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Customer Centricity in billing
An update on the latest trends
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... Billing sucks...
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Accounts Printing Mailroom Mailroom Sorting Registration Accounts
receivable payable

E-invoicing removes most of the invoice handling steps, both for the supplier and customer




Come to “my” portal Use “my"” app
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Password reset hassle

Berichten (1) +1 (510) 924-0837 Details
Forgot your password? <

Enter your username below. Within a few minutes, you will receive an e-mail

Bericht
containing instructions to set a new password.

Gisteren 09:48

Je beveiligingscode is
AN7325N Veal nlaziar mat
Paswoord of Login ver;

Met behuip van het door u opgegeven e-mailadre: |usema_me MOt de paSSE ou blié ?
aanmaken.

Continue

1k ben mijn paswosrd vergeten
© 1k ben mijn login vergeten
E-mail

Veuillez entrer votre adresse e-mail.

» Gebruik het e-mailadres waarmee u bekend bent in ons systeem.
F gl ook op i AL email adresse

) Andere toegangsproblemen

Stuur
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Encourage your users to foll

« Always use strong passwords. For more i

PasswordResearch.com

Average minimum number of passwords per person

Study. NorSIS Password Survey 2012

Online fraud: too many accounts, too few
passwords

By Anurag Tagat July 18, 2012 Internet

Threefold increase in fraud compared to 2010

« |f passwords must be written down on a Date: 2012
News
. Total average minimum number of private passwords = 17
+ Never share passwords with anyone. Total average minimum number of work passwords = 8.5
+ Use different passwords for all user accou I

Define password policy so th

Change passwords immediately if they m,

Be careful about where passwords are say
connections, present an option to save or|

Average person 'uses 10 online passwords a day'

The average person needs to remember 10 individual PINs or passwords a

day, according to research.

« Define the Enforce password history policy setting so that several previous passwords are remembered. With this policy setting, users cannot

use the same password when their passw|

« Define the Maximum password age joli
I—sa-vmwmwg-mj‘ n att,

.

Define the Minimum password age poli
old. This policy setting works in combina
cannot repeatedly change their password
Users must wait the specified number of

I + Define a Minimum password Ienglhlmli
- —-3

they have to create passwords that are a

I + Enable the Password must meet comple;

.

For information about how to apply or m
policy settings, see Password Policy.

nakedsecurity

Award-winning computer security news from SOPHOS

malware mac facebook android wvulnerability dataloss privacy more...

4 Facebook's new Safety Check lets y... Apple kills the POODLE - also fixes ... p

Average person has 19 passwords - but 1
in 3 don’t make them strong enough

No wonder hackers have it easy:
Most of us now have 26 different
online accounts - but only five
passwords

« Rise in e-shopping and banking sites forces net users
to reuse passwords

« Easy prey for hackers who want access to banking
accounts

« Fraudsters traded 12 million pieces of info in UK




... Billing sucks...

... But it doesn’t have to!
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Customer Centricity




Customer centricity, a definition

 Putting the Customer at the centre of
Long term corporate vision Litecycle

Corporate processes
Communication
Channels Centricity
* 3 Dimensions

- Experience

- Value

- Lifecycle

Customer

Source:
http://www.marketingfacts.nl/berichten/customer-centricity-nog-in-de-kinderschoenen-whitepaper
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3 I's to increase the Customer Centricity

e Customer Insight = Better
Understanding of Customer and their Behaviour
Segmenting
Identifying preferences for actions, products and
channels

« Customer Interaction
The right action, promotion, ...
At the right time
Over the right channel

e Improvement =
Measuring
Interpreting/learning
Constantly improving
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Oops... Am ]"_'l.'h

Is this a Sale’s‘&-_ Aark
Course?



e . ®
Customer Centricity in billing and collections

Do not underestimate importance of Customer Centricity
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89% of consumers began doing business with a 95% of dissatisfied customers
competitor following a poor customer experience. tell others about their bad

Source: RightNow: Customer Experience Impact Report 2011 Experience.

Source: Dimensional research

Billing and payment factors can account Customers who encounter positive social customer
for 20% or more of total customer care experiences are nearly 3 times more likely to
satisfaction scores. recommend a brand.

Source: J.D. Power - Customer Impact Report Source: https://hbr.org/2012/12/turn-customer-care-into-social/

74% of consumers have spent
more due to good customer It takes 12 positive customer experiences to
service. make up for one negative experience.

Source: American Express - 2014 Global Source: Parature - The Financial Impact of Customer Service
Customer Service Barometer
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How to increase Customer Centricity
in Billing and Collections?
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Increase Customer Centricity

Internal Technology
Efforts Evolutions

Specialist
Solutions

Pushing the New Payment
Right Buttons Technologies
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Pushing

the right
Buttons

SMART BILLING SOLUTIONS

ACCEPTEMAIL.COM



Pushing the Right Buttons

HEY, DON'T LOOK AT
ME - I WAS AGAINST

FREE WILL! ['E
PO, .\

()

o

:
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Pushing the right buttons

« REASON + AWARENESS have no impact on our Over wie er echt

de baas is in het brein
decision making process DE VRUE WIL
- We are too emotional to make true rational BESTAAT NIET
dECiSionS Victor Lamme
- What we say we will do doesn't predict whatwe'll e
actually do
- We have no conscious access to the neural O S
processes that lead to decision making oty 1 AN 0
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Pushing the right buttons

/0% of buying decisions is determined by a
balance between 2 small brain structures,

registering specific EMOTIONS ; B&EEEJTUST
« Accumbens: Desire, greed P el N"E@QQMARKET.

Stimulate primary needs: food, sex, praise,
money, status, luxury, honor

e |nsula: Pain, Loss

Paying corresponds with a “loss” and
therefore “hurts”
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How to increase the desire, greed

Rewards Mirroring Social

Fear Of Missing Out - FOMO

) 40 Vente-EXclusive.com
SMART BILLING SOLUTIONS
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How to decrease the pain, loss

Make the payment as transparent/easy as possible. ‘Pay P PayPal

Don't associate the payment with money -
Spotify @

« Delayed payments/subscriptions

« Package deals (Cloud
 Indirect or delayed payments (Paypal, Credit @ Y, sign2pay
card, ...) UBE R
» Less physical payments (direct debit, online, P
debit card, casino chips, electronic money, == = sesserger
credits, ...) e e

SMART BILLING SOLUTIONS
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New

Payment
Technologies
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Evolutions in payment technology

* Real Time payments

e Access to the account - Bank API's
e Fintech

e SEPA e-mandates

* Mobile Payments

« Blockchain & Cryptocurrencies



Classic Payment Model




Payment journey

Product Transaction Transaction Product

Application Processing Processing Application




Real-time payments
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What's in it for me?

« Ubiquitous

« Cheaper than card payments
« Convenience for customer

« Convenience for merchant

« Enhanced risk management
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Fintech
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Whatis in it for me?

' .
e Customer Centric solutions 4 Slgn2pay

- Convenience

O
e Customer behaviour analysis t UBER
- Predictions s rlpe

- Risk Management
- Loyally s

* Removing the pain, loss "'"«B\




Access to the Account
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Contmaton o
o 12345

Prepare the transfer

Select your bank

You will be asked for a confirmation code. Each confirmation

code can be used only once and for your security cannot be i
entered a second time.

Select your country and with the help of the bank's sort code,
choose the bank that will carry out the transfer.

Login Summary
Now you're in the login section of our secure payment form. You will now receive a summary of your SOFORT
!_Og in w?‘th your own online banking f?giﬂ details. The ‘ Uberweisung transfer or an order confirmation from the °
information will be sent to your bank in an encrypted form, online shop. This gives you all information about your purchase
in one place,

SMART BILLING SOLUTIONS

ACCEPTEMAIL.COM




Access to the Account (XS2A)

 PSD 1 > PSD2 (Payment Services Directive)
- Art 58 - Payment Initiation Services
- Art 59 - Account Information Services

« Banks will have to grant external parties
access to the bank account: TPP

« APl based service layer
« Will further increase Fintech boom
« Authentication is key!




Whatis in it for me?

« Less dependency on existing (expensive) payment schemes (like cards,

Paypal, ...)
« More insight in credit risk (payment account information available)

* Redefine relationship with PSP's > TPP's
* Removing the pain, loss
- Reduce friction
- Higher customer intimacy, better customer experience

SMART BILLING SOLUTIONS
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SEPA e-mandates
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Whatis in it for me?

 All advantages of Direct Debits
- Affordable payment method

: \Fjegu[)rling paymtents 'I "
- Variable amounts
- Variable dates tWI (ey

THE KEY TO PAYMENTS

- Cash forecasting
« Without the hassle of paper

SMART BILLING SOLUTIONS
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Mobile Payments
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« 16 Belgian banks

e 15 million cards Bancontact
« B2Cand P2P Mister Cash

«  Websites or mobile sites
7 « 3D Secure payment guarantee
.Goe'iq;!avond! e Ease of use




Maestro Utility Payment Provider (MUPP)

Maestro



Blockchain & Cryptocurrencies
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https://youtu.be/YIVAIUSLISU



https://youtu.be/YIVAluSL9SU

AcceptEmail
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Improving Customer Centricity
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Paying bills the easy way. Simple and secure.

#0000 BASE 3G 3 #cooo BASE 3G 15:25 - 5 15:27 L. SOOCOBASE Y

< Inkamend (1) tEmail BV, & AcceptEmall BV, £ Inkomend
2anNRG

AcceprEmal
Demo-EN-13431

AcceptEmail
Desnc-EN-13451

Dear recipient, - Dear recipient,
Kies um betasimethode Pister Canky

This is a demo-AcceptEmail payment Success This is a demo-AccepiEmail payment
request, Pay this AcceptlEmail with reference Open de app Paymaent Successul request. Pay this AcceptEmail with reference
Demo-EN-19491 before 31 July 2015. You Biivchase Ip Demo-EN-18491 before 31 July 2015. You
can do a real payment via Paypal or simulate Transaction I0: 1 4 can do a real payment via Paypal or simulate
an onling payment. Start by tapping on the [| Batalen mat uw Status: 5 an online payment. Start by tapping on the

payment banner or the bution, bancontacikaart Date: 2 4 payment banner or the button.

if the payment is successful the banner If the payment is successful the banner
changes from biue (lo pay) into green (paid). changes from biue (to pay) into green (paid).
Your payment requesi becomes a payment r i 2 Your payment request becomes a payment
receipt. tvanhecke@acceptem. m L s recaipt.

Find out more about AcceptEmail on qur SV Find out more about AcceplEmail on our
website. For any guestions, reply to this & ite. questions, reply to this
email or cal 20 261 0020 (Holland) or 1

SMART BILLING SOLUTIONS
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Start bill payment from text message

wawso BASE T - 15:25 4 2 #c0c0 BASE &

£ Berichten Details & AcceptEmail B.V. ~captEmail BV, < Inkomend

Dear customer, this is your
energy bill from CleanNRG.
Please pay your bill from
your mobile or online via:

Kind regards, CleanNRG

Dear recipient,
Kies uw betasimethode Pistar

Success This is a demo-AcceptEmail payment

Open de app Paymaent Successul request. Pay this AcceptEmail with reference

Demo-EN-18491 before 31 July 2015. You
Purchase ID:

Transaction 100 B . can do a real payment via Paypal or simulate

Status: an online payment. Starl by tapping on the
bancontactkaart 2 i 6 PM payment banner or the button.

If the payment is successful the banner
changes from blue {to pay) into green {paid).
Your payment request becomes a payment
recaipt.

Find out more about AcceptEmail on gur
website. For any questions, reply to this
emall or call +31 20 261 0020 {Holtand) or
+44 208 144 0696 (UK).

Stuur | [t L LM I |2__| |r|\|I

SMART BILLING SOLUTIONS

ACCEPTEMAIL.COM



https://trx.ae/qFggk9W

Make static bills dynamic with Smartpix

€100.00

= CleanlRG °
) Sample Description
rence  84f22ee7-2502-4cad

Status gy bef: -201

Amount £100.00

°
Benef ¢ CleanNRG
Description  Sample Description ue In X a S
Reference

€100.00

eneficiary  CleanNRG °
= Sample Description P a I
Reference  9402efec-19ed-496d
Status Pai 15 11:48

£100.00
CleanNRG

Sample Description
6720ef05-9c2f-4bdc a S u e

Expired 14-08-2015

€100.00
CleanNRG

i Sample Description
rence  a2310935-4585-402d
1

Status Canceled on 19




One tool for all steps of the collection process

Debt
Collection

Notification Reminder

Initial Bill » Credit = Reminder = 2nd

Multiple bills Transfer » Bounced reminder

Preminder (manual, e- Direct Debits = Payment

Mandate banking, Plan

Request Zoomit, ...) = Promise-to-
» Direct Debit Pays

SMART BILLING SOLUTIONS
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Improving Customer Centricity

:
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View the reports of your batches ®

B AcceptEmails l # Messaging ' laf Reports ' [l Templates = L Account

& 1 AcceptEmails / Batches ko1

From 2014-03-08 T02014-03-20 ~customrane - v [N =3
Name Creation Date -~ Invoices Status

& MyNRG_Botché 13-Mar-2014 16:59 138 Active

=
Batch 1D Product Records AcceptEmail Template
B6231eb4-0036-4883-081b-20424107cBdf  Invoicing 138 Invoice MyNRG
Status Disably Import Status Last Mailing Date Send With Email Template
Active - 13-Mar-2014 17:04 MyNRG Tempilate

Open 63 (48%) Countdown 17 (12%) Paid 50 (38%) Expired 3 (2%) Canceled S (4%)

Q, view All Records  Q View Reports  # Export XML  # Export CSV = Send = Send Sms

@ MyNRG_Batchs 13-Mar-2014 16:55 254 Active
@ MyNRG_Batch4 10-Mar-2014 15:15 287 Active
© MyNRG_Batch3 07-Mar-2014 1508 205 Active
© MyNRG_Batchz 03-Mar-2014 14:00 135 Active
@ wyNRG_Batch 31-Feb-2014 10:39 205 Active

SMART BILLING SOLUTIONS
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Transaction life cycle N

o e
C‘\' NRG Beneficiary  CleanMRG
nanel Descriphon  Reminder Invoice Telco Services
e a n Reference  20150723FACOI1EN
Status Pay before 2015-08-01

Graph

L o =

i 4 Paid
Jul 23 24 25 26 27 228 29 30 3 1 2 3 4 5 & 7 8 9 10 11 12 13 14 15 16 17 18 19 20 A Expire
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Improving Customer Centricity

:

Improvement
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Aggregated payment results

Analyse

Verzending/betaling Openen/betalen Betaal-/vervaldatum

Records %

dagen



Real-time conversion waterfall ®

Conversion of

created 67%
delivered T0%
opened T9%

m Copy to Clipboard
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Improving Customer Centricity

Interaction

Insight

Improvement

SMART BILLING SOLUTIONS
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... Billing sucks...

... But it doesn’t have to!




* There is definitely a need to apply in billing and
collections

* Involving the marketing department can help pushing the right
buttons

« Other -external- solutions can help you easingthe “pain” of payments
AcceptEmail billing and collection solutions offer

Integration with new payment technologies

No barriers to payment: No userld’s, passwords, URL's or other
obstacles

Instant status updates



... Billing sucks...
... But it doesn't have to!

Luc Vanhecke
+32 476 449 239
lvanhecke@acceptemail.com
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