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Debt Collection Procedure : Christy Plumbing & Heating Ltd 

Important: 

Our aim: 

• Treat customers fairly, 
• Clear & transparent communication, 
• Data protection & confidentiality, 
• Always aim to reach an agreement , preferring mediation to avoid legal action, 
• Strong record keeping, 

 

Notes: 

• Payment of invoices is due on receipt. 
• It is important to understand if the customer has difficulty making payments . 
• Make reasonable efforts to contact the customer and ensure methods of 

payment are flexible and remain suitable for the customer. 
• Help the customer with advice and refer them to impartial money guidance and 

debt advice where applicable. 

Record keeping to include: 

• A customer journey which references all communications including ; calls, 
emails, whatsapp, text messages and letters. 

• Receipts for communication 
• Details of who made the contact and to whom and the purpose of the contact 
• Quotes, invoices and reminders 
• Payment receipts 
• Legal paperwork 
• Third party reports and communications 
• Mediation reports 

Debt recovery process: 

Stage 1: 

Telephone call to chase debt after 2 days overdue. Follow up by email, whatsapp or 
letter – durable medium 
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Log debt chase against the invoice on CRM (Commusoft or Xero). 

Stage 2: 

Telephone call to chase debt after 5 days overdue. Follow up by email, whatsapp or 
letter – durable medium 

Log debt chase against the invoice on CRM (Commusoft or Xero). 

Stage 3: 

1st debt chasing letter – allow 21 days for a response. 

First class post  with proof of posting 

Stage 4: 

2nd debt chasing letter – allow 14 days for a response 

First class post with proof of posting 

Stage 5: 

Final letter before court action 

First class post  with proof of posting 

====================================================================== 

Either move to mediation if this has been agreed by all parties or 

Issue debt claim with moneyclaim online 

Debt may include: 

• Outstanding amount on invoice 
• Administration , court fees and other charges as detailed in 

https://christyplumbing.co.uk/wp-content/uploads/2026/02/Christy-Plumbing-
Terms-and-Conditions-January-2026.docx.pdf 

• Statutory interest of 8% plus the Bank of England base rate from the date the 
debt became due. 

Action we may take may include: 

• Agree payment plans 
• Mediation 
• Legal action 
• Charges against the customer’s property 
• Other forms of debt collection 
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