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Overview

= |n the drive to increase customer satisfaction and retention, while reducing operating
costs, utility companies are increasingly looking towards improving their customer-
facing processes. Enhancing the Revenue Cycle Services process can achieve the
dual objectives of improved customer satisfaction and reduced operating costs.

= By researching best practices in Revenue Cycle Services across a range of industries,
Rich Consulting supported a client initiative to:

— ldentify ways to improve the overall customer experience
— Establish specific performance improvement targets
— Capture potential cost savings opportunities
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Challenge

Revenue Cycle Services (RCS) traditionally has been a fragmented, multi-step, people/paper
intensive process wrought with inefficiencies. Recognizing RCS as an end-to-end business
process which can be optimized, is the first step in translating best practice ideals into
measurable operating improvements and enhanced financial performance.

Revenue Cycle Services (RCS)

Create/
D;Yl?rl]%p Modify Measure Produce Resolve gggfﬁéif‘e Manage
Options CAtjcsctglrJnnetr Usage Bill Inquiries Payments Collections

= Customer = Credit check = Metering = Bill = Customer = Payment = Credit
needs = Service options / processing / query / processing management
analysis activation / requirements verification complaint = Revenue = Collections
= Operational order entry definition = Bill resolution recognition
requirements = Account = Usage reconciliation = System/
= New product status update =~ Mmeasurement . gjj| process
development and data = Reconciliation  production / problem
— prices, transfer to and data distribution resolution
billing, etc. other systems transfer = Problem / Focus areas for
— billing, CIS, compliant this study
etc. report
generation
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Process

To access best practices Rich Consulting undertook a thorough survey of RCS
business processes across a range of industries.

Key Process Steps

= Review client’s revenue cycle process

= Develop model for Revenue Cycle Services (RCS)

= |dentify companies with like revenue cycle processes
— Utilities
— Financial Services Companies
— Telecom Providers

= |dentify companies illustrating best practices in each RCS area

=  Extract quantitative data measuring RCS processes from target companies
— Search published information, private research, and conference proceedings
— Develop a survey questionnaire with follow up interviews
— Interview Senior Executives in other RCS intensive industries

= |dentify best practice approaches, examples, benchmarks
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Key Findings

Managing the RCS process end-to-end entails embracing a portfolio of initiatives designed to

reduce costs of operations while enhancing customer service.

Revenue Cycle Services Trends and Initiatives

Develop

Billing
Options

= Offers of multiple
billing channels to
appeal to varied
customer segments

= New, billing options
that reduce direct
and downstream
operating costs
(e.g., Internet billing
and payment, flat
rate billing, etc.)

= Automation and
elimination of low-
value, high volume
transactions

= Mass customization
and other value-
adding, electronic
enhancements

Measure
Usage

Automated meter
reading

Outsourcing of
metering and meter
reading functions

EDI initiatives for
C&I marketplace as
well as third-party
suppliers

Regulatory
roundtables and
industry standard
groups to shape
efficient data
gathering and
transfer process
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Produce
Bill

= Consolidation of
billing systems and
platforms

= |ntroduction of e-
statement/billing
provided via
secured email &
web-site access

— Recent launch
of ‘push’
initiatives vs.
previous ‘pull’
initiatives

= Avoidance of major
billing upgrades —
focus on quick pay-
back and tools or
enhancements that
leverage existing
systems

Resolve

Inquiries

Customer self-
service (CSS)

Middleware and
back-end
architecture to
enable integration
of customer data

Computer
Telephone
Integration (CTI)
enabling
technologies

ASR and IVR
redesign /
implementation

Enhanced
monitoring, training,
and coaching tools
as well as superior
resource
forecasting
techniques in
Contact center

Collect &

Reconcile
Payments

= |ntroduction and

transition of
customers to
various forms of
automated payment
(electronic transfer,
credit card billing, e-
enabled direct &
indirect payment)

Risk assessment of
customer accounts;
on-going review of
customer credit



Key Findings

Customer Focused Initiatives

Across utility and
other industries
examined, best
practice initiatives
targeted customer
value/satisfaction

| Pricing Options Billing and Remittance  Billing Functionality
. Channels

= Flat bills = EBPP = Electronic payment

= Budget Billing — Direct = Consolidated billing

= Indexed rates — Indirect = Facilities management

= Real-time, TOU = Credit cards — Usage analysis

pricing = Pre-Payment — Rate options analysis
= etc. = Direct Debit = |ssue initiation, tracking, and
= etc. resolution
= etc.

and internal

operating or
financial
iImprovements.

v

Internally Focused Initiatives

Process Redesign / Continuous Outsourcing
Improvement = Surgical
= Efficiency and effectiveness — Sub-processes (e.g., overflow
enhancements calls, bill imaging)

— Eliminate hand-offs * Process-focused
— Alter responsibilities, skills — Meter reading, Customer care,
— Performance management Billing production and
— Technology enablers remittance, etc.
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Key Findings

The implementation
horizon varies per
initiative. It is critical
to identify initiatives
that support a
deliberated RCS
strategy.
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Customer -
Facing

Internal

Proactive customer
education/ communication

Direct pay options

Simplify billing elements

Segment Customers

Analyze ‘Top 10’ calls Outsd

(

Customer Self Service
(CSS)

Customer ‘Transition’
Initiatives

Create differentiated
Capability for Alt. Channels

EBPP

ircing

Script ‘Top 10’ Resolution

Develop RCS process
measures / dashboard

Focus on data at point of
collection

Identify stretch goals and
targets

Appoint process owner

CTI
AMR / EDI

Manage-by- Process

Billing System
Consolidation

Flexible/integrated billing
system implementations

Short-Term - 10 “Quick Hits”

Long-Term - 10 “Major Changes”



Key Findings

The pace of RCS changes will evolve as
industry restructuring takes hold. Early
adaptation will ensure a loyal customer
base/revenue stream while seeing the
benefits of areduced cost structure.

/

Stage 1 — Monopoly

Strategy — Fixed geography,
random product set
Marketing & Sales — Two
kinds of customers, Mass
Market and C&l

E-Bus, EIA — Technical
network integration

Billing, Settlement — Few,
simple products, cost plus

Stage 2 — Reactive and
Operational Under
Deregulation

Strategy — Product spectrum
driven by deregulation
events, low prices

Marketing & Sales — Energy
vS. network services, acquire
new customers

E-Bus, EIA — Exchange of
meter data, schedules,
customer data

Billing, Settlement — Energy
vs. network billing; horizontal
and vertical settlement

Stage 3 — Efficient

Strategy — Get back to
profitability, leverage
synergies, focus on core
business

Marketing & Sales — Focus
on well-defined products and
customers

E-Bus. EIA — Fully
automated data exchange;
integrated billing and CRM,
Internet enabled

Billing, Settlement —
Accurate bills without
manual intervention,
reconciliation of incoming
invoices

Stage 4 — Proactively
Levering Competition

Strategy — Areas and
product spectrum defined by
business opportunity; global
range of partners

Marketing & Sales —
Maximize customer value,
one-view to customer,
strategic channel
management

E-Bus., EIA — Electronic
customer care, electronic
procurement and trading

Billing, Settlement — Large
number of customized
products with market-based
pricing; short time to market;
flexible tariffs and discounts

Source: Adapted from GlobalBilling.org article, “Can Telecom Systems Be Re-Used for Utilities?”, Inside Billing, Vol 4, Issue 11
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Recommendations

= Perform gap analysis between best practices and current in-house practices
= Define a desirable, doable future state

= Develop stretch targets to close performance gaps and motivate organizational
innovations

= Build an overall Case for Action (and supporting business case) to align leadership
and enroll participants

= Create a balanced portfolio of initiatives to deliver results - both quick hits and long
term
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Results Delivered

= Revenue Cycle Service (RCS) Business Model

— Created a roadmap for transforming operationally complicated and disconnected
business functions into a streamlined end-to-end process

= Analysis of Industry Best Practices

— Provided detailed descriptions of of innovative RCS practices at utilities, financial
services companies and telecom providers

— Spotlighted areas of innovation among industry players

= “Quick HIts” verses long term “Major Change” Implementation

— Evaluated the distinctions between short and long term innovation from the
standpoint customer satisfaction as well as internal operations

= Set the Direction for Future Improvement
— Highlighted RCS focus areas

— Delivered comprehensive set of performance metrics to measure status and
progress of RCS transformation effort
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