
ACCOUNTS RECEIVABLE 
PERFORMANCE MEASURES
Using the data to manage accounts 
receivable processes
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AGENDA

œ The performance measure cycle

œ Reviewing the data

œ Identifying opportunities to improve

œ ARPM data examples

œ Deciding on a course of action

œ What comes next? 

A/R Collections A/R 90 days past due
Days to Assign Days to Collect
Write-offs as a % of Available A/R Collection ROI
Recovery Rate Turnover Rate
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THE PERFORMANCE MEASURE CYCLE

œ Establish a set of measurements

œ Establish a target or goal to strive towards

œ Monitoring and reporting performance against the targets

œ Adjusting business practices when performance falls short of 
expectations

œ Evaluate the targets, adjust based on assumption

œ Monitoring and reporting performance against the targets
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REVIEWING THE DATA

œ The ARPMs provide agency management with data about the A/R 
process, and it is the responsibility of management to use that 
information to make decisions.  

œ When evaluating the A/R performance measure data, managers 
should ask some basic questions. 
œ What assumptions were made when the targets were established?
œ What is the trend, and why? 

œ The data provides the outcomes of the process but management 
needs to also understand the how and why of the process that led to 
the outcomes in order to make decisions. 
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WHAT WERE THE ASSUMPTIONS MADE

œ What factors were considered when establishing the target? 
œ Legislative changes

œ Policy changes

œ Operational changes

œ Seasonal impacts

œ Targets are set based on expected outcomes, does the business 
practice match those expectations?
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WHAT IS THE TREND, AND WHY?

œ Consider what factors might have impacted the data
œ Were business practices modified and how did that impact outcomes?

œ Were there economic impacts to customers ability to pay?

œ Was there a change in agency staffing (extended absence, retirement, 
vacant positions, newly hired employees, etc.)
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IDENTIFYING OPPORTUNITIES TO 
IMPROVE

œ What are the problem areas in the agencies processes?
œ What changes can be made to correct the problems?

œ Even with positive trends, is there room for even more 
improvement or efficiency?

œ Management should always ask the question of what more can 
we do to be better, faster, cheaper, smarter.

œ The following examples are provided as a sample only for the 
purposes of showing how agency management might evaluate 
such information to identify whether or not to make changes to 
agency processes.
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A/R COLLECTIONS
œ For the measurement of agency collections, in this example the 

agency exceeded the targets in quarters 1 and 4 but was below 
target in quarter 2 and 3.  
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A/R COLLECTIONS
œ Some questions that might be asked are:

œ Did the established overstate the seasonal impact by expecting more 
collections during the period of Oct-Mar and should these quarters in the next 
fiscal year target be slightly adjusted?

œ Are there resource constraints during the period of higher activity that 
impacted the expected activity?  
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A/R 90 DAYS PAST DUE
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œ The period of Oct-Mar had the highest A/R outstanding, however the number 
of accounts 90 days past due went up at a faster rate (as seen by the higher 
% of A/R over 90 days).  This might be an indication of a possible resource issue 
during the peak season where staff are not able to follow up on past due 
accounts, causing more to become over 90 days past due.  



A/R 90 DAYS PAST DUE
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œ When this measure is evaluated in combination with the agency collections, it 
is identified that collections occurring below expected amounts happened at 
the same time that a higher percentage of outstanding accounts were more 
than 90 days past due.

œ How might a shift in resources allow for staff to maintain the billing for the peak 
activity while still performing follow up on accounts that become past due?   
Or, if a business practice was established to use technology to send automatic 
“statements” or past due notices without requiring staff time, how might that 
reduce the accounts over 90 days past due without requiring staffing changes 
during the peak season and improve collections throughout the year?

œ Would either of these changes result in an outcome that supports the goal to 
increase collection of accounts receivable?



DAYS TO ASSIGN
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œ In this example, the agency should evaluate why some accounts are assigned 
later than others and the causes of the delay.  If the delay is due to staff 
resources (vacations, medical leave, vacancies), is there an opportunity to 
cross train additional staff to ensure timely assignment and account follow up 
is performed even if specific staff are out on leave?  



DAYS TO COLLECT
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œ In this example, almost 46% of all invoices are paid before the due date 
(assuming a due date of 30 days), and an additional 20% is paid within 30 
days after the due date.  While this appears to be a reasonably good 
indication that most customers pay on time or shortly after, almost 1/3 of all 
accounts are paid in full after the due date. 



DAYS TO COLLECT
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œ Agency management should evaluate the agency practices for collecting 
when invoices are not paid by the due date.  

œ If no follow up is occurring within 30 days of the due date, how might a 
statement mailed within a few days of the due date provide a reminder to 
customers of their outstanding amount due and increase the accounts paid 
within the 31-60 category?  



WRITE-OFF AS A % OF AVAILABLE A/R
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œ Management should consider the historical trend of agency write-offs
œ Is there a general increase or decrease or does it appear to be more random?  
œ If the amount of write-offs is increasing every year, using the % of available A/R 

helps identify if the increase is truly proportional to the increased volume of 
accounts.  

œ While most agencies will typically have some percentage of accounts that 
are just unable to be collected for a variety of reasons, this measure should 
prompt management to ask questions about the types of accounts being 
written-off and how the agency can minimize them through better billing 
practices, changing to a cash transaction business model if allowed, or 
investigating other tools which might provide the agency with a more 
effective collection mechanism, such as a bond, or a consensual lien or a 
personal guaranty if available and applicable to the circumstances of the 
debt.    



WRITE-OFF AS A % OF AVAILABLE A/R
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COLLECTION RETURN ON INVESTMENT 
(ROI)
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œ This measurement provides total A/R collections compared to the overall costs of the 
accounts receivable function.   The closer the expenses are to the revenue collected from 
A/R, the less efficient the process is.  

œ To better understand why, management might consider:
œ The number of staff dedicated to A/R activities compared to the volume of receivables generated.  

œ If the A/R process if extremely manual or the amount of receivables generated is small balances 
per transaction, how might the agency process receivables more efficiently?  

œ If there is high volume of transactions, could a technology solution provide a more efficient way to 
generate the receivables?  Instead of invoicing for low dollars, can the agency collect cash at the 
time of the transaction?  

œ The expenses identified in this measure should also be a consideration when reviewing the 
measure for accounts over 90 days past due.  The more accounts require follow up 
because they pay late, will increase the cost of collecting those accounts.  
œ Agency management might consider what is a reason for why customers are not paying on time 

and how to implement changes that will reduce the volume of accounts that require the follow up 
work to reduce costs.



COLLECTION RETURN ON INVESTMENT 
(ROI)
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RECOVERY RATE
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œ The recovery rate shows what percentage of all receivables available to be 
collected over the reporting period were actually collected. 

œ While the goal is to collect ALL amounts due to an agency, reality usually means 
that won’t be possible all the time. Management should try to understand what 
caused the recovery rate to increase or decrease from prior years and why the 
rate was above or below the target expected.

œ If the rate is higher than expected, was it because we collected more than what 
we anticipated?  (look at the collections measurement).  

œ If we collected what we anticipated was the amount of receivables established 
during the year higher or lower than expected and why?  If fewer receivables 
were established the recovery rate would be higher than the target, and 
conversely if more receivables were generated but collections stayed the same 
then the rate would be lower than the target.  

œ What was the impact on agency resources based on an increase in receivables 
established?  Did staff have less time to follow up on delinquent accounts 
because of the additional volume?  



RECOVERY RATE
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TURNOVER RATE
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œ The turnover rate provides a very high-level indication if there are more or less 
accounts at the end of a fiscal year than at the beginning. This measurement 
should be evaluated in combination with the measurement for 90 days past 
due.  

œ There are considerations of why there could be more accounts at the end of 
the year, one reason might be that invoices were sent later in June this year 
which resulted in less time for customers to pay before the end of the month 
(fiscal year).  

œ However, if the accounts over 90 days has significantly increased over time 
AND the turnover rate shows more accounts at the end of the year should 
prompt management to look for additional impacts on the process such as a 
new legislative mandate on the agency that has altered the expected 
outcomes.



TURNOVER RATE
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DECIDING ON A COURSE OF ACTION

œ Evaluate all of the ARPM data to determine if a change should 
be made to agency processes.
œ What are the costs of implementing the change compared to the 

anticipated increase in collections or compliance?
œ Can a change make staff more efficient?
œ Does a change provide customers better service (timely billing, 

choices in how to pay, prompt follow up)

œ Based on all the information gathered, management may 
determine to make a process change to improve process 
efficiency or customer service or may decide to continue with 
existing processes but strive for improvements through the 
established targets for future reporting periods.
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WHAT COMES NEXT?

œ Continued monitoring and reporting of ARPM data will provide 
agencies information to show if any changes implemented 
resulted in the desired outcome.

œ The cycle continues with the evaluation of future ARPM reports 
and analyzing to see if any changes implemented resulted in the 
desired outcome. This ongoing effort provides for continual 
process improvement.

œ Agency managers may determine a need to track additional 
measurements or compare the outcomes of other agency 
measures in combination with the ARPMs to institute 
improvements over the entire lifecycle of an agency's activities.
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QUESTIONS?

Gerold Floyd
Statewide Accounts Receivable Management Coordinator

971-701-3651

Gerold.Floyd@DAS.Oregon.gov

SWARM@DAS.Oregon.gov
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