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To drive results, improve customer engagement
Billing organizations today face many challenges, from figuring out how to reduce 
collection times and manual workloads, to keeping costs down and holding rates steady. 
That’s not to mention the ongoing focus on improving customer satisfaction. As a member 
of a billing department, you have a limited number of touchpoints when it comes to 
actually communicating and interacting with customers. So how can you best leverage 
these touchpoints to achieve your goals?

The key to driving results for your organization is mastering customer engagement. This 
means taking a look at everything from how you communicate with customers, to the 
experience your organization provides.

In this ebook, we will discuss key trends billing organizations need to consider, as well as 
what customer engagement is and why it’s so important. We will also outline the keys to 
successful customer engagement, and what this means for your organization.
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The most important trends for billers
It’s no secret that customer preferences and expectations continue to change. 
When it comes to optimizing your customer engagement, it’s important to keep 
on top of trends. This will help your organization better understand what your 
customers need now, as well as what they will likely need in the future. 

The following are important trends that billing organizations should consider 
when developing a customer engagement strategy. 
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Growth of digital

No organization or industry is immune to the impact that digital channels 
have had on consumer preferences. The shift to digital is evident 
everywhere, from the growth of e-commerce models to online ordering from 
restaurants and grocery stores, to the growth of mobile and contactless 
payment methods. When it comes to interacting with your organization, 
customers expect to easily make payments online or on a mobile device. 
They also expect the option to enroll in digital services, like paperless billing 
and AutoPay. 

As the current climate forces increased focus on remote, contact-free 
services, customers who previously did not use digital channels are 
beginning to do so. In fact, 2/3 of Americans say they are “more inclined to 
try new digital offerings now than before.”  

Despite the growing importance of digital channels, research shows that 
almost 45% of companies are still in the earliest stages of developing a 
digital-first strategy. It’s clear, however, that migrating to digital drives 
significant results for the organization. In this same research, 56% of CEOs 
say their digital improvement efforts have already resulted in higher profits. 

https://www.invoicecloud.net
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Focus on mobile first

Optimizing channels for mobile is no longer optional. More than half of consumers 
make mobile payment transactions from their smartphones every year. This means your 
organization should design every engagement point with a mobile-first mindset. What 
does this look like? It’s about removing obstacles like login screens, assessing layouts, 
and making sure the experience is as simple and streamlined as possible. 

Cost-savings from the cloud

Many organizations have already realized that there are extensive costs and labor 
requirements needed to maintain hosted or on-premises software. That’s why 
organizations are migrating to true Software-as-a-Service (SaaS) solutions. These 
cloud software platforms update automatically and are highly configurable to meet 
the unique needs of your organization—without costly upgrades or time-consuming 
updates. As the platforms are enhanced by the providers, all organizations instantly 
and automatically gain the new benefit. The time and money saved helps to maintain 
stable rates.

https://www.invoicecloud.net
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Real-time capabilities and automation

Billing organizations spend tremendous amounts of time reconciling accounts and 
collecting payments. To free up staff time to focus on high-value projects, organizations 
need to implement solutions that enable real-time integrations and reconciliations. 
Beyond that, automating the revenue collection process provides significant benefits for 
the organization. It enables organizations to streamline the billing process and improve 
customer satisfaction, while ensuring more accurate forecasts and insight into revenue. 

Customer self-service

As a result of the growth in digital channels, customers expect to be able to self-serve 
across every industry. Your organization’s self-service capabilities are being measured 
against technology companies and retailers, rather than your fellow utility or local 
government organizations. 
 
The most impactful way to drive results for a billing organization is to get more 
customers to self-serve. Increased self-service means fewer customer service calls,  
as well as a reduction in walk-in and lobby traffic. It also means decreased workloads, 
late payments, and account shutoffs, as well as fewer headaches for your staff.  
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Mastering customer engagement
Customer engagement is about encouraging customers to take actions that drive 
beneficial results for them and your organization. Effective customer engagement 
is about everything from how you communicate with customers, to their experience 
receiving and paying a bill. It covers payment channel options, and the design 
of the software solutions your customers interact with. The majority of billing 
organizations have very few touchpoints with their customers. That’s why it’s so 
critical to get every customer engagement right.

The goal of customer engagement is to drive results for the organization.  
Well-designed customer engagement strategies create operational efficiencies, 
drive self-service, and increase customer satisfaction. So what are the keys to 
successfully engaging with your customers? 
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Keys to successful customer engagement
To engage effectively with your customers, a billing organization should:

Use intelligent communications

Customer engagement starts with how you communicate with your customers—about when 
their bills are due, how to pay them, changes to their accounts, and more. Sending one 
e-mail reminder about an upcoming bill is not enough. 

Communications with customers should: 

• Be optimized for every channel. You already know that customers want to pay on the  
      channel of their choice. The same is true for communication preferences: every customer  
      is different. Some customers want the option to set a reminder for themselves, while others 
      would prefer to receive a text message or outbound (IVR) notification.

• Drive action. Clear calls to action (such as a ‘Pay Bill Now’ button) are important in  
      customer communications. This ensures customers can easily access and pay their bills,  
      without having to search. 

• Enable simple, easy payments. When customers receive a bill notification, they should  
      be able to easily make a payment through the notification. This is true for e-mail  
      reminders or text messages. Customers shouldn’t have to login to make a payment or  
      search for their invoice. Simple, ‘one-click’ payment options from bill notifications drive the  
      highest levels of self-service.
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Provide consistent and simple experiences

Consistency and ease of use are two key components to delivering successful customer interactions. 
Here are three main areas that need to be designed with this in mind when it comes to customer 
engagement.

1. Consistency in branding. One key to encouraging online payments is providing secure  
      payment options. This also means reassuring customers that their data is secure. It’s difficult  
      to keep customers engaged, especially when they aren’t sure if they’re in the right place. Billing  
      organizations need to make sure that every communication, payment portal, and confirmation  
      page is properly branded for your organization. This builds trust with customers and creates a  
      consistent, unified experience.

2. Simple, well-designed user interface. The importance of designing interfaces with your customers  
      in mind cannot be overstated. Clunky user interfaces that are difficult to use increase calls to  
      customer service and drive up manual collections. If customers cannot figure out how to use your  
      payment platform, they will abandon self-service routes. Requiring extra steps like registration for  
      a customer to pay online creates unwanted friction.

3. Omni-channel optimization. Your organization already knows that customers want options when  
      it comes to interacting with your organization and making payments. Delivering this means  
      creating omni-channel experiences that engage your customers consistently across multiple  
      channels. To do this effectively, take the time to understand your customers, the channels they  
      use and their preferences. Then focus on making those channels as easy to use and engaging as  
      possible. This will increase the odds that customers will use their preferred channels to self-serve.
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Engage throughout every interaction

Every single customer interaction is an opportunity for engagement and conversion 
to self-service. This means your organization needs to optimize both online and 
offline channels to encourage customers to enroll in time and cost-saving services 
like paperless billing and AutoPay. 

Here are a few channels that are commonly overlooked:

• One-time or guest checkout route. Almost half of all payers use a one-time payment or  
      guest checkout route to pay their bills. A guest checkout is where a payer does not need to  
      register to make a payment, so they never login to an account. It’s therefore critical to  
      optimize the guest checkout route for engagement. This means prompting payers  
      throughout the checkout process to enroll in self-service options.  
 
• Post-payment. Even after a customer has made a payment, your organization should be  
      prompting them to enroll in self-service options. With so few engagement points available  
      to your billing organization, you need to take advantage of interacting with the customer  
      during routine payment processes. This includes online and e-mail payment confirmation screens.  
 
• Offline channels: paper bill. For customers who are not already making payments online or  
      enrolled in paperless billing, the paper bill is still a key engagement point. Use the bill itself or an  
      insert in a bill to inform customers about their payment options and how to make an online,  
      mobile, or phone payment. 
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Keep up with innovations 

Customer expectations and needs today look nothing like they did a few years ago, and 
it stands to reason that the same will be true a few years from now. To keep engaging your 
customers effectively, your organization needs to invest in solutions that will keep up with new 
innovations—without heavy financial or technical investments from your team. This means 
selecting true SaaS solutions that update automatically. This way, your organization will 
never have to wait until an upgrade or a critical security patch is available.
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How customer engagement drives results
Customer engagement isn’t about just improving customer satisfaction. 
Solutions that drive higher levels of customer engagement create real results 
for organizations. When it comes to online bill presentment and payment, 
Invoice Cloud has a proven track record of significantly increasing customer 
engagement to benefit our clients. Here are two key examples.

Increased self-service and customer satisfaction

The City of Roseville, California processes a high volume of utility bills each 
month. As a result, they needed an EBPP platform that could easily integrate 
with their self-service portal and accelerate collections to reduce call center 
volume. 

• An outdated user experience that led to low online adoption rates 
      and poor customer satisfaction

• High call volumes for Customer Service Representatives and long wait  
      times due to lack of self-service functionality

• Slow and late payments due to limited customer communication tools

• High costs associated with printing and mailing paper bills and outsourced  
      lockbox services

Since implementing Invoice Cloud, Roseville has 
realized numerous benefits, including: 

• 62% increase in self-service enrollment and its highest customer   
      satisfaction rates (96% positive) due to superior user experience and  
      expanded payment options

• Improved operational efficiencies due to 20% reduction in call center  
      inbound payments

• 24% enrollment in paperless billing and 20% enrollment in AutoPay 
      due to intelligent customer communications

62% increase 
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20% 
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for AutoPay
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Accelerated collections and improved operational efficiencies

The City of Hamilton, Ohio needed to find an EBPP solution that could help 
them overcome collections obstacles to increase operational efficiencies and 
more effectively achieve business goals. They had a number of challenges that 
needed to be resolved as quickly as possible, including:

• High costs associated with printing and mailing paper bills

• Large amounts of staff time being used to take payments

• A clunky user experience that led to low e-payment adoption rates

Since partnering with Invoice Cloud, Hamilton has 
overcome these obstacles to achieve:

• 31% increase in online payments due to an enhanced user experience

• 39% increase in AutoPay and overall increased self-service  
      leading to improved staff efficiencies 

• Quick and easy, automatic technology updates with a 
      true SaaS platform

• Decreased print and mail costs due to higher paperless and 
      e-payment adoption
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Start improving customer engagement today
From trying to drive down costs, to improving operational efficiencies and reducing staff 
workloads, billing organizations have no shortage of challenges to tackle. Setting up an 
effective strategy for customer engagement is one way to drive improvements across the 
board, while also increasing customer satisfaction rates. By anticipating customer needs and 
providing simple, easy payment experiences, your organization can drive improvements that 
create real results.

At Invoice Cloud, we help our clients dramatically improve customer engagement to increase 
online payments and enrollment in cost and time-saving services like AutoPay and paperless 
billing. To learn more about how we can help your organization, schedule a demo today. 
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