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CEOCFO: Mr. Landers, what is Singular Payments?
Mr. Landers: Singular Payments is a company that focuses on streamlining the 
payment collection process within the healthcare space and other bill pay verticals. 
We have an electronic bill presentment and payment (EBPP) platform that we use to 
take over the laborious and broken process of billing and collections for businesses 
that are struggling to find an efficient and more cost-effective way to deal with the 
critical task of invoicing a client and collecting payment.

CEOCFO: Do many of your customers take advantage of both sides of the business?
Mr. Landers: We started with larger hospital systems and are in the process of “dumbing down” the technology to remove 
some complexities of the software that are required by these “power” users – this should ensure ease of use and 
simplicity as we start to get adoption amongst smaller practices. A large scale launch is scheduled for Q1 of next year. 
Our expectation is that at least 30% of our customers will use both our in-house payment processing services in addition 
to our new EBPP offering. 

CEOCFO: Do you foresee a correlation between a better presented bill and quicker payment?
Mr. Landers: I think there will always be some percentage of people that either slow pay or do not pay. We cannot fix that 
problem but we think we can dramatically increase the number of people who pay sooner and use more convenient 
methods rather than having to pull out their checkbook, write a check, tear it out, put it in an envelope, put a stamp on it 
and mail it back. I think technology such as ours will certainly improve the dynamics around the payment collection 
process so that our customers only have to deal with the smaller segment of their client base who are typically slow to pay 
or do not pay at all.

CEOCFO: How does your current service work?
Mr. Landers: You have a business owner who needs to accept credit cards and in today’s market, this is a very 
competitive industry. If you have a business, you probably take credit cards and if you do not, you are probably a new 
business, and we do not traditionally target those types of prospects. In most cases, we are replacing an existing provider. 
Merchants choose us because of the savings and simplicity that are offered through our flat rate program, which is fairly 
unique in our space. It is a true flat rate program in that there are no monthly or transaction fees, nothing really beyond the 
percentage fee that is charged against the spend, or in other words, the amount of sales that go through the system.

CEOCFO: Are potential customers skeptical that although this is what you say you do, somehow you really will 
not?
Mr. Landers: I think so because there is a lot of noise in the marketplace about flat rates. That is why we say ‘true’ flat 
rate program because for many people, flat rate for them is a pass through of the interchange expenses plus a “flat rate” 
of 50 basis points. In or model, if you do ten thousand dollars a month, and your rate is 2%, your bill is two hundred 
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dollars and there aren’t these pages and pages of fees that you have to go through and try to figure out what you were 
supposed to be charged, or have this fear that someone is hiding fees somewhere. It is the most transparent, high 
integrity model available in our industry, in my opinion. It is what it is. All you have to do is look at your merchant 
statement, and if the amount deducted from your account id anything other than the % x volume, you know you did not get 
your flat rate. It is really easy from that perspective.

CEOCFO: How do you get people to pay attention and give you the opportunity to convince them?
Mr. Landers: For us, it is all about focusing on markets where the buyer is a bit more sophisticated and selective. Our 
clients tend to have higher processing volumes, higher average tickets and are not prone to switch for the promised 
savings of a few dollars a month when the next competitor comes walking through the front door; which happens all the 
time. We find that business owners choose us because of our proven track record of doing what we say, because they 
trust the integrity of our program, and because we have more than 30 years experience of bringing payment solutions to 
the merchant community. 

CEOCFO: Over and above the flat rate, how do you make it easy to work with Singular Payments?
Mr. Landers: We think the EBPP technology will be another way that makes it easy to do business with us – it’s just one 
more reason to choose Singular Payments over a traditional player in our space. We are always trying to find ways to 
deliver value beyond the savings and simplicity available through our flat rate program, so we think this obviously adds to 
what we bring to the marketplace. Our customer service, our reputation both within the industry and the markets we serve, 
and the easy to read & understand statements that people receive from us, all make for a very “neat” and clean 
experience. The flat rate statement is so much different than a traditional merchant statement, which is reason in and of 
itself, to select Singular Payments as your merchant services provider. Not having to wrestle with pages of merchant 
statements at the end of the month and do hours upon hours of reconciliation, really gives you hours of your life back. I 
have been in this business for 30 years and every time I see a statement, it is still a mystery to me, so it must be a 
mystery to the people that are trying to buy a processing service from a competitor of ours. We are trying to take all of the 
complexity out of what is otherwise a very complex business. If I’ve learned one thing in business, it’s if you make it easy 
for a customer or prospect to say yes, they usually will.

CEOCFO: Why do you think so many companies miss the boat and not understand a basic concept?
Mr. Landers: Simply put, it’s not in their best interest to do so. The more confused our competitors can keep you, the 
more money they can make. Our approach is different because when we look at processing statements, we try to look for 
trends and identify ways that we can improve on the way that our customers are processing their transactions so that the 
overall cost of interchange goes down and the cost of processing those transactions follow suit. We try to build all the 
costs, operating margins and profits into the flat rate up front, and sell on value, so that we can stop the on-going 
conversation about lower rates. The fact of the matter is, no matter what rate you quote a merchant, someone will always 
come along and convince them they have a better (lower) rate. This industry is what we call a zero sum game. It is a race 
to the bottom, so we are trying to stop that downward trajectory by resisting the temptation of selling price alone, and as I 
said before, focus more on the value proposition, which are all these things that I talked to you about that we deliver 
through the flat rate program.

CEOCFO: When you look at what a company has been doing, how would you help them process better?
Mr. Landers: For example, there is not a lot of turnover in a dental or medical practice at the front desk, but maybe 
someone goes out on maternity leave or maybe there is a new person at the front desk and they do not understand when 
someone calls and says they want to pay their bill and gives their credit card number over the phone, the cost to process 
that transaction, because it is keyed and not swiped, is much more expensive than a swipe transaction. A keyed or non 
face to face transaction is always going to be more costly to process than a transaction with a person standing in front of 
you and swiping the card through the terminal, or using the chip reader now with the ever increasing adoption of EMV 
technology here in the states. There are many instances where people try to swipe the card and for whatever reason it 
doesn’t work. Rahter than seeking to understand the problem, whether it’s a training issue with the clerk or a hardware 
issue or whatever, they just key the transaction without consideration of the down sides, which are increased costs. 
Because we fix the flat rate and it does not fluctuate, the onus is on us to watch for those things and implement strategies 
to fix them as they occur. If we let it go, it costs us money – if our competitors let it go, it costs their customers money!

CEOCFO: According to a testimonial on your site, your ‘customer service is out of this world.’ How so? What do 
people call you for and how do you make it an outstanding experience?
Mr. Landers: I will tell you it is out of the world because you do not have to use it that much. In all the years I have been 
in this business, every other company I have ever been involved in we’ve always had to have rooms full of customer 
service people to deal with the calls that come every month when those nasty looking merchant statements show up 



3

because customers want to know what this fee is, what this line item means, etc. When you eliminate all that, you take all 
the ambiguity and confusion out of the equation. With Singular Payments, if you look at the volume and your rate, multiply 
one by the other and if that total is what you were charged, you’re done – you can file the statement away and go about 
your business. As a result, unless a terminal breaks or there is some catastrophic issue with a network being down or 
what have you, we rarely have customer service problems or inquiries. When we do, they are so limited that we are able 
to spend a lot of time with customers and make sure they get what they need and want, and that leads to a great 
experience. I think that is why you tend to see testimonials like the one you mentioned - because our customers don’t 
have to rely on customer service a lot, but when they do, it is a real personal, highly interactive experience.

CEOCFO: Singular Payments integrated into the Perfect Byte practice management software. Is that a trend for 
you and will you be looking at doing more as far as partnering?
Mr. Landers: That is where we are focusing a lot of our attention now. Instead of using what is referred to as the 1:1 
approach where you go to one prospect at a time to tell your story, we are pursuing the 1 to many strategy which gives us 
access to a broader base of prospects through these software providers, associations or other organizations that have 
established, trust based relationships that we can leverage to tell our story and convey our value proposition in a much 
more efficient manner.  It really allows for a much less complicated selling process. 

CEOCFO: Would you tell us more about the billing software you will be offering? Why have you chosen to 
prepare to enter that arena?
Mr. Landers: I think we are late to the game in some respects. There is lots of competition out there. We have thousands 
of customers that rely on us today for their processing in the “four walls” of their physical location, so the natural next step 
or evolution in that relationship is to help them solve the problems that we know they are dealing with because they tell us 
about it every day, and that is trying to get the bills out, get the payments collected and get the money in the bank much 
more quickly and cost effectively. A couple years ago, we were asked to bid on a piece of business for a hospital system 
and at the time, we did not have our own technology. We were using a white label version of a payment gateway solution 
that we presented to the client, and it was received very well. Over the course of the last few years, that customer 
continued to ask us to make enhancements to the system and the platform to accommodate different situations within the 
hospital and practice environment. We could not really do that to a piece of software that did not belong to us, so we 
started to create it on our own, and here we are two years later quite by accident, with a pretty robust bill presentment and 
payment platform for a wide variety of bill pay verticals ranging from country clubs, to marinas, to property associations 
and beyond. 

CEOCFO: As far as the flat rate payment processing, is there much difference whether it is a healthcare client or 
a traditional business type? Is it essentially the same from your end?
Mr. Landers: The flat rate is a function of the costs of processing within a particular merchant environment and how that 
business tends to accept cards, whether in person, over the phone or what have you. In the healthcare verticals we serve, 
for example, we find that with dental practices there tends to be more self pay and not as much insurance as there is with 
a medical practice. And, with ObamaCare and different things that are going on in the healthcare world today, more and 
more people are responsible for a higher percentage of the costs of healthcare. Those are just a few factors we see that 
have a tendency to effect the flat rate program when evaluating different opportunities.

CEOCFO: How is business these days?
Mr. Landers: It is good. It is very competitive but at present, approximately 70% of our business comes from healthcare 
professionals. They do not tend to switch as much as say a restaurant would. It is harder to get convince a practice 
manager to change providers, and when you can leverage your reputation or an integrated partnership with a practice 
management software system or professional association, or you have some other strategic way to get to that merchant 
relationship, it makes it much more difficult for the customer to ever leave you. Because we focus on all the right things, I 
think that we have continued to see growth even at a time in our industry where our competitors are having more 
customers leave than they have signing up, so their attrition is outpacing their growth. For example, if you wanted to grow 
50%, in our industry, you would typically have to grow close to 80% because 30% of your business is going to go away 
every year. For us, when our attrition rates are sub five percent, which is well below industry standards, to truly 
experience growth, you do not have to grow so much. If I grew the same 80% that they did, I have a net 75% growth and 
they have a net 50% growth. It is easier to grow and enjoy success when you do not have a bunch of merchants going out 
the back door.

CEOCFO: Why choose Singular Payments?
Mr. Landers: A flat rate, at the end of the day, is just better!


