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Transform Customer 

Relationships with 

Self-Service Solutions

Companies with superior self-service offerings are 

better able to attract and retain customers. Oracle 

Self-Service E-Billing is the industry leader, helping 

you transform customer relationships, improve 

customer loyalty, and increase your profitability. 

Imagine having to mail a customer’s bill in a box because it is 300 pages long. This 

has become the bleak reality for many businesses. And think about the message 

that bill sends to the growing number of customers who are environmentally con-

scious. Oracle Self-Service E-Billing is the industry-leading self-service application 

that helps you decrease your company’s environmental impact as well as stream-

line your operations.

With Oracle Self-Service E-Billing you can transform billing interactions from mere  

transactions into meaningful relationships. It lets you create a new, primary channel  

of communication that brings customers to your Web site to view timely, personalized  

content in a reliable, private, and secure environment. By delivering a “better-than-

paper” experience that makes customers want to use your self-service solution, 

you improve their loyalty. Moreover, electronic alternatives to paper bills help you 

greatly reduce your company’s carbon footprint. These benefits all lead to increased 

profitability through fewer agent-assisted calls; lower print, postage, and payment-

processing costs; and accelerated collections. 

However, the success of your e-billing offering depends on customers using it on a 

regular basis. Oracle Self-Service E-Billing can help your business achieve the high 

customer adoption rates that deliver maximum environmental and cost benefits. 

As the industry leader, with an unmatched 125 million enrolled users, this solution 

is uniquely positioned to yield the highest number of users. Oracle’s self-service 

offerings are proven to garner three to five times the adoption levels of competing 

solutions, so you can achieve a rapid return on your investment.
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Fact: Oracle’s self-service solutions 

lead the market with more than 

125 million enrolled users and 700 

million statements available online.

Transform Your Customer Contacts 

You can transform customer interactions from transactions into relationships by providing 
the self-service features your customers want and making it easy to for them to conduct 
business with you online—anytime, anywhere. With Oracle Self-Service E-Billing, you 
deliver a secure self-service experience in which customers can find anything they need with 
one to two clicks. You can further enrich their online experience by providing a single view 
of all their billing data, letting them annotate and categorize transactions, dispute bills 
online, conveniently pay bills using credit-card and bank-transfer payment options from 
multiple accounts, and make online service requests or equipment orders. Advanced features 
such as these ensure that more of your customers will opt out of paper bills and choose to 
receive all communications via electronic media instead of paper. Then your business can say 
goodbye to pallets of lengthy paper invoices, return envelopes, remittance slips, paper checks,  
and bills delivered in boxes—reducing your carbon footprint and increasing the return on 
investment (ROI) of your self-service offering.

Oracle Self-Service E-Billing also provides capabilities that help you analyze your customer 
data to better understand their needs. You can incorporate this intelligence into your 
self-service initiatives to further transform and improve your customer contacts. In addition, 
marketers and communications departments can leverage consumer purchase and billing data,  
such as demographic information, lifetime value, and prior campaign responses to identify 
and segment customers based on value, behavior, and preferences. They can then use Oracle  
Self-Service E-Billing to implement intelligence-based promotional marketing and advertising  
campaigns and track the effectiveness of these efforts. When you present customers with 
targeted messages that offer products that are truly meaningful to them, you build loyalty 
and strengthen your brand.

Improve Customer Loyalty

Customers have grown accustomed to the intuitive, easy-to-use internet sites of leading 
companies, so if your online offering is not superior, they won’t return to your Web site  
to conduct business. Oracle Self-Service E-Billing lets you create user-friendly solutions  
so you can

 

Social Responsibility:  

Going Green

As paper decomposes, enormous 

amounts of toxic chemicals—including  

methane gas—are released into the 

air. By converting a large portion of 

your paper-based customer com-

munications to a secure, electronic 

format and then attaining maximum 

user-adoption levels, your company 

can achieve significant carbon credits  

as you streamline your operations. 

For example, a company that has  

1 million customers, 25 percent 

of whom have opted out of paper 

transactions, can, on an annual basis

•	Save 312 tons of paper

•	Save 623 tons of trees

•	Prevent 302 tons of solid waste

•	Save 5.1 million gallons of water

•	Prevent 1.6 million pounds of 

greenhouse gases
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Self-Service Applications  

That Drive Adoption

Oracle solutions let you combine 

multiple billing sources with customer 

relationship management and order 

management capabilities to deliver 

customer-centric features, such as 

the following: 

•	Single Web experience for all 

high-value customer touchpoints, 

including

•	E-commerce

•	E-billing

•	E-service

•	Guided selling 

•	Cross-sell/up-sell

•	Customer-centric guided  

sales processes

•	Order capture

•	Online shopping

•	Service enrollment 

•	Equipment order capture

•	Account management

•	Real-time balances

•	Account details and  

transaction history

•	Bill payment

•	Service management

•	Service request management

•	Knowledge management

•	 Help your customers quickly and easily find links that correspond to the top 10 (or more) 
reasons customers contact you

•	 Provide a consistent, integrated look and feel across the portal

•	 Supply more billing information and history than your customers would ever need

•	 Include print-friendly and download options

•	 Deliver user-defined payment rules that allow customers to make a one-time payment, 
enroll online for auto-debit, or make a convenience payment

•	 Make it easy to access, understand, and take action online

Oracle Self-Service E-Billing delivers high adoption rates, recurring usage, and reduced 
customer turnover by offering features such as out-of-the-box, configurable reports. End 
users can define budgets and hierarchies to match their organizational structure and can run 
reports in real time to discover usage patterns, exceptions, and misuse. Businesses and consumers  
can easily organize their statements and perform customized, in-depth billing data analysis 
using reports that summarize account activities such as budgets, billing trends, total spend 
by account, and highest-spender data. And drill-down capabilities in these reports means 
specific transaction details are just one click away.

Customer Focus: Progress Energy Goes Green and Serves Customers Better

Progress Energy is a Fortune 250, vertically integrated, electric-utility company that serves 
approximately 3 million customers in North Carolina, South Carolina, and Florida. The utility  
used Oracle’s e-billing solutions to create a consolidated and feature-rich electronic billing 
and payment platform that reduced support costs and offered customers features and options 
that improved adoption levels. Here are some of the tangible results Progress Energy gained:

•	 More than 90 percent of customers with electronic bill payment and presentment chose  
to discontinue their paper bills

•	 Customer enrollment increased by 66 percent only 18 months after solution deployment

•	 Customer support requirements via e-mail were reduced by 85 percent

•	 Return on investment was achieved within one year of deployment

•	 Payment processing costs were reduced by US$520,000 annually

•	 Paper and printing costs were cut by more than US$720,000 annually

“[We] selected the Oracle self-service platform because it provides an out-of-the-

box solution with state-of-the-art functionality, proven scalability, and the lowest 

cost of ownership. Since our implementation, we have experienced an 85 percent 

reduction in customer support requirements via e-mail, as well as tremendous 

favorable response and acceptance. We have also dramatically reduced transaction 

and IT support costs.”

Mike Ligett, Director, Market and Energy Services, Progress Energy
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CONTACT US

For more information, call +1.800.756.4917 to speak to an Oracle representative  

or visit oracle.com/goto/self-service/index.html 

Outside North America, visit oracle.com/corporate/contact to find the phone number for your local Oracle office.

“…well-executed self-service is now a crucial strategic component of the overall 

customer-centric business strategy. And customers increasingly make it their first  

choice for primary interaction.”

Sheryl Kingstone, Yankee Group, “Great Expectations: Self-Service Success Can Happen,”  
May, 2006

Benefits You Can Count on

Oracle Self-Service E-Billing is 

designed to integrate with existing 

applications and diverse core legacy  

systems. It extends the convenience  

of online billing and account manage-

ment to your entire customer base, 

as well as to your call centers. With 

Oracle Self-Service E-Billing, you 

can achieve these tangible results:

•	Realize rapid payback on investment 

with an average breakeven in 6 to  

12 months 

•	 Improve customer retention and drive  

incremental revenue by providing a  

superior, intuitive customer experience 

•	 Decrease call-center costs by providing  

the answers to your top customer 

inquiries on lower-cost channels such 

as the Web

•	Dramatically reduce print, postage, 

and payment processing costs while  

accelerating collections

•	Contain costs with account- and 

cost-center-based reporting coupled  

with budget, spend, and usage analysis 

Increase the ROI of Your E-Billing Solution

By converting a large portion of your paper-based customer communications to a secure, 
electronic format and then attaining maximum user-adoption levels, your company can achieve  
significant carbon credits and operational savings. Going green makes business “cents” when 
customers use online billing, turn off paper statements, and make purchases and seek answers  
online. For example, a typical business-to-consumer (B2C) company can save US$30 per year 
per customer, and a business-to-business (B2B) organization can save thousands of dollars per 
year per customer. These statistics are determined by measuring the costs to answer customer 
phone calls; print, package, and mail paper statements; and process lock-box-based payments.

Other key criteria can be used to quantify the additional business value you can gain by 
implementing Oracle Self-Service E-Billing. These include decreasing contacts into your call 
center, eliminating paper correspondence, increasing the speed of cash collection, improving 
service request and dispute resolution efficiency, enabling automated ordering, and increasing  
marketing effectiveness. 

The Oracle E-Billing Advantage

Oracle Self-Service E-Billing helps you empower your customers to manage their relationship  
online. This solution was designed to increase user adoption rates by combining ease-of-use 
with functionality. Oracle customers achieve an average of three to five times the adoption 
rates of competing solutions, with average user adoption rates of 25 to 60 percent two years 
after deployment. Additionally, Oracle self-service solutions have the lowest infrastructure 
requirements in the industry and can be integrated with your enterprise resource planning 
and customer relationship management solutions. 

With more than 125 million active users and 700 million online statements, Oracle is the 
leader in customer self-service and e-billing. Our applications have been proven to meet your 
customers’ needs while providing an eco-friendly, flexible, and scalable solution that meets 
your needs. Oracle Self-Service E-Billing increases profitability, improves customer loyalty, 
and transforms billing interactions from mere transactions into meaningful relationships.
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