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Don’t Automate the 
Relationship:

SHEILA ROAMES, CCE

Western Regional Credit Manager

Ergon Asphalt & Emulsions
June 10, 2026

The Human 
Edge/Personal Touch 

for Smarter Collections. 

Automation is 
Powerful 

Relationships are 
Unstoppable

The Human Touch 
in a Digital Credit 

World

AI Is Already in Your 
Department

AI is not coming
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Credit Has Changed
• AI-driven scoring

• Automated dunning aka 
payment reminders 

• Self-service portals
• Email Automation

• Real-time dashboards
• Predictive analytics/Chatbots

True Story

Automation 
moves faster
Relationships 
move money. 
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The Fastest Way to 

Get Paid…. 

A Revolutionary Statement in Today's Digital Credit World

Is Still Trust
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Automation is Powerful. 
Relationships are Unstoppable.

Automation processes invoices.

Relationships prioritize them.

What Are You 
Coaching Your 

Team?
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EMAILS:
AI DRAFT VS 

HUMAN TOUCH

Collect the Balance

AND

Keep the Customer

That distinction is the future of credit leadership.

The Psychology of Payment  
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If Everyone Has Automation... What 
Becomes the Competitive Advantage?

TRUST
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The Credit Revolution

AI-Driven Risk Scoring

Automated Dunning Workflows

Self-Service Customer Portals

This technology is not the enemy. It is powerful. But here's the real 

question...
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ACME CORPORATION
BALANCE DUE: $400,000.00
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Automation Would Have 
Escalated. Relationship Protected 
the Revenue.

Technology informs. Trust transforms.

The Trust Equation

TRUST = Credibility + Reliability + 

Human Connection

If they like you, they’ll call you back. 
If they trust you, they’ll pay you.

The Trust Equation

Credibility
You know your numbers
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The Trust Equation

Reliability
You do what you say you’ll do.

The Trust Equation

The Trust Equation

Human Connection
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Friction Delays Payment

Trust Accelerates Payment

When customers only hear from us via AI they begin to  feel 

processed, pressured, or cornered - they avoid us.

When customers feel respected, heard, and partnered with -

they prioritize you.

Let Humans Influence and Let AI Do the Heavy Lifting 

Decide How to 
Call

Listen Actively Negotiate 
Solutions

Preserve 
Relationships

Choose the right 

communication 

approach tailored to 

the customer's context 

to maximize clarity 

and responsiveness.

Understand the 

customer's situation 

through empathetic 

listening to identify 

needs and underlying 

concerns.

Create win-win 

payment 

arrangements by 

balancing business 

goals with customer 

realities and flexibility.

Maintain long-term 

partnerships by 

prioritizing trust, 

respect, and consistent 

supportive 

interactions.

Do Your Customers See You as a Collector... 
Or as a 

Partner?
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We are Credit Super Heros

THANK YOU

ANY QUESTIONS?
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