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Today’s topics
Billing and payment trends: The wins and woes
Redesigning the bill at Nashville Electric Service
Using Agile methodology to improve billing and 

payment at Ameren
Questions, answers, and discussion
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Billing and payment wins

… up from an average of 19% 
reported in recent years

25% of utility customers across 
all segments are enrolled in 

paperless billing …

Source: 2018 E Source Digital Metrics Survey

https://www.esource.com/digital-metrics
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Billing and payment wins

… including web payments, autopay, 
and phone payments

69% of utility bill payments 
come in via electronic 

channels … 

Source: 2018 E Source Digital Metrics Survey

https://www.esource.com/digital-metrics
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Billing and payment wins

Source: E Source Residential Customer Insights Center

Going digital bodes well for 
customer satisfaction

https://www.esource.com/about-rcic
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Billing and payment woes

Most customers rarely log in
Three-fourths of residential 

customers are enrolled in an 
online utility account, but only 

average 3 logins per year

Source: 2016 E Source E-Business Metrics Survey
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Billing and payment woes

The utility bill is difficult to 
plan for …

Source: E Source E Design 2020 Residential 
Ethnographic Market Research
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Billing and payment woes

The utility bill is difficult to 
plan for and even harder 

to understand …

Source: E Source E Design 2020 Small and Midsize 
Business Ethnographic Market Research
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How others are 
encouraging the wins 

and addressing 
the woes
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Today’s topics
Billing and payment trends: The wins and woes
Redesigning the bill at Nashville Electric Service
Using Agile methodology to improve billing and 

payment at Ameren
Questions, answers, and discussion
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The challenge The E Source solution The deliverables

Nashville Electric Service project overview 

 Residential and 
business bills aren’t 
easy to understand

 Difference in bill 
preferences by 
customer segment 

 Many parallel projects, 
part of a large Oracle 
Enterprise Resource 
Management 
implementation

 Used voice-of-the-employee 
interviews to validate bill 
needs, wants, and 
objectives 

 Used E Source 
ethnographic customer 
research to bring leading 
practices to bill design

 Led workshops with internal 
stakeholders to create bill 
mock-ups 

 Mapped billing source data 
and gathered requirements 
for bill-printing vendor 

 Cross-functional  
alignment and agreed-to 
principles of new bill 
design

 Final mock-up of new bill 
design, including visual 
specifications

 Request for proposals 
(RFP) to find and select 
the bill-printing vendor
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Nashville Electric Service (NES)

 Public power utility located in 
central Tennessee 
 More than 400,000 customers
 Mission: Provide safe, reliable, 

and cost-efficient power and 
energy services for the 
comfort and security of the 
community
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Customer experience at NES

Customer 
experience

Journey 
mapping

Interactive 
voice 

response 
system

Decision 
support 
system

24-hour 
call center

Mobile 
dispatch

Mobile-
responsive 

website

Website 
redesign

Bill 
redesign
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Customer experience at NES

Bill-redesign 
objective: 
Create a bill that’s 
easy for customers 
to read and 
understand, and 
create an improved 
billing experience



© 2019 E Source | www.esource.com 17

NES bill-redesign timeline

2018 2019 2020Year

Key 
milestones

• Finalize bill design
• Issue RFP and 

select vendor

• Implement new bill 
in current customer 
information system

• Implement new bill 
in Oracle Utilities 
Customer 2 Meter 
(C2M)
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2018 key activities
May June July

• Identified pain 
points and 
gathered 
requirements

• E Source 
conducted 
initial 
discovery 
workshops

• Conducted 
bill-design 
workshops; 
developed 
initial 
prototypes

• Issued RFP

• Updated 
prototypes 
based on 
customer 
focus groups

• Finalized 
new bill 
design

• Found bill-
printing 
vendor

• Awarded 
vendor 
contract

August September
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Key bill pain points

Total charges (past due + current) 
doesn’t stand out

Detailed billing information is 
nonexistent or some charges aren’t 
lumped into one amount 

Bill-related alerts (like cut-off notices) 
get confused with general updates 
and marketing messages

No invoice 
reference number

Yearly usage graphs 
not consistent across 
all bills
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Initial design workshops

© E Source
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Feedback from residential customer 
focus groups
 Overall strong negative reaction to receiving and opening an 

NES bill 
 Confirmed extreme confusion around current bill (at the time)
 “Important messages” weren’t clear 
 Amount is the first thing they want to see; must be front and 

center and large
 Best part of the bill is the usage comparison between current 

and previous month
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Feedback from commercial customer 
focus groups
 Minimal time spent looking at the bill (about one minute)
 Spend more time examining the bill if there’s a big difference 

between previous month or if the amount due is more than 
expected
 Bill gets paid on schedule and without much stress
 Opening the bill isn’t a positive experience
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Large commercial customer 
interview feedback
 Want to understand how the bill is calculated to better 

understand and ensure billing accuracy
 Want to use billing information to help identify operational 

inefficiencies, equipment issues, etc.
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Value of focus groups and interviews

 Helped solidify preferred wording
 Informed placement of important information and content
 Residential customers indicated they’d be less likely to call 

NES to get the information in the new bill
 Commercial customers indicated the information was what 

they really needed
 Feedback brought to life the differences in customer billing 

preferences and needs
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The new residential bill
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The new commercial bill
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Key takeaways

 Small things matter when designing a bill that’s welcoming, 
delivers an innate sense of accuracy, and conveys 
transparency  
 The RFP process was much smoother and faster with 

E Source’s assistance and overall project approach
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The challenge The E Source solution The deliverables

Ameren project overview

 Lack of understanding 
of the customer’s 
perspective of the billing 
and payment journey

 Needed support from 
new process (Agile) to 
implement customer 
experience and 
technology 
enhancements

 Led multiple journey-
mapping sessions with 
key stakeholders

 Developed 
recommendations to 
increase alternate 
payment options

 Facilitated workshops to 
prioritize recommendation 
based on value and 
feasibility

 Developed user stories 
for Agile implementation

 Finalized current- and 
future-state journey maps

 Established roadmap of 
prioritized 
recommendations

 Developed enrollment 
targets for billing and 
payment programs

 Assessed billing and 
payment market across 
utilities



Agile Transformation and 
the Digital Billing and 
Payment Experience



About Ameren

Ameren Corporation 
is a Fortune 500, fully 
rate-regulated electric 
and gas utility company 
headquartered in 
St. Louis. 

We pride ourselves on 
operating safely and 
maintaining financial 
strength while providing 
reliable, reasonably 
priced energy in 
an environmentally 
responsible fashion.

31
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This integrated utility owns a mix of energy centers 
with 10,200 megawatts of electric generation capacity. 
It is the second largest gas distributor in Missouri.

This delivery-only utility is the second largest 
distributor of electricity and third largest distributor of 
natural gas in Illinois.

This subsidiary is dedicated to electric transmission 
infrastructure investment and expanding Ameren’s 
already robust system of high-voltage lines.

Service Territory

32
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Digital Billing and Payment Scrum Team 

Agile framework (How are customer solutions developed?)

• Journey Mapping – 20 employee participants acting as a proxy 
for the customer from both Illinois and Missouri, facilitated by 
E Source

• Two sessions held: one focusing on billing and one 
focusing on payments

• Identified current pain points and potential solutions
• Ideated 70+ billing and payment product ideas

• 24 Customer Usability Tests – in person and remote

• Identified pain points with current products
• Collected feedback on how we can make it better 
• Gauged interest in new product offerings

• 2,400 Customer Survey Reponses – online panel

• Gauged interest in new product offering

• 5 customer service rep focus group sessions  
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Life Cycle of Ideations 

Minimum Viable Product 
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Quick Pay 
Challenge: Customers mentioned that it is difficult to make a 
payment from their monthly paperless alert. They never 
remember their username and password to log in and make a 
payment. 

Solution: Added one-click button to all payment notices via 
email; allows customer to enter their last name and last 4 digits 
of Social Security number—no username or password required.  
We also provide saved banking information, if on file, so once the 
customer is logged in, they can pay the bill in full with one click, 
with the option to make smaller payments. 

Results: Approximately 30,000 customers a month use this 
payment method; 91.05% say it is very easy to use. 

How can we make it even easier? 
“I think you have done it!! This was the easiest and quickest payment I have ever made. 
Thanks!!”

“Not sure it could get better; it was super easy.”

“I guess you can't make it any easier. It was the first time I paid my bill without actually 
logging in to my account first. I used the Quick Pay link in my reminder email from 
Ameren.”
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Guest Pay 
Challenge: Customers that have non-service accounts, written-off 
accounts, property management accounts, or closed accounts did 
not have the ability to pay on our website. Also no way for a friend 
to pay on someone else's account. 

Solution: Guest Pay allows customers to enter the zip code and 
account number to log in. Payment screen only shows the balance 
due and customers can proceed to pay. Protects customer privacy 
yet makes it flexible to make payments. 

Results: Approximately 45,000 customers a month use this payment 
method; 88.75% say it is very easy to use. 

How can we make it even easier? 
“I love the option of being a guest, so I don’t have to get my log in info. Don’t 
change anything, it’s WONDERFUL...Thanks”

“I have no ideas. For me, and I don't like using computers, it was easy!”

“123 and you’re done”

“Pretty simple. I like the layout. The PDF version of the payment is nice for confirmation.”
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Paperless enrollment email blast
Challenge: Low adoption of paperless billing (11% to 14%, depending on 
state); customers didn't want to register or log in to website to enroll in 
paperless, etc.

Solution: Five emails created based on market segmentation data 
• Proud Providers 
• Digital Starters 
• Eco-Aspirers
• Skeptical Savers 
• Auto Pilots

Targeted:
• Residential accounts 
• Not enrolled in paperless billing
• Only have one email address on their account
• Approximately 500,000 customers 

Different photos and messages to enroll in paperless; when they click 
the email enrollment, they're prompted to confirm the email address 
and that's it! 

Results: The campaign was run in March and September of 2018
Missouri increased enrollment from 17.81% to 21.05% 
Illinois increased enrollment from 11.75% to 14.36%
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Results
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Coming in 2019

Allow residential customers with an 
AMI meter to pick the day of the 
month they would like their bill to be 
due on. 

Allow residential customers with an 
AMI meter to prepay for service and 
kilowatt-hours and therms to 
estimated days of service based on 
customer’s balance. 

Pick a Due Date 

Flex Pay 
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Key takeaways

 Agile is a proven approach to deliver technology 
enhancements in rapid succession 
 Having E Source help establish a roadmap and use  human-

centered design to prioritize recommendations helped 
ensure we picked the best ideas to implement first
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Today’s topics
Billing and payment trends: The wins and woes
Redesigning the bill at Nashville Electric Service
Using Agile methodology to improve billing and 
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Q&A
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For more information
Cindy Schweitzer
Vice President, Customer Solutions, E Source
303-345-9130
cindy_schweitzer@esource.com

Melanie Wemple 
Managing Director, Consulting & Advisory Services, E Source
303-345-9149
melanie_wemple@esource.com

mailto:cindy_schweitzer@esource.com
mailto:melanie_wemple@esource.com
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