
Sample Escalation Timeline

Good “Clients" 
pay by Due Date

+3 
DAYS

+7 
DAYS

+30 
DAYS

+60 
DAYS

+67
DAYS

Initial Contact

OD1 Call / Email
OD2 Call / Email

OD3 Call / Email

OD4 Default 
Letter or Email

Love has gone

GENERAL NOTES

If contact is not made on 
the initial call, try again

before making an OD1 call.
Triage: Can/Can't/Won't

Attempt contact three 
times for OD1 call. Send
OD1 email/letter before

attempting OD2 call.

Attempt contact three 
times for OD2 call. Send
OD2 email/letter and call

using OD3 script.

After 67 days, when all love has
gone, get legal advice if the debt
size warrants it. If not, register a

credit default and move on.

Escalation process and timeline may vary as communication with debtors uncovers issues.
Phone calls should be included before escalation at any point.
All phone conversations require subsequent written confirmation with debtors.
Telephone call, email and letter templates can be sourced from smartAR on request.
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