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What’s it all about?  

 

“I’m fired?” Kevin asked.  

“No, Kevin that’s not what I’m saying, it’s important 
that you understand that….” 

“But my job…., Kevin interrupted, “I’ve been here for 
more than two years in Information Technology, you’re 
saying my job is gone?” 

“Well, not exactly.”  

It was a balancing act of Michelle from Human 
Resources. She didn’t want to be cruel and hurt his feelings, 
but she needed to be clear and direct. Early in her career, 
she had let someone go from a job much too softly and they 
showed up for work the next day, thinking they had been 
given a verbal warning. “The position is still there…the work 
will still be done, but…well, there is no easy way to say it, 
not by you, I’m afraid.”  

Kevin sat back heavily in his chair and shook his 
head. He knew he should not have been too surprised. His 
firm, Cobourg Frabistat had recently merged with another 
firm in the town of Port Hope, less than a half-hour drive to 
the West. There was bound to be duplication that 
management would try and take advantage of, but with good 
to excellent reviews over the last couple of years, he figured 
his job in technology was safe.   

“Well, that sure sounds like fired to me!” 

After dealing with similar situations for the last two 
days, mild sarcasm was welcome compared with some of the 
reactions from the others.  

“No, we do have a position for you. It is just,” she 
paused, “we won’t be able to take advantage of your 
education and skills as a software developer.” 

Kevin stared at her a few moments and then raised 
both hands slightly, indicating her to carry on.  

“We are pleased to” she cleared her throat and then 
began speaking quickly, “there is a position open in the 
Accounts Receivable Department in the Albert St. office, 
across the park, you’ll find…”   
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“Accounts Receivable? Are you kidding me! You mean 
the collection department? You want me to be a bill 
collector?” he asked, not hiding a degree of disgust on the 
last words.  

“Well, I understand they don’t like to call themselves 
‘collectors’, they…” 

“But, that’s what it is, isn’t it? Is that what the 
company is giving me after more than two years of excellent 
reviews? He shook his head and sat upright. “No, that won’t 
do. You’re going to have to offer me something else.” 

Michelle took a deep breath and carefully explained to 
him that the ‘something else’ would be termination and 
because he was refusing a job offer, there would not only be 
no severance package, he would encounter difficulties with 
employment insurance. 

“What is the name of my new supervisor?” Kevin said.  

She told him. “Look,” she added, “You may not be 
there very long, a couple of months, probably no more than 
six, nine at the most and a position should open up back in 
the Information Technology department. Maybe you’re stuck 
between a rock and a hard place, but you know the old story, 
someone gives you a lemon?” 

Kevin nodded slowly, but more in resignation than 
agreement.  

Michelle held out her hand, “I’ll need your access card 
to this building, please.” Kevin stood and then slowly 
removed the card from a clip on his belt and handed it over. 
Looking out the door of Michelle’s office, Kevin saw a security 
guard standing with a cardboard box.  

“Sorry,” Michelle said, “standard procedure for anyone 
leaving the tech department.” 

Without another word, Kevin walked out her office 
door, turned left and then to the elevator. He sensed a few 
looks from his co-workers along the way. Yesterday, he had 
been on the other side of those looks, watching as others 
were escorted to the elevator.  

From the lobby downstairs, Kevin walked to and then 
thru the revolving door. From behind, the security guard 
said, “Here you go, sir,”. Kevin took the cardboard box and a 
forced smile from the security guard, who didn’t meet his 
eyes before he walked back into the main building.  
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Kevin didn’t stand there very long. Even though he 
was still an employee, he knew, with his cardboard box and 
long face, he looked like someone ‘let go’.  

He waited for a pause in the light traffic and then 
made his way across the street and into the Victoria Park. 
Looking across, the distance of a city block, he could see his 
destination, 200 Albert St, a one-story building on the other 
side. It was older, less flash, no need for an elevator as he 
recalled. He walked slowly half way across the park, stopping 
at a monument area for veterans of the first world war. He 
dropped the box on a bench and sat down heavily beside it, 
leaned forward and put his head in his hands.  

‘Talk about a rock and a hard place,’ he said to 
himself. Ever so briefly, he thought of the Python boys 
singing ‘Always look on the bright side of Life’. Didn’t help. 
He knew if he was talking to someone who was in his 
position, he may have mentioned looking on the bright side, 
he  probably would have even echoed Michelle and said 
something about making lemonade from the lemons of a bad 
situation, odd, he was to remember later, that at just about 
that time, he heard a man’s voice from nearby.  
 
“You, my friend, look as though you could do with a cool 
glass of lemonade.” 

When he looked up, Kevin was surprised to see a man 
in a red bow tie and crisp white shirt, standing next to, well, 
there was no other way to describe what was simply the most 
beautiful lemonade stand he’d ever seen. It was a solid 
looking structure of what appeared to be white oak and pine. 
It was decorated with green, white and red triangular 
banners and on the counter was a large container of 
lemonade along with glasses. Below the counter was a sign 
that advertised the Lemonade was $1.00 and the first glass 
free. Near the sign, on the sidewalk was a small circular tin 
container that held fresh lemons and limes. 

“My name is Frank,” the man said, pouring a glass 
and holding it toward Kevin, “the first glass,” he pointed to 
the sign, “is free.” 

It indeed was a glass, Kevin noticed, not plastic and 
Frank must have kept them in a special container under the 
counter because it was cold to the touch. He took a sip, 
smiled, then took a long drink. “My,” Kevin said, “I’m not 
much of a lemonade drinker, but this could change my 
mind.” 
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“Glad you like it,” Frank said. “Tough day? Why the 
long face?” 

He thought for a moment and then as he finished the 
glass of lemonade, Kevin shared a summary of his recent 
conversation with Michelle. “So,” he summed it up, “It looks 
as though I’m going to be working in accounts receivable, a 
collector, can you believe that!”  

Frank beamed a smile at him and said two words that 
would have a profound effect on the rest of Kevin’s life.  

“Lucky you.”  

Frank hadn’t laughed and there was no sarcasm in 
his voice.  

“You’re serious, aren’t you?” Kevin said.  

“Absolutely, best job in the world…, well,” he waved 
his hand in the direction of the lemonade stand, “next to 
owning and running this.”  

Kevin was doubtful. “Collections? The image I have is 
people standing on top of their desk, hollering at customers 
to make their payment. I seem to remember hearing that it’s 
the second oldest profession in the world.”  

“I’ve heard that too,” Frank said. “Also, that is the least 
reputable of the two! That comes from the image you mention 
of people on top of their desks, baseball bats and the like. 
But, let me ask you a question. What is the objective of the 
collection department?” 

Kevin hesitated. He might not know a lot about 
collections, but he figured he knew a trick question when he 
heard one. “Well…to collect the money?” 

“That’s where you are wrong,” Frank said. “Most 
companies make that same mistake. Fortunately for them, it 
is not a fatal mistake. Many, perhaps even most 
organizations can manage to survive, but they are never 
going to thrive, be the very best they can be – ever, with such 
a philosophy.” 

“If not the money,” Kevin asked, “what?” 

“The objective of a professional receivables 
department is to create and maintain a customer. It is 
achieved using effective communications techniques. The 
company may have spent a lot of time and money bringing a 
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customer on board, they have demonstrated they will buy 
your product or service so let’s get them into an open to buy 
status. If you did nothing to collect, they know they owe you 
and they’ll take their business elsewhere. Too aggressive with 
them and perhaps you collect but lose the goodwill of the 
customer. They will take their business elsewhere.” 

“So,” Kevin said, “the customer is always right?” 

“Not at all.” There are credit criminals out there who 
will try and take advantage of you. They are not customers, 
they are crooks. The best thing you can do is identify them, 
take what action you can so they and others of their ilk will 
identify you as a ‘hard target’. There may be some customers 
where repossession may be called for or other legal action. 
The customer may not agree with the actions you take, but 
it still is a matter of diplomacy and communication. Do it 
right and though they may not speak well of your firm in the 
future, they won’t speak badly of it either.” 

“Before this latest ‘gig’”, he waved in the direction of 
the stand, “I spent quite a few years in receivables 
management, so I speak from experience. It can be one of the 
most important positions in your organization and even if 
you don’t decide to stay, the skills you have the chance to 
master will serve you anywhere. So, two things. First, you 
are lucky, if you decide to not just make lemonade when 
someone hands you a lemon, but the best lemonade ever.” 

“And,” Kevin asked.  

“You’re not alone. Almost everyone working in a 
receivables department, fell into it, one way or another. 
Someone goes on maternity leave and George gets a tap on 
the shoulder to ‘fill in for a couple of months’. Lorraine is 
transferred from Customer Service, where her attitude is 
determined to be abrupt, over to collections where someone 
decides that could be an asset. Joseph? He just didn’t know 
any better. He applied for a position in Accounts Receivable, 
expecting to become an accountant. All of them, rather 
reluctantly, took the lemon that was offered them and began 
to make lemonade.”  

“Few of them,” Frank continued, “made the decision 
to make the best lemonade – ever, and that means more 
money left longer with their customers, some never collected, 
and too many customers who become reluctant take their 
business elsewhere. You would agree it is important, yes?” 

Kevin nodded.  
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“O.K. that’s the speech for the company,” Frank said. 
“Let’s talk about you or any other individual who works in 
collections. The proverbial bottom line is that with the 
application of BLE (Best Lemonade Ever) you will be more 
successful, make more money, whether you stay in 
collections or not. After all, getting people to do something 
they don’t want to do, and like it, is a good skill to have no 
matter where your career will take you.” 

Frank sat beside him on the bench and lowered his 
voice. “So, you going to quit, put in some time and hope they 
offer you a job back in I.T. or are you going to make some 
great lemonade?” 

Kevin hadn’t been this excited since his coach sent 
him in 3rd quarter of the finals basketball game when he was 
at Cobourg West, “The latter,” he said. “I want to make some 
great lemonade.”  
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The Magic Napkin 

They had just sat down on a park bench, about to 
start their first ‘lemonade and learn’ session. Kevin had 
pulled out a notebook, but Frank had told him to put it away. 
“Did you ever use a cheat sheet during a test or an exam?” 
Frank asked. 

Kevin smiled. “I guess the statute of limitations are 
over, I snuck in notes for a spelling bee in grade four.” 

“It worked for you?” 

Kevin nodded. “I was never a good speller and still only 
finished second, but it was the highlight of my academic 
career for quite a few years. It wouldn’t surprise me if my 
mom still has the certificate tucked away somewhere.”  

“It is always a test when you are speaking to one of 
your customers. It would be effective to have a coach, 
perhaps in the way of a cheat sheet to help, wouldn’t it?” 

“Yea, it would.” 

“Have a look at this.” Frank pulled a napkin off the 
counter, unfolded it and holding the edges, like a magician, 
showed both sides to Kevin. “Do you know what this is?” 

Kevin stared at him. “A napkin?” 

“It looks like a simple napkin, but it’s a magic napkin, 
or at least it will be by the time we finish with it. Right before 
our eyes from a simple tool to wipe the mouth and hands into 
one of the best tools you’ll ever use in collections. In 
university, I took a course where the professor allowed us to 
bring one letter size piece of paper into the final exam.  ‘Write 
as small as you want’ he had told us. ‘You will never get 
everything on it, so you’ll need to be selective.’ We spent a lot 
of study time deciding just what should be on that piece of 
paper. It was a clever and unique teaching method, I can tell 
you some of the formulas and calculations to this very day. 
Have you been to a live professional sports game?” 

“Sure,” Kevin said. “The Leafs and the Blue Jays in 
Toronto, also a Raptors’ game when they played in 
Cleveland.” 

“They don’t just start the game. Not just a matter of 
some stretching either. They go through the full motions of 
what is going to take place, whether it is hitting, running, 
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making a pass or blocking a shot. A professional may make 
it look easy through hours of practice, but they never take 
their skills for granted. Develop the habit of napkin review, 
every morning before you ever talk to a customer. 

When you’re preparing to speak to one of your 
customers or have one on the telephone, you’re never going 
to have time for a full review of all the information, tips and 
techniques on Accounts Receivable. But you have time for a 
quick review or glance at the most important tips. That’s 
where your napkin appears. You decide what goes on the 
napkin, not much space as you can see, so you’ll have to be 
selective, choose some key words, maybe use some images. 
Keep your napkin handy, pin or tape it on a wall beside you.” 

“Okay” Kevin said. “I suppose I should transpose the 
information from this” he held up the napkin, “to that single 
sheet of paper later?” 

“I’m really glad you asked that question, Kevin. The 
answer is ‘no’. Your napkin, by the time we’ve had a few 
sessions together, may not be pretty. There may be ink 
smudges, even the ring from a lemonade glass or two, but 
here is the key, those smudges and stains do wonders to help 
jog the memory, more than a pristine piece of paper. If it 
becomes unreadable in the future it may have to be replaced. 
After all, even the most successful coaches in professional 
sports know they are going to be fired. Take the time to create 
your new and improved coach, once again on a napkin. Why? 
Same reason as the smudges. It will jog your memory much 
better than a clean sheet of paper.” 

Beyond the Napkin:  

“That is all I need? I get the feeling there is more?” 
Kevin asked.  

“You’re right” Frank said. “Education and training will 
never stop. Books, seminars, articles, even notes from your 
success and failures on the job, important information but 
too much to have on a single page, napkin in this case. You 
won’t have the time to review on a daily or weekly basis, but 
they should become part of your future re-education 
calendar. Set a date and time each month, even if it is only 
15 minutes or a half hour. 

You mentioned the Maple Leafs, Toronto’s hockey 
team. I was at one of their games they were playing Wayne 
Gretzky and his Los Angeles Kings.”  

“Cool”. 
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“It was during the third period, I saw him slip past two 
Toronto defencemen with a clever, slippery little drop pass 
between his own skates and almost scored. The bi-partisan 
Toronto fans couldn’t help but grudgingly applaud. The 
neatest thing about that shifty move? I was there all through 
the practice before the game. I saw Gretzky practice that play 
with himself five times. A professional makes it look so easy. 

In time, some of your responses and efforts in talking 
with a customer may seem ‘easy’, but it comes as a result of 
practice”, he handed the napkin to Kevin “and having a great 
coach.”  
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E-mails and Letters – The Mandates of 

Mad Max 

“You don’t need to worry about changing the content 
of your letters” Frank said.  

“I don’t?” 

“Nah. Your readers won’t get past the first sentence…if 
they even start.”  

Kevin had been sitting in what he now considered his 
‘usual’ outdoor office, the bench near the center of the park. 
Earlier that morning, he had mentioned to his supervisor 
that the form letters used by the firm seemed somewhat 
outdated. She agreed, ‘been around longer than I have, you 
think you can come up with something better, let me know.’ 
Staring at one of the letters, not sure where to start, he 
heard, ‘Lemonade’ from close by.  

By now, he was only mildly surprised when Frank and 
the Lemonade Stand would appear. Sometimes, he went 
looking for them and though they were not always there 
when he wanted them, like the lyrics in a Rolling Stone song1, 
there when needed.   

Kevin took the glass from Frank in exchange for the 
form letter he had been reading. “I’m trying to improve the 
content.” Kevin said. “Any thoughts?” Frank read it quickly 
and handed it back, telling Kevin that he didn’t need to worry 
about changing the content.  

“So, we shouldn’t send letters or emails?” 

“I’m not saying your customers won’t read any letters, 
they just won’t read ones like this.” He handed the letter back 
to Kevin. “Way back in high school,” Frank said, “I had an 
English teacher who was rude, intensely disliked and very, 
good at her job. She often attached a simple note to 
submissions with the initials TLTR, her shorthand for ‘too 
long to read’. She told us how many authors will say a short 
story can be more difficult to craft than a novel and how the 
mathematician and philosopher, Blaise Pascal, wrote to a 

                                                           
1 In case you are of a certain age, not a fan of the Rolling Stones 

or ‘overdrawn at the memory bank’, the lyrics were: ‘You can’t 
always get what you want, But if you try sometimes you might 

find You get what you need’. 
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friend of his and included an apology, “I am sorry the letter 
is too long, but I did not have time to make it shorter”.  

“Too many business letters,” Frank said, “resemble a 
black sea of words. People open the letter, bring up the e-
mail and consciously or unconsciously say to themselves, 
“Do they expect me to read all of this?” Have you heard the 
saying, “it’s not personal, it’s business”? 

Kevin nodded.  

“If it’s personal, they’ll take the time to read it. Often 
more than once. Not so with business communications. 
Letters, emails and even texts have their place and can be of 
value, but some firms or individuals make the mistake of 
hiding behind letters or email. If they don’t get payment or a 
response, they send another. We don’t know the definition of 
sanity, but we know that insanity is doing the same thing 
and expecting to get different results. Let me tell you, if I was 
back in receivables and emails were successful, I’d never pick 
up the telephone again. The same applies to letters or texts.  

On the other hand, there is something to be said for 
‘any’ contact made with a debtor, even if they never read it 
which is the case with what you have there”, indicating the 
letters in Kevin’s hand. “The husband or wife comes home 
and asks if there was any mail. Their spouse responds that, 
‘there is a letter from the electric company’. It prompts them 
to make a payment, not because of the content, but because 
of receiving a letter.”  

“Sending any letter will generate some payments, 
content does not matter?” 

“That is right, for ‘some’ of your customers. Others will 
start reading your letter, finish and act based on the content. 
These are the customers to whom you write. They may be 
motivated to pay sooner or make contact based on the 
content of the letter – if they would only read it!  

There is the challenge. You could have a collection 
letter composed by William Shakespeare and edited by 
Francis Bacon, but if they don’t read it – the content doesn’t 
matter. Before any consideration of content, you must deal 
with the format.”  

“Got your napkin?” 

“Yes” Kevin said, pulling out his napkin for program 
highlights.  
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Frank nodded. “O.K. write down these numbers, 
below each other: 2, 22, 3, 1 and then two drawings. One of 
an eye with an X thru it and one angry character.”  

A section of Kevin’s napkin looked like this:  

 

 

“Here is what it all means”, Frank said.   

A maximum of 22 words in a sentence because your 
readers will start to lose track with a complex and lengthy 
sentence like this one you are reading right now and they will 
start to skip or they’ll stop reading and put in the circular 
file which is why, perhaps, your most important tool in 
writing an effective collection letter will be the period.  
 
Does this mean I expect you to count the number of words 
in your sentence and re-write if it exceeds 22?  

Yes, it does. At least for the first few months or so until 
the habit is ingrained.  
 

Your letter looks (and is) easier to read when you force 
in white space by having a maximum of 2 sentences to a 
paragraph. It is the easiest guideline to follow. Maybe you 
have a paragraph of one sentence, but never more than two. 
I know what we were taught in school. It was drilled into me 
what a paragraph is to contain. Keep and follow those 
guidelines – if you can. If not, the rule of the white space 
takes precedence.  
 

The words themselves should be a maximum of three 
syllables. When the words are more complicated, reading 
becomes ‘work’. This does not mean you have to sacrifice 
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eloquence. I don’t think the soliloquy by Hamlet has a word 
of more than three syllables. You can be eloquent without 
using the big words.  

For the total letter, a maximum of one page. There 
may be a need for an attachment, perhaps a copy of an 
invoice or proof of delivery but keep the letter to one page.  
 

Your angry drawing is “MAD MAX” and will serve as a 
memory technique for remembering that MAXIMUM is 
important. You’ll tend to fill in the rest with 22 words, 2 
sentences, etc.  

"Got it” Kevin said. “What about the eye that’s been 
crossed out?” 

“The first word of any paragraph tends to stand out. 
When you start with ‘I’, people tend to see what is important 
to you. To be blunt, they don’t care. Start off the second 
sentence with it if you like, but not the first.  This also applies 
to the word ‘We’ or ‘Our’, unless the reader is included. For 
example, “Our recent conversation” is okay, to start a 
sentence, but not “Our terms are”.  

Notice the difference:  

“Our terms are….” 

VS.  

“The terms you agreed to were…”  

Kevin made some notes on the form letters he had 
brought with him as he finished his lemonade. He looked up 
at Frank. “Sure, I can see how this should make a great 
difference in the letters. They sure will be shorter…there’s 
just one thing.” 

“You’re thinking of the content?” Frank asked 

“Yup. I’m guessing that once you get them to read it, 
you better have something to say.”  

“Here is another acronym for you, keep it in mind and 
it will keep you on track.” 
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Situation:  

The reason you are writing to them. Don’t ramble off 
and tell them things they don’t need to know, such as ‘it has 
come to our attention’, ‘I am writing this letter to let you know 
that’ or ‘looking over our records, we noticed that’.  

It might be as simple as: “Your invoice #2688 for 
$3,877.23 is 15 days past the terms you agreed.” 

Proposal: 

Your letter or email is on a mission and you do not 
want it to be mission impossible. Before pen or pencil to 
paper, finger to keyboard, think of what you want 
accomplished and laser your aim. “Please ensure your full 
payment will reach our office before 4:30 p.m. on January 
26th.” There could be other options, such as a telephone call.  
 

Reason:  

Why should they? What is in it for your customer if 
they pay you or the consequences if they do not? You may 
want to leave out of a ‘first-time, friendly’ reminder. We have 
been told that the squeaky wheel gets the grease. On 
occasion, a gentle ‘pip squeak’ will be effective. 

 
Other reasons?  “Your most recent order is being prepared 
for shipment. We want to avoid any holdup in delivery.” 

 
“We would both like to avoid the potential of service 
interruption.” 

Action: 

The last sentence they read can work in your favor as 
a call to action:  
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“Please, Mr. Jackson, if you haven’t done so, mail us your 
payment today.” 

 
or 

 
“When you finish reading this sentence, call me. My number 
is, 416. 691.2648.”  

 
(Even though the number may be provided in the signature 
or the letterhead, give It to them again. You don’t want them 
to have to search for it.)  

Isn’t what you say:  

"What do you think," Kevin asked, referring to a letter 
he had rewritten and read out loud.  

“It is short,” Frank said, “and it does manage to get 
the point across.” 

“But?” 

“A tad on the blunt side, don’t you think.”  

“I did…I mean I do, but I figured that was what you 
wanted.”  

“Abraham Lincoln?” 

“Lincoln, president, United States, Civil War, 
emancipation?” 

“That’s him. He said the length of a successful political 
speech could be compared to a person’s legs. They should be 
long enough to reach the ground, but not any longer. Our 
letters should not be any longer than necessary, but the ‘long 
enough’ not only delivers the needed information, the ‘how it 
is said’ follows our objectives of keeping the customer too.  

Once again, as always, it is a matter of balance. We 
don’t beg for the money, but there is nothing wrong with 
please and thank you. A relationship with a customer may 
have withered to the point of legal action or third-party 
assignment and the possibility of dealing with them again 
unfathomable, yet there is no good reason to treat someone 
badly. A gentleman or gentlewoman never insults 
anyone…unintentionally.” 
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“Got it” Kevin said, closing his folder. “I can see I’m 
going to have some work to do on re-writes when I get back 
to the office. What about emails. Same guidelines?” 
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Kevin learns e-mail is the same, but 

different 

 

“Yes, and no” Frank said. “Keeping it short and 
simple, easy to read, is still important. They are related, but 
not the same. Did you know that chimpanzees share about 
99% of our DNA?” 

“I knew it was high, but not the number.” 

Frank nodded. “Yes, not much more than 1% 
difference, but you are not likely to mistake the two, are 
you?” He did not wait for an answer. “People make the 
mistake of using emails as if it were a letter or a telephone 
call. It is related, but not the same. 

There are people in some organizations,” Frank said, 
“who hide behind emails, using nothing else. If their 
customer does not respond to the first one, they send a 
second, perhaps stronger. I understand the seduction of 
emails. It is fast, saves time, can be effective but always at 
least provides the illusion of productivity. If I was back full-
time in receivables and emails worked for me, I wouldn’t use 
anything else. You’ve heard the saying that while we may not 
be able to define sanity…” 

“Insanity is doing the same thing, and expecting 
different results,” Kevin said.  

“Exactly. It is one of the tools available to you and 
needs to be taken care of and understood, but don’t make 
the mistake of believing it is the only tool available. To get 
the best out of e-mail, it is important to know the 
differences.” 

It is not a letter or a telephone call, it is e-mail: 

You will have a lot more success with your e-mail 
when you treat it as a unique communication tool.” 

Keven added details to his section on writing e-mail: 

Less formal structure is fine, even expected.  

It is quick – sometimes too quick. We’ve all hit that 
send button too fast, like it was the period at the end of a 
sentence. Like I said, e-mail is alluring with its speed, 
sometimes you must slow down.  
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Spelling and grammar still count. (An internal e-
mail to a co-worker about going for coffee or lunch…relax, 
don’t worry about simple mistakes. For anything else, you 
represent the company and there is no excuse for not taking 
the appropriate amount of time. E-mail is the casual Friday 
of business communications, but it requires ‘business 
casual’ not an old sweatshirt and jeans.  

There is no such thing as confidential e-mail. You 
would think everyone would ‘get it’ by now, but we still hear 
or read stories every week of careers trashed and 
organizations that end up paying thousands of dollars per 
word, maybe more, for information that was put in an e-mail 
and ‘believed’ by the writer to be in confidence.  

Not funny! People often try to be humorous in an 
email. At best, it isn’t funny, at worst it is insulting and can 
get you and your firm into hot water. The written word does 
not carry vocal inflections, the ‘I was only kidding’ defense 
won’t help you later whether it is in civil court or the court of 
public opinion.   

The subject Line is critical in an e-mail. People may 
not open a letter you send them, but they always see the 
subject line of your e-mail. It may determine if it will be read, 
filed or trashed. You need to be an expert at developing a 
subject line that is short, accurate, truthful and makes them 
want to read more and if they don’t, deliver a message in the 
few words available.  

Kevin finished the last of his notes and looked up at 
Frank. “You know, this is a lot of work, getting the letters and 
the e-mails right…don’t get me wrong, I’m not complaining, 
but it seems as much work as if one was a professional 
writer.” 

“And the difference between an amateur and a 
professional?” Frank asked.  

“Well, a professional gets paid for their work.”  

“Bingo.” Frank pointed to Kevin’s empty glass. “Care 
for another?” 

“Yes, please. It really is the best…ever!” 
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Best friend? – The Telephone 

One morning, after Kevin had parked his car and was 
walking to the office, he heard a ring from one of the few 
telephone booths left in the town. He looked around and 
there was no one in sight. After another three rings, Kevin 
walked over and picked up the receiver.  

“Hello”. 

“You may not know it yet, but it’s your new best 
friend” Frank’s deep voice was easy to recognize.  

“Well,” Kevin almost stammered, “your advice has 
been excellent, I’m enjoying the challenge, and you really do 
have be best lemonade I’ve ever tasted, but…” 

Frank laughed, “Kevin relax, I’m not talking about me, 
but what you’re holding in your hand. The telephone can be 
your best friend when you work in collections. You just 
proved a ringing telephone is difficult to ignore. It’s tough to 
do. “How about lunch today in the park and I’ll share some 
tips when you’re collecting with your new best friend? I’ll 
supply the lemonade, you bring your napkin.” 

“I’ll be there.” 

A few minutes after noon that day, Kevin and Frank 
were sitting on the park bench, near the Lemonade Stand 
(Best ever!). Sitting between them was an old model 
telephone with a rotary dial. “There have been a lot of 
technical changes since I started in receivables” Frank 
began.  

“How long ago was that?” 

“Let’s just say that it was a long time ago, and leave it 
at that”, Frank smiled.  

“Okay”.  

“Anyway, lots of changes, like I said. This old 
telephone is an example. There are many other changes, 
behavioral scoring comes to mind, email of course, not to 
mention using the internet for keeping up to date on 
companies, events and much more. But,” he waited.  

“But”, Kevin asked.   
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“Something that has not changed one little bit is that, 
you still have an individual in receivables having a 
conversation with their customers, trying to convince them 
to do something that, once again, most people don’t want to 
do, and like it. Do you remember the methods of contact we 
talked about a couple of weeks ago?” 

“Write or talk?” 

“Right. The talking could be meeting with your 
customers face to face, perhaps at their office or location. For 
a large balance or high-value commercial account, this is a 
must, well worth the investment of time and effort. However, 
it does take time and geography comes into play. Some of 
your customers may be on the other side of town and some 
on the other side of the continent or even the world.” Frank 
lifted the old model telephone and held it in the palm of one 
hand. “Pound for pound, nothing comes close to the value of 
connecting with your customers on the telephone. You can 
get to dozens, maybe even hundreds in the time it might take 
you to make a personal visit.” 

“It must be great for squeaking.” 

“It is. An appropriate message left by telephone is 
more effective than a letter or email. But it’s much more than 
just squeaking. It is back and forth conversation, using 
persuasion where possible and negotiations when needed to 
resolve the debt. Has your boss let you make any outbound 
calls yet?” 

“Not yet. I’ve been sending some letters and handling 
incoming calls.”  

“Good. I won’t have to unlearn you as much.” Frank 
put the old telephone down again on the bench between 
them.  

“Got your napkin?” 

Kevin nodded and pulled it out, stretching it on a 
clipboard.  

“The letters I want you to write down are PILOT. This 
will be your acronym for the important phases of a collection 
call.”  

Dutifully, Kevin wrote them on the napkin and then 
looked up at Frank.  
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PLAN:  

“Okay, let’s say you were about to call one of your 
customers who is delinquent. What is the first thing you 
would do?” 

Kevin started to reach for the handle of the telephone 
but pulled his hand back quickly when Frank motioned a 
slap to the back of his wrist.  

“So, I’m guessing not the first thing?” 

“No. The first thing you do is PLAN. You will review the 
account information, decide who you want to speak to and 
the objective of your call. Most times of course the objective 
is full payment today, but it could be to set up a meeting, get 
the name and contact of someone higher up in the 
organization. In a consumer environment, with many 
customers to call, planning may be an expensive luxury. 
However, management planning and direction should at the 
very least, let the collector know the type of account they can 
expect to be dealing with, how far past due, etc. The planning 
is ‘general’ based on type of account, rather than the specific 
individual.” 

Kevin started to reach again for the telephone, but the 
look in Frank’s eye had him stop in mid-air. “Not the second 
thing either?” 

“No.” Frank stood up and walked to the back of the 
lemonade stand, returning with a small mirror that had been 
on a hook. “Before I begin talking to a customer, I always try 
to make a point of looking in the mirror, check my smile, 
make sure there’s nothing in the teeth that shouldn’t be 
there, that my tie is on straight. You only get one chance to 
make a good impression.” 

Kevin raised an eyebrow.  

“You’re thinking it doesn’t make much sense for the 
telephone, because you can’t see them, they can’t see you, 
am I right?” 

Kevin nodded.  

“A customer can ‘hear’ a smile on a customer service 
call and a debtor can hear confidence and assertiveness too.” 
Frank handed him a sheet of paper with the account 
information. Kevin studied it for a minute or two, checked 
the mirror and was about to reach for the telephone.  
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“Now,” he asked? 

“Yes, once the first phase, plan and prepare is 
complete, you are ready to speak to your customer. 

Identify: 

In this first phase, you will cover the basic but ever so 
important identification. First, you need to make sure you 
have the right person on the other end. In a consumer call, 
the only person you want to discuss a debt with is the 
customer. For a commercial debt, in theory you could speak 
to anyone in their organization, but don’t waste your time. 
You only want to speak to someone who has authority to pay 
you or who knows the details of the debt. An accounts 
payable clerk cannot sign the cheque, but they may be the 
only person you need.  

There is no need for an exceptional amount of 
formality in all your calls. You may have a relationship of 
months or even years with a client and we tend to be good at 
recognizing voices, but take whatever time is needed to 
ensure you have the right person before mentioning any 
details. Also, make sure they know to whom they speak and 
the organization you represent. No guessing games! Once 
again, not too formal if you have a relationship but with 
others you may need full details. Do it right the first time.  

The other important segment of this phase is the 
identification of the reason for your call. “Mr. Walker, I’m 
calling you about several invoices that were due some time 
ago according to the terms you set up with your account. If 
you haven’t sent payment yet, may we arrange for the full 
payment today of $814.71?” 

A simple, clear, eloquent and assertive request for 
payment. Practice until it becomes second nature.  

Listen: 

Pay attention! Most of us believe we are good listeners. 
We’re not. Many of us look as though we are listening but 
we’re just waiting for a pause in the conversation, so we can 
tell someone what we were going to say. Listening is not easy. 
When you are speaking to the 27th customer, it is sometimes 
like you’ve heard the story 26 times already.  

Take notes and be sure to ask questions if you need 
clarification. If your customer agrees to make the payment, 
it is not the end of your collection efforts. Most times, you 
should squeak, even if it is just a little bit. “I appreciate you’ll 
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have that cheque sent in by tomorrow Mr. Walker. But, is 
there a reason for delay, something we should know about?” 

Your question may not generate unbridled 
enthusiasm. Fine, that is not its purpose. You are asking 
them for two reasons. One, they may not keep their promise 
and when you call again, they give you a different excuse. 
Were they lying? Some of them were but telling them so is 
not helpful. You may want to say something like, ‘when you 
talked to one of my associates, there appeared to be some 
different information, I can’t work with you to resolve this 
unless I know the real reason for non-payment.’ 

A delinquent customer needs to know you are taking 
notes and there are consequences if they are not willing to 
work with you.  

The rubber truly hits the road when you must deal 
with the customer who says ‘no’, they are not going to pay 
you, at least not today, not in full and perhaps not ever! Why? 
Because they have an excuse. This may be a valid reason in 
their eyes for non-payment, perhaps an invoice not received 
or defective goods. Maybe one of their customers have not 
paid them. There are excuses that are usual, you have heard 
them many times before, and there are some that are unique.   

Overcome 

“Were you a Boy Scout?” Frank asked.  

“Sure was.”  

“You remember the motto?” 

“Be Prepared.”  

“That’s right” Frank said. “The motto of the Boy Scouts 
and the Girl Scouts. In your firm and just about every other, 
there are about nine or ten excuses that you’ll hear more 
than ninety percent of the time. You don’t have much 
collection experience, do you?” 

“I don’t have any.” 

“Still, if a customer says they have made their 
payment, ‘the cheque is in the mail’ you can probably figure 
out most of the questions you should ask. Give it a try.” 

“Well, I guess when it was mailed is important. Also, 
how much?” 
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“You’re on the right track” Frank said. “You’ll want to 
have on your napkin the 5 W questions of investigative 
journalism: Who, What, Where, When and Why. So, if 
someone says they have mailed a cheque, questions might 
include:  

• Did you mail the cheque yourself? If not, who?  

• What invoice was being paid?  

• The address it was sent to? 

• When was it mailed? 

• Why was it paid so late? Is there anything we 
should know?  

Your ‘magic’ napkin is your coach, but it has an 
important assistant. Your Excuse Terminator is a process of 
identifying the standard excuses and the questions you ‘may’ 
want to ask. This information may be contained on a few 
simple pages, a booklet, in a software package. Check this 
site for additional information: 

 https://www.trpaulsen.com/excuses 

“A few seasoned collectors I’ve worked with over the 
years have told me they don’t need the help of the booklet or 
software, ‘I’ve been doing this a long time and I know the 
questions to ask’. I’ve told them that’s fine, they don’t need 
to use the booklet or software. But, don’t miss anything.” 

Listing the usual excuses and the important questions 
is the professional collector’s way of ‘Being Prepared’.  

Terminate:  

Summarize the conversation and terminate the call, 
ensuring as best as possible, everyone knows responsibility 
and timing. “Allow me to confirm Mr. Sutton, you will be 
mailing us two cheques, one of them for $14,787.00 dated 
for the 15th of January and the other will be for $7,000.00 
and dated January 22nd.”  

You’re almost done except for two important letters:  
F. U. “Don’t raise your eyebrow, Kevin. It’s not what you 
think.” 

Be sure to put them on your napkin. They are to 
remind you that any collection call, without necessary and 
promised FOLLOW UP is often wasted. If a customer has 

https://www.trpaulsen.com/excuses
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promised to have a cheque delivered on January 15th, you 
should be calling them on the 16th if not received. Once 
again, consequences. They need to know there are 
consequences for not paying, for not keeping their promise.  
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Persuasion first, then Negotiate 

On a hot July day, just before noon, Kevin was 
approaching the lemonade stand when a mother and 
daughter cut in front of him. The mother was frazzled but 
not devoid of manners turned to Kevin and motioned for him 
to go first. He shook his head. “I’m in no rush.” 

The mother gave him a strained smile and turned to 
Frank who was waiting patiently with a large smile of his 
own. “We’ll take two” she said.  

Her daughter, about nine or ten years old, stamped 
her foot, “No, I said I wanted an ice cream.”  

“And I told you no, because if you eat an ice cream 
now, you won’t eat your lunch when we get home.” 

“Yes, I will.” 

They went back and forth for the next few minutes, 
the daughter not convinced by mature thought-out logic and 
the mom sticking to her mom guns. Frank handed a glass of 
lemonade to Kevin who walked a few steps to the bench and 
sat. The daughter and her mother mirrored body language, 
hands on hips, facing each other. In the end, mom 
summarized her position with one that has been used for 
thousands of years, perhaps back to Eve speaking to her two 
sons, ‘because I’m the mom and I said so, that’s why’, drank 
her own lemonade and after paying for it, walked out of the 
park, followed by a slow, heavy stepping daughter. .  

“Come watch this,” Frank said. Kevin walked over and 
they had a clear view of mom and daughter continuing their 
conversation North through the park and onto the sidewalk 
of King St. Kevin started to say something, but Frank held 
up a hand. “Wait for it.” They couldn’t hear the conversation, 
but the mother threw up her hands and the two of them 
crossed the street and entered the most popular 
establishment during Cobourg’s summer months, ‘Scoops’ 
Ice Cream Store.  

Frank turned to Kevin and waved back at the bench. 
On their way to sit down, he asked, “Do you know what that 
was?” 

“I suppose it could be called a lot of things, but I guess 
‘argument’ might describe it best.” 
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“It might, but most importantly for you, it was a 
lesson, a free one, from a representative of the best 
negotiators in the world. Do you see what I see?” he pointed 
toward the end of the park. The young girl was walking with 
alongside her mother, a large ice-cream in her hand. “It’s 
almost as though Mother Nature says ‘look, you’ll be small 
for awhile, but I’m going to give you techniques to help you 
deal with the ‘big folk’, pout or cry at the drop of a hat, wide, 
innocent eyes, and on top of that, negotiation techniques 
that will knock the socks off of most of their opponents. Do 
you know why they are so effective?” 

“Squeaking, like you said about making contact with 
debtors?” 

“Yes, it may be their most effective negotiation tool. 
They are persistent and they will not stop. Logic! Don’t even 
try. Guess what part of ‘no’ they don’t understand.” Frank 
didn’t wait for an answer. “All of it!” They have no shame and 
they can recognize weakness and an opening, quicker than 
a pack of wolves or a great white shark. They’ll go to dad and 
tell him that ‘mom says it’s okay with her if it’s okay with 
you’ and then do the reverse. I even heard one young fella 
ask his dad to buy him a new video game in a department 
store. The father said, ‘ask your mother’. When the son told 
him that he had asked her and she said no, the father said, 
‘then why are you asking me?’ His son replied, ‘Because, 
she’s not the boss of you’. Like I said, no shame, best in the 
world.” 

“So, the trick is to negotiate like kids” Kevin asked.  

“Not quite. Some of their techniques, very effective for 
them, won’t be tolerated between adults. But, pay attention, 
take what you can use, particularly the persistence. These 
little rascals make the character played by Arnold 
Schwarzenegger in the Terminator movie, look like a kitten. 
Your first guideline in negotiations is, don’t negotiate.” 

“No?” 

“Not if you can help it. Negotiation means that each 
side gives up ‘something’ in order to come to an agreement. 
For us, dealing with a set of invoices that are past due, it may 
mean accepting less than the full amount due, the timing of 
when it will be paid, or both.” 

“If I don’t negotiate, what do I do?” 

“You should negotiate, but only if persuasion isn’t 
successful. Persuasion is easier, faster and cheaper. That is 
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why it is important to use an assertive statement at the 
beginning of the conversation, requesting the full amount to 
be paid, today. If a customer says they don’t have enough 
money, for whatever reasons, an experienced collector might 
ask how much they pay or ask them if they can pay half. Let 
me tell you Kevin, this is a big mistake, right up there with 
not asking for the full payment at the beginning of the 
conversation. Once you ask a customer if they can pay half, 
you’ll be lucky to get that much, and probably less. Don’t get 
me wrong, half may be the best outcome in some situations, 
but you never go there too quickly.” 

“What’s the difference between persuasion and 
negotiation,” Kevin asked.  

“Persuaders give reasons, negotiators give 
concessions. When, and only when, persuasion does not 
work, should we negotiate. We have some information for 
your napkin, to have for quick review, as well as more details 
for your ‘after the napkin notebook’.  

Here are a few negotiation techniques for better 
control of receivables: 

1. Break the golden rule:  

Perhaps ‘break’ is misleading. The golden rule 
suggests that we treat others the same way we 
want to be treated. This is not effective when 
TOS (The Other Side) may belong to a different 
culture or for other reasons, want to be treated 
differently than us. Ask yourself, ‘how do they 
want to be treated’? and act accordingly. 

2. Navel gazing:  

How much do you know about yourself, where 
your ‘hot buttons’ might be during an 
escalating conversation? We may not be able to 
change much, some of our personality is hard 
wired, but when we know our own hot buttons, 
we can alter some of our reactions when 
someone goes to push them.  
 

3. If you don’t get paid, so what? 

Take advantage of the negotiation paradox, 
‘The Negotiator who cares the least, tends to get 
the best deal’. This approach may be difficult, 
particularly if you own or have a stake in the 
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company, but the attitude you want to express 
is that you care if the invoice is not paid and 
the customer does not return to an open to buy 
status, but not that much.  
 
A professional does their very best and walks 
out at the end of the day, chin up, job well done. 
If you really treat it as if it were your money, 
you will start to put on blinders, not see the 
bigger picture. As said in several of the 
Godfather movies, ‘It’s not personal, it’s 
business.’.  
 
Supposing it is your money? If possible, get 
someone else to handle it for you. Even a part 
time collector (who is paid by the hour and 
doesn’t care that much) may be more effective.  

4. Gaze at their navel: 

What do you know about the customer? If not 
the individual customer, what about the type of 
profession? An accounts payable clerk will not 
have the same motivation as the owner of a 
small business. Just like the song said, ‘It’s 
different strokes for different folks’, so 
remember the scout motto and be prepared.  

5. Have I got this right?  

 Ask them if you may summarize what 
you believe is their position and then tell them, 
in your own words. “Mr. Blaine, I want to make 
sure I fully understand your position. Are you 
saying that you don’t believe the account 
should be paid because you have sold the 
product to your customers and you are yet to 
be paid? Have I got that right?”  

 When the customer confirms that 
‘you’ve got it’, ask if they will do the same for 
you. This process does not mean that you will 
have agreement between you and your 
customer, but at least you will be able to 
negotiate on the right interests and positions.  
 
There is another benefit as well. One of the 
biggest complaints our customers make about 
us is that ‘you didn’t listen to me’. You won’t be 
hearing that anymore after using this 
communication technique. 
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6. Disagree, but don’t be disagreeable: 

Some folks believe a tough antagonistic 
approach is the only way to negotiate. It may be 
called for in some situations, but on most 
occasions simply be assertive, standing up for 
yourself, company and co-workers, but you 
don’t need to be a disagreeable person.  

7. You can’t be serious! 

If you haven’t used this technique at a garage 
or driveway sale or perhaps buying a car, 
you’ve probably had it used on you. They tell 
you the price and you: 

a.) Raise your eyebrows. 

b.) Shake your head in bewilderment. 

c.) Say ‘are you serious’, or ‘how much for just 
one’. 

d.) All the above.  

You get the idea, they are going to have to do 
much better on the price and they almost 
always do, the first price is not the best and 
there is often a lot of wiggle room. The same 
takes place with a delinquent customer. ‘I can’t 
pay the full amount’, Carol says. ‘But I can 
manage half.’ 

Be ready (good scout) with your verbal flinch, 
maybe a sharp intake of breath, followed by 
‘Oh, Carol, I want to work with you, but I’m not 
sure we can accept that. How about,’ and then 
you make a counter offer. 

Note that we haven’t said we will not accept, 
half may end up being the best that you can do, 
but our studies indicate you’ll get more, better 
than 60% of the time.  

8. Know the alternatives:  

There are two alternatives for your 
consideration. What may happen if your 
negotiation is not successful? What is the best 
you should expect and what is the worst? In 
negotiation parlance, they often refer to these 
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options by their acronyms, BATNA, for ‘best 
alternative to a negotiated agreement’ and 
WATNA, for ‘worst alternative to a negotiated 
agreement’.  
 
If you’re getting to the end of your rope with a 
tough bargaining debtor who is trying to have 
you agree to settle with a deep discount, it 
makes a big difference if your holding future 
orders may force them into a very difficult 
situation, perhaps even bankruptcy, VS their 
being one of your major suppliers.  

 

9. ‘No’ should be music to your negotiating ear:  

Many people shy away from negotiations 
because they don’t want to hear ‘no’. If you are 
not hearing it often enough, you are not 
approaching your potential. Practice in 
situations that don’t count, garage sales and 
the like, get used to hearing no and then 
negotiating from there. If after hearing the 
original ‘no’, you were able to improve an offer 
by just ten to fifteen percent, it would make a 
huge impact on your firm’s bottom line.  
 

Kevin finished writing some notes in his ‘After the 
Napkin’ workbook. He looked up at Frank.  

“I’d like to see if I’ve got this right. First, don’t start out 
with negotiation. Ask for the full amount due, today, 
assertively but not aggressively. We should expect to be paid 
because we have a good product or service. Using persuasion 
to encourage a customer to pay is easier, faster and cheaper 
than negotiations. But if it doesn’t work, negotiate, starting 
high and every so slowly, going down, finding out where the 
customer stands, sticking up for the organization and not 
only being not afraid to hear ‘no’, but it is almost like the 
ringing of the bell to come into the ring.”  

“And remember that it’s not practice that makes 
perfect, it’s ‘perfect practice’.” 

Kevin added a couple of notes to the workbook and 
looked up. “I’ve been coming to these ‘Lemonade and Learn’ 
sessions for some time now, Frank. Don’t you think I should 
qualify for a special discount, say fifty cents a glass.”  
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Frank beamed at him, “Beautiful Kevin. Beautiful”.   
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The End…or the Beginning?  

It was more than ten months since Kevin had left his 
position in Information Technology and accepted a position 
as a collection officer in Accounts Receivable. ‘Accepted’? He 
chuckled at the thought.   

Back then, he figured life was so unfair! He was a good 
employee with a proven track record, why was he being dealt 
such a bad hand? After months on the job and many 
conversations in the park with Frank, such experiences were 
transmuted into a different question. No longer was he 
prepared to ask ‘why’ something was happening to him, but 
‘how’ he was going to respond.  

‘Lemons happen’, was how he often described a 
situation, ‘you can’t stop them.’ Some lemons will be 
opportunities in disguise and it’s possible, Kevin had 
discovered, to make great lemonade. But he had also learned 
in different situations over the last few months that there are 
some problems that have no solutions. There are some 
situations that must simply be lived and worked through. 
Surviving and thriving calls for the ability to sustain the 
tension without a fight or flight response.  

He was sitting on the usual park bench on a lovely 
Spring day. Frank was nowhere to be seen, in fact Kevin 
hadn’t seen him for quite a few weeks. When asked about his 
schedule, Frank had smiled and said one of the biggest joys 
of being a self-employed businessman was to determine 
where and when he would work. “Sometimes,” Frank said, 
“I’ll be driving with my trailer to a pre-determined location, 
but then I will be driving by a park in the town or city and it 
just seems to call to me.” 

“We’ll see each other again. I’ve a bit more information 
I’d like to pass along for your consideration, if you’re 
interested.” Kevin had told him he was, but asked, “How do 
I get in touch with you if I’m stuck or have a question?” 

“Tricky,” Frank said. “I don’t carry a cell phone for 
calls or texts. No e-mail either. I suggest you work it out, 
don’t be afraid to ask questions, you’ve heard there are no 
stupid questions?” 

“Yes.” 

“Don’t believe it. There are, but don’t let that stop you 
from asking them. Give yourself permission to make 
mistakes – as long as you will learn from them. Don’t make 
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the same mistake twice. Mind you, the odds are I’ll be here if 
you really need me, just seems to work out that way.”  

Kevin looked around again. Despite what Frank said, 
Kevin felt he needed him now and Frank was nowhere to be 
seen. He wasn’t faced with a collection decision as much as 
a decision about life. Earlier that morning, he had received 
e-mail from his previous supervisor in Information 
Technology. ‘Some changes coming’ was the gist of it, making 
his previous job available again, ‘you may want to give notice 
to the A/R manager’.  

‘It was funny,’ Kevin thought to himself, ‘not ha-ha 
funny, but peculiar, that the I T supervisor assumed he 
would drop everything in receivables and run back across 
the park to his old job. He shrugged to himself while sitting 
on the bench. He didn’t know why he should think it was so 
funny or peculiar, truth be told, Frank or not, if he had 
received that e-mail in the first few weeks of starting in 
collections, he’d have cut across that park quickly.  

‘Now, I’m not so sure, ’ he thought. He not only 
believed he was making an important contribution to the 
organization, a feeling he never had to the same degree when 
he worked in technology, he also arrived early and left late, 
not for the firm, he didn’t consider himself a ‘company man’, 
but simply because he was having so much fun. There were 
times in I/T when he felt he’d given himself a self-imposed 
prison sentence, working at something he didn’t enjoy, 
aiming for the day when he could retire.  

He was thinking about flipping a coin and using the 
method Frank had taught him months ago, but decided it 
wasn’t necessary. He already knew how he would feel based 
on the result. Maybe, he would return to the technology 
department at some point in the future. For now, his decision 
was to continue to make great lemonade in what some people 
referred to as ‘the second oldest profession’.  

Nearby, he heard someone sobbing softly. He looked 
to the bench across from him and saw Michelle from Human 
Resources. ‘Or,’ he corrected his thoughts, ‘late of Human 
Resources’ when he spotted the card board box beside her. 
Reorganization, transfers and severance, come to the 
Personnel department just like anywhere else.  

When he stood, Kevin felt a change in clothing and 
looking at his arms and pants, found he was no longer in the 
standard ‘business casual’ for his office. He was now wearing 
a short-sleeved white shirt and raising his hands to his 
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throat, felt a bow tie. No doubt it was red. Beside him was 
the lemonade stand.  

Logical? No, but Kevin decided to follow the advice of 
Einstein who said that logic will get you from point A to point 
B, while imagination will get you anywhere.  

He cleared his throat and Michelle looked up, surprise 
on her face.  

“Young lady,” Kevin said, “you look as though you 
could do with a cool glass of lemonade.”  
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Please Sir, may I have more? 

Care for a cool glass of Lemonade? 

 

Whether a few people at your location or several 

hundred at a conference, Tim Paulsen would love to visit 

and share the philosophy and techniques from “The 

Reluctant Collector”.   

For information, please call or e-mail: 

 

(416) 691-2648 

tim@trpaulsen.com 
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Join the movement! 

Receive a certificate and membership card, free 
tips on our newsletter (The Lemon Tree of Knowledge) 
and special offers when you join IOBLE, International 
Order of Best Lemonade Ever.  

 
Learn the secret handshake, too!  

www.trpaulsen.com/reluctant 

 

  

http://www.trpaulsen.com/reluctant
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Care to buy a lemon?  

                                           

 

Order a Lemon-Shaped USB with a copy of The Reluctant 

Collector and much more:  

• Excuse cards for handling excuses  

• Software – The Excuse Terminator  

• Book – How Would Confucius Collect a Past-Due 
Invoice? How About Donald Trump?  

Total value of $75

 

Visit the site for a special offer 

to members of IOBLE 
(International Order of Best Lemonade Ever) 

www.trpaulsen.com/ioble 

 

http://www.trpaulsen.com/ioble

