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WHAT YOU WILL LEARN.. 



 Soft skills are equated to the level of emotional intelligence 
possessed by an individual. 

 Soft skills include: 

 Personality traits 

 Social graces 

 Communication 

 Language 

 Personal habits 

 Friendliness 

 Optimism 

 

SOFT SKILLS DEFINED 



 Even though we focus a few key soft skills, there are many 

that exist. Examples, include: 

 

LIST OF SOFT SKILLS 

Courtesy Honesty Reliability Flexibility 

Team Skills Eye Contact Cooperation Follow Rules 

Self-directed Good attitude Writing Skills Dependable 

Good attendance Energy Integrity Work Ethic 

Interpersonal 

Skills 

Motivation Desire to learn Common 

Sense 

Critical Thinking Appearance Accountable Knows 

business 

Finish the job Follow directions Communication Care 



 Emotional Maturity 

 Communication 

 Customer Service 

 Accountability 

 Trust 

 Integrity 

 Analytical 

 Drive for Results 

 Influence 

 Networking  

 Relationship building 

 

SOFT SKILLS EXAMPLES 



 When you accept a position within a shared services role, in 
this case, accounts receivable or accounts payable, it is 
imperative that you are aware of the challenges that you will 
face. 

 Both roles have a different dynamic and require a different 
approach of communication and influence. 

 In most cases, you are the playing the role of a middle 
person between the operational functions (purchasing, 
operations, and sales) and the supplier/customer. 

 These operational functions are normally the root cause of 
disputes. 

INTRODUCTION 



 In the past, it was important for a  
 person to ‘key invoices’ fast. 
 Or, make as many collection calls as  
 possible. 
 However, there has been a paradigm  
 shift. 

 Focus is on: 

 Analytical vs. Transaction mindset 

 Leveraging technology to streamline processes 

 Root cause and corrective action 

 Management reporting 

 Willingness to grow and develop as an individual 

 

EVOLUTION OF SOFT SKILLS 



 The ability to adapt to soft skills, is    

 at the minimum, twice as  

 important as hard or technical  

 skills. 

 Within shared services, your role  

 is to influence opinions and  

 behaviors of others, without direct authority. 

 The absence of self-confidence, self-

awareness, self-control, commitment, customer 

service, and integrity, will result in an employee 

not being successful within an organization. 

 

THE IMPORTANCE OF SOFT SKILLS 



 Excellent interpersonal skills 

 Team building skills 

 Analytical and problem solving skills 

 Effective verbal and listening communications  
 skills 

 Attention to detail and high level of accuracy 

 Very effective organizational skills 

 Effective written communications skills 

 Stress and time management skills 

 Honest, trustworthy, respectful, mindful of cultural awareness, flexible, and 
strong work ethic 

 Maintaining confidentiality 

  

JOB DESCRIPTIONS 



 Accounts Payable has an impact on  

 every department within an  

 organization. 

 When a supplier is not paid,  

 it is assumed that it is AP’s fault. 

 Imperative that communication occurs on a perpetual basis. 

 Timely responses are required to prevent situations as credit 

holds and ‘cut-off’ of utility services. 

 Accounts Receivable is a critical component of working capital, 

and is watched by management on a daily basis. 

 The Power of a Partnership 

VISIBILITY 



Competing 
Priorities 

Finite Resources 

Skilled 
Practitioners 

Enterprise-wide 
Insights  

SHARED SERVICES CHALLENGES 



 Optimism 

 Responsibility 

 Sense of humor 

 Motivation 

 Common Sense 

 Prioritization 

 Passion 

 Strong work Ethic 

PERSONAL ATTRIBUTES 



 Do not criticize 

 Do not ‘one-up’ people – work as  

 a team 

 Be proactive – not reactive 

 Smile 

 Do not complain 

 Focus on solutions – not the problems 

 Think – “win-win” 

 Be appreciative 

 Have fun 

PERSONAL ATTRIBUTE EXAMPLES 



 Recognition 

 Understanding 

 Self-assessment 

 Experimentation 

 Skill Practice 

 Feedback 

ENHANCING SOFT SKILLS 



 Emotional Maturity 

 Communication 

 Customer Service 

 Accountability 

 Trust 

 Integrity 

 Analytical 

 Drive for Results 

 Influence 

 Networking 

 Relationship building 

 

SOFT SKILLS EXAMPLES 



 Observe yourself 

 Observe others within the organization 

 Ask for feedback 

 Think of a situation and the unintended results 

 Observe body language and non-verbal clues 

 Learn to separate opinion from fact 

 Ensure communication is not emotionally ‘charged’ 

 Be confident when making risky decisions 

 Stop, Challenge, and Choose 

 

EMOTIONAL MATURITY 



 During a recent team meeting, John informed the team that 

there was a new goal for the team, which included the 

completion of five training courses related to soft skills. In 

addition, John emphasized that teamwork and collaboration 

among the team would be a focal point. Billy, a seasoned 

collector on the team, yelled, “I am not doing any training, I 

am here to collect money, plus it is not in my job description”.  
 

 If you are John, how do you handle the situation? 

 

 

  

CASE STUDY 

a. Agree with Billy, and tell him to keep doing a great job collecting money. 

 

b. Re-emphasize with Billy and the team the importance of soft-skills, especially training 

and working together as a team. 

 

c. Reconsider your decision, as it may take away from the true intent of the team, which is 

collecting money. 

 



  During a recent team meeting, John informed the team that 
there was a new goal for the team, which included the 
completion of five training courses related to soft skills. In 
addition, John emphasized that teamwork and collaboration 
among the team would be a focal point. Billy, a seasoned 
collector on the team, yelled, “I am not doing any training, I 
am here to collect money, plus it is not in my job description”.  

 

 If you are John, how do you handle the situation? 

  

  

 

 

  

CASE STUDY 

Answer: b. Re-emphasize with Billy and the team the importance of soft-skills, especially 

training and working together as a team. 

 

As we have discussed, it important to ‘sharpen the saw’ on soft skills, and in some cases, that 

should be on an annual basis.  For example, individuals should have a refresher course on 

ethics, integrity, and customer service, just to ensure the topics remain fresh in their mind. As 

far as Billy goes, a separate meeting needs to be schedule with Billy and his supervisor to 

review the new direction, with the understanding that the team needs to be aligned or further 

actions will be delivered. 

 

 



 Understand your audience 

 Persistence 

 Be courteous 

 Clear and concise 

 Consider the other persons point of view 

 Maintain professionalism 

 Use open-ended questions 

 Listen vs. hearing 

 Watch your body language 

 Writing skills 

 

COMMUNICATION 



 Internal vs. External Customers 

 Positive relationship with Customers 

 Exceed customer expectations 

 Solicit Customer feedback 

 Understand dynamics of customer 

 Make them Happy! 

CUSTOMER SERVICE 



Joe Smith, owner of ABC Manufacturing has agreed to 

discounted payment terms (2/10. n/60) with your organization. 

Joe contacts the accounts payable desk to inquire as to why we 

don’t take advantage of the discounted payment terms, as he 

is receiving his payments, on average, in 70 days.  

 

If you are the Accounts Payable Rep that is communicating 

with Joe, how would you handle the situation? 

 

a. Tell Joe you really don’t know why we are not taking advantage of 
discounted terms. 

b. Pass Joe onto another person on the team that may care more 
about discounted terms. 

c. Let Joe know that we will look into the situation, and determine 
the root cause. 

 

  

CASE STUDY 



Joe Smith, owner of ABC Manufacturing has agreed to 

discounted payment terms (2/10. n/60) with your organization. 

Joe contacts the accounts payable desk to inquire as to why we 

don’t take advantage of the discounted payment terms, as he 

is receiving his payments, on average, in 70 days.  

 

If you are the Accounts Payable Rep that is communicating 

with Joe, how would you handle the situation? 
 

Answer: c. Let Joe know that we will look into the situation,  

and determine the root cause. 

  

CASE STUDY 

 This is where analytical thinking and customer service comes into play.  In this example, the 

accounts payable rep reviewed the invoice date, received date, and the date the invoice was 

entered in the ERP system. Based on a sample size of 10, it was determined that the invoices were 

being received between 10 and 20 days after the invoice date. This information was reviewed with 

Joe, who determined the person that was responsible for the billing function, was mailing out 

invoices at the end of each month.  Which was the reason for not receiving a payment based on 

the discounted terms. 

 



 Be on time 

 Complete all scheduled tasks 

 Follow through on commitments 

 Establish and meet goals 

 Understand priorities 

 Work as a team 

 Accepting responsibility for actions 

ACCOUNTABILITY 



 Mary has been part of the collections team for 30 years, and has a 
specific mindset when it comes to contacting customers for payment. 
Recently, a new director has joined the team, and has implemented 
several step changes within the group. Most of the team has adapted 
to these changes; however, Mary still likes to operate on her new 
agenda. If she hears a conversation between another collector and a 
customer or between two people, she will normally interject with her 
own opinion. 

  

 If you are the new director of the team, how would you handle the 
situation? 

 

a. Reinforce with Mary that there are new guidelines for the team 
to follow, and that she needs to adhere to them. 

b. Let Mary continue with her informal mentoring process. 

c. Fire Mary! 

 

  

CASE STUDY 



 Mary has been part of the collections team for 30 years, and 

has a specific mindset when it comes to contacting customers 

for payment. Recently, a new director has joined the team, and 

has implemented several step changes within the group. Most 

of the team has adapted to these changes; however, Mary still 

likes to operate on her new agenda. If she hears a 

conversation between another collector and a customer or 

between two people, she will normally interject with her own 

opinion. 

  

 If you are the new director of the team, how would you handle 

the situation? 

  

 Answer: a. Reinforce with Mary that there are new guidelines 

for the team to follow and that she needs to adhere to them. 

 

  

CASE STUDY 

The answer all lies within a famous quote by Benjamin Franklin, “When you are finished 

changing, you are finished”. There definitely a coaching opportunity with Mary, and the last 

thing you want is for an employee to derail the action plan that you have in place.   

 



 Do the right thing 

 Understand values of company 

 Admit when you make a mistake 

 Let people know when a commitment  

 will not be met 

 Learn what is acceptable behavior in the workplace 

 Be a role model 

 Uphold clear, ethical standards 

 

INTEGRITY 



Susan has received an invoice from John, a director, related  

to an agreement that was signed with a business consultant. 

The amount of the invoice does not match the agreement; 

however, John has directed Susan to process the invoice for  

payment, and the disconnect will be handled at a later date. 

  

Susan is not comfortable with the direction provided by 

John, and needs guidance on how to handle the situation.  

 

What is the best way for Susan to handle the situation? 

a) Since John is a director, Susan should process the invoice 
without any questions. 

b) Susan should escalate to her supervisor for further 
direction. 

c) The invoice and supporting documentation should be sent 
to the legal department for further direction. 

 

  

CASE STUDY 
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CASE STUDY 

What is the best way for Susan to handle the situation? 

 

Answer: b. Susan should escalate to her supervisor for further direction. 

 

Susan should feel uncomfortable processing  the invoice as there is a disconnect in the 

dollar amounts. Regardless of the person that is sending in the invoice, there are controls 

that need to be followed for entering an invoice. Therefore, Susan should discuss the 

situation with her supervisor, who can discuss the situation with John.  If the conversation 

with John is not successful , then the situation needs to be escalated within the 

organization, which could include a call to the ethics hotline or legal department. 

 



 Learning is the cornerstone 

 

 Both failure and success are  

 powerful teachers 

 

 Leaders need to tell their stories 

 

 Development matures over time 

 

 Mentoring is a joint venture 

CHOSE A MENTOR 



 Operate with respect 

 Avoid the blame game 

 Don’t Gossip 

 Go Beyond yourself 

 Positive intentions 

 Be open and honest 

 Be a team player 

TRUST 



 Understand the data 

 Understand the process flow 

 Root cause – corrective action 

 Seek the opinion of others 

 Develop new ways of performing 

 a task 

 Understand different tools to use 

ANALYTICAL 



 Establish goals and identify criteria for success 

 Identify best practices 

 Focus on continuous improvement 

 Communicate results 

 Analyze the facts before making a decision 

 Learn through experience 

 Take ownership 

DRIVE FOR RESULTS 



 Character 

 Expertise 

 Information 

 Relationships 

 Social intelligence 

 Collaboration 

 Confidence 

INFLUENCE 



• Networking does not simply mean personal promotion. 

 

• It is all about expanding your network. 

 

• Important factors include: 
• Creating, building, and  

 nurturing relationships 

• Gaining credibility and trust 

• Professionalism, Knowledge,  

 and Trust 

 

NETWORKING 



 Building relationships is crucial – there are many smart, talented 

people who go no where in their career because they don’t have 

visibility to the “right” people.  

  Six degrees of separation works – the people you know, know people, 

who know people. 

 It’s not just about what someone else can do for you – what you can do 

for someone else is equally important. 

 Be Authentic and Sincere – but be yourself. Learn to leverage your 

strengths. 

 Seek out or volunteer to work on or lead  

 “special projects” or “extra- curricular” work  

 activities. 

 

RELATIONSHIP BUILDING 



• It is all about branding your image. 

• Display a positive attitude and mindset 

• Look for ways to help others. 

• Follow through on what you say you are  

 going to do. 

• Take notes on unique facts about the people you interact with.  

• Develop friendships with people in your network – don’t use 

 them to your advantage. 

• Value your networks. 

• Understand that networking is a life skill, not something you 

 do only when you want something from someone else. 

 

NETWORKING AND RELATIONSHIPS 



 Customer Service 

 Dealing with Difficult Situations 

 Communicating with negative people 

 Building Trust 

 Managing Emotional Maturity 

 Influencing Others 

 Balancing Priorities 

ON-GOING TRAINING 



The most important soft skills to focus on when looking for an 

 opportunity within an organization or a new place of 

 employment: 

 Being a team player 

 Flexibility 

 Effective communication 

 Problem solving skills and  

 resourcefulness 

 Accepting feedback and applying lessons learned 

 Confidence 

 Creativity 

SUMMARY 



It’s often said that hard skills will get you an interview but you need 
soft skills to get (and keep!) the job. 

 

Soft skills are one of the most difficult things to teach 

 

And…the most common reason for not hiring, not promoting, & poor 
performance evaluation 

 

Pick one skill…work on it….PRACTICE! 

  
 

FINAL THOUGHT 



THANK YOU! 

If you have further questions, please feel free to contact me at 

craig.simpkins@yahoo.com 


