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FIRSTTHINGSFIRSTé



ROBINS KAPLAN LLP
¤ CUSTOMERS/C LIENTS: DOMESTICAND INTERNATIONAL

¤ STAFFOF FIVE

¤ GOOD RELATIONSHIPWITHMARKETING

¤ WORK CLOSELYWITHBILLING/ EBILLING

¤ PRESCREENINGOF PROSPECTS

¤ HAVE AUTOMATEDNBI (NEW BUSINESSINTAKE) PROCESS

¤ ESTABLISHAND MONITOR CREDITLINES

¤ COLLECTIONWORKFLOWWITHAUTOMATEDPROCESSES

¤ MONITORKPIõS

¤ GENERATEA/R REPORTSFOR INTERNALCLIENTS



OURWEBINARGOAL

Utilizing a Customer First Initiative, Discuss 
and Discover Ways to Maximize Profits, 
Minimize Risk and Accelerate Cash Flow 

While Better Serving Our Customers



MISSION

Maximize 
Company Profits

Minimize 
Company Risk

Maintain A 
STRONG Cash 

Flow

Manage 
Everything with 

World Class 
Customer Service



FIRSTMISSION



TERMS/D EFINITIONS

ά/ƻƭƭŜŎǘƛǾŜ insight into customer needs, wants, perceptions, and 
preferences gained through direct and indirect questioning. These 
discoveries are translated into meaningful objectives that help in 
closing the gap between customer expectations and the firm's 
ƻŦŦŜǊƛƴƎǎέ

http://www.businessdictionary.com/definition/voice-of-the-
customer.html

VOICEOF THECUSTOMER(VOC)



TERMS/D EFINITIONS

Customer Experience CX

ƮJo!commerce, customer experience is the product of an 
interaction between an organization and a customer over the 
duration of their relationship. ... A good customer 
experience means that the individual's experience during all 
points of contact matches the individual's expectations /Ư

Wikipedia



TERMS/D EFINITIONS

Customer First

Putting the customer first, in simple terms, means that a 
business puts the needs and requirements of a customer ahead 
of anything and everything else. 

They are oriented towards serving the ŎǳǎǘƻƳŜǊΩǎ ƴŜŜŘǎ 
and measure customer-satisfaction levels in order to 
determine the success of their business.



A C USTOMEREXPERIENCE



WHY CUSTOMERFIRST?

We Exist To Serve 

Our Customer



WHY CUSTOMERFIRST?



CHANGE IS A BUSINESS

CONSTANT



CHANGE



WE EITHERINNOVATE OR

EVAPORATE



PERCEPTIONBECOMESREALITY



SALESAND MANAGEMENT HAVE A

FEARé



CUSTOMERRELATIONSHIPSCAN BE

LIKEé



TAKING YEARSTO GROW BUTONLY

MOMENTSTO DESTROY



DO OUR INTERNALPARTNERS

UNDERSTANDINGALLASPECTSOF THE

CUSTOMERRELATIONSHIP?



AREWE CORRECTLYUNDERSTANDING

ALLASPECTSOF THECUSTOMER

RELATIONSHIP?



GENESISOF CHANGE

Credit & 
Collections 
Manager

Manager of 
Customer 
Financial 
Services



CUSTOMERFIRSTBILLING

1) Customers will begin using the push 
function for new business bids 

2) Advanced Analytics and grading of 
Company will become more apparent

3) Partners will be ranked and some 
may be excluded from new business



LEVERAGINGWORLDCLASSSERVICEIN

CREDIT

Gateways 
to Success



WHY DOESYOUR COMPANY CHECK

CREDITNEW CUSTOMERS?



Great 
Documentation

Complete Information

Clear Payment Terms

Collections Review 
With Customer 

GATEWAYTO SUCCESS



Credit Checks

Protect the Company?

Protect The Customer?

GATEWAYTO SUCCESS



Secretary of State 
Search

OFAC

Suit, Lien & Judgement

Gateway To Success



GATEWAYTO SUCCESS

Track For The First 
Payment

First Payment Default



CASESTUDIES

ABA Study D&B Study

OCC Study



GATEWAYTO SUCCESS

Teach Partners To Value The 
Services You Provide And 
Do Not Make Excuses For 
Customers Not Paying Your 
Company.  Do Not Enable 
Your Customers To Pay 
Late.



GATEWAYTO SUCCESS

Train and Educate All Parties



CUSTOMERFIRSTINITIATIVE


