very simple to participate: Go to http://www.crfonline.org and click on the Education.

Now offering a Certificate Program!
For additional information go to http://www.crfonline.org/events/current.asp

The following webinars are being offered by NCS Credit
to register for these go to: www.ncscredit.com/education-center/webinars
January 4, 2022
Webinar: The Basics of the UCC Process
January 18, 2022
Webinar: The Basics of the Lien and Bond Claim Process

