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Objective and Scope

The purpose of this document is to have a detailed procedure on how to perform Credit Collection
activities.

This procedure applies to customers worldwide.

Roles and Responsibilities

The mission of the Credit Collection team is to contribute to reduce the the overdue amounts and the
delay Days Sales Outstanding (DSO) through outbound communications to 3rd party Customers in their
native language (if covered by the Collections team) based on the procedures for Dunning, Collections
and Dispute management.

Credit Collection is responsible for following up all open items mentioned in the customer accounts until
payment received, clearing or bad debt or loss.

The main actions are as follows:

® Perform pre-chasing to confirm that all requirements are fulfilled in order for the customer to pay
on time (Pre-chasing);

® Obtain a commitment from the customer to honor his debts in the shortest time possible
(Promise to pay)

® Detect the reason for payment delay and propose / coordinate action plan with relevant
resolution owners to solve disputes to get payment on time (Dispute)

® Contribute in defining action plan in order to improve issues on their portfolio

® Coordinate the management of unallocated and unmatched payments in liaison with Accounts
Receivable team.

The main objectives of the Credit Collection process are:

® To optimize the GBU's working capital in partnership with the Credit Managers and the
businesses;

® To maximize process standardization despite local specificities

® To mitigate the credit risks that can be incurred by the businesses by closely exchange on
customer payment behavior and detect current or potential cash issues

® Maximize efficiency and optimize resources

The Collection process includes the following 2 main actions:

® Pre-chasing of undue items: focuses on calling customers aiming at obtaining payment
confirmation for items not yet due, detecting potential dispute, managing the payment
discrepancies and sending copy of invoices to the customers;
The objective of the pre-chasing is to take preventive actions on all customers with recurrent
payment delays or prevent high risks before the item becomes overdue. It is essentially
targeting to minimize the delay DSO.

® Chasing of overdue items: is the consequence of an unsuccessful pre-chasing, meaning no
dispute or promise to pay were previously created. The level of severity increases according to
the dunning level.
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It is expected that these Credit Collection principles support in anticipating collections activities and in
bringing effective results in terms of Free Cash-Flow.

Definitions
CM: Credit Manager
CSR: Customer Service Representative

GBU: Global Business Unit

1. Credit collection strategy

1.1 Credit Collection Strategy

Nine customer types and four scenarios of pre-chasing have been defined based on three criteria:

| Criterias to define scenarios

Strategic customer Key Mo key Mew customer !
Payment profile Bad payer Good paver Bad payer Good payer norisk class ar
Risk clazs Rizky [ rizky Risky [ risky Risky e risky Rizky Mo risky rio PP
Customer types A B C 0 E F G H 1

=2 4 scenarios non NAFTA 1 1 2 3 2 3 3 4 1

=% 3 scenarios NAFTA 5 5 5 4 o 5] 4 4 i

Dunning & collection methodology*

Scenario 1_|Secenario 2 | Scenario 3 |Scenario 4 [Scenario 5 |Scenario 6|

Pre chasing Maturity advice Yes Yes ez = = Yes -
Call1 0-12 O0-5 0-5 = 0-5 = -
Due date
st dunning letter O+2 O+2 O+2 O+2 O+2 0+2
Call lewel 1 O+d O+4 O+4 O+4 O+4 O+d
Chasing Zstdunning letter 0+7 O+7 O+7 O+7 O+7 0+7
Calllevel 2 O+3 O+3 O+3 O+3 O+3 D+3
3st dunining letter O+14 O+14 O+14 O+14 O+14 D+14
Calllewel 3 O+15 O+16 O+16 O+16 O+16 O+15
Scenario 1_|Scenario 2 | Scenario 3 | Scenario 4 | Scenario 5 | Scenario 6 _|
itk of the month (fised) OZ1ta last day Yes Yes Yes - - -
Maturity 18th of the month [fired) e 10 ez “es NCH - - -
E 28tk of the manth (fived] 0T ta 020 Yes Wes Yes - - -
requency
15th of the month (fized] 016 to 015 M+1 = = = = = Yes

Those scenarios aim at attributing a pre-chasing strategy to each customer and optimizing payment collection by clarifying and prioritizing Credit
Collector daily action.

The riskier the customer is (here riskiest customer = risk class 4 or 5, bad payment behavior and key customer in terms of credit exposure) the earlier
the customer is contacted in order to make sure that there is no problem with the upcoming payment.

This way of processing enables to detect potential problem early and move directly to "dispute step” before the due date. This anticipation mitigates
the risk of invoices getting overdue.

The pre-chasing process systematically starts with a Maturity Advice sent to customers in scenarios 1, 2 and 3:

Run Selection on Due Date for Net Payment
Maturity |8 ofthe month (fixed) From 21 of the month (fixed) to last date of the month
Advises |18 ofthe month (fixed) [From 1 of the month (fixed) to 10 of the month (fixed)
28 of the month (fixed) |From 11 of the month (fixed) to 20 of the month (fixed)

1.2 Criteria to determine Collections scenario

Each customer is assigned a scenario based on the combination of the three following criteria:

® Key customers :
Key customers are automatically selected based on the Customer Credit limit registered in the system.
The threshold for a Key customer is defined at 500K EUR.

Only Credit Manager maintains / updates the field "Key customer" in the system.



® Credit Collection payment Index :

Credit Collection Payment index is based on Solvay Payment Index for each customer weighted by the last month payment experience (Collections
Payment Index (payment delay of last 6 months (60%) combined with last month's delay (40%)).

The introduction of a customer rating Good / Bad enables to 'rate’ customers with good payment experiences and penalize customers with bad
payment experiences.

The limit between Good & Bad is set at 3 days (Good payer < 3 Bad payer).

® Rating :

The third criteria is "Rating" (FD33 rating). The rating levels are listed below:

1 = Group > Solvay & No Risk

2 =low risk
3 = medium risk
4 = high risk

5 = very high risk, dubious customers, payment in advance, LC
Risky customers have the following rating: 4 or 5

Not risky customers have the following rating: 1, 2 or 3

1.3 Automatic Collections scenario assignment

It is possible to manually force a specific scenario for each customer.
ann B4

In order to adjust the scenario ) = o
automatically defined by the SAP worklist Find |

program, open transaction BP in PI1,
enter the customer number in field

"External Number" and click on "Start" Fird Business Parther =
to obtain the BP number:

By External Murmber =
External Murnber B03646
| start ||

T E IR EEDE

Partrer . Description
1100081510 PROCTER & GAMELE [ CH-121

Double-click on the Business Partner

number, a new screen will appear on Business Partner 1100081510 Y PROCTER & GAMELE
the right. In the option "Display in BP
role", choose "BP Collections
Management":

Display in BP role BP Collections Management ;||@|

In the last tab "Collection Profile", change to Edit-mode, and modify field "Collection Group" to one of the following scenarios to force it:
ZGROUP_1_Mscenario 1 - Forced Manual
ZGROUP_2_Mscenario 2 - Forced Manual
ZGROUP_3_Mscenario 3 - Forced Manual
ZGROUP_4_Mscenario 4 - Forced Manual
All scenarios entered manually are not updated by the monthly automatic program.

1.4 Maturity Advices

A Maturity Advice is an automated letter sent to customers with open items on:
® Run on 8 of the month (fixed) => selection on Due Date for Net Payment: from 21 of the month (fixed) to last date of the month
® Run on 18 of the month (fixed) => selection on Due Date for Net Payment: from 1 of the month (fixed) to 10 of the month (fixed)
® Run on 28 of the month (fixed) => selection on Due Date for Net Payment: from 11 of the month (fixed) to 20 of the month (fixed)

The minimum amount for sending of a maturity advice is 20K EUR.



Some items are excluded: those with Promise to Pay, disputes and / or dunning blocks, items in doubtful status.

The objective of the document is to inform the customer that some of his items are due within X days, and to ask confirmation that payment will be
executed at the due date.

The maturity advice is generated in the following languages: English, French, German, Italian, Spanish, and Portuguese. When the language of the
customer is not available, English is selected by default.

Note: if no email or fax contacts are available in customer master data, no print is done.

1.5 Pre-chasing
The pre-chasing activity focuses on contacting customers and obtaining payment confirmation for invoices before their due date.
It is performed for customers under Collection scenarios 1, 2 or 3.

The minimum amount for a pre-chasing call is 20K EUR, according to the timings below:

Scenario 1| Scenario 2| Scenario 3
Maturity Advice Yes Yes Yes
Pre-chasing call D-10 D-8 D-5

The objective is to take preventive actions on selected customers with recurrent payment delays or that present higher risks in order to avoid that the
invoices become overdue.

The customer must be asked to:
® confirm the invoices were all received
® confirm that the approval process is completed

® confirm that the payment will be done in time to respect the net due date of the invoice

Once a firm commitment is received from customer to pay on a specific date, a promise to pay must be recorded in FSCM on the selected invoices.

1.6 Dunning Letters

Dunning letters are automatically sent to the customer when invoice due date has been reached and remains unpaid. Each letter has an associated
severity level according to its ageing:

1. Level 1: applied if item is due for the first time and if no items with higher dunning level

2. Level 2: applied if item remains due after 15! dunning letters were sent; includes the reference to the first dunning letter that was sent (date of
dunning is included)

3. Level 3: applied if item remains due after 2nd dunning letters were sent; includes the reference to the first and second dunning letters that
were sent.

One unique dunning procedure is available in ERP, with the following timings (D = due date + working days):

Action Timing
1st dunning level D+2 (exclusion: no dunning is sent on Mondays)
Call levell D+4
2 dunning level D+7
Call level2 O+7
3" dunning level D+14
Call level 3 D+14

The dunning letter is generated in the language of the customer available in the system: English, French, German, Italian, Spanish, and Portuguese.

If an e-mail/fax is available in the customer master data, the letter will be sent automatically. If not, the letter is printed and needs to be sent by post on
a daily basis.

All maturity advices, statement of accounts and dunning letters are automatically archived in the customer master data as PDF documents.

1.7 Chasing



A global chasing scenario has been defined for customers with overdue invoices which have no dispute registered in the Dispute Management module
or a promise to pay.

The chasing process systematically starts with a Dunning Level 1 sent to customers and is completed by a direct contact between the Credit Collector
and the customer by phone or e-mail.

The dunning process (sending of formal written notice) is fully automated and assigned by default to all payers when the company view of the payer is
created.

It is possible to exclude customers from dunning scope, by inserting a dunning block in Customer Master Data (Company Code view). The decision to
exclude a customer must be agreed upon with the Credit Management.

The default company on the logo on each dunning letter sent to the customer is "Solvay Group" and it regroups all items from all invoicing entities to

the customer. The letter refers to the bank account to be used for encashment.

2. FSCM collections management

2.1 Worklist: Description and Purpose
FSCM Collections module generates a Worklist, which presents the customers that should be contacted by each Collections specialist.
It is refreshed during the day, based on the information registered in PI1.

Each customer is assigned a priority level, based on the defined Collections Strategy.

Worklist
EIEY =P [P 3]
(&) [ &)=L (&)%) [B] & .[E ==L i) ]
Open Items
E Segment Customer |~ Created On  BusnessPartner Short Name of Business Partner Prioricy  Mame of Priority | Specialst (Complete Name)

ZSEGO00001 2114053 31.03.2015 16:14:23 1100217655 SABELO TRADING / MIAMI FL 33126 1 Disp: calreq.  Gerson JUNIOR
ZSEGOO00D01 2114085 31.03.2015 16:14:23 1100217656 ENVIROFOCUS TECHNOLOGIES LLC / EAGAN MN 55121 6 Prechasng Call  Richard LIEBHAUSER
ZSEGOO0004 3040439  31.03.2015 16: 1100217676  FORTLEV IND. E COM. DE PLAST. LTDA / 89245-000 ARA 6 Prechasing Call  Stephanie OLIVEIRA
ZSEGDO0001 2114076 31.03.2015 16:14: 1100217633  VALERUS SPECIALTY CHEMICALS | DALLAS TX 75211 1 Disp: call req. Ana Carolna BORGES DE ALM
ZSEGDO0001 2114065 31.03.2015 16:14:22 1100217611  THE CHEMOURS COMPANY FC, LLC / WILMINGTON DE 12805 6 Prechasing Cal  Ana Carolina BORGES DE ALM
ZSEGO00001 2114030 31.03.2015 16:14:21 1100217454  MACK MOLDING CO INC / INMAN 5C 29349 3 Gl Gerson JUNIOR
ZSEGOO0O01 608192  31.03.2015 16:14:21 1100217555  FA. WOOOF / CH-5313 KLINGNAL 1 Disp: call req. Paula Margarida RODRIGLES
ZSEGDO0001 2114003 31.03.2015 16:14:20 1100217371  ECO SERVICES OPERATIONS LLC / CRANBURY M) 08512-36 1 Disp: call req. Ana Carolna BORGES DE ALM
ZSEGDODD01 2114026 31.03.2015 16:14:20 1100217415  ELECTRICAL COMPONENTS INTL [ EL PASD TX 79928 3 Gl Ana Carolna BORGES DE ALM
ZSEGOO0001 1036189 31.03.2015 16:14:20 1100217409  KURITA EUROPE APW GMBH / D-67065 LUDWIGSHAFEN 6 Prechasng Call  Paulo GARRIDO
ZSEGOO00D1 343049  31.03.2015 16:14:19 1100217223  DAMFOSS A/S / DK-6430 NORDBORG 6 Prechasing Call  Paulo GARRIDO
ZSEGOO0001 343054  31.03.2015 16:14:18 1100217183 COMTINENTAL MATADOR TRUCK / 5K-020 01 PUCHOV 1 Disp: allreq.  Sandra CRUZ
ZSEGDO0001 2113951 31.03.2015 16:14:17 1100216908  MULTI CHEM GROUP LLC / PORTLAND OR 97208-4960 1 Disp: call req. ALESSANDRO BATTU
ZSEGO00003 4007711 31.03.2015 16:14:17 1100216954  GUANGZHOU SU WEI TRADE CO., LTD. / I GUANGZHOU 3 Gl Nrntana CHUTIWONGSATIT
ZSEGO0O00D01 608177  31.03.2015 16:14:17 1100216915 ECOLAB EUROPE GMBH / CH-8304 WALLISELLEN 3 clL3 Paula Marganda RODRIGUES

1

ZSEGO00001 2113940 31.03.2015 16:14:16 1100216873  TIMBERLINE CHEMICAL INC / KEENESBURG CO 80643 Disp: call req. ALESSANDRO BATTU

2.2 Worklist: Entering the tool

~ 51 5AP Menu
) » [ Office
In P11, open transaction i » [ Cross-Application Components
"UDM_SUPERVISOR - All Worklists". + [ Logistics

‘& Accounting
» (7 Financial Accounting
~ = Financial Supply Chain Management

» [ Credit Management

» [ Biller Direct

» [ Cash and Liguidity Management

* = Collections Management

= &1 Worklists
- UDM_SPECIALIST - My Worklist

) UDM_SUPERVISOR - All Worklists|

On the pop-up window, click on the
execute (F8) box without inserting any
data:



(B soogmy

[ 0B ©0e CRRB50e DB 08
o o 3
Colecion Specialst =
Pronty =
@i
Hoe| (30 @I HEI B ] mbox-mrosckou..| ) procatres ndrv.. | | & 8 - tetepad_| ]At@@:m
Whenever the number of customers I;“ e CRE YRS EETE i SAP S
exceeds 400 entries, a pop-up asks to saP

confirm how many customers should be
displayed. Since it is necessary to
display all customers, delete the

number and click on or press

Enter:
B30 @EHE S ] mbocmout.| o ocedsesind. | 3)s0pcccanc.. | ) ooummns - .| [5] ol pover. WQWWW

By default, the Worklist displays all se layout

customers, for all countries and all ] - ]

priorities. Layout setting L ]

® Once the Worklist is open, the Layout “ Layout description Default setting
correct view must be chosen (AL ALL VORI DWIDE =

[APAC APAC Collection -

according to the region(s)
assigned to the Collections
specialist. Click on the button

EA Small amounts Pilot
(EMEA CEA  EMEA Carmen ELENA
EADRZ  EMEA Diana RAMIREZ
(EMEA FCO  EMEA Fabrice CARVALHO
/EMEA FO Front Office EMEA
and select one [EMEA 1C1 EMEA lean-Marie CERUTTI
among the several layouts: JEMEAIMO  EMEA Jodo MACHADO
[EMEA LET  EMEA Léonie BENOIST
(EMEA MCO  EMEA Maria CIROCCO

/FMFA PG FMFA Danln GARRTNO
0 0

2.3 Worklist: Analysis of the columns

II,\'_\(DHGIS[ Process Golo Esdras Emvironment Seftings System Help

Several columns are displayed. @ aBicee SRR/ BBLD EE
Worklist

The BP Number (Business Partner) is

a unique number assigned to each

customer (payer) by FSCM. It identifies gla[En[DBn] [|=] = | =5

the customer the way the Customer =Y A 1 ) [ ) e (=) e e

Number is identified in SAP. Open Items

[ER| Customer [BF Mumber  [Short Name of Business Partner I
409483 1100116719 E OFFICINA 2000 S R.L J 57013 ROSIGNAND SOLVAY LI

415445 1100129732  CASA DI CURA PRIVATA DI LOREMZO/ 67051 AVEZZAND
414157 1100127056  CASA DI CURA PRIV. VILLA IGEA T 601 2T ANCORNA AN

404136 1100108192  PROMEMS FIREMZE SRL M -50050 SAN MAURD A SIGNA FI
408397 1100114422  RHODLA ITALE, SPAS 120021 BOLLATE MI

Each line displays information about a
single customer:

2.4 Worklist: Priority



The "Priority" column designates the
order of priority of the customer, based IEE&
on the customer items valuation and
the Collections strategy. 10n | BusinessPartner| Short Name of Business Partner Priority | Priority Specalst (Complete Name

1:43 1100086223  INDUSTRIAS QUIMICAS DE PARETS, S.A. | E-08150 PARE Disp: call req. Diana RAMIREZ

23 1100032275  HENKEL AG & CO. KGAA / D-40589 DUESSELDORF Disp: cal req. Valérie BARILLET

i:44 1100002562  ECOLAB EUROPE GMBH / CH-8304 WALLISELLEN Disp: call req. Paulo GARRIDO

i55 1100065551  RUSVINYL LLC/ 607650 KSTOVO Disp: cal req. Myriam DEKHINET

:33 1100160242  AMERICAN ELECTRIC POWER / CHESHIRE OH 45620 Disp: call req. Ana Carolina BORGES DE #
126 1100032659  VOLKSWAGEN AG / D-38436 WOLFSBURG Disp: call req.  Valérie BARILLET

217 1100157588  DOW EUROPE GMBH / CH-8810 HORGEN Disp: call req. Claire PIROUX

:36 1100160645 IR SIMPLOT AGRI BUSINESS / BOISE ID 83707-0113 Disp: call req.  Richard LIEBHAUSER

54 110NNANAND RO EIDADA ©F / N_41170 MACKFUENG! ANRAM Mien- all ran | Dauln AARITHA

2.5 Worklist: Specialist

The "Specialist" tab identifies the
Collections specialist responsible for a @ @ =
specific customer.

40n BusinessPartner Short Name of Business Partner Priority | Priority Specalist (Complete Name
1243 1100086223  INDUSTRIAS QUIMICAS DE PARETS, 5.A. | E-08150 PARE Disp: call req. Diana RAMIREZ

23 1100032275  HEMKEL AG & CO. KGAA / D-40589 DUESSELDORF Disp: call req. | Valérie BARILLET

i:44 1100002562  ECOLAB EUROPE GMBH / CH-8304 WALLISELLEN Disp: call req.  Paulo GARRIDO

155 1100065551  RUSVINYL LLC [ 607650 KSTOVO Disp: call req.  biyriam DEKHINET

i33 1100160242  AMERICAN ELECTRIC POWER / CHESHIRE OH 45620 Disp: call req.  Ana Carolina BORGES DE #
26 1100032650  VOLKSWAGEN AG / D-38436 WOLFSBURG Disp: call req. | Valérie BARILLET

:17 1100157588  DOW EUROPE GMBH / CH-8810 HORGEN Disp: call req. Claire PIROUX

136 1100160645 IR SIMPLOT AGRI BUSINESS / BOISE ID 83707-0113 Disp: call req. Richard LIEBHAUSER

“%4 110MAMEAY D E1IBNDA CF / N_41170 MASKCUENG ANEA 1 Mient rallran | Daka RARRTIA

2.6 Worklist: Other relevant info

It is also possible to review the overall situation of the customer by checking the remaining columns:

Amount overdue: total amount due until today

Broken: amount promised and not paid at the promised date

Amount Overdue End of Month: total amount due by the customer until the last day of the current month

Disputed amount: amount currently under disputes (positive or negative) and being followed in Dispute Management module
Last Contact: date of last contact from Credit Collector

Note: all amounts are converted to EUR.
3. Preparing the customer contact

Before contacting a customer, it is necessary to check all relevant information.

Below some guidelines:

‘ Recurrent | I Dispute
Call customer to get a payment date and to
YES
get a reason for delay
Eaviara Just keep the |an0 registered in
the worklist (p2p)

Check if there are any
overdue items in the
account and check also
previous pmt history

Good or First contact : send statement by email.

ElEEEL bad payer follow up : by phone




Send email or call (depending on the case) and

/ Ceedparsy follow up done accordingly

Small account
Try again
No answer later or the | after 2 tries without
day after success use email but
Bad payer ‘ ‘ Call continue to follow by

phone if recurrent ask
CSR alternative contact.

Tips
Assess the benefits of a call or email:

Do you want a faster reply = Phone call
Do you need a written confirmation = email

4. Recording actions and customer feedback

4.1 Resubmissions

A resubmission must be created every time it is not possible to reach the customer or it must only be contacted in another day for any reason such as:

sending the customer a copy
accountant out of office

customer needs to investigate internally
Etc.

The resubmission should be used whenever it is not possible to create either a promise or a dispute.

|t is aISO |m Ortant to rOVide an Customer Customer Contact Person
p .. p Custormer 410702 ISAGRO S.P.A 20153 MILANO M Narme Contabilita
accurate description in the Segment 2566009001 | CICC Facloring (5763 Collston se. | Telophone o, 0003982408611

resubmission text in order to have all
well documented. This will be the basis
for the preparation of the next contact a

Invoices - Payments . Promiseto Pay | Dispute Cases - Cust Contacts |

[EaI[eE) (¥ L (= )| [S]6

few days later. B status Date ™ Time ™ Reason|No Contact uniil Resubmis sion Text
@ 10022012 Wiaitfor customer reply 0 Spoke with Accounting, they paid 2
Create Resubmission
Resubmission AfibLies
ResubmissionDate &

Resubmission Time

Reason =
2001 Contact busy, recall within the day
2002 Contact out of office:

12003 Contact data incorrect

2004 Watfor insurance

\‘p Mil ;SES ‘On hold s |2 Process Last Note.

007 Wt forcvetomer vy

12999 Others
To create a resubmission, go to the nvoices | Payments | Promiseto Pay | Dispute Cases | Cust Gontacts ) Resubmissions
Resubmission tab and click on "Create ol
Resubmission".

[Ba)[E](L) (1%L (B JI (O8] [E]
B Status Date ~ Time ™ Reasan No Contact until Resubmission Text

@ 10022012 Wait for customer reply Spoke

A new box will appear below in order to
be filled in with the resubmission details
(date, time and reason).There are 8
reason codes that must be chosen
according to the information provided
by the customer.



Create Resubmission

Resubmission Attributes

Resubmission Date &

Resubmission Time

Reason E|
7001 Contact busy, recall within the day
Z002 Contact aut of office
Z003 Contact data incorrect
Z004 WaitTorinsurance

B2 2005 On hold £ Prcess Last Mot
T T Z006 Invoice copy regquested

Z007 wWvait for custamer reply

2998 Others

Below the best.practices to be followed when creating a resubmission:

Best Practices for Resubmission

b=} Keep the history if it is related to the same situation.
B Use clear comments. Do not forget that you are not the only one to check the resubmission.
B Respect the tolerance.
L— outof office/Special request from customers —1 day
L— Invoice copy sent—max 3 days (adjusted to the case)
e Waiting for customer reply —2 days (except EOM)
B Use: hold/Others —On exceptional cases (pending on other side)

If no reply is received, an e-mail should be sent to the responsible Sales Manager and/or Customer Service in order to confirm if contact details are
accurate and also to request their support to collect the payment.

4.2 Promise to pay

A Promise to Pay is created to register a customer's commitment to pay an invoice on a specific date (within the tolerances defined — see below).

It is necessary to have a clear confirmation from the customer before creating a promise in order to avoid any further delays.

~_invoices | Payments | Promise to Pay | Dispute Cases | Cust Contasts | Resubmissions

(O Pramise to Pay [T Dispute Case || [ History | Promise to Pay | Disnute Cases |2 custom Selections

_To clreate a promise to pay"select the @ EEEETL .5 e 5 e @)@

|nv0|ce(s) and click on the "Create Coco, | Dacumentia| Reference it [ve  Bil_|Doc.Date |PstngDa_ Metduedt A LastP. |Crey

Promise to Pay" tab: 9763 5005248618 58941000000010 120 31.01.2012 020220 29.02.20 21 EUR
9763 5005253390 58941000000018 120 31.01.2012 030220 29.02.20 21 EUR
5763 5005257920 58941000000030 1 20 31.01.2012 07.02.20 290220 21 EUR
5TB3 5005301450 58941000000051 120 29022012 020320 290320 8- EUR

In the pop-up opening below, fill in the

date on which payment is expected to Creste Promise 0Py ————

- " romise EUR &) E

arrive on Solvay's bank account — — B

("Promised For"), the person who made meedon 755 201

the promise at customer's side and e

1 Telephone No. 0003902409011
contact details. G
@ oevewe_|x)

Always put the name of the person that provided the information.

Ry Putthe information that you have confirmed the amount to be paid.

By Putalso on the text the date of the payment.

Ry 1fthe customer is paying with delay, put the reason for it (f applicable).
L )

2Working Y
s Example
55)

— 23
iomed that payment validation vas sem
a2y) a0 That the azowmt will reach our sceount on
fimed ssount an invoice mumber.

= Late payment due o the fact that they did not have che imvoice.
(sairess hanged in mascerdaa case: 4595377)

for Promise
toPay

day the 25th.

The free-text box must be filled in with
the details provided by the customer,
following these best-practices: o s b f el e atache)

by Should have s specificpayment date.
By ifbigdelay (more than one week), send an email asking for the reason.



In the "Promised for" field, the Invoices | Payments /(PiomisetoPay | Disnute Cases | Cust Contasts | Resubmissions
customer's payment date + a tolerance Erromessra |7 oo ||

is inserted. The tolerance takes into (B =) T
account the bank proceSSing time, State Case 1D CoCode Documentiio|lt | Year Bill Doc. Currency | Promised Promised By |e-mail Telephone No. | FaxM_ |t
payment reception delay and 1 90184 573 5005208895 1 2012 EUR 62.486,0  Contahilida +34 854908350
processing time by SBS-OtC-AR:

® 2 working days for bank
transfers

After filling in the different tabs, click on

~— in order to save.

Items with an open promise to pay (i.e.
with a "Promised For" date in the
future) are not considered by the
Worklist.

However, if the "Promised For" date is
reached and the corresponding items
are not cleared, the promise will be
considered as "broken" and the
customer will reappear in the Worklist
for follow-up.

To display a promise:

In order to check the status of a
promise as well as the details entered,
go to the "Promise to Pay" tab, select
the line of promise and click on the "Pro
mise to Pay" button:

4.3 Dispute

A dispute is created whenever the customer provides a clear reason for non-payment, partial payment or delay on paying outstanding invoices, and it
requires an action from a third-party stakeholder.

The selection of the appropriate stakeholder is done automatically based on the dispute reason.

To create a diSpute from the WOI’k“St, ~lnwoices | Payments " Promiseto Pay | Dispute Cases | Cust Contacts | Resubmissions
select the corresponding invoice(s) and
click on the "Dispute Case" button:

toPay |[03 Dispute Case || (6 History [[flPromise to Pay |[@Disnute Cases |)E(Custom Selections |

(00 L) (EL.IF ) (B /@ % ) (Il

Documentio Reference It Ye_ Bill Doc. Date Pstng Da_ MNetdue dt YA LastP Crey
5005208895 GO70S610000402 1 20 06.01.2012 07.01.20 07.0320 14 EUR
5005216737 GO70S610000419 120 13.01.2012 14.01.20  27.03.20 B- EUR
9005226139 GO708610000433 1 20 20012012 21.01.20  27.03.20 B- EUR

Aftributes

Title |

Reasan 2003 CN: Expected

Catagory 2001 CM Dpt

Priority MEDIUM hd External Ref. 7360_6678

Processor WJ-3500 Amount 68.486,00 @ EUR

Person Respans, ESBAAYP Coordinator ESBAJU

Process. Deadline Closing 28.03 2012 |

(@ contact Person .
Contact Person

Contact Person Contabilidad (12h-14h Fax number

e-mail Telephone no. +34 954998350
Select the appropriate case type (ZO0OA
— Collections Call Output) and the Case Type 208 RootCause Cods  |2801 i
appropriate reason. Stalle Onen h :

After selecting the reason, a new ]

window will appear: Long Text
AR EEERE]

The following fields must be filled in:

© Title: short summary [ [, con Ln1-Ln1af1 lines
of the issue detected

O Long Text: detailed gx
description of the
issue



In the "Long Text" field, it is the
Collector's responsibility to provide all
the information necessary for the
resolution of the dispute, as it will be
used by another stakeholder (CSR /
Sales / CM) who will take the lead.

If the dispute claim was received by e-
mail, it must be copy/pasted in the text
area.

@ EMEA specificity

The recommended dispute
scenarios, definition and

Guideline - Escalation Process
(End of Month Postponed)

gUIde“neS can be found in R To request support from Business when our attempts failed.

the following document https: whY? > NOTE: putting them in copy is not an escalation.
//docs.googIe.com/a/solvay. R When we got confirmation from the customer that the payment will not be received on time.
com/spreadsheets/d WHEN? Inthat case, it leads to an immediate reaction.
/lVTDyK_YA84CthO_ZA80kI G “A[When despite our efforts to get a confirmation, we are getting closer to the end of the month
fYt-vTdTJAEvpC6xVvtjOgg andwe do not have a reply from our contacts.

/edlt?usp:Sha”ng How? | [By Dispute {end of month payment postponed - A00S) ]

BY Email

[Warning: Be careful with the way we communicate with the business

Please pay attention to:
L— Have a clear subject on the email.
[— Have a clear and complete desription of what was tried.
[—; put invoice(s) copy(ies) if direct email {if possible).
[— ge clear about what we expect from their side.

[Escalating does not mean that our actions should stop.

[To wrom?] Business (sales Manager) L [if overdue is confirmed follow up with Business |

If escalation is made because no answer from our
contacts, keep trying and inform Business if you

receive a reply

These best-practices should be used
when creating disputes for "End of
Month Payment Postponed", to ensure
the issue is correctly escalated to the
responsible stakeholders.
4.4 Recording a Customer Contact
II:E'Create Customer Contact
V.Aﬂﬂhuhas
After contacting a customer when Contact Date p8.64_2010[=) Contact Time 11:43:55
CliCking on "back" bUttOn, a pop_up J iunlantlTwn Outbound Call i}
: . esu ] [v1]
wmdqw appears requesting the T TR
creation of a "customer contact".
| Contact Person
Contact Person E‘
e-mail
Telephone No.
Fax Number

L8 (] O @l

Li1,Co1 Ln1-Ln1ofr lines

Bi|x]

It is mandatory to record a Customer —
Contact if an action has been taken. I@g ”;;EJ” ,“% ,I| l” @ || lﬂ ,]
The customer will disappear from the
Worklist and go to the Completed
Items. These can be consulted from the
Worklist by clicking on the "Display
Completed Items" button:



https://docs.google.com/a/solvay.com/spreadsheets/d/1vTDyKYA84Chvf0zA8OkIGfYt-vTdTjAEvpC6xvtj0gg/edit?usp=sharing
https://docs.google.com/a/solvay.com/spreadsheets/d/1vTDyKYA84Chvf0zA8OkIGfYt-vTdTjAEvpC6xvtj0gg/edit?usp=sharing
https://docs.google.com/a/solvay.com/spreadsheets/d/1vTDyKYA84Chvf0zA8OkIGfYt-vTdTjAEvpC6xvtj0gg/edit?usp=sharing
https://docs.google.com/a/solvay.com/spreadsheets/d/1vTDyKYA84Chvf0zA8OkIGfYt-vTdTjAEvpC6xvtj0gg/edit?usp=sharing
https://docs.google.com/a/solvay.com/spreadsheets/d/1vTDyKYA84Chvf0zA8OkIGfYt-vTdTjAEvpC6xvtj0gg/edit?usp=sharing
https://docs.google.com/a/solvay.com/spreadsheets/d/1vTDyKYA84Chvf0zA8OkIGfYt-vTdTjAEvpC6xvtj0gg/edit?usp=sharing

5. Management of old overdues (> 180 days)

The management of overdues older than 180 days is managed in a separate procedure that can be consulted in the link below:

Cash Collection Procedure for Overdues > 180 days

6. Focus on main overdue risks (EMEA specificity)

(D This specificity applies only to EMEA

The GBU Cash Collection Coordinator is responsible to identify in advance, on a monthly basis, the main overdue risks to secure before end of month,
which will be key to ensure each GBU's cash targets are met.

The main tasks/responsibilities of the GBU Cash Collector Coordinator are the following ones:
® Facilitate the communication between Collections and GBU;
® Report and explain the main overdues of the GBU after the month closure (Aged Balance);
® Report an overview of the main overdue issues that are still ongoing and for which the action of the GBU might be needed (Diagnosis
Report);
® Select the main risky customers to be closely followed by Collections during the month;
® Prepare and send the Overdue Forecasts to the CM/GBU;
® Perform regular contacts with the Key Account Managers and CM to review urgent and critical overdues and define action-plans;
® Participate in meetings / conference calls with GBU (Sales Meetings, Credit Committees, etc) to report current situation and promote
Collections activities.
The criteria and guidelines for the selection of main customers are documented in the following document:

https://drive.google.com/file/d/1bNaOcaWLc56YVhBIr6jFjRm4MuJNkOzNuEVPEbQboA8/view

Following this selection, the EMEA Cash Collection team focuses on securing payments from these customers before month-end.


https://wiki.syensqo.com/display/SBSOTC/Cash+Collection+Procedure+for+Overdues+%3E+180+days
https://drive.google.com/file/d/1bNaOcaWLc56YVhBlr6jFjRm4MuJNkOzNuEvPEbQboA8/view
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