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The requirement for operational excellence in the utility industry continues to grow.
Customers demand higher service levels, and stakeholders—whether they are taxpayers or
shareholders—expect greater financial performance. Wringing costs from your operation at
the same time you're improving service seems contradictory at best. But do you have a choice?

The marketplace says you don't.

Fortunately, you can meet these conflicting goals with an end-to-end solution from Oracle® Utilities
and Pitney Bowes Business Insight®. By combining the strengths of these two large, multi-national
organizations, you benefit from an integrated solution that can lower your operating costs while
improving your customer satisfaction. Together, we have extensive experience in the utility industry,
serving hundreds of customers during the past 25 years. Because of our background, we can
immediately and dramatically improve the effectiveness of your billing, customer care and print/
mail operations whether you serve a small rural population or a thriving metropolis.

Oracle Utilities Customer Care and Billing (formerly SPL®
Customer Care & Billing) handles every aspect of utility
customer information—service connection, meter reads,
rating, billing, and more—while also undertaking associated
functions like payment processing, collections, field service,
and meter data management. Oracle Utilities Customer
Care and Billing clients reliably meet market requirements
and regulatory deadlines while enjoying a lower total cost of
ownership and a high return on investment.

The Utilities Customer Care and Billing Edition from

Pitney Bowes Business Insight (PBBI) is the perfect
complement to the Oracle Utilities Customer Care and
Billing Solution. This Edition is part of Pitney Bowes
Business Insight’s large selection of solutions to manage
Customer Communications. The Pitney Bowes Business
Insight Utilities Customer Care and Billing Edition manages
all aspects of communication with the Utility customer,
including billing document creation, mailing, and storage. It
allows you to create sophisticated billing documents, field

orders and customer letters with little design or development
effort on your part. Pitney Bowes Business Insight Utilities
Customer Care and Billing Edition helps clients improve
customer service, increase cash flow, and save operational costs.

The Pitney Bowes Business Insight Utilities Customer Care and
Billing Edition is the most comprehensive set of Utility document
tools available in the industry today. We have industry leading
solutions for mail sorting, address validation, document creation
- storage - retrieval, customer service, and tax jurisdiction
management. This one stop solution source eliminates the need
for you to shop around or manage a variety of vendors. It makes
your job easier and your business more effective.

This Solution Brief describes the key components of the Pitney
Bowes Business Insight Utilities Customer Care and Billing
Edition and how they benefit you. Our pre-sales, sales and service
professionals can help you configure the system to meet your
specific requirements. Please contact us today so that you can
begin enjoying the benefits of this powerful partnership.



Utility Billing Challenges

Here are some of the daily challenges our utility customers
have shared with us. We're sure you can relate to many of
these challenges faced by your peers.

Improved Service

“Our bills are hard to read. We need a better layout, more
information and easier ways for our customers to pay.”

“Our customers are asking to have access to their bills from
the Internet. They want to review them, reprint them and pay
them online. We don t have the resources or technology to
provide this service.”

“We want to use our bills to communicate with our customers
and to include personalized messages on those bills for a
single customer or a selected group.”

“Our Customer Service Reps need immediate access to our
bills and they need to look exactly like the ones our customers
receive. These documents need to be accessible as soon as the
billing cycle is complete.”

Cost Reduction

“We need to find a way to meet the USPS® DPV®[Delivery Point
Validation] regulations, effective August 1, 2007.”

“Our call volume into Customer Service has increased and the
call handle time has stayed the same. We ve got to find ways to
reduce our calls and improve our CSRs’ productivity.”

How can we provide customer-focused documents and
improved customer care without incurring a large capital
outlay?”

Compliance

“The government requires us to ensure that we have
deliverable addresses on our bills. If we can t prove that, we
have no recourse if the customer doesn t pay their bill.”

‘Sarbanes-Oxley requires us to provide proof that bills were
mailed and to tie our revenue to the bills we produce. How are
we going to do that?”

“We need to accurately figure out the sales and other taxes that
are que. ZIP Codes®
and municipal boundaries are not accurate enough. How can
we ensure that the taxes are properly calculated?”

Oracle Utilities and Pitney Bowes Business Insight are
poised to help you solve these problems and many more.
The rest of this document outlines practical, cost-effective
solutions that can save you money, improve your productivity
and enhance the service to your customers.



Billing Process Overview

1. The billing process begins by extracting billing and
customer records from the Oracle Utilities Customer
Care and Billing Solution. This extract process was written
to feed Pitney Bowes Business Insight Utilities Customer
Care and Billing Edition. After the data is extracted, it
flows through a series of steps that correct customer
addresses, format (create) the bills and prepare them for
mailing and storage.

2. The recipient’s address data is validated, corrected and
formatted. The system performs Delivery Point Validation,

which ensures that the billing address is deliverable, a
requirement of the United States Postal Service® as of
August 1, 2007. This step also ensures that all of the
information necessary to qualify for the maximum postal
discounts is available.

. Address and billing information is fed to Pitney Bowes

Business Insight" DOC1 document composition program.
DOC1 generates bills using the sophisticated formatting
templates of the Edition, which define the business rules
and layout for each of your billing customers.
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4.

Bills are presorted to calculate postage discounts
according to the current postal regulations. This step
also produces the reports which the Post Office requires
for bulk mailing discounts.

The e2™ Vault is a highly efficient electronic document
repository from PBBI that allows immediate access to
exact replica Bills, Field Orders, or Customer Letters.
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. Using the e2™ Customer Service Option, customer service

representatives can retrieve and view the documents
on-line, generate a PDF version to send out via email, or
reprint the document to send in the mail. While viewing
the information on-line, representatives can view a single
bill or the entire billing history for a given customer.

. Customers can also access their bills on-line using the

e2"™ Self-Service Option. Once logged on, they can make
secure payments by ACH or credit card if you choose this
optional feature.

Self-Service
Edition
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Special Bills

Not all utility bills are created equal. Some have unique
handling requirements. In step 3, on the previous page,
special handling bills are split into four different groups:

¢ Foreign Addressed Bills do not qualify for postal
discounts and may have special address and postage
requirements. Even if you don't have customers in
foreign countries, you may have a billing address
for residential customers who are temporarily or
permanently living in a foreign country, or have
commercial customers whose headquarters or billing
address is in a foreign country.

e Bills With Credit Balance may or may not be sent to the
recipient, depending on your policy or on the recipient’s
instruction. In either case, these bills are separated
from the mainstream process for manual handling.

e Bills for Customer Service Review have been flagged
in the Oracle Utilities and Customer Care Billing
System for special handling. These special handling
circumstances can vary significantly by customer but
can include bills that are complex, final bills, bills
where the customer has had a significant number of
service changes or bills for customers that have had
billing complaints over the past several months.

* Oversized Bills {more than é pages] are a special class of
bills that typically cannot be handled by an automated
inserter or don't fit into a #10 envelope and need to be
mailed as flats.

Processing for each of the special handling
circumstances is based on our experience with other
utilities. Each of these exceptions may not apply to your
operation, but it's nice to know that these common
exceptions are built into the solution and won't cost you
any more or delay the launch of your new customer-
focused bill.

Additional Utility Documents

The business process required for two other important
utility documents, Field Orders and Customer Letters,
follow similar steps. As with bills, records for these
documents are extracted from the Oracle Utilities
Customer Care and Billing System, sorted and then

sent through the DOC1 document formatter to produce
the final documents. On a custom basis, Pitney Bowes
Business Insight can help you create templates for other
documents like quotations, contracts, statements, or
service literature used by your sales and support teams.

As you generate Bills, Field Orders, or Customer Letters,
the system produces audit logs that track each step in
the process for every document that you generate. You
can use these logs for troubleshooting or as a permanent
record of your document production process—very
helpful in meeting compliance requirements. Pitney
Bowes Business Insight system also produces
comprehensive audit logs and tracking reports that

can be used by public companies for Sarbanes-Oxley
Compliance.

There are numerous other features embedded
throughout this comprehensive process. PBBI's GeoTAX®
Reporting allows you to precisely locate your customers
so that you can assess the correct sales taxes for a given
location. The Multi-Language Capability allows you to
produce bills in several languages. CSRs and customers
can access bills online and they look just like the bill you
sent them.

These features and more make the combination of Oracle
Utilities Customer Care and Billing Solution and Pitney
Bowes Business Insight Utilities and Customer Care
Billing System the industry leader.



Utility Document Templates

Tap into the power of the Oracle Utilities Customer
Care and Billing System and the Pitney Bowes Business
Insight Utilities Customer Care and Billing Edition

For most customers, their bill is the only thing they see (or
pay attention to) from you, their utility provider. It not only
tells them how much to pay, it documents their service
usage, provides contact information for customer service,
and includes a remittance coupon for paying the bill. But
your bill can do much, much more. You can re-design the bill
to provide more information such as bar graphs of historical
usage, include informative messages, make payments
easier, or improve your branding. But creating a new bill can
be a time-consuming and frustrating process.

Pitney Bowes Business Insight, in conjunction with Oracle
Utilities, has created a template-based utility billing solution
that can get your organization’s new, customer-focused

bill up and running quickly. Our experience with dozens

of utilities and over 1500 hours of development went into
creating easy-to-navigate document layouts, with the
flexibility to meet your most demanding requirements. These
templates significantly reduce the development and testing
typically required to bring a new bill to market. You'll also
find that these bill formats can significantly reduce calls to
your customer service team. And finally, you can use paper
more efficiently by eliminating those costly, pre-printed
forms and by printing on both sides of your new blank
billing paper.

There are three document templates in the Pitney Bowes
Business Insight Utilities Customer Care and Billing Edition:
Bills, Field Order Forms, and Customer Letters. We'll show
you samples of each of these and makes suggestions on
how you can use these powerful templates to improve your
operational excellence.

DOC1 Data Feed and Billing Preview

Improve Data Flow Throughout
the Entire Billing Process

As you implement an Oracle Utilities Customer Care and
Billing System, you appreciate anything that reduces the
project’'s complexity. To improve the data flow between the
various components of the system, Oracle Utilities created a
data extract for the Pitney Bowes Business Insight document
production process. This sophisticated interface:

¢ Provides predictable and consistent data throughout
the billing process. This reduces your time to market by
eliminating one of the most troublesome aspects of most
systems.

e Makes data extracted from the Oracle Utilities Customer
Care and Billing System immediately available in your
new bill. Even if you haven't completed the design of
your new bill (or maybe you haven't even started it}, data
can be viewed and printed so that you can verify that
the calculations and other critical information is being
accurately generated in your system. As you fine tune your
bill, you can see how your test data is displayed in the new
format. This feature can dramatically reduce the time you
spend on design and on testing as you move to production.

¢ Archives each batch of data generated by the Oracle Utilities
Customer Care and Billing System and stores it for future
use. If you need to, you can easily recompose a bill for a
specific customer and generate a PDF to print or email to your
customer.

This feature is another example of the tight integration
between Oracle Utilities and Pitney Bowes Business Insight,
a partnership in the Utility Billing industry second to none.



The Customer Bill

Design and Content Flexibility Across All Bills or on a
Customer-by-Customer Basis - or Both

The following sample bill, from the fictional GRN
Energy, shows the five key sections for a bill. The billing
template gives you significant flexibility in the statement
layout including branding (logo, colors, fonts), service
details, promotional messages, and numerous other
characteristics.

1. Page Header
This section prints at the top of every page. A
complete page header containing your organization’s
logo, the account name, account number, billing
date, due date, and current page number is printed
on the first page and a condensed page header
is printed on subsequent pages. You can change
virtually every item in this section to meet your
organization’s billing requirements including logo,
colors, fonts, phone numbers, or field names.

2. Customer Messages
Customer Messages print immediately below the Page
Header on the left side of the two-column format.
They print only on the first page of the bill. The system
allows you to print a generic customer service
message on each bill or to customize the message
specifically for an individual customer. These
messages can be printed in the primary language for
the bill or can be printed in the native language of the
customer, your choice.

3. Account Summary
This section prints in the right hand column below the
page header and on the first page of the bill. It contains
the previous account balance, payments received,
unpaid balance carried forward, current charges,
adjustments, corrections, current balance, and due
date for the current balance. You can create dozens of
combinations with the Template by including:

e Asingle current charge, multiple current
charges or no current charge

e Adjustments, corrections, both or neither

e Manual pay, auto pay, or no payment required

e Warning messages (disconnection, for
example) or not
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4. Service Details
This critical information prints in the middle of the statement and
typically contains details for every service provided to the customer. This
section includes the service period,charge components, meter readings,

/ adjustments, and an optional bar chart.
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Field Orders

Improve Your Operational Excellence

The Field Order is a useful tool for dispatching work

against installed devices including special meter readings,
repair, collections, service outages, new installations,
disconnections and other service activities. Your Customer
Service Team, Service Managers and other people can
generate Field Orders from a number of places within the
QOracle Utilities Customer Care and Billing System. After you
enter the data, you can produce Field Orders in batch on a
daily basis or more frequently if necessary.

The Field Order is composed of some mandatory and some
optional sections. Each section contains text (field labels,
descriptions, etc.) and unique customer information ranging
from account level information to service instructions. The
Field Order contains these sections:

1. The Page Header is printed at the top of the first
page of the Field Order. It contains the scheduled
date and time for the work and the dispatch
information.

2. The Basic Information is the next section on the Field
order and contains the Field Order ID, scheduled
date and time, account identification, premise
warning and instructions, the location and any
specific geographic locators as well as any special
alerts.

3. The Service Point is the location where the actual
work will be done. This section of the Field Order
includes the service point type, meter location,
meter read route and meter read cycle, geographic
locators, and service point characteristics. All of
the following sections are contained in the Service
Point. If there are multiple Service Points, then some
combination of the following sections will be present
for each Service Point,

¢ The optional Item or Badged Item section consists
of the item ID, badge number, installation date,
serial number, description, manufacturer, and
model number.
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¢ The optional Meter section contains badge number,
installation date, serial number, description,
manufacturer, and model number. You can also
include an optional RegisterSubsection.

¢ Optional Multi-ltems or Unbadged Items are
listed by description and item count in a separate
section.

4. The Field Activity section, which describes each
Field Activity type, follows the Service Point section.
It contains scheduled date, priority, instructions,
comments, and activity steps. Multiple Field
Activities may occur for each Service Point. For each
step, one or more sections may be printed for the
Service Technician to hand-write data captured as a
result of performing the step.

The optional Credit and Collections section [not
shown) contains the financial status of an account
including deposit balance, last payment date, last
payment amount, last bill amount, last bill date, past
due balance, current balance, and a credit rating.

It can be used to assist a technician in collecting a
balance due for the account

5. The Worked By section is completed by the Field
Service person and records their signature, the time
completed, and any meter data necessary for the
Field Order to be closed.

A Field Order is designed to be a turn-around document,
which means that comments, instructions and signoffs
coming back from the field are entered into the Oracle
Utilities Customer Care and Billing System. In most cases,
the data that is entered will close out the Field Order which
is then stored as a permanent record for that customer’s
account. In some cases, this data will cause a new Field
Order to be produced, which will be printed with the

next batch.

Field Orders are a flexible and powerful capability with the
Pitney Bowes Business Insight Utilities Customer Care and
Billing Edition. We have designed them so that you don't
have to worry about the details and so that you can begin
to take advantage of them as you implement your new
billing system.

"



Customer Letters
Five Custom Templates Included

Timely customer communication is critical to any well-run
utility. Citizens, shareholders, constituents — whatever
you call your customers — demand professional and
appropriate responses to their questions and issues. You
also want to stay on top of customers who are past due,
who have moved or who have special circumstances that
need individual attention.

The Customer Letter capability of the Pitney Bowes
Business Insight Utilities Customer Care and Billing
Edition allows you to produce letters in batch for many
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customers or one-at-a-time for a single customer. These
letters can have a very structured format or they may

be more free-form like a letter from your friend. Billing
data, such as amounts due or recent payments can be
extracted from the Billing System and included in your
letter. As with the Bill and Field Order, you can include your
organization’s logo, customize the fonts, or use letterhead
or blank paper. The basic system includes five custom
letters but you can create as many templates as you'd like,
one for each special situation, for additional cost.
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Multi-Language Bills

Improve Your Ability to Serve all Your Customers

Whether you are in the United States or serving customers
throughout the world, we are becoming a multi-lingual
society. Being able to communicate in your customers’
native language helps them understand the services that
you provide and builds customer loyalty. You will decrease
customer service calls caused by confused customers, you'll
increase customer satisfaction by using words that they
understand, and you will increase cash flow because they
are more likely to pay a bill that they understand.

With the Pitney Bowes Business Insight Utilities Customer
Care and Billing Edition, you can create your entire bill in a
single language, you can create it in multiple languages or

you can use selected features like the Conditional Messages
in the native language of your customer. The Edition also
supports Asian and Middle Eastern character sets as

well as languages that read right-to-left, creating a truly
international billing system. And, you can do all of this for all
of your customers, selected groups of customers or for an
individual customer. These multi-language benefits are also
available for Field Orders, Customer Letters, and any other
documents that are produced by the system.

The Pitney Bowes Business Insight Utilities Customer Care
and Billing Edition gives you the flexibility to meet your
customers’ needs in a way virtually unmatched by others in
the industry.

e2 Customer Service Option

Improve Customer Service with High-speed Document

Storage and Retrieval

The e2 Vault from Pitney Bowes Business Insight is

a sophisticated, highly-efficient electronic document
repository for your customer bills, correspondence and
other system generated documents. It is fully integrated
with PBBI’s DOC1 document generation system. No
extra steps are necessary for you to take advantage of its
powerful, time-saving features.

Customer Service representatives can easily access the
latest bill, or any past bill that is stored in the system, from
their desktop. Because the bill is stored using the same
commands that were used to print the bill, you will get an
exact representation of the bill when you access it online.
Once the bill is displayed, it can be printed or emailed if the
customer, or anyone else, who needs a copy. In addition,
these print commands are much more efficient for storing
documents, using significantly less storage than required
for a PDF image of your bill. These powerful capabilities
will reduce call handle time and reduce call backs while
improving customer service and CSR morale.

-

Another advantage of the e2/DOC1 integration is that all of
the technology required to file the documents, including the
indexes required to access the documents by customer,

by date or by number, is built in to the system. Unlike
competitive systems which require indexes to be built after
the fact, the e2 system allows access to documents within
minutes of the production run.

An advantage of the integration between the Oracle Utilities
and Pitney Bowes Business Insight systems is that the bills
can be accessed from the Oracle Utilities Customer Care
and Billing Solution dashboard by pressing the “View Bill”
button instead of switching between screens or systems as
you would with other solutions.
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e2 Self-Service Option

Reduce Customer Service Calls with Online
Bill Viewing for Customers

Customers today are Internet-sawy. They expect the
companies that they buy from to allow them to view and
print their bills through their browser, 24 hours a day,

365 days a year. However, for most utility providers,
implementing this solution can be costly and difficult without
an integrated approach that leverages your investment in
hardware and software.

The e2 Self-Service Option from Pitney Bowes Business
Insight allows your customers to have immediate Internet
access to their bills. All of the plumbing necessary to
connect your Oracle Utilities Customer Care and Billing
System to your website is included as well as the security
necessary to protect the confidentiality of the

information for everyone. All you need to do is develop a
simple login page on your website to provide access to this
powerful capability.

Once logged on, your customers can retrieve any bill that
you have stored for them, in the same exact layout as their
printed bill. When they have it on their screen, they can
view it, print it or download a copy to their own computer
for permanent storage. A downloaded electronic copy
eliminates the fear that some customers have of not having
a permanent copy for their records. Your customers can
access the system at any time of the day or night at their
convenience.

With the e2 Self-Service Option, your customer also has
numerous online payment options. Whether for a single
payment or auto-pay, they can make secure payments
via ACH or credit card. Although e-payment is an optional
feature, it is often a key part of many online utility billing
systems. This feature alone can improve cash flow,
customer satisfaction and your image in the marketplace.

Overall, the Pitney Bowes Business Insight e2 Self-Service
Option reduces calls to your Customer Service team

and positions your organization as a leader in the utility
marketplace.
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5555 MAIN STREET, CITY, STATE 12345-6789
1-800-123-456T (24 hours)
WWW,L G IT-ENOTgY.Com

Account Number
Billing Data:
D Drate:
Sorvico Address: 945 Elm Street

Atlanta, GA 30333

Hurricane Kalrina Releal: Adopt-A-Trea
Cal 1-800-123-4567 to make & donation.

Jack Laurence, would you like to pay your
bill electronically 7 li's &s!, convenianl, and
wo apply @ $25.00 croai! o your ngxt month’s
Bl if you 2ign up befere 123172007, To regisier,
visi our wed Ste af wiwikgri-enarngroom.

D30T - DSa0MT
5 24234
0.00
242.34
0.00
B9.18
127.75

§ 459.25

Account Summary:
Previous Balance
Payment Received
Balanco Forward
Adjustmants
Currani Charges — Delivery Services
Currani Chames = Supplier Sanvices
Total Amount Due

Maeter Numnber  Previous Reading

65445431 74g8

Curmrent Raading

# of Days
0

Melered Ussge  Aale Code
1035.00 KWH A1

Balance Forward Fa242.34

Curran! Charges — Electrical Service
Daxlivory Sendces - 1005 00 KWH x (5)
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Mailing Efficiency

Maximize Postal Discounts with Delivery Point
Validation and Postal Presorts

The cost of mailing bills and other correspondence
continues to increase. For many billers, it represents a
sizeable share of their operating budget. And the United
States Postal Service® promises annual reviews (and likely
increases) of postal rates. In addition, the USPS® and other
postal organizations now require greater accuracy for postal
addressess. Undeliverable mail costs them a lot of money,
and they want to make sure that undeliverable addresses
are reduced or eliminated by providing financial incentives
and penalties for volume mailers.

To ensure deliverability, the recipient’s address data is
validated, corrected and formatted by Pitney Bowes Business
Insight” powerful Code-1 Plus®. Code-1 Plus formats the
address according to USPS® standards by appending
address directionals (N for North, S for South, etc.) and
street suffixes (LN for Lane, DR for Drive, ST for Street,
etc.) and assigning a ZIP Code. It compares the address to
the National Change of Address [NCOA] registry to determine
if the recipient’s address has changed. It then performs
Delivery Point Validation, a requirement of the United
States Postal Service (USPS) as of August 1, 2007, which
ensures that the address is deliverable according to the
USPS. Finally, it produces the USPS 3553 CASS Report for
submission to the USPS.

Real-time Address Validation

Ensure the Quality of Your Data as it Enters your CIS

The Pitney Bowes Business Insight Utilities Customer Care
and Billing Edition has numerous checkpoints to make sure
that the customer address is accurate and deliverable. But
doesn’t it make sense to make sure the address is right
when your Customer Service Representative enters it in to
the system the first time? Well, that's what we do.

To qualify for postal discounts, Pitney Bowes Business

Insight” Mailstream Plus® presorts the bills and calculates
postage discounts according to the current postal
regulations. This process produces the USPS 3600 Postage
Report, which is required for bulk mailing discounts.

These two industry standard solutions are another way that
Pitney Bowes Business Insight helps you save time, reduce
your costs and improve your operational effectiveness.

While the Customer Service Representative is taking
information from a first time customer, or from a customer
who calls to update their customer record, the system
validates and standardizes the address, city, state and ZIP
code. Th