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[COMPANY NAME]  –  COMPANY PROCEDURE
INVOICE CHASING AND CREDIT CONTROL
How we issue invoices, track them and chase late payment in a fair, consistent and professional way, so cash keeps coming in and customer relationships stay good.
	Reference
	Version
	Date issued
	Review date

	ARB-ACP-06
	2.0
	[DD/MM/YYYY]
	[DD/MM/YYYY]



	At a glance

	What it is for
	Protecting cash flow, reducing bad debt and keeping every chase professional and recorded.

	Who does it
	Office Administrator or Office Manager. A Manager or Director oversees it and authorises any escalation.

	When (the trigger)
	Every invoice, from the day it is issued until it is paid or written off.

	Time needed
	About 15 minutes a day for the register and reminders. About 30 minutes for the weekly aged debt review.

	You will need
	The Invoice Register (or accounts or job app), the signed quote and terms, the Job Sheet, and the templates in Section 4.

	What "done" looks like
	Invoice paid in full and marked paid, or a Director-approved write-off, with every reminder and call logged.

	Where records go
	Accounts system and Invoice Register, with chase notes on the customer record. Kept for [6 years] from the end of the financial year.



Where this fits in the office flow
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	TPO / CA check
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ACP-08
	›
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THIS PROCEDURE


Credit control starts when the invoice is issued at the end of Quote to Invoice (ARB-ACP-08). Clear terms on the quote make chasing easier.

	The rule
Invoice promptly, chase on fixed days, log every contact, and never add interest or charges we are not entitled to. Business customers and home customers are chased differently (Section 1). Escalation, interest and legal action need a Manager’s or Director’s approval.




  1     Payment terms: business and home customers
              Section 1 of 5  ·  About 3 minutes to read  ·  Office, Manager
Our standard terms are [14 days] from the invoice date, unless the quote says otherwise (for example 7, 14 or 30 days, or staged payments). They must be the same on the quote, the invoice and our terms and conditions.
	
	Business customers (B2B), councils, contractors
	Home customers (consumers)

	Which rules apply
	Late Payment of Commercial Debts (Interest) Act 1998, and our contract terms.
	Our contract terms and consumer law. The Late Payment Act does not apply.

	If no date is agreed
	Payment is late 30 days after the customer gets the invoice, or after the work is done if later.
	The date in our terms. Put it clearly on the quote and invoice.

	Interest
	Statutory interest of 8% a year above the Bank of England base rate can be claimed (use the base rate on 31 December or 30 June before the debt became due).
	Only if our signed terms allow it, at a fair rate. Otherwise, only through the court if we make a claim.

	Recovery costs
	A fixed sum per invoice: £40 (under £1,000), £70 (£1,000 to £9,999.99), £100 (£10,000 or more), plus reasonable extra recovery costs.
	No fixed sums. Only charges in our terms that are fair and clearly explained.

	Before going to court
	A clear letter before action with a reasonable time to pay (for a limited company or partnership).
	The Pre-Action Protocol for Debt Claims: letter of claim with the information sheet and reply form, and 30 days to reply. This also applies to sole traders.



  2     Step by step
              Section 2 of 5  ·  Every working day, plus a weekly review  ·  Office, Manager
Days are counted from the invoice due date. The "Record it" column tells you what to write down, and where.
	#
	What to do
	Who
	Record it

	1
	Issue the invoice
Raise it promptly: within [2 working days] of completion, or on the dates agreed for staged payments. VAT-registered? Issue a VAT invoice within 30 days of the tax point.
Check it against the accepted quote plus any changes agreed on the Job Sheet (ARB-SITE-002, section 5). It must show: invoice number, job reference, customer, date, what was done, price and VAT, payment terms and due date, bank details, and "We will never change our bank details by email."
	Office
	Invoice in the accounts system; Invoice Register line



	2
	Monitor due dates
Keep the Invoice Register up to date: invoice number, customer, amount, issue date, due date, payment status and chase notes.
Every [Monday], run the aged debt report and flag anything overdue, disputed or over [£1,000] to the Manager.
	Office; Manager reviews weekly
	Invoice Register; weekly aged debt report



	3
	First reminder – within 3 working days of the due date
Send a polite reminder quoting the invoice number, amount and original due date (template in Section 4). Assume it has been missed, not refused.
	Office
	Date sent and method in the register



	4
	Second reminder – 7 to 14 days overdue
Send a firmer reminder, or phone (script in Section 4). Ask whether there is any problem with the work or the invoice.
If the customer raises a dispute or complaint, stop chasing the disputed part, refer it to the Manager the same day, and handle it under Customer Care (ARB-POL-15). Keep chasing any undisputed amount.
	Office; Manager for disputes
	Call or email note; dispute noted and referred



	5
	Final notice – 21 to 30 days overdue
Send the final notice (Section 4). Say what will happen next and by when, e.g. 7 days. Do not threaten anything we are not prepared to do, or are not allowed to do.
Put the customer on hold: no further work is booked without Manager approval.
	Office; Manager approves the notice
	Final notice copy; "on hold" flag on the customer record



	6
	Escalate – Manager or Director decides
Only a Manager or Director can authorise the next step, and it must match our signed terms:
1. Business customer: add statutory interest and the fixed sum; send a letter before action.
1. Home customer or sole trader: send a letter of claim under the Pre-Action Protocol and wait 30 days.
1. Then, if still unpaid: a court claim (e.g. the online money claim service), or a debt collection agency. Agree payment plans in writing.
	Manager / Director
	Written decision; letters, claim and agency papers in the debt file



	7
	Close it: paid or written off
Record the payment and date, and take the customer off hold. If a debt cannot be recovered, a Director approves the write-off. Tell the accountant: VAT bad debt relief can usually be claimed once a debt is over 6 months overdue and written off in the accounts.
	Office; Director for write-offs
	Payment recorded; write-off approval; accountant told





  3     When to stop, and an example
              Section 3 of 5  ·  About 2 minutes to read  ·  Office, Manager
	Stop – do not continue if…
1. the customer says the work is unfinished, not as quoted or caused damage – it is a complaint first (ARB-POL-15);
1. the invoice does not match the quote and agreed changes – issue a credit note and re-invoice;
1. you would add interest or a fee for a home customer that our signed terms do not allow;
1. anyone asks to pay into, or change, a bank account – do the call-back check (ARB-POL-06);
1. the customer is in serious financial difficulty or vulnerable – agree a fair plan with the Manager;
1. anyone other than the customer or their authorised contact asks about the debt (ARB-POL-04).
If any of these apply, stop and speak to [Manager name] before sending anything else.



	What this means for you
A letting agent owes £1,440 for a crown reduction, 14 days overdue after a polite email. You phone and hear the invoice went to the wrong inbox. You resend it to their accounts address and note the call. It is still unpaid at day 28, so with the Manager’s approval you send the final notice, adding statutory interest and the £70 fixed sum as a business debt. They pay in full the next week. A homeowner owing £380 at day 28 is different: no fixed sum and no interest unless our terms say so, and a Pre-Action Protocol letter before any court claim.



  4     Templates and scripts
              Section 4 of 5  ·  Copy, paste and fill in  ·  Office
	First reminder (friendly)
Subject: Invoice [number] – payment reminder
Hello [name], a quick reminder that invoice [number] for [job, e.g. tree work at 12 Mill Lane], £[amount], was due on [date]. If you have already paid, thank you and please ignore this. Our bank details are on the invoice, attached. Kind regards, [name]



	Second reminder (firmer)
Hello [name], invoice [number] for £[amount] is now [number] days overdue (due [date]). Please pay by [date, 7 days] or let us know straight away if there is a problem with the work or the invoice, so we can sort it out. Kind regards, [name]



	Final notice
Subject: FINAL NOTICE – invoice [number]
Dear [name], despite our reminders of [dates], invoice [number] for £[amount] remains unpaid. Please pay in full by [date]. If we do not receive payment or hear from you by then, we will [take the next step agreed by the Manager].
Business customers only: "Under the Late Payment of Commercial Debts (Interest) Act 1998 we are entitled to statutory interest of [x]% a year from [due date] and a fixed sum of £[40 / 70 / 100]."
Yours sincerely, [name, role]



	Phone script
"Hello, it’s [name] from [COMPANY NAME]. Am I speaking to [customer name]? I’m calling about invoice [number] for the tree work at [address]. It was due on [date]. Is there anything stopping it being paid?"
If they will pay: "Thank you. When should we expect it?" Note the date. If there is a problem: "Thank you for telling me. I’ll pass that to [Manager] today, and they will call you by [time]."
Be polite and calm. Never threaten, never discuss the debt with anyone else, and log the call straight away.



  5     Records, controls and review
              Section 5 of 5  ·  About 2 minutes to read  ·  Office, Director
	What to keep
	Where
	How long
	Why

	Invoices and credit notes issued
	Accounts system
	[6 years] from the end of the financial year
	Company accounting records law; VAT records.

	Reminders, call notes and final notices
	Invoice Register or customer record
	[6 years]
	Shows we chased fairly. Needed for any court claim.

	Payment confirmations and remittances
	Accounts system
	[6 years]
	Proves the debt was paid.

	Escalation letters, claims, agency papers, write-off approvals
	Debt file for the customer
	[6 years] after the matter closes
	Evidence and the approval trail.



	Control
	How we meet it

	Every chase is logged
	Date, method and outcome in the Invoice Register or CRM, the same day.

	Disputes go to the Manager straight away
	Step 4. Chasing stops on the disputed amount.

	Interest and charges only where we are entitled to them
	Business: the Late Payment Act or our contract. Home: only if our signed terms allow it.

	No new work for customers with significant debt
	Customers over [30] days or [£1,000] overdue are on hold unless a Manager approves.

	Review
	A Director reviews the aged debt report every [month] and this procedure every 12 months (Date issued, Review date and Approved by are on the cover and in Document control).



	Guidance for the business owner – remove before issue
How to use this procedure. Set your standard payment terms, the hold threshold and the review day, fill in everything in [red], and delete this box before issue. Check that your quote terms (ARB-SITE-001, ARB-POL-15) say what you will charge if a home customer pays late; if they say nothing, do not add charges.
Business debts (checked 27/09/2026). Late Payment of Commercial Debts (Interest) Act 1998: statutory interest is 8% above the Bank of England base rate for business-to-business transactions (GOV.UK); fixed sums £40, £70 and £100, plus reasonable recovery costs not covered by the fixed sum (s5A). If no date is agreed, payment is late 30 days after the invoice or the service, whichever is later. Agreed periods should usually be within 60 days for business transactions, or 30 days for public authorities (GOV.UK). The Act does not apply to consumers.
Coming change. The Commercial Payments Bill (introduced 19/05/2026, called the Small Business Protections Bill by the government) was at report stage in the House of Lords in September 2026. It proposes a 60-day maximum payment period, mandatory interest on late payments, stronger Small Business Commissioner powers and a ban on cash retentions in construction contracts. It is not yet law. Update this procedure when it receives Royal Assent.
Home customers and sole traders. The Pre-Action Protocol for Debt Claims applies when a business claims a debt from an individual, including a sole trader: a letter of claim with the account details, information sheet and reply form, and 30 days to reply. Not following it can lead to cost and interest penalties from the court. Interest in consumer terms must be fair and transparent (Consumer Rights Act 2015, Part 2).
VAT. VAT-registered businesses issue a VAT invoice within 30 days of the time of supply (HMRC VATREC6010). Bad debt relief: claim within 4 years and 6 months of the later of the due date and the supply date (HMRC VBDR1600), once the usual 6-month and write-off conditions are met; ask your accountant.
Errors fixed. The original allowed interest only "where contractually agreed". For business customers statutory interest applies by law unless the contract gives a substantial alternative remedy; for home customers only if the terms say so. The TEMPLATE version’s Section 9 "Review" is now the Review control and the cover and Document control fields.
Arborella provides this template as documentation support. It is not legal or financial advice. Take advice before court action, and speak to your accountant about write-offs and VAT.



Related documents
	Reference
	Document

	ARB-ACP-08
	Quote to Invoice

	ARB-POL-15
	Customer Care and Complaints Policy

	ARB-POL-06
	Fraud Prevention & Financial Integrity Policy

	ARB-POL-04
	Data Protection Policy

	ARB-SITE-002
	Job Sheet (agreed changes)



Document control
	Document
	Invoice Chasing and Credit Control (ARB-ACP-06)

	Owner
	Company Director

	Approved by
	[Name, role]

	Status
	Controlled template – Live once approved

	Review
	At least every 12 months, and sooner if the law, guidance or the way we work changes



	Ver.
	Date
	Author
	Summary of changes

	1.0
	[DATE]
	[Initials]
	First Edition Created
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