CHAPTER 5 Internet Activities
Internet Exercise 5.1

Pervasive Persuasion

Imagine you are in line at the grocery store, facing a miniaturized monitor that plays advertisements. A digital scanner in the monitor scans your retina, and matches you to a computerized database that tracks all the purchases you have made with the membership card at that grocery store over the last three years. Seconds later, the computer loads commercials to play on the monitor that have been determined to have appeal to you based on your customer profile.

Here is another scenario. After confirming your seating information for a flight to Florida and checking your bags, you step onto the moving walkway that will take you through the terminal to your departure gate. Scanners that have been tracking your progress through the airport since you checked in load information related to your destination into the displays. As you pass by computerized billboards that line the moving walkway, ads for services, entertainment, shopping, hotels and rental car available in Florida pop up, all of them specifically directed at you. 

Visions of the future? Or are these scenarios being researched today? A little bit of both, as businesses seek new ways to impress on you the need to purchase whatever service, idea, or product they are selling. 

Related Links: Persuasion

1. 
About Advertising: http://advertising.about.com/

2. 
BusinessLink—Advertising: the Basics: http://www.businesslink.org/bdotg/action/detail?type=RESOURCES&itemId=1073790762

3. 
Ward’s AutoInfoBank: http://wdb.wardsauto.com/ar/auto_advertising_puzzle/

4. 
bCentral: http://www.bcentral.co.uk/marketing/marketingmethods/advertising-strategy.mspx
5. 
Professional Advertising: http://www.myprofessionaladvertising.com/Advertising%20Planning.htm
6. 
Food Industry News: http://www.nocards.org/news/supermarketnews_tech.shtml

ACTIVITIES

1.
In a small notebook, keep track of the types of persuasive messages you are exposed to during a typical activity that you do during the day.  For example, while grocery shopping, or while driving to school or to work in the morning, or while spending a couple hours on the net. 

2. Select a common product or service that you use regularly; for example, a fast-food chain or a brand of clothing.  Now consider the persuasive messages that company uses to recruit you as a client. What are the persuasive messages? What makes you think that company’s products are different than the competitors? Now compare products from other companies. Does the advertising skew your judgment at all? 

Internet Exercise 5.2

More on Maslow

Obviously, people and corporations all have needs; but not all needs are equal. Some take priority over others, and you may want to understand how your product or services relate to your client in the broader scheme. The work of psychologist Abraham Maslow gives us some insight into the broader scheme of life’s objectives: Maslow developed a hierarchy of needs which humans seek to fulfill. The hierarchy prioritizes needs from the most basic survival needs to the highest level of emotional, intellectual, and spiritual fulfillment. 

Maslow’s hierarchy indicates that humans do not seek to fulfill higher needs while lower needs are threatened. If people do not have adequate food, water, and shelter, they are not likely to worry about self-growth. Thus, self-actualization, such as creativity and career fulfillment become interests after more basic needs are filled.

When you are identifying benefits your proposal has for your client, these five broad categories can give you insight into the kinds of needs that corporations and business people address. The hierarchy can give you insight into where your ideas fit into the broader scheme of goals and objectives. 

Self-Actualization 

emotional and spiritual growth

-----------------

Esteem 

self-respect and respect for others

----------------------

Social Ties 

love, affection, belongingness

--------------------------------

Safety 

security

---------------------------------------------

Physiological 

physical survival
· Physical survival is basic: having adequate food, water, air, shelter and sleep. 

Lack of sleep seriously jeopardizes work performance. In the medical world, workers are often asked to work multiple shifts hours without sleep. When a person’s physical needs are jeopardized, it seems logical that to consider their decision-making is not at full capacity. 

What if there isn’t anywhere for workers to get a good lunch or there aren’t adequate breaks? When conditions are too hot or cold, performance suffers. If a company calls you in to consult about poor morale, identify first if physical needs are being met. If you find yourself dissatisfied with your job, ask yourself if you need to address your basic needs. 

· Safety and security have become a national concern, but for some professions, safety has always been a concern. 

The Occupational Safety and Health Association (OSHA) regulates corporations to ensure their procedures provide adequate safety measures to avoid physical harm to workers. In addition, corporate policies and Federal law provide protection for emotional security because, unfortunately, sexual harassment and discrimination are realities. Many companies avoid problems by offering diversity training and holding all levels of employees accountable for their actions. When employees feel protected both emotionally and physically, they act with more confidence. 

· Physical Safety and security has have become a national concern; but for some professions, safety has always been a concern
The Occupational Safety and Health Association (OSHA) regulates corporations to ensure their procedures provide adequate safety measures to avoid physical harm to workers. 

· Social Ties are filled at work through friendship and group affiliation. 

Social affiliations occur informally when associates share lunch; in addition, some corporations encourage social ties through annual company outings and celebrations. People naturally seek love, approval, and acceptance. By accepting others and encouraging co-workers to do the same, you channel energy toward getting the job done more effectively. 

· Self-esteem develops through status and feelings of self-worth. 

Corporations speak to these needs formally through titles and responsibilities as well as through appraisals, raises, awards, and various recognition programs. As a supervisor, you can also validate self-esteem through informal feedback on an on-going basis. When employees do a good job, tell them. 

· Self-growth or self-actualization becomes important at some point during most people’s lives. 

Priorities change over a lifetime. For example, early in a career, a person is more likely to focus on income and the benefits a high salary provides: nice home, new car, fancy clothes. When those are met along with other needs for self-esteem, a person will seek out personal growth opportunities. 

Thus, consider the hierarchy of needs when you are proposing a new procedure or product. Determine how your proposal relates to which levels. For example, if you are training security guards, analyze how the training meets the trainees’ basic needs and higher-level needs: well-trained individuals have more vocational flexibility, are able to earn a better salary, and feel satisfied by improving their ability to solve problems more effectively. 

Until you point out the needs your proposal fulfills, your client may not be aware of the significance what your proposal achieves until you point out the needs it fulfills. Identify these answers for yourself and your client. 

Understanding motivation also helps dispel resistance. For example, as you In addition, understanding  the various needs all humans wish to fulfill, to a greater or lesser degree, you can understand how even subtle gestures can have a great impact. 

Related Links: Abraham Maslow

1. 
Abraham H. Maslow Publications: A Current List of Books and Articles: http://www.maslow.com/
2. 
Personality Theories: Abraham Maslow: http://www.ship.edu/~cgboeree/maslow.html
3. 
Maslow’s Hierarchy of Needs: http://web.utk.edu/~gwynne/maslow.HTM
4. 
The Maslow Nidus: http://www.maslow.org/
5. 
Abraham Maslow: A Reader: http://oaks.nvg.org/eg4ra15.html

ACTIVITY

Instructions: Identify a product that you use and would recommend and then respond to the questions below:

1.
Why do you think so highly of the product? What evidence can you provide?

2. 
Think of Maslow’s hierarchy of needs: 

· Why did you buy the product?

· What “need” or “problem” were you trying to solve? 

· Was there something about the advertisement that pulled you in?

Internet Exercise 5.3
Collection Chain

Every business large and small faces the dilemma of the late-paying customer. The product, the service, or the idea has been delivered, but payment has never been rendered. It can be a frustrating moment for any businessperson, and there are many considerations at play in when deciding how best to proceed. 

If you pursue the claim too vigorously and in the wrong tone, you could forever alienate a client who for very innocent reasons might have missed a payment. Worse, that alienated customer might spread the word to their friends and business associates, providing negative publicity for your business. 

For this reason alone, although there is always the possibility the client involved in the matter is just  the sort of customer your business does not need—a debtor with no intention of paying—it is always best to assume at the start that this is not the case. Your goal in pursuing these late accounts should be two-fold: to recover the monies owed, and to maintain the business relationship. 

The final step at the end of the Collection Chain is for a business to assign the late account to a collection agency, a company which will charge a fee (sometimes as high as 50% of the past due amount) to aggressively pursue the claim. Most businesses do their best to settle late accounts on before going this route. Not only does the use of a collection agency seriously diminish any profit a company would make from the sale, but it also fairly well ensures that the business relationship with that client is ended. And although a client relationship that has reached the point of engaging a third party to collect the bill is usually no longer a useful business relationship, the negative publicity that can arise from such a disagreement is always a concern. 

The best practice is this scenario is to move forward with a “chain” of late-payment and pre-collection notices that will be sent at pre-determined intervals of time in pursuit of the late-paying account. The chain begins with friendly reminders and routine statements of account; it ends with a last call for payment and a notice that the debt will be turned over to a collection service. 

Letter No. 1: Payment Past Due
If a client’s payment is not received on time, the first step is to bring the outstanding debt to the customer’s attention. This can be accomplished via the monthly statement that most companies send their credit customers. A duplicate copy of the statement can be forwarded to the customer with a friendly reminder attached: 

Letter No. 1: Payment Past Due
Surge Electronics 

2444 Peach Court

Alain, GA 21456

February 28, 2005

Mr. Oliver Nolan

457 Peach Tree Lane, Unit C

Alain, GA 21456

Dear Mr. Nolan:

You are a valued customer, and we want you to remain in good standing with our store. 
Unfortunately, we have not received a payment since your last statement was mailed. Our records indicate you have a past due amount on your account of $362.78. 
If you have already mailed your payment, please disregard this notice. If you believe this message is in error, please contact me at (555) 555-5555, extension 3112. Otherwise, please check your records and submit any past due balance.

Thank you.

Sarah Atkins

Surge Electronics

Accounts Receivable

Letter No. 2: Reminder/Form Letter

When payment is still not received, the next step in the Collection chain is a form letter. The letter should be personalized by including the customer’s name, address and account information. As with the first letter, the message should be polite and direct. The goal remains the same: to maintain the business relationship and collect payment.

Letter No. 2: Reminder/Form Letter
Surge Electronics 

2444 Peach Court

Alain, GA 21456

March 28, 2005
Mr. Oliver Nolan

457 Peach Tree Lane, Unit C

Alain, GA 21456

Dear Mr. Nolan:

Surge Electronics values you as one of our customers. It is important to our business that payments are made each month before the due date on your monthly statement. Accordingly, the amount due of $362.78 should be paid before you next billing date.

If you have already mailed your check, please accept our thanks. If you believe this letter to be in error, please contact me at (555) 555-5555, ext. 3112.
Sincerely,

Sarah Atkins

Surge Electronics

Accounts Receivable

Letter No. 3: Reminder/Personal Letter

The third letter in the collection chain is a personal letter on company letterhead. The best practice is to keep the message brief and to the point. It is important that the customer view the message as a reminder, not a demand for payment; the message should attempt to persuade rather than intimidate.

Letter No. 3: Reminder/Personal Letter
Surge Electronics 

2444 Peach Court

Alain, GA 21456

April 28, 2005

Mr. Oliver Nolan

457 Peach Tree Lane, Unit C

Alain, GA 21456

Dear Mr. Nolan:

A duplicate statement of your credit charges from January is enclosed.

This note is a friendly reminder that the balance on your account is past due. Please take a few minutes today to send us your check for $362.78.

A postpaid, addressed envelope is enclosed for your convenience.

Thank you.

Sarah Atkins

Surge Electronics

Accounts Receivable

Letter No. 4: Request for Explanation

When there is no response from a client to a personal reminder, it is time to modify your approach. Assume there is a reason the client is not paying. Perhaps they are unhappy with the product, service or idea purchased; perhaps they are facing financial difficulty. 

The best approach in requesting an explanation is to assume that the customer is basically honest, however you might feel to the contrary. Issues arise in people’s lives that can have unintended effects on those with whom they interact. 

In this message, it is your job to either get the client to provide an explanation for why the payment hasn’t been made—so you can then work with the client on a mutually agreeable solution—and to urge them to settle the overdue account.

If the client does contact you, remember to approach the conversation with the “you “attitude. Whether the situation involves money or other aspects of the purchase, try to work toward a resolution that satisfies both parties involved. A client in financial difficulty might need an extended payment plan; a customer dissatisfied with a purchase might require a discount or an exchange. The “you” attitude will help you solve the situation in a way the maintains the relationship.  

Letter No. 4: Request for Explanation
Surge Electronics 

2444 Peach Court

Alain, GA 21456

May 28, 2005

Mr. Oliver Nolan

457 Peach Tree Lane, Unit C

Alain, GA 21456

Dear Mr. Nolan:

Several reminder notices have been mailed to you regarding the past due amount on your account of $362.78, but we have to date received no response to these notices.

If there is an issue with your purchase, or there is some outside circumstance that has kept you from settling this account, I am certain that we can work out a solution that is mutually agreeable. 

Please take the time in the near future to give me a phone call at (555) 555-5555, ext. 3112, so we can discuss this further..

Sincerely,

Sarah Atkins

Surge Electronics

Accounts Receivable

Letter No. 5: Direct Appeal for Payment

When there is still no response from the client, it is time to make a final, direct appeal to the customer to pay. While it is appropriate for you to take a stronger tone, this letter should still be calmly written. The best strategy is to appeal to the client’s sense of fairness and integrity. 

Do not threaten to take the debtor to court or collections unless you or your company plans to follow through on the threat. It is appropriate to allow the customer another chance to resolve the debt within a grace period, usually 10 to 12 days from the date of the letter. 

Letter No. 5: Direct Appeal for Payment
Surge Electronics 

2444 Peach Court

Alain, GA 21456

June 28, 2005

Mr. Oliver Nolan

457 Peach Tree Lane, Unit C

Alain, GA 21456

Dear Mr. Nolan:

Based on your good credit record, Surge Electronics extended credit in the amount of $362.78 to purchase a microwave oven, on the understanding that account are due on the 15th of the month following purchase. You agreed to those terms when you signed the purchase contract.

Please consider the value of your credit reputation. We want to help you maintain your credit reputation because of the advantages it gives you. However, at this time, in accordance with company policy, we must request that you pay the amount that is past due by July 8, 2005. 

Please forward us your check for $362.78 today.

Sincerely,

Sarah Atkins

Surge Electronics

Accounts Receivable

Letter No. 6: Last Call for Payment

The last link in the collection chain is an appeal to the client to settle the account for the sake of their credit record. This message would include the promise to turn the delinquent account over to a collection agency or an attorney if that is company policy. 

In this letter, the customer receives a final chance to send payment before a deadline, usually five to ten days from the date of the letter. Never threaten—these letters may one day be used in court—but clearly and regretfully state the consequences of a failure to pay. You may choose to send the letter by registered mail, to confirm receipt by the client. 

Finally, if you discover anywhere along the collection chain of letters that the client does not intend to pay, it is time to consult a collection agency or lawyer about a collection or repossession strategy. Remember to consult state law when following collection procedures. 

Letter No. 6: Last Call for Payment 
Surge Electronics 

2444 Peach Court

Alain, GA 21456

July 8, 2005

Mr. Oliver Nolan

457 Peach Tree Lane, Unit C

Alain, GA 21456

Dear Mr. Nolan:

Your credit reputation is a valuable asset.  

For some time now, we have been writing to you in effort to clear up your balance of $362.78, described in the attached statement. Although we have called the situation to your attention in six message, we have not received a check or an explanation.

Can’t we still settle this account in a friendly way? If you send your check for $362.78 now, you can continue to buy electronics on our regular credit terms. The agreement with our collection agency, however, does not allow further delay. We must turn your account over the Escobar Collection Agency unless a check is received by July 18, 2005. 

Please mail your check for $362.78 today. Protect your credit reputation.

Sincerely,

Sarah Atkins

Surge Electronics

Accounts Receivable

Payment Acknowledged

When a client writes to you to resolve a past-due account, set aside the remaining letters in the collection chain and respond with a personal letter. If the customer responds to any letter in the collection chain with a full payment, you should send them a special thank-you message.

Payment Acknowledged

Surge Electronics 

2444 Peach Court

Alain, GA 21456

July 14, 2006

Oliver Nolan

457 Peach Tree Lane, Unit C

Alain, GA 21456

Dear Mr. Nolan:

Thank you for your check No. 06234 for $362.78. Your account is now paid in full. 

Settling this account protects your credit reputation and allows us to continue our business relationship.

Sincerely,

Sarah Atkins

Surge Electronics

Accounts Receivable

Critical Thinking: Collection Services 

1. Why do you think a company would be willing to work so hard to preserve the goodwill of a slow-paying (or non-paying) customer?

2. If you owner a business, do you think it would be hard to maintain the “You” attitude while pursuing a late-paying account?

ACTIVITIES

1. Imagine that you are Oliver Nolan, owner of a small auto body shop that suffered major damage in flooding that occurred after the winter rains. The loss was nearly complete—including the microwave wave from Surge Electronics that you—and you are now facing a lot of financial strains. At first you put off dealing with your debts, hoping the situation would improve. But it hasn’t. Compose a letter to Sarah Atkins at Surge Electronics, explaining that although you intend to pay Surge eventually, in the foreseeable future that is not an option.

2. Now imagine that you are Sarah Atkins’ manager at Surge Electronics. Sarah has just brought you a letter from Oliver Nolan, who holds a past due balance of $362.78 account, explaining that he will be unable to settle the account in the near future. What are your options for responding?

3. Use a search engine to research state and federal collection laws. What actions are not permissible in pursuit of a delinquent account?

4. Use a search engine to research collection agencies and the terms of engaging their services. Why do you think this avenue is considered a “last resort”?
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