
Monday, September 9, 2019 

Earthborne Inc., Warrington, 

PA, 8am ς 4pm 

MUST RSVP BY 9/2/19 ς CLASS 

SIZE IS LIMITED TO THE FIRST 30 

t9ht[9 ²Ih w9{thb5Χbh 

CHARGE AND LUNCH IS INCLUDED. 

(SEE PAGE 2 TO REGISTER) 
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How to Deal w/ Difficult Customers:           

9 Proven Tips: 

5ŜŀƭƛƴƎ ǿƛǘƘ ŘƛŦŦƛŎǳƭǘ ŎǳǎǘƻƳŜǊǎ Ŏŀƴ ōŜΧ ǿŜƭƭΣ ŘƛŦŦƛŎǳƭǘΣ ōǳǘ ƛǘ ŘƻŜǎƴΩǘ 

have to be. With the right attitude and action steps, you can effectively 

navigate these tricky customer situations and emerge (hopefully) 

unscathed. 

 

1. Have the right mental attitude 

Take a few seconds to breathe and put yourself in the right mindset before dealing 

ǿƛǘƘ ǘƘŜ ŎǳǎǘƻƳŜǊΦ wŜƳƛƴŘ ȅƻǳǊǎŜƭŦ ǘƘŀǘ ǘƘŜ ŎǳǎǘƻƳŜǊ ƛǎƴΩǘ ƴŜŎŜǎǎŀǊƛƭȅ ƳŀŘ ŀǘ ȅƻǳΣ ōǳǘ 

ǊŀǘƘŜǊΣ ǘƘŜȅΩǊŜ ƳƛŦŦŜŘ ŀōƻǳǘ ǘƘŜ ǎƛǘǳŀǘƛƻƴΦ 

Having the right mental attitude will help prevent your buttons from getting pushed 

and enable you to respond in a calm and professional manner. 

2. Develop thick skin 

Along with having the right mental attitude is developing a thick skin and training 

yourself to not shrink from difficult situations.  

IŜ ŎƻƴǘƛƴǳŜǎΣ άǘƘŜ Ƴƻǎǘ ŜŦŦŜŎǘƛǾŜ ǘƛǇ ǘƘŀǘ Ƙŀǎ ƘŜƭǇŜŘ ƳŜ ǘƻ ŘŀǘŜ ƛǎ ǘƻ ŘŜǾŜƭƻǇ ǘƘƛŎƪ 

skin. That is, to let go of fear. I started viewing difficult customers as a new challenge 

rather than a condemnation. Start assuming that these customers are preparing you 

for a better futureΦέ         (continued on page 2) 
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3. Hear the customer out and empathize with them 

tŜƻǇƭŜ ǿƘƻ ŀǊŜ ǳǇǎŜǘ ƴŜŜŘ ǘƻ ōŜ ƘŜŀǊŘΣ ǎƻ ƭŜǘ ȅƻǳǊ ŎǳǎǘƻƳŜǊǎ ǘŀƭƪΣ ŀƴŘ ŘƻƴΩǘ ƛƴǘŜǊǊǳǇǘ ǘƘŜƳΦ ά[Ŝǘ ǘƘŜ ŎƭƛŜƴǘ ǾŜƴǘ ŀōƻǳǘ 

ǘƘŜ ǎƛǘǳŀǘƛƻƴ ƛŦ ŀǘ ŀƭƭ ǇƻǎǎƛōƭŜΣέ ŀŘǾƛǎŜǎ /ŀǊǊƛŜ ¢ƘƻƳǇǎƻƴΣ CŀŎƛƭƛǘȅ aŀƴŀƎŜǊ ŀǘ !ŦŦƻǊŘŀōƭŜ aƛƴƛ {ǘƻǊŀƎŜΦ ά5ƻƴΩǘ ŀƭƭƻǿ 

physical violence or threats (time to call the police!). Allowing a client to fully verbalize their complaint or anger is 

ǾŀƭǳŀōƭŜΦ aŀƴȅ ƛǎǎǳŜǎ ŀǊƛǎŜ ƻǊ ŜǎŎŀƭŀǘŜ ōŜŎŀǳǎŜ ǘƘŜ ŎƭƛŜƴǘ ŘƛŘƴΩǘ ŦŜŜƭ ƭƛƪŜ ǘƘŜȅΩŘ ōŜŜƴ ƘŜŀǊŘΦέ 

Here are a few things to keep in mind when listening to customers: 

Practice active listening  

!ǘ ǘƘƛǎ ǎǘŀƎŜΣ ƛǘΩǎ ƛƳǇƻǊǘŀƴǘ ǘƻ ŜƴƎŀƎŜ ƛƴ ŀŎǘƛǾŜ ƭƛǎǘŜƴƛƴƎΣ ǿƘƛŎƘ ƛǎ ǘƘŜ 

practice of consciously assimilating what the other party has to say, 

instead of just standing silently in front of them. This will help make a 

ƎƻƻŘ ƛƳǇǊŜǎǎƛƻƴ ŀƴŘ ƛǘΩƭƭ ŀƭƭƻǿ ȅƻǳ ǘƻ ǊŜŀƭƭȅ ǘŀƪŜ ƛƴ ǿƘŀǘ ǘƘŜ ŎǳǎǘƻƳŜǊ ƛǎ 

saying, so you can (if possible) resolve their issue efficiently. 

Active listening also entails that you listen with your whole body. This 

means using positive body language such as having an open stance and 

ƴƻŘŘƛƴƎ ŀƭƻƴƎ ǘƻ ǎƘƻǿ ǘƘŜ ƻǘƘŜǊ ǇŜǊǎƻƴ ǘƘŀǘ ȅƻǳΩǊŜ ƭƛǎǘŜƴƛƴƎΦ 

aŀƪŜ ǘƘŜƳ ŦŜŜƭ ǘƘŀǘ ǘƘŜȅΩǊŜ ǘŀƪŜƴ ǎŜǊƛƻǳǎƭȅ 

Gary Johnson, a Senior Consultant at Prevention Advisors, recommends that ȅƻǳ ǎƘƻǿ ŎǳǎǘƻƳŜǊǎ ǘƘŀǘ ȅƻǳΩǊŜ ǘŀƪƛƴƎ ǘƘŜƛǊ 

concerns seriously. According to him, this can be done by maintaining eye contact and exhibiting the right non-verbal 

behaviors (like not smiling, excessively nodding, or rolling your eyes τ more on this below). 

ά/ŀƭƭ ȅƻǳǊ ŎǳǎǘƻƳŜǊ ōȅ ƴŀƳŜΣ ƛŦ ǇƻǎǎƛōƭŜΣέ ƘŜ ŀŘŘǎΦ Lǘ ƳŀƪŜǎ ǇŜƻǇƭŜ ŦŜŜƭ ǘƘŀǘ ǘƘŜȅΩǊŜ ōŜƛƴƎ ƘŜŀǊŘ ŀƴŘ ŎƻǳƭŘ ƘŜƭǇ ŎŀƭƳ 

them. 

Respond with empathy 

ά²ƘŜƴ ǎƻƳŜƻƴŜ ȅŜƭƭǎ ŀǘ ǳǎΣ ƻǳǊ ƴŀǘǳǊŀƭ ǊŜǎǇƻƴǎŜ ƛǎ ǳǎǳŀƭƭȅ ǘƻ ǊŜǎǇƻƴŘ ǿƛǘƘ ŜƛǘƘŜǊ ŀƴƎŜǊ ƻǊ Ǝƻ ƛƴǘƻ ŘŜŦŜƴǎŜ ƳƻŘŜ. Avoid 

ǘƘŜǎŜ ŀǘ ŀƭƭ ŎƻǎǘǎΣέ ǎŀȅǎ Cƛƻƴŀ !ŘƭŜǊΣ CƻǳƴŘŜǊ ŀǘ !ŎǘƛƻƴŜŘΦŎƻƳΦ 

ά²ƘŜǘƘŜǊ ƻǊ ƴƻǘ ȅƻǳ ǘƘƛƴƪ ǘƘŜǊŜΩǎ ŀ ǊŜŀƭ ǇǊƻōƭŜƳΣ ƛǘΩǎ ǊŜŀƭ ŦǊƻƳ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ǇŜǊǎǇŜŎǘƛǾŜΣ ǎƻ ǘƘŜ ŀǇǇǊƻǇǊƛŀǘŜ ŜƳƻǘƛƻƴ 

ŦƻǊ ȅƻǳ ǘƻ ǊŜǎǇƻƴŘ ǿƛǘƘ ƛǎ ΨŜƳǇŀǘƘȅΩΦ {ŀȅ ǘƘƛƴƎǎ ƭƛƪŜΤ ΨL Ŏŀƴ ǎŜŜ ǿƘȅ ȅƻǳΩǊŜ ŘƛǎŀǇǇƻƛƴǘŜŘΩ ƻǊ ΨhƘ ŘŜŀǊΣ ǘƘŀǘΩǎ ƴƻǘ ǿƘŀǘ ȅƻǳ 

ǿƻǳƭŘ ƘŀǾŜ ŜȄǇŜŎǘŜŘΩ ƻǊ ΨL Ŏŀƴ ǳƴŘŜǊǎǘŀƴŘ ǿƘȅ ȅƻǳΩǊŜ ǳǇǎŜǘΦΩ 

4. Be mindful of your verbal and non-verbal cues 

The things you say τ ŀƴŘ ŘƻƴΩǘ ǎŀȅ τ can significantly affect the outcome of any customer interaction. Signs of boredom, 

impatience, or aggression will only escalate the situation. So, be very mindful of your words and the body language you 

project. 

 

 

 

HOW TO DEAL WITH DIFFICULT CUSTOMERS ς MAY SEEM COMMON SENSE BUT YOU 
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Here are a few tips to help you do just that: 

Verbal 

¦ǎŜ άǇƘǊŀǎŜǎ ƻŦ ŎƻǳǊǘŜǎȅΦέ !Ŏcording to Renée Evenson, author of Powerful Phrases for Effective Customer Service, 

ά/ǳǎǘƻƳŜǊǎ ŀǇǇǊŜŎƛŀǘŜ ōŜƛƴƎ ǘǊŜŀǘŜŘ ŎƻǳǊǘŜƻǳǎƭȅΣ ǎƻ ǿƘŜƴ ȅƻǳ ƛƴǘŜǊƧŜŎǘ ǿƻǊŘǎ ŀƴŘ ǇƘǊŀǎŜǎ ƻŦ ŎƻǳǊǘŜǎȅ ŀǇǇǊƻǇǊƛŀǘŜƭȅ 

throughout your conversations, you show your customers hƻǿ ȅƻǳ ǊŜǎǇŜŎǘ ǘƘŜƳΦέ 

Non-verbal 

Be careful with the non-verbal cues that you give off. 

ά.ƻŘȅ ƭŀƴƎǳŀƎŜ ƛǎ ŀƴ ƛƳǇƻǊǘŀƴǘ ǘƻƻƭ ŦƻǊ ǎƘƻǿƛƴƎ ŀ ŎǳǎǘƻƳŜǊ ȅƻǳ ŀǊŜ ǎŜǊƛƻǳǎ ŀōƻǳǘ ǊŜǎƻƭǾƛƴƎ ǘƘŜ ƛǎǎǳŜΣέ ǎŀȅǎ [ŀǳǊƛŜ DǳŜǎǘΣ 

an author, trainer and keynote speaker with a focus on customer service. 

άbƻŘŘƛƴƎΣ ŜȅŜ ŎƻƴǘŀŎǘΣ ŀƴŘ ƴƻǘŜ ǘŀƪƛƴƎ ŀǊŜ ŀƭƭ ŜȄŎŜƭƭŜƴǘ ƳƻŘŜǎ ƻŦ ǎƛƭŜƴǘ ŎƻƳƳǳƴƛŎŀǘƛƻƴΦ aƻǎǘ ƛƳǇƻǊǘŀƴǘƭȅΣ ƪŜŜǇ ǉǳƛŜǘΦ LŦ 

you interrupt, the person will assume you are not listening and often feel the need to start over again. Patiently listen to 

ǘƘŜ ǿƘƻƭŜ ǎǘƻǊȅΦέ 

You should also avoid defensive or hostile gestures such as closed fists or folded arms as they could aggravate the 

customer. 

5Φ /ƻƳƳǳƴƛŎŀǘŜ ǿƘŀǘ ȅƻǳ Ŏŀƴ ŀƴŘ ŎŀƴΩǘ ǘƻ ŀōƻǳǘ ǘƘŜƛǊ ǎƛǘǳŀǘƛƻƴ  

hƴŎŜ ȅƻǳΩǾŜ ƘŜŀǊŘ ǿƘŀǘ ǘƘŜ ŎǳǎǘƻƳŜǊ Ƙŀǎ ǘƻ ǎŀȅΣ ȅƻǳΩƭƭ ƴŜŜŘ ǘƻ ǘŀƭƪ ǘƻ ǘƘŜƳ ŀōƻǳǘ ǿƘŀǘ ȅƻǳ 

Ŏŀƴ ŀƴŘ ŎŀƴΩǘ ŘƻΦ !ƴƴŜ aƛƴŜǊ ƻŦ ¢ƘŜ 5ǳƴǾŜƎŀƴ DǊƻǳǇ ǊŜŎƻƳƳŜƴŘǎ ǘƘŀǘ ȅƻǳ ǎǘŀǊǘ ōȅ ŎƭŀǊƛŦȅƛƴƎ 

and apologizing. 

άhƴŎŜ ȅƻǳ ƘŀǾŜ ƘŜŀǊŘ ǘƘŜ ǎǘƻǊȅΣ ŀǎƪ ǉǳŜǎǘƛƻƴǎ ǘƻ ŎƭŀǊƛŦȅ ǿƘŜǊŜ ƴŜŎŜǎǎŀǊȅΦ ¢ƘŜƴΣ ŀǇƻƭƻƎƛze τ 

tell the customer you are sorry they have had this experience, feel this way or whatever is 

ŀǇǇǊƻǇǊƛŀǘŜΦέ 

CǊƻƳ ǘƘŜǊŜΣ  ǇǊƻŎŜŜŘ ōȅ ŎƻƳƳǳƴƛŎŀǘƛƴƎ ǿƘŀǘ ȅƻǳ Ŏŀƴ ŀƴŘ ŎŀƴΩǘ Řƻ ŀōƻǳǘ ǘƘŜƛǊ ǇǊƻōƭŜƳΦ ²ƘŀǘŜǾŜǊ ȅƻǳ ǎŀȅΣ ǘƘƻǳƎƘΣ ǎŜŜ ǘƻ 

ƛǘ ǘƘŀǘ ȅƻǳ Řƻ ǎƻƳŜǘƘƛƴƎΦ άbŜǾŜǊ ǎŀȅΥ ά¢ƘŜǊŜΩǎ ƴƻǘƘƛƴƎ L Ŏŀƴ ŘƻΦέ ¢Ƙŀǘ ǎǘŀǘŜƳŜƴǘ ƛǎ ƭƛƪŜ ƎŀǎƻƭƛƴŜ ƻƴ ŀ ŎŀƳǇŦƛǊŜΦ !ƭǘƘƻǳƎƘ ƛǘ 

Ƴŀȅ ǊŀƴƎŜ ŦǊƻƳ ǎƛƳǇƭȅ ƎŀǘƘŜǊƛƴƎ ŦŀŎǘǎ ǘƻ ǎƻƭǾƛƴƎ ǘƘŜ ǇǊƻōƭŜƳΣ ǘƘŜǊŜΩǎ ![²!¸{ ǎƻƳŜǘƘƛƴƎ ȅƻǳ Ŏŀƴ ŘƻΦ  

aƛƴŜǊ ŜŎƘƻŜǎ ǘƘƛǎ ŀŘǾƛŎŜΦ ά¢Ŝƭƭ ǘƘŜ ŎǳǎǘƻƳŜǊ ǿƘŀǘ ȅƻǳ /!b do for them τ issue a refund, a credit, or a discountΦέ 

bƻǿΣ ǿƘŀǘ ƘŀǇǇŜƴǎ ǿƘŜƴ ȅƻǳ ŎŀƴΩǘ ōŜƴŘ ǘƻ ȅƻǳǊ ŎǳǎǘƻƳŜǊΩǎ ǿƛǎƘŜǎΚ 

IŜǊŜΩǎ ŀƴ ŀŘŘƛǘƛƻƴŀƭ ǘƛǇΥ ƛŦ ǇƻǎǎƛōƭŜΣ ƭŜǘ ǘƘŜ ŎǳǎǘƻƳŜǊ ƪƴƻǿ ŀōƻǳǘ ǘƘŜ ŎƘŀƴƎŜǎ ǘƘŀǘ ȅƻǳΩƭƭ ƳŀƪŜ ŀǎ ŀ ǊŜǎǳƭǘ ƻŦ ǘƘŜƛǊ 

complaint. 

άaŀƪŜ ǘƘŜ ŎǳǎǘƻƳŜǊ ŦŜŜƭ ƭƛƪŜ ǘƘŜȅΩǾŜ ƳŀŘŜ ŀ ŘƛŦŦŜǊŜƴŎŜΣέ ŀŘǾƛǎŜǎ !ŘƭŜǊΦ ά¢ƘŜ ƭŀǎǘ ǘƘƛƴƎ ŎǳǎǘƻƳŜǊǎ ǿŀƴǘ ƛǎ ǘƻ ŦŜŜƭ ƭƛƪŜ ǘƘŜƛǊ 

feeŘōŀŎƪ ƛǎ ƎƻƛƴƎ ƴƻǿƘŜǊŜΦ aŀƪŜ ǎǳǊŜ ǘƘŀǘ ȅƻǳ ƭŜǘ ǘƘŜƳ ƪƴƻǿ ǘƘŀǘ ȅƻǳΩǊŜ ǾŜǊȅ ƎǊŀǘŜŦǳƭ ǘƘŜȅ ŀƭŜǊǘŜŘ ȅƻǳ ǘƻ ǘƘƛǎ ǇǊƻōƭŜƳΦ 

¢ƘŜƴ ƭŜǘ ǘƘŜƳ ƪƴƻǿ ǘƘŜ ǎǘŜǇǎ ǘƘŀǘ ǿƛƭƭ ōŜ ǘŀƪŜƴ ǘƻ ŜƴǎǳǊŜ ǘƘŜ ǎŀƳŜ ǘƘƛƴƎ ǿƻƴΩǘ ƘŀǇǇŜƴ ǘƻ ƻǘƘŜǊ ŎǳǎǘƻƳŜǊǎΦέ 

6. Act quickly 

If you can resolvŜ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ǇǊƻōƭŜƳ ƛƳƳŜŘƛŀǘŜƭȅΣ ǘƘŜƴΣ ōȅ ŀƭƭ ƳŜŀƴǎΣ Řƻ ǎƻΦ ¢Ƙƛǎ Ƙŀǎ ǎŜǾŜǊŀƭ ōŜƴŜŦƛǘǎΥ 

CƻǊ ƻƴŜΣ ōŜƛƴƎ ŀōƭŜ ǘƻ ǉǳƛŎƪƭȅ ŀŘŘǊŜǎǎ ŀ ŎǳǎǘƻƳŜǊΩǎ ŎƻƴŎŜǊƴǎ Ƴŀȅ Ƨǳǎǘ ǘǳǊƴ ǘƘŜƛǊ ƴŜƎŀǘƛǾŜ ŜȄǇŜǊƛŜƴŎŜ ƛƴǘƻ ŀ ǇƻǎƛǘƛǾŜ ƻƴŜΦ LŦ 

you can get on top of things and satisfy the customer, the more likely they are to refer to you friends and family members. 
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7. Compensate for their discomfort (if necessary) 

¢ŀƪƛƴƎ ǘƘƛǎ ǎǘŜǇ ƛǎƴΩǘ ŀƭǿŀȅǎ ƴŜŎŜǎǎŀǊȅ ŀƴŘ ŘŜǇŜƴŘǎ ƻƴ ǘƘŜ ǎƛǘǳŀǘƛƻƴΦ CƻǊ 

instance, if the issue is due to an error on your part, it may behoove you to do 

something extra for the customer. 

Jason Perkins of San Diego SEO Firm suggests providing additional compensation 

to make up for any mistakes or issues. 

άDƛǾŜ ǘƘŜƳ ǎƻƳŜǘƘƛƴƎ ǘƻ ŎƻƳǇŜƴǎŀǘŜ ŦƻǊ ǘƘŜ ŘƛǎŎƻƳŦƻǊǘΦ ²ƘŜƴ customers 

complain about something, either it has to do with your service or with the 

people who are working for you. If they feel that they are not being serviced 

ǇǊƻǇŜǊƭȅΣ ȅƻǳ ƘŀǾŜ ǘƻ ƎƛǾŜ ǘƘŜƳ ǎƻƳŜǘƘƛƴƎ ǘƻ ƳŀƪŜ ǳǇ ŦƻǊ ǘƘŜ ƳƛǎǘŀƪŜΣέ ƘŜ ǎŀȅǎΦ 

 

8.  Make a ƧǳŘƎƳŜƴǘ ŎŀƭƭΥ ²ƛƭƭ ȅƻǳ ǘƻƭŜǊŀǘŜ ǎƻƳŜƻƴŜ ǿƘƻΩǎ ōŜƛƴƎ ŘƻǿƴǊƛƎƘǘ ƻōƴƻȄƛƻǳǎ ƻǊ ǳƴŦŀƛǊΚ 

LŦ ǘƘŜ ǎƛǘǳŀǘƛƻƴ ǊŜŀŎƘŜǎ ŀ Ǉƻƛƴǘ ǿƘŜǊŜ ǘƘŜ ŎǳǎǘƻƳŜǊ ŎǊƻǎǎŜǎ ǘƘŜ ƭƛƴŜ ŀƴŘ ōŜŎƻƳŜǎ ŘƻǿƴǊƛƎƘǘ ǊǳŘŜ ŀƴŘ ǳƴŦŀƛǊΣ ȅƻǳΩƭƭ ƴŜŜŘ 

to make a judgment call on giving them what they waƴǘ ǾŜǊǎǳǎ άŦƛǊƛƴƎέ ǘƘŜƳΦ 

¸ŜǎΣ ŎƘƻƻǎƛƴƎ ǘƘŜ ƭŀǘǘŜǊ ǿƻǳƭŘ ƳŜŀƴ ǘƘŀǘ ǘƘŜȅΩƭƭ ƴŜǾŜǊ hire you to work for them again, but keeping a problematic 

customer can be just as bad. 

!ǎ ŎǳǎǘƻƳŜǊ ǎŜǊǾƛŎŜ ŀƴŘ ǎǇŜŀƪŜǊ {ƘŜǇ IȅƪŜƴ Ǉǳǘǎ ƛǘΣ άƛŦ ǘƘŜ ŎǳǎǘƻƳŜǊ ŎǊƻǎǎŜǎ ǘƘŜ ƭƛƴŜΣ ƛt may be time to fire the 

customer, politely sending them on their way to the competition. A bad customer can hurt morale and make the 

working environment uncomfortable.  

 

9Φ 5ƻƴΩǘ ŦƻǊƎŜǘ ŀōƻǳǘ ȅƻǳǊ ŜƳǇƭƻȅŜŜǎ 

Make sure you have a solid team who can support your customer service 

efforts. Part of doing this means rewarding your employees for the hard 

ǿƻǊƪ ǘƘŀǘ ǘƘŜȅΩǾŜ ōŜŜƴ ŘƻƛƴƎΦ  

άLƴŎŜƴǘƛǾƛȊƛƴƎ ǿƻǊƪŜǊǎ ǘƻ ŜŦŦŜŎǘƛǾŜƭȅ ƘŀƴŘƭŜ ŘƛŦŦƛŎǳƭǘ ƻǊ ƛǊŀǘŜ ŎǳǎǘƻƳŜǊǎ 

ǊŀƛǎŜǎ ǘƘŜ ǿƻǊƪǇƭŀŎŜΩǎ ƻǾŜǊŀƭƭ ƳƻǊŀƭŜ ŀƴŘ ǇǳǎƘŜǎ ƘƛƎƘŜr standards of 

customer service. You can do this by implementing rewards systems, 

increasing wages, or by simply giving praise goes a long way!έ 
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 5 Tips to Ensure Customers Pay You On Time--Every business runs into deadbeat 

customers. Here's how to make sure they don't take advantage of you. 

BY HOWARD GREENSTEIN 

No one likes doing work and not being paid for it. Yet let's face it: We business owners know it happens all the time.  

RocketLawyer.com recently released a survey of 475 members on its website: 25 percent had trouble collecting 

payments, and of those, 60 percent had to write off bad debt. As a bonus, the survey release included Rocket Lawyer's 

tips for getting paid. I thought they were worth passing on: 

1. Perform a background check. 

Check the client and make sure they have good credit. If you can't afford the credit check services or if you're not sure 

about the client's ability to pay, get a portion of the project up front before you start. 

2. Create and sign a contract. 

A contract not only protects you, but it protects the customer as well. A contract should spell out deliverables the client 

will get as well as the payments the client will make to you, along with a schedule. According to Vito Mazza, Senior 

Consultant at GreenFlag Profit Recovery, "In the current environment, people should start considering 20-day terms for 

payment instead of the standard 30 days." 

3. Bill customers consistently. 

Bill on a schedule that keeps them from "forgetting" they owe you a payment. In the survey, more than 35 percent of 

businesses had one customer that was more than 90 days delinquent. The survey also reports that only 29 percent of 

businesses call customers when they're late. "Regular contact is critical," says Mazza. "Most people wait too long to get 

started asking for money. They don't get paid after 30 days, so they wait until 60 days and send a note, then 90 days they 

send another note." One of Mazza's services includes what he calls "first contact courtesy notices" which go out after a 

client misses the 30-day deadline.  

4. Have your attorney send a letter. 

When I recently ran into a deadbeat in my business, my attorney chose a "take no prisoners" approach that listed possible 

legal actions that would arise should the client fail to respond by a certain date. This did the trick. Remember, though: This 

gambit may be too strong in some cases. You have to weigh such "motivational" tactics against the circumstances of the 

late payment and the nature of your relationship with the client. 

5. Send them to collections. 

If you still can't get the customer to move, find a reputable debt-collection agency. You may give up a percentage of the 

money owed, or pay a flat fee, but you'll likely get something and you'll stop wasting your time on a deadbeat. If you work 

with a debt recovery firm, the industry claims a 12 to 14 percent recovery rate. Mazza claims his strategy recovers 50 

percent and costs are fixed at roughly $12 to $14 per file.  

Don't let customers take advantage of you by making you wait for your cash. 
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