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Late Invoices? 
How to encourage 
your client to pay 
with grace & ease
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Type your question and click Send

Questions?

Alison Wood
Moderator
CCH Learning
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Your Presenter Today
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This session will cover: 
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• 2020 has provided many challenges. Accountants and other professional advisers have been 
in the hot seat to understand new fast-tracked legislation, dramatically different economic 
environment, and to help clients under pressure.

• Accountants and advisers have stepped up and acted with a sense of urgency and a duty of 
care. They have often done a great deal more work for troubled clients. However, client 
payments aren’t always keeping up and invoices are running late. Every professional knows 
that cash is king, but no-one wants to damage long standing relationships.

• In this webinar, you will discover how to:
• Have a courageous conversation with your client with grace and ease
• Strengthen your relationship with your client
• Use one (or more!) of seven effective strategies that help bring your client payments current
• Use these same strategies to help your clients with their own cash flow situation
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Late Invoices? What are they and why do they matter?
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• It’s when you’ve done some work for a client, there is a tacit understanding that they 
will pay you, you’ve issued an invoice and the money hasn’t arrived by the due date.

Problem because:

• It’s energy-sapping

• It has the potential to damage relationships

• You may need or want the money for something else (wages, rent, groceries, baubles)

• You could have used that time working instead for someone who would pay you

• When cashflow gets tight, it can be like not being able to breath

• And it can have an impact on your own sense of self-worth

But when your invoices are all paid up to date…
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• You can focus on better problems

• You can deal directly with your client without being resentful

• You can use the money

7
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Example – Professional Advisors
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• A large European multinational (Aust revenue $500mill) owed them $147k

• Felt outraged, didn’t know what to do, didn’t want to get debt collectors in. But wanted 
to keep working with this client.

• Used some of the strategies that I’m going to talk about, and they got up to date within 
3 weeks

7 Strategies to Encourage Your Clients to Pay Their Late Invoices
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• Not every strategy will suit every situation

• There will always be clients who can’t pay (insolvent) or won’t pay ($#%*!)

For this webinar…

• Consider either:
• 1-2 clients who you want to focus on to pay their late invoices
• 1-2 clients who need their own invoices paid

9
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Best Strategy is Prevention!

11

• Set yourself up for success

1. Set expectations up front

12

• Talk with them before you start the work

• You might issue a written estimate as legal practitioners do 

• Explain when you’re going to send out the invoice, and what your terms are

• “Gary, I’m really looking forward to working with you. Here’s how we do our billing. We 
send out the invoices on the 30th of the month for the month just gone. You’ll take care 
of the invoice within the term period of 7 days. We can spend our time together doing 
great work, and not worrying about the administrative side. Do you see any problem 
with this?”

• For new clients this is relatively easy. For existing clients, especially long standing 
clients, they may not understand why you want to change.
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2. Charge as much as you can up front
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• Similar to putting money into an escrow or trust account

• It can be a deposit, part payment, the entire estimate

• You can increase your estimate by a certain amount (eg $100), and then offer that 
exact amount as a discount (eg $100) for upfront payment. 

• You want ideally to have a deposit put down for any new large piece of undefined 
work, for example, an R&D tax audit

3. Send your own invoices on time, every time
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• If you are worried about late payers, you must send your own invoices out on time

• It’s an signal to your client that you take the back office side of your business 
seriously, that you are a professional, and that you expect others to act the same as 
you

• My plumber only sends an invoice at the end of the month, and if he forgets, then he 
never sends the invoice

• Double check that you sent the invoice and that your payment terms were clear

• Also, make sure your payment address is correct and that your invoice is error-free

• Your email with your invoice shouldn’t be apologetic or guilty, not matter what your 
client’s circumstances are. You need to treat them like they are professionals also.

13

14



13/11/2020

8

Poll Question:

Why is Prevention better than Cure when it comes to 
invoices? 
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• a) You will have a better relationship with your client

• b) You won’t have to spend as much energy on silly things

• c) You’ll have better cashflow

• d) None of the above

• e) All of the above

If your invoice is now late and unpaid, 
it’s time for action!

16
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1. When it is only 1-2 days late… 
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• Get right on top of it – never apologise, never explain

• If it’s late, email them after 1-2 days. Show your client that you’re on top of it. If they 
have an accounts payable department, email immediately after the regular pay cycle if 
you haven’t received the remittance advice.

• "Hi Gary, I do hope all is well. Would you be able to let me know if you'd had a chance 
to pay the attached invoice? Do let me know if you have any questions." 

• You don’t yet need to mention it’s overdue – you want to keep it light.

2. Pick up the phone

18

• Be friendly and ask if there is any issue with payment. This will put the client on the 
spot and make them answer 'yes' or 'no'. From this conversation, you should be able 
to determine your next move. Businesses that chase late payers by phone tend to get 
the best results. Don’t say too much. They’re the ones who need to do the talking. Just 
identify what’s overdue, ask when it will be paid, then wait in silence. 

• Don’t get off the phone till they’ve told you when payment will arrive. Make a note 
when you need to follow up again.

• “Hi Gary, I’m calling about an administrative matter. I sent you an invoice that was due, 
and I couldn’t help but notice that it hasn’t been taken care of. 

• [PAUSE, and IF NOTHING IS FORTHCOMING]   

• When do you expect to take care of it it?”

17
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3. Send a statement and call again
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• If a friendly email reminder doesn't do the trick, submit a statement a couple of days 
later. Again, attach the statement to a friendly email and remind the client that 
payment is now due. Don't resort to being angry or aggressive – keep it warm and 
friendly, but ensure you apply the pressure. It should ensure you get paid.

• Ask if they need help brainstorming a creative solution to help them generate cashflow 
they need to pay you

• For example:
• Follow up their own customers and clients
• Cut expenses
• Prioritise their creditors
• Look for government grants or concessions

4. Work out a payment plan
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• If a customer is having cash flow issues and they simply can't afford to pay your 
invoice in full upfront, setting up a payment plan can be helpful in ensuring you get 
paid. 

• As part of the payment plan, negotiate an amount that the customer can afford, 
specifying over what period of time payments will be made.

• Then put it in writing.

• ”Hi Gary, I wanted to talk with you about your account with us. It’s now fairly overdue. I 
know it’s been an unusual and (I hate to use the word) unprecedented year and 
cashflow has been tight for a while now, but you and I have had a good relationship. I 
thought it might be useful to set up a payment plan to knock the account down a bit. 
You could make some inroads, and it wouldn’t feel so overwhelming. What would be a 
good amount to get started with?”

19
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5. Reduce scope of future work until they’re up to date
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• If you are nervous about the client continuing to run up a big bill, with no sense of 
when their prospects are going to turn around, then you might reduce the amount of 
new work you do.

• If you think they will be a good client again, then you don’t want to abandon them 
entirely, but do consider where you want to put your hours / your team’s hours.

• For example, if you were doing their BAS, annual group certificates, cashflow and 
advisory, then you picked up Jobkeeper… You  might do the JobKeeper and BAS (you 
don’t want them penalised or going somewhere else), but hold off on the advisory until 
they are up to date

• Or you might decide only to look at activities that would help with their cashflow.

6. Don’t deliver the work until you get paid
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• This is fairly standard in the consulting and agency world. 

• It recognises that services are worth more BEFORE they are delivered than AFTER.

• Tell your client the work is ready to deliver. Give them a preview to approve it, and 
then shoot over an invoice. If they really need the work you’ve done, they’ll be sure to 
pay the bill on time. This way, paying you benefits them.

• “Hi Gary, we’ve just pulled together your BAS, and the latest JobKeeper submission. If 
you can take care of the invoice, we can put the JK submission in now, which will 
ensure you get paid at the start of the month.”

• “Hi Gary, we’ve drafted the letter to your litigious ex-partner. In order for us to finalise it 
and send, would you be able to take care of that invoice and make the transfer to the 
trust account?”
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7. Stop work 
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There are three options now:

1. Engage a formal debt collection agency 
• Know that if you engage a formal debt agency, you will need to stop working with/for this 

client

2. Use an assistant or accounts receivable to continue to chase the money

3. Write it off and move on

• “Hi Gary, I do hope you’re well. We’ve previously emailed about your outstanding 
account, however, there has been no movement on the balance. Unfortunately, we will 
need to escalate to the next level to recover these monies. If you are able to make 
payment in the next couple of days, or would like to discuss this, please get in touch 
urgently. You can reply to this email or call on xxx.”

Questions? 

24

• You can type them in the “Questions” box now

• Or contact me via:

• Abbie Widin

• abbie@gtmco.com.au

• Ph: 0407 210 693
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Alison Wood
Moderator
CCH Learning

Upcoming Webinars
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• Business Valuations for Restructures: What You Need to Know

• 18 November

• FBT for Mobile Employees including COVID opportunities and challenges

• 19 November

• Tax Technical Update - November 2020

• 24 November

• Preparing for 'Aged Care Season' and the value of advice

• 25 November 

• Restructuring Options for COVID Impacted Businesses

• 26 November

• Practical Tax Examples - Tax Residency and Foreign Income 

• 26 November www.cchlearning.com.au
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Questions?
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abbie@gtmco.com.au
Ph: 0407 210 693

Please complete the Feedback Survey when the webinar ends.

The Webinar Recording will also be emailed to you within 24 hours, 
It can be watched multiple times for up to 6 months.

Next Steps
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