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Introduction

Late invoice payments can have a huge impact on your business. A 2017 study by MarketInvoice found that 62% of
invoices issued by SMEs in the UK were paid after their due date. Not only does this affect your company's finances,

but it can also have the knock-on effect of wasted time chasing overdue payments.
Thankfully, there is a solution.

Direct Debit offers a convenient, secure and efficient method of collecting payments which is proven to increase

customersatisfactionandretention. Notonly doestransferring customersto Direct Debitreduce average debtordays,
but it also reduces the time spent chasing invoices, saving you both time and money with minimal effort. Direct Debit
also allows you to know exactly how much money is coming into your company and when it will arrive, reducing cash

flow issues and allowing for easier financial planning.

Given the benefits Direct Debit can deliver to your business, you may be wondering how to sell it to your customers.
Here's what this guide will cover:
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https://blog.marketinvoice.com/wp-content/uploads/2017/12/MarketInvoice-Insights-into-Late-Payments-2017.pdf

Introducing London & Zurichto customers

Here are some of the key things you can tell your customers about London & Zurich, which should give them the
reassurance they need to make the switch to Direct Debit payments.

Who are London & Zurich?

London & Zurich is a financial technology company that gives businesses the ability to accept Direct Debit
payments from customers. Now in its third decade of trading, the company has an exemplary record of delivering
a first-class Direct Debit service which is trusted by businesses and customers alike.

What is Direct Debit?

Direct Debit is an ultra-efficient and versatile method of payment, allowing you to authorise payment straight to a
company's account. With your authorisation, businesses can withdraw payment from your building society or bank
account on an agreed date, eradicating the need for invoices or payment requests, and saving time in the process.
Direct Debit makes it easy to keep track of your outgoing payments - and you will always be notified before payment
is taken.

Over the past 20 years or so, Direct Debit's reputation for security and reliability has grown to the extent that there are now
60,000 organisationsemploying Direct Debit to take payments—in 2017, an astonishing 4.2 billion transactions were made
through Direct Debit, totalling over £1.3 trillion. London & Zurich boasts twenty years of experience and expertise in the

field of Direct Debit payments, offering customers a quick, simple and secure payment facility while providing a reliable and
efficient service to businesses across a wide range of industries.

Find out more at
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Addressing customer objections

While it is clear that Direct Debit is the most trustworthy and effective method of payment available to businesses,
customers can sometimes take a little more convincing. They may be wary of automated forms of payment, resistant to
change or claim they simply don't have the time to switch to Direct Debit — but with greater understanding of the positive

impact Direct Debit can have, you can convince them of the benefits and move them to a Direct Debit payment plan.

'l want to be able to manage payments myself'

One common reason that customers give for not wanting to move to Direct Debit is a preference to manage their own
payments. Itisimportant to reassure your customers that they can be invoiced or notified prior to money being taken,
allowing them to keep on top of their outgoing payments.

Most online banking systems allow customers to view all their Direct Debits at a glance, making it easier for
them to keep their affairs in order. Thanks to the Direct Debit Guarantee, customers are guaranteed refunds
when payments are taken in error, they can cancel with just a couple of clicks, and most companies allow
customers to change payment dates easily.

‘| simply don't have time to switch to Direct Debit’

Some customers may claim they don't have the time to switch to a Direct Debit payment method. However, not
only is moving to Direct Debit quick and simple, it actually saves customers time in the long run. Direct Debit's
automated process ensures customers won't need to set up a new bank transfer every month; they set up the
Direct Debit once, and it will be automatically repeated until they say otherwise.

'l don't trust online banking'

Another objection you may face is that the customer does not trust online banking — but highlighting features such
as the Direct Debit Guarantee should serve to reassure customers who have concerns about security. You could also

mention that customers spent over £1.3 trillion via Direct Debitin 2017, with 155 million more payments made via this
method than in 2016.

Find out more at
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Asking customers to make the switch

Convincing customers to switch to Direct Debit shouldn't be that tricky. Here's how you can approach the matter with
both new and existing customers.

New customers

Signing up new customers provides an excellent chance to guide them towards Direct Debit payment. New customers
don't have any existing preferences with regard to your service and are already in direct conversation with you, so
you can make the most of your sales pitch to ensure they choose Direct Debit. Simply emphasise all the benefits of
the system, and the ways in which it is a superior method of payment to standard bank transfers and cheques. This is
explored in more detail in the following section, ‘Switching from different payment types'.

Existing customers

Existing customers may require a different approach — they've made a conscious decision to choose one method
of payment, and may be hesitant to change that method for the reasons mentioned in our 'Addressing customer
objections' section. However, there will still be times when customers are more receptive to your suggestions.

If a customerislate with payment, it opens up an excellent opportunity to emphasise the ease and efficiency
of Direct Debit, safeguarding the customer from the possibility of forgotten payments which can cause them

financial problems further down the line.

When changing an existing customer's pricing, you may be able to open up a dialogue with regard to
switching to Direct Debit. Customers don't tend to appreciate calls or emails out of the blue but are much
more receptive to ideas if you're already in discussions with them.

For similar reasons, the start of a new tax year can provide an opportunity to discuss switching to Direct
Debit; customers are more likely to consider fresh ideas at the start of a new cycle.

Alternative methods

Itis also worth considering your approach towards encouraging customers to switch: depending on your company's
needs, you may need to make the switch compulsory, or you could incentivise switching as a method of persuasion.

One popular method of getting customers to switch to Direct Debit is to offer initial or ongoing discounts for doing so
—notonly will this help ensure people migrate to your preferred method, but it can also provide a healthy boost to your
customer satisfaction levels at the same time.

Find out more at
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Switching from different payment types

Although you should be able to establish the benefits of switching to Direct Debit, it may be useful to provide
comparisons with the customer's existing method of payment in order to emphasise the advantages Direct
Debit offers.

Bank Transfers

If you're looking to persuade a customer to move from bank transfers to Direct Debit, it's important to point out the
budgeting benefits of switching. Explain that Direct Debit allows them to schedule their payments, so they always
know when money will leave their account — minimising the possibility of overdraft fees. Should the customer express
doubts about the security of Direct Debit, let them know about the Direct Debit Guarantee scheme, which guarantees
refunds on any payments taken in error.

Cash or Cheque

Traditionally, cash and cheque were preferred methods of payment — but in the modern era, they have become
outdated. All the positives of cash or cheque payments — such as security and customer control — are available
with Direct Debit alongside a host of other advantages. As with bank transfers, cash and cheque payments are
unnecessarily time-consuming, requiring monthly administration to avoid late-payment fees. With Direct Debit,
your customer will only have to set up a payment once, and it will ensure payments are sent out each month
with no further action required on their part. In other words, Direct Debit does all the admin for them.

Find out more at
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Standing Order

You may have some customers who pay you via standing order. While these don't suffer from the monthly

administrative headaches of bank transfers, there are still numerous benefits of Direct Debit that can be emphasised.

Unlike standing orders, Direct Debit doesn't require customers to set up a new payment whenever the amount

payable or date changes. For those who require close control over their finances, Direct Debits provide notifications

prior to payment being taken, safeguarding customers from potential overdraft fees.

Because Direct Debit requires minimal administration compared to standing orders, it can save your customers

time and money in the long run. Highlighting this, alongside Direct Debit's convenience, speed and security

should help you convince your customers to switch their payment method.
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What does switching to

Direct Debit involve?

Once you've shown your customers the advantages of switching to Direct Debit, you'll need to explain to them exactly

how they can do so — and this simple, painless process can be done in no time at all.

Upon agreeing the switch with the customer, you'll just need to obtain their information over the phone via the

BACS-approved paperless script, or issue the Direct Debit mandate, both of which are provided by L&Z. Both these

methods authorise your company to collect the agreed payment from their account.

Once you have signed a customer up to Direct Debit through London & Zurich, we will send them a welcome

letter or email. Three days before the first collection is due to be taken, they will be sent an Advanced Notice of

Direct Debits email, detailing dates, account details and amounts.

Example Company Instruetior to your DIRCET
o Y Bank or Building Society G_) :
Name Logo Here Cehit

¢ Logo Here to pay by Direct Debit
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London Zurich (D

Mr AN Other

Address

Important: Confirmation of the set-up of your Direct Debit Instruction

Thank you for setting up a Direct Debit Instruction with London & Zurich Ltd on behaif of
<COMPANY NAME:

Having accepted your Direct Debit details, we would like you to confirm that they are
correct; please can you check the detalls below.

+ Bank Account Name:  Mr A N Other
« Bank Account Number:  0001XXXX
« Bank Sort Code: 01-02-03

Please note the account number has the last four digits replaced with X for security.

For information your Direct Debit wil be collected using the following details:
« Service User Number: 123456
« Service User Name: L&Z RE <COMPANY NAME>

« Reference 0000

I any of the above detais are Incorrect please call XXXXXXXXX as Soon as possible on
0121012 3456 or via email 2t info@insertcompanyname.co.uk.
I you have any questions regarding the reason for the creation of this Direct Debit
Instruction, please call London & Zurich Ltd on 0121 234 7985 or via email at
customer.services@landz.co.uk.

I your details are correct you need do nothing and your Direct Debit wil be processed
as'norm.

You have the right to cancel your Direct Debit at any time. A copy of the Direct Debit
Guarantee s below.

Yours sincerely.

On behalf of <Company Name>

The Direct Debit Guarantee

London" Zurich

Mr A N Other
Address
Advance Notice of Direct Debits

London & Zurich have been instructed to collect payments from your account on behalf of
<INSERT COMPANY>.

The Direct Debits are being processed using the following details:
« Reference XXXXKK
« Service User Name  L&Z RE <INSERT COMPANY>
« Service User Number 123456
The following Direct Debits have been setup to collect in respect to the above Direct Debit
Instruction to collect on (or within 3 working days of):
£20.48 on 25th July 2018

Should you have any questions in respect of this notification, please contact <INSERT COMPANY>
on 0121 012 3456 or via email at info@insertcompanyname. co.u

Yours sincerely

For and on behalf of <INSERT COMPANY>

Londan & Zurich Limited is registered in England & Wales number: 03279428
Registered offce - Unit 5 The Courtyard, 707 Warwick Road, Solihul, West Midlands, 891 30A

VAT Number: GB263382500
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