
CFO WEBCAST BRIEF

HOW FINANCE LEADERS 
ACCELERATE RECEIVABLES  

FOR THE LONG TERM



2  I  HOW FINANCE LEADERS ACCELERATE RECEIVABLES FOR THE LONG TERM

 

SPEAKER

Siobhan Riggott
Director, Customer-to-Cash &  

Global Business Services Advisory

The Hackett Group

When COVID-19 hit, finance teams went 

into survival mode. The once routine task 

of reconciling receivables was viewed as 

an accomplishment. 

As we emerge from the pandemic, 

enterprises are turning their focus 

to automation and modernizing 

the technology landscape. Another 

priority: underpinning the process with 

better data to support more effective 

receivables management and drive better 

decision-making.



As companies once again sharpen their 

expansion plans, finance leaders need to 

elevate their expectations for collecting 

customer payments. In addition, CFOs 

need to equip their teams to overcome 

these challenges. 

Siobhan Riggott, director of customer-

to-cash and global business services 

advisory at The Hackett Group, kicked off 

a recent BlackLine-sponsored CFO Dive 

webinar, How Finance Leaders Accelerate 

Receivables For The Long Term. She 

says that 2021 is about expanding digital 

capabilities during her overview of The 

Hackett Group’s current Key Issues study. 

“The future is about driving automation, 

about looking at the tools and technologies 

that you use to support the finance 

processes, and generally modernizing that 

landscape,” Riggott notes.

The second priority is insights, 

Riggott says. “Organizations are 

making investments in predictive 

modeling, advanced analytics, and data 

visualization tools.” 

Riggott points to master data as another 

area of renewed area of interest for 

finance and receivables. “Data has always 

been important from a receivables and 

customer-to-cash perspective. However, 

the emphasis on master data is even 

more critical as we use that data for 

advanced analytics, modeling, and 

decision-making.”
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PUTTING METRICS INTO PERSPECTIVE

Riggott notes that organizations with 

better processes, policies, and data fared 

better during the pandemic. However, data 

measurement and visibility are among the 

challenges most organizations face.

“In my role as a customer-to-cash advisor, I 

talk to companies about what to measure. 

What does a good scorecard look like? 

What does it include? How do you calculate 

certain metrics? Is that a good or a bad 

number?”

Before you determine your goals, it is vital 

to understand your current metrics. Riggott 

says, “There’s so much debate around 

how to calculate DSO. Do you calculate 

on average day sales? Do you calculate on 

an average day sales based on the current 

month or 90 days? Do you use a rollback, 

count back, or exhaust method?”

Many companies will compare their DSO to 

other organizations, which isn’t always the 

best approach. “I’m often asked, “’ Is my 

DSO performance of 46 days good?’ I can’t 

comment on whether a DSO of 46 days is 

good or bad,” she says. “You’ve got to first 

understand the mix and the composition that 

make up those 46 days. And it won’t just be 

about DSO. It will be about your aged debt.”

After determining what you can measure, 

turn your attention to understanding what 

you can influence. “Once you know what you 

can influence effectively, it’s about applying 

those process improvement activities, 

whether that is coverage of the ledger or 

whether it’s resolving disputes and reasons 

for non-payment.”
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“ ONCE YOU KNOW WHAT YOU 
CAN INFLUENCE EFFECTIVELY, 
IT’S ABOUT APPLYING THOSE 
PROCESS IMPROVEMENT 
ACTIVITIES, WHETHER THAT IS 
COVERAGE OF THE LEDGER 
OR WHETHER IT’S RESOLVING 
DISPUTES AND REASONS FOR 
NON-PAYMENT.” 

—Siobhan Riggott,
Director, Customer-to-Cash & Global 

Business Services Advisory,
The Hackett Group
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STREAMLINING THE CUSTOMER-TO-CASH PROCESS

Riggott describes several ways to approach 

the customer-to-cash process: 

•  You can opt to change your focus from 
a credit risk management to a front-
end perspective. To do this, you need to 
link your credit management and order 
management processes. 

•  From a billing perspective, make sure 
you’re getting your invoices out the door 
as quickly as possible and providing them 
electronically to ensure timely receipt. 

•  From a collections’ perspective, focus on 
the right customers and communicate 
and collaborate, internally and externally. 

In the most effective organizations, finance 

leaders collaborate with the accounts 

receivable and/or the collections teams 

to identify and reduce risks concerning 

customer communication. “It’s about 

segmentation and differentiating your 

collection strategy,” Riggott says. “A top-

performing customer-to-cash organization 

will have communication processes in place.”

The audience indicated a strong focus 

on collections processes. Most attendees 

(86%) agreed that improving the 

efficiency, accuracy, and security of its 

payment processes is a top priority for 

their company. 

Riggott outlines important considerations 

for finance leaders as they evaluate their 

payment processes. “A couple of years ago, 

the focus was on driving costs out of the 

process. Today, it is a lot more about trying 

to mirror, to some extent, your customers’ 

needs and preferences to make it as easy for 

them as possible.”
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Agree that improving the efficiency, accuracy, 
and security of its payment process is  

a top priority for their company. 

86%

Source: Live webcast audience poll, 4/13/2021
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Payment method is a key consideration. 

“You can drive customers to electronic 

methods, but also offer market-specific 

payment methods and preferences.”

Carefully cultivating banking 

relationships is critical to driving 

complexity out of the process, she notes. 

“By rationalizing the number of banks 

that you work with, you can better 

partner with those banks to enhance the 

quality and the format of the information 

provided. That drives efficiency, accuracy 

and timeliness.”

According to Riggott, ERP systems, best-

of-breed solutions, and smart automation 

technologies all play a role in the customer-

to-cash process. “It’s about building that 

overall technology landscape.”

Machine learning can enable the 

collection process to be more customized 

and dynamic. For example, advanced 

technologies can identify a customer’s 

payment patterns and send follow-up 

communication at the appropriate intervals. 

This approach provides advances from a 

receivables and order-to-cash perspective.

Riggott recommends asking these three 

questions to carefully scrutinize every 

technology investment for ROI:

• Can you build the business case? 

• Do you have the volume? 

•  Does your volume and the nature of your 
customers warrant the investment in a 
best-of-breed solution?

CONCLUSION

COVID-19 put receivables 

on the back burner. Finance 

teams were getting the 

basics done in terms of 

collections and other 

tasks. But the spotlight 

is back on collections, 

and organizations are 

revamping their processes 

going forward. 
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KEY TAKEAWAYS FROM THE WEBCAST: 

➢  Understand what you’re measuring and your role in influencing that metric. 

➢  Don’t overlook communication and collaboration. You can’t work in isolation as a 

receivables or a collections team.

➢  Leverage technology to reduce manual activities, drive efficiency and 

effectiveness, and improve cash flow.

ABOUT THE SPONSOR

Companies come to BlackLine (Nasdaq: BL) because their traditional manual accounting processes 

are not sustainable. BlackLine’s cloud-based solutions and market-leading customer service help 

companies move to modern accounting by unifying their data and processes, automating repetitive 

work, and driving accountability through visibility. BlackLine provides solutions to manage and 

automate financial close, accounts receivable, and intercompany accounting processes, helping large 

enterprises and midsize companies across all industries do accounting work better, faster, and with 

more control.

Nearly 3,500 customers trust BlackLine to help them close faster with complete and accurate results. 

The company is the pioneer of the cloud financial close market and recognized as the leader by 

customers at leading end-user review sites including Gartner Peer Insights, G2, and TrustRadius. 

Based in Los Angeles, BlackLine also has regional headquarters in London, Singapore, and Sydney. 

For more information, please visit blackline.com.

https://www.blackline.com/
https://www.blackline.com/finance-controls-and-automation/
https://www.blackline.com/
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