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1 Introduction

Southern Software partnered with Invoice Invoice Cloud (IC) by the Numbers
Cloud to provide our shared clients the easy- e Founded in 2009

to-use payment experience that consumers e 130+ software integrations, like Southern
expect based on doing with Fortune 100 Software

companies online, such as American Express, e 2,100+ municipal and utility clients in all 50
Geico, Capital One, or Amazon.com—one states

that is simple and instantaneous. Just adding e  $13B+ processed payments in 2019 (roughly
payment channels has limited usefulness. 45M payments)

Instead, Invoice Cloud designs our payment e 119% average online payment adoption
channels—embedded within your existing increase in the first year of service
Southern Software portal—to significantly

2.8x average paperless billing adoption

increase customer self-service and e-bill e 99.9% system up-time

adoption while simultaneously reducing e PClLevel 1 and SSAE 18 (SOC 1 and 2)
payment-related calls to your customer certified for online payment security
service team and agents. e 98% client retention rate

To achieve these results for our clients,
Invoice Cloud focuses on 4 core competencies: the 4Cs of Effective Electronic Bill Presentment

and Payment.

1. Cloud: Like Southern Software, Invoice Cloud is true Saa$, so our clients never have to do
upgrades or updates. You will always be on the latest.

2. Connect: Invoice Cloud’s functionality is embedded using Single Sign On (SSO) to the
existing Southern Software web portal, and payments are delivered back to Southern
Software in real-time.

3. Convert: The design of the payment channels — how easy it is to enroll in the self-service
options, and how easy it is to pay through them —is how Invoice Cloud achieves the
industry’s best e-adoption rates.

4. Communicate: Our intelligent communications engine sends event-based reminders (text,
e-mail, phone) only to payers who have yet to act. This automates communication with

your customers, drives down call center volume, and increases conversion to self-service.

Invoice Cloud’s focus in these 4 areas has resulted in our average client
achieving a 119% increase in e-payments and a 2.8X increase in paperless
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enrollment in year 1 — while also seeing a more than 40% reduction in
payment related CSR calls.
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1.1 Our 4Cs Approach

Invoice Cloud delivers a simple, out-of-the box solution with a partnered integration with
Southern Software, quick and easy implementation, and a proven interface that increases e-
adoption: the measure of how many customers use a billing and payment solution. E-
adoption is the only metric that can demonstrate which solution customers prefer, and Invoice
Cloud provides the industry's highest average e-adoption increase of 119% and 2.8x more
paperless enrollments in the first year of service alone. This e-adoption only grows year-over-
year as we improve our true SaaS solution on your behalf. Higher e-adoption means our system
is easier to use, has the most comprehensive set of features for flexibility, and has the best

interface and marketing techniques to drive usage (Figure 1).

2.8X

INCREASE

IN PAPERLESS
ENROLLMENT

119%

INCREASE
IN E-PAYMENT
ADOPTION

Before IC Meonth 12 IC Before IC Month 12 IC

Figure 1. Invoice Cloud's Average First Year Adoption Increases. Our clients typically see their e-payment adoption
and paperless enrollments double in only one year after switching to Invoice Cloud.

As more of your customers use our platform and switch to paperless billing, AutoPay, and other
features of our solution, the Round Hill, VA saves time and money, having more of both to
pursue other business ventures. There is a significant cost to handling paper bills and physical
payment instruments (i.e., cash and checks). But you also save operational costs when more
customers automatically pay their bills on time every month, spending less on collection efforts,

extra communication, and shutoffs.

The Round Hill, VA can expect similar (or better!) e-adoption through Invoice Cloud's 4 Cs of a
successful EBPP (Figure 2).
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The 4C's ® Ciou

True Saa$S
Highly Scalable
Automatic Updates and No Downtime

é ! ; oo

. aa* CoOnnect
Integrated to 130+ Billing Systems
and growing
Established Processes
150+ Passionate Post Sales Employees

Figure 2. Invoice Cloud's 4Cs Approach to Improving Customer Adoption. We apply a proven formula to deliver a

— Convert

Most modern UX/UI Design
Capitalize on Engagement Points
Easy to Use

®) Communicate

Email and Text Communication Engines
Automated Reminders
Intelligence

customer experience, both out-of-the-box and through no effort updates, that saves our clients time and money.

1.1.1 Cloud

Continually add new No need to upload patches and upgrades
) Single Instance, Multi-Tenant, to each individual client site, which drives

payment options, Software as a Service (Saa$) service levels and delivery of new features!

communications methods,

and increased security T ! E E E g E !
through True SaaS updates: g g E E E ! E
Invoice Cloud simplifies g!!!!gg
payment processor E!EEEE E

t by shoulderi
management by shouldering = g!!!ggg

nearly all IT processes and

upgrades on your behalf. We  Figure 3. IC’s Single Instance, Multi-Tenant Saa$ Platform. /C updates a

keep our system up to date single stack of code, and all clients receive enhancements immediately

without uploading patches or upgrades.
through true SaaS delivery of P ap pa
new features and security updates. With IC’s true SaaS platform, the biller always receives

access to all new features as we release them, no updates or patches required (Figure 3).

When we release a new enhancement, we update a single instance of our platform and then
give each biller the opportunity to opt in through remote activation. True SaaS means that your
customers log into the latest, greatest, and most secure version of our payment portal every

time they pay their electric bill. For example: when Invoice Cloud added the option to pay with
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and save mobile wallet payment methods like Apple Pay and Google Pay, all 2,100+ IC clients
received this ability the day of release (Figure 4).

Apple Pay Google Pay

Available Payment Methods

= How would you like to pay?

Avaiabie Payment Methods.

How much would yo

to pay? How much would you l}kem;-yi

Thank you for your
* PamentAmot  $100

© Payment Amount

payment!

s

Figure 4. Mobile wallet simplifies the customer experience to make paying easier than ever. Automatic true SaaS
updates delivered secure, fast payments through Apple Pay and Google Pay to 100% of our clients on the day of
release.

1.1.2 Connect

A seamless integration with your billing system is the key to an effective EBPP platform.
Invoice Cloud’s functionality is embedded using Single Sign On (SSO) to the existing Southern
Software web portal, and payments are delivered back to Southern Software in real-time
(Figure 5). The level of integration (connection) impacts how much of the back-office
management of an EBPP platform will be automated. The deep integration between IC and

Southern Software delivers an industry leading experience for payers and staff.

Payments, AutoPay enrollments, and Paperless enroliments and ACH Rejects — just to name a
few — are updated in Southern Software ’s portal in real time, making sure both systems
always stay in synch. Our shared clients leverage the best parts of both systems to efficiently
automate processes, share data in real-time, synchronize how that data displays for your staff
and customers, and implement quickly. Our platform always reflects the latest data in your
Southern Software via a deep integration, reducing administrative work for staff and sending

intelligent communications to drive customer self-service.
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Figure 5. Invoice Cloud's iframe-embedded SSO integration with Southern Software. SSO automatically logs
customers into both Southern Software and Invoice Cloud into one completely seamless and secure payment
experience.

We apply our integration experience to perform 90%+ of the implementation effort on our
billers' behalf in 90 business days or fewer. We transparently keep our clients apprised
throughout implementation by updating our shared Smartsheets dashboard (Figure 6).

Invoice Cloud Sample Dashboard : 2

YOUR COMPANY NAME HERE

PROJECT STAGES COMPLETION INVOICE TYPES/PRODUCTS

Utility EBPP with IVR, OBD and POSConnect. Water Deposit
and Miscellaneous Fees CloudStore.

. Initiation & Planning
Execution
100% . - .
. Training & Testing
. Go-Live Prep
_ e ool

0% SFTP Credentials:
Username: sampleusername

Password: samplepassword
GO-LIVE: DEC. 31 0%
49 0% 20% 40% 60% 80% 100% 120% m

Workdays Left

Weekly Meetings Starting 10/31 at ipm EST
- * Kick-Off Call: 10/24
- Action Items « Biller would like to be live as soon as possible.
N . " « Typical time-frame for go-live process.
Primary Assigned To Completed Comments Modified i POSCORMEE WonIE DS thad Wit tHGF
Update all documents and inform client of updates Your Project Manager 10/24/19 4:27 PM = cashiering solution.
Provide logo Your Company 10724119 4:27 PM B S::ﬁfr‘;‘;';:‘h Peyment piocessor axpiing
Send email to marketing Your Project Manager 10/24/194:27PM | « Weekly Catch-Up: 10/31 X
| « Logo still in discussion about which to use
Provide bill images Your Company New Template being 10/24/19 5:07 PM * Marketing department can help make
built. Should be the decision.
provided by 12/2. | * Waiting on Software Partner to provide files.
Advise who the financial contact is for boarding Your Company John Smith 10/24/19 4:27 PM : gg?;déﬁcsee:;ae‘aapeerrwork MR SR
documentation I (D OBCOMNRIY s ki
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Figure 6. Invoice Cloud Implementation Tracking in Smartsheets. See which key personnel are responsible for each
technical aspect of implementation and track day-to-day progress.

1.1.3 Convert

Increase operation savings in both time and money through streamlined customer self-
service: The purpose of an EBPP platform is to drive conversion to self-service e-payments and
decrease customer calls. The ease of enrollment of the payment/reminder options, as well as

the ease of paying through the various channels determines the number of payers who will use
them.

Invoice Cloud designed our payment process to engage customers at existing contact points to
present opportunities to self-service enroll in payment services and reminders (Figure 7

and Figure 8). We also provide tools to CSRs in our Biller Portal that help retrain customer
behavior towards self-service, like sending direct links to their payment via text message. As
more of your customers use Invoice Cloud to manage paperless billing, AutoPay, text, and

more, you save money and can spend time on more important tasks than manual collections.

Payment Options payment Information Review Payment J

Thank you for your payment!
Review your Information I e p——
‘Your CreditDebit Card # Edit Billing Address. et $951 .Bg

MONROE REAL ESTATE 10 Main 5t 26290118-U8:31626-00574 - 0. F—— Water & Sewer Deparoment
XOOCODOCOOK 1111 Bosion, MA -

su;
3/2020 a2ns
visa

s Dear Deana Ada Payment Confirmation

GRAND T Thank you far your payment to Forsyth County WBS. R

Vo payment has been successully processed and your account
Tnvoice Number:
Process Payme| You wal Teceive on email eac is 10011387
" Thisis an a

If you haven't skready gone paperless, plsase consider helping
the enviroament, reducing your chutter and supperting our green
paperl

@ Send me Pay by Text messages for future invaices

U I'would like to signup for AutoPay —

[R—— o S o oy e g s oy g o Aty
Gonations 5

*  you have a question on e b,
3845140

D & | would like to sign up for Paperless —

r ~ jCEcicaid
e e e swcus b M Profle. T cick e Vo, £ 6 5
et = periess box and press update.

Thank you for being & valusd customes.

Figure 7. Enrolling in Pay by Text, AutoPay, and Paperless Without Leaving the Payment Process. Customers can
enroll mid-payment process, at the very end, and from their confirmation email.
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Bill Account Due Bill Balance @& Apple Calendar
Select 7 # Owner Date Total Due
G Google
566 WTR-566 BRIGHAM, JOHN C TRT2017  $154771  $1547 T @ View Invoice
ﬂi Outlook  —

. Remind Me Ei Outlook.com
2873 WTR-2873 CAMPBELL JOHN TR212017 $55.92 $55.92

@ Related Invoices Y vahoo
i Remind Me
— 0

Text ind.

-
<F «

$7375 @ View Invoice
@ Related Invoices

Send me a Text Reminder

Please select a date and time for when would fike us to send text message reminder for

- on ,,WY:.W your :w‘:“ youe " File Appointment Scheduling Assistant Insert Format Text Review  Help Q  Tell me what you want to

. Privat
Do 0 B | © | G | O [Swn B 0 O | B O

03302018 el Delete 3 Eonyard + e | Ol Reminder [None _-[fecomence | Coegorze |
Please Select A Time Range v g9 Meeting Notes | Attendees M -ow Importal

Actions Options Tags
P%mm Range
L Jem-126m EST Pay my Bill
12pm-5pm EST E_ﬁ]

™ Y =
=2pm- 10pm £S Saved

1272020
Close [f'™ Sn 4/ | sooAm ¥ ‘ iPu‘nﬁ:Trme (Us&Canai v| [ Allday @ Time zon

me Sun 4/12/2020 B %0AM '}F Pacific Time (US & Canai v| O Make Recurring
Remind Me! -
Your Utility invoice is 0. You may pay this iny by clicking on the link below:
Account #: UTIL-1076
Invoice #: 1076- 1112
https://www.invoicecloud.com/portal/pay-my-

bill/ZWQ30TA4YzItYzEyOCOOMTY3LWEXNTEtMWI{YZBmYTYSNWMOFDZIY2M3MjkxL WZhY2 UtNDkS5Zi04ODEXLWViMzexNWU1NjM1Zi

Figure 8. Creating Calendar and SMS Text Reminders Without Leaving the Payment Process. Customers can set
events in most popular calendar applications, like Apple and MS Outlook, or schedule one-time text reminders.

1.1.4 Communicate

Improve customer engagement and satisfaction through Invoice Cloud’s simple, consistent
interface and communications: The effectiveness of the automated communication engine
with payers determines if an EBPP platform will drive more self-service and decrease customer
phone calls. Invoice Cloud helps clients reduce operational costs and customer calls through our
consistent customer experience across our omnichannel payment and communication features
(Figure 9). We engage more customers through targeted, automated messaging and self-
service so that they help themselves, paying their bills on time without calling or walking into

your office.

InvoiceCloud’ Confidential & Proprietary © 2021 | 8
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E-mail reminders Text reminders Self Service Outbound
up to 3 per bill for those who haven't paid Calendar IVR
29 event-based templates up to 3 per bil reminders

Figure 9. Invoice Cloud's Customer Engagement Platform Options. We help billers more effectively engage payers
through the communications channels that customers prefer.

1.2 Case Studies

We provide examples of how we apply our 4Cs approach to help our more than 2,100 clients
save time and money by converting their customers to self-service electronic payments and
paperless billing. The following case studies are typical of our clients' experiences after

switching to Invoice Cloud.
1.2.1 City of Escondido, CA

To meet PCl compliance requirements, the City of Escondido decided to move its online
payment processing to a third-party vendor. Unfortunately, the system that was implemented
created challenges for the City and its citizens through a difficult user experience, lack of
convenient payment options and lack of real-time integration, among other issues. After
switching to Invoice Cloud, Escondido has achieved PCl Level 1 compliance and increased e-

adoption (Figure 10).

InvoiceCloud’ Confidential & Proprietary © 2021 | 9
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After @ Months Live:

Inbound Monthly Paperless Adoption
Payment Calls with Invoice Cloud
VN
ESCONDIDO [t 721
City of Choice 7—

Saved due to
decreased print
and mail costs

242% 69%

Increase in Reduction in
e-payment inbound calls
adoption

Previous 1C- IC-
Vendor month 5 month 12

Figure 10. City of Escondido's Savings in Time and Money through Invoice Cloud's Customer Engagement. /n only
9 months, the City increased e-adoption by more than 200% and more than tripled their paperless enrollments.
More than half of all City bills are paid electronically, 21% without printing and mailing a paper bill.

1.2.2 Arlington Water, TX

Increasing water rates were becoming a major

. . "W d i duction in digital
issue for Arlington Water Utilities customers. To e feared a major reduction in digita

. . ts due to impl ti 1
combat these rate hikes, Arlington needed to payments due fo tmprlementing a converence

. . . ee. We were pleased to see, despite adding the
find a creative way to increase revenue and f P s aesp g

. . . , with the Invoice Cloud platform,
decrease costs without raising rates. The utility Jee, with the Invoice Cloud platform, we

- . L . hed 1 doption levels in 1
faced billing challenges, including rising credit redchied our previous adoprion fevets i fess

. . . than three months and continue to see growth
card processing fees, print and mail costs, and

. L . in adoption well above previous levels."
calls and walk-ins. After switching to Invoice P p

Cloud, Arlington increased revenue and cut Matt Peters
costs through higher e-adoption (Figure 11). Water Utilities Department, City of Arlington
Average Monthly Payment Calls By Year Average Monthly Number of Web Payments By The Numbers:
40000
- $650K $30K
1,226 36000
34000 Annual sc_wings with Annual print savings
32000 convenience fee
I 491 m model
24000
A S A A 27% 60%
[ 60% DECREASE IN PAYMENT CALLS IN YEAR ONE ] & bsbedte o Comeneneie Decrease in walk-in Decrease in
payments payment calls

Superior platform continues to deliver
$900K in annual operational savings results with a convenience fee

Figure 11. The City of Arlington's Savings in Time and Money by Increasing Customer Engagement through
Invoice Cloud. More City customers use Invoice Cloud to pay electronically every year rather than pay through the
mail or over the phone, even with new convenience fees.
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2 Product Overview

Invoice Cloud provides a secure, private, and third-party certified Payment Card Industry (PCl)
Level 1-compliant solution to electronically present bills from your billing system and accept
payments using all major credit and debit card brands, including Visa, MasterCard, Discover,
and American Express; e-Checks; digital wallet methods like Apple Pay and Google Pay; and
now PayPal and Venmo. We are responsible for the security of all cardholder data in the IC

system, relieving our billers of all online PCI requirements.

Invoice Cloud recognizes that everyone uses the internet and, more importantly, pays their bills
differently. We provide the means to securely access billing data and pay using all credit, debit,
ACH, and digital wallet methods across our entire omnichannel customer engagement platform
(Figure 12).

We achieve the highest e-adoption rates by embedding our consistent interface into Southern
Software and across fully integrated, extensive web and mobile payment options, so that
customers can easily learn and use the best self-service options based on their own
preferences, including those described in the following subsections.

Easy for Customers to Pay,

the Way They Want st e e @ @ .

Create an omni-channel experience e r PayFal ol i i

messagmg Remlnders

.....................................................................................................

Online Mobile R Local E Agent / CSR Assist

@00@00@00@

Scheduled AutoPcy One-time Mobile One-click Pay by Outbound \nbcund Retail Point Online Agent / CSR
pnyments puyments optlm)zed pay text Cash of Sale bank direct portal

250082092282

Figure 12. IC’s Communications Engine and Diverse Payment Options Reaches More Payers. Save time and

money by engaging customers to pay bills without calling, walking into, or mailing physical checks to offices.
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2.1 One-time Payments

Invoice Cloud provides the most robust one-
time payment system in the industry.
Registered and unregistered customers can
fill a shopping cart with related payments and
pay in three or fewer steps, during which we
provide multiple opportunities and incentives
to register, link a phone number or email
address to their accounts for text and email

notifications, go paperless, or enroll in

Higher E-adoption through One-
Time Payments

41% of online payers use one-time payment
channels. Most of these customers do not go
online with the intent of signing up for these
additional services. Invoice Cloud maximizes
enrollment (and, thus, print/mail cost savings) by
presenting enrollment options as part of the one-

time payment process.

AutoPay.

Invoice Cloud makes it easy for customers to pay their bills, whether registered or not, through
our platform. Customers make one-time payments without logging in to our Customer Portal,
which they can access directly from email or text notifications or through your web site. Once in
the Customer Portal landing page, the customer can look up their bill using criteria dictated by
the biller, such as their Account Number or Service Address (Figure 13). They can also view an
exact PDF of their invoice, set calendar reminders, and build a shopping cart to pay for any

invoice types offered by the biller.

signin  Register  Contact Us

Please Locate Your Account

Pay or View Bills utilty il
Search our files for your invoices using the fields below. Required fields are marked with a *.

Need help finding your invoice?

Pay online with One Time Pay, n
registration required.

Please review your results below and select invoices to Pay. Click here if you would like to search again
& Safe and Secure\ Select  Bu#

Your information Is kept confidential P v WH20-0444  999-88-7777  Smith, Steven  6/30/2018 $500.13 §746.20 @ View Invoice
af @ Related Invoices
i Remind Me

Account Number (optional) Last Name (optional)

Account Number Last Name

Search Results

Q search Invoices

Account # Owner Due Date Bill Total Balance Due

4 Fastand Easy

No registration is required for "One
Time Pay," the fastest way to pay online  secure, and backed by the highest
and confirm payment. security standards.

+ Add selected invoices to your cart | X Register Selected Invoices

powered By InvolceCloud” | Privecy Poicy | MFTFUStWave" Secure Ste

Figure 13. Finding Your Bill for One-time Payment. Customers quickly find their bill using search criteria defined by
the biller in accordance with your business rules.

InvoiceCloud’
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Please review your cart

Please confirm your selections below. Click on Proceed to Checkout when you are ready to pay.

Type - Water
Type Account # Invoice # Due Date Balance Due Options
Water 999-88-7777 WH20-0444 6/30/2018 $746.20  View Invoice

1 Remove from Cart

Select an item to pay
Subtotal (1 Items) $746.20

Not including any applicable service fees.

Proceed to Checkout
S >

Additional Options

| want to Register this Account

Q | want to find more invoices

Figure 14. One-Time Payer Adding Multiple Invoices to their Cart. One-time payers can control their payment
options at any point of purchase, increasing the likelihood of e-adoption.

IC provides a robust Shopping Cart experience: payers can add multiple invoices from multiple
billing departments to their cart, even from disparate billing systems, and pay them all in a
single transaction (Figure 14). IC also maintains line items for each invoice against the total

balance, depositing each to different bank accounts per your business rules.

We provide a simple, intuitive payment  “gyr.0amine the Payment Process for

Higher E-adoption

Limit customer keystrokes by pre-populating

process with proven timesavers, like
auto-filling name and address fields from

their invoice, and automaticall
! Y name and address fields from the invoice

resenting other outstanding bills for the
P & & Auto-enroll customers into email reminders by

payer to pay (if applicable). We make it requiring an email address for their receipt

easier to pay from mobile devices
pay ’ e Eliminate submittal of invalid payment methods

reduce rejects and chargebacks, and
J g ’ by authorizing card and ACH routing information

rotect the biller from payments with
P pay as entered

flagged accounts for fraudulent activity.
88 y Increase AutoPay, Paperless, and Pay by Text

We also embed proven e-adoption . .
enrollment by providing opportunities to self-

increasing features into our payment ) ) )
service apply payment information
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Payment Options Payment Information Review Payment
Review your Information Payment Summary
Policy # Amount
i
Your Credit/Debit Card # Edit Billing Address 2018030055221~ Q. View $186.07
John Q. Customer 1 North Main St
XOOOOOKXXXXX 1111 Memphis, TN 2018030055523-1 - Q View $234.43
12/2019 38103
VISA training@invoicecioud.com 2018030055524-1 - Q View $265.89
2018030055525-1 « Q View $205.49
— SUBTOTAL $981.88
|v| © 1 would like to signup for AutoPay
b SERVICE FEE * +$1.00
Save trees, checks, stamps, and time. Sign up for AutoPay and pay statements automatically on their
AutoPay collection date. AutoPay will sutomatically pay Invoices on their due date using your default GRAND TOTAL $982.88
payment method. AutoPay will send you an email ¢ of your as each Is
paid. automatically.
Your CredivDebit Card ending in 1111 will be used to pay your invoices via AutoPay. Process Payment $982.88
Policy Email Address Go AutoPay?
i Payer agrees 1o ihe Invoice Cloud Payer Terms and
ZHANG Al H training@invoicecioud. com o« Testing mv ConiNara 08
@ Send me Pay by Text messages for future invoices Pyt omostabidon et doad)
Service fees are non-refundable. If you think there is an emror
on the CrediDebit Card, ACH or Service Fee charge, please
contact Invoice Cloud Customer Service at §77.256-8330,
& | would like to sign up for Paperless Open &

Figure 15. Review Payment. One-time payers can forgo traditional registration while opting into paperless billing
by email or text or even AutoPay. This is how we achieve our e-adoption rates.

process, like AutoPay, paperless, and Pay by Text enrollment and registration for flexible
payment options (Figure 15).

2.2 Embedded SSO for Faster and More Convenient
Payments

Invoice Cloud embeds into Southern Software to allow payers to self-service manage their bill
pay settings, review their billing and payment history, and change their settings for AutoPay,
paperless billing, Pay by Text, and more. Additionally, payers can link multiple accounts to their
profile, schedule single payments, set-up recurring payments, and save new payment methods
(i.e., credit/debit cards, digital wallet methods, and bank accounts for ACH) (Figure 16).
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P il
(!

~

Filter by Account Filter by Invoice Type Filter by Date Filter by Amount Add Another Account

Home #1747713 - Mike Smith D [ Al Dates ] All Amounts

This Month $0.00 - $100.00 .
Account Actions
Last Month $100.01 - $250.00

Payments
y Last 3 Months $250.01 - $500.00
Water Quality Reports Last 6 Months $500.01 - $1000.00
Last 12 Months $1000.01 +
Help Current Bill

ﬂ§ *D Account History

Select Invoice Invoice Date Balance Due
: - L Account Usage
7 Past Due 7/21/2020 $235.74 View Invoice
Account #1747713 Payment History
Water Adjustment History
Scheduled Payment @& Apple Calendar

Office 365 (anin
Pay Selected » [a outlook

ﬂi Outlook.com

Y Yahoo

Q Text Reminder

Figure 16. Managing Accounts through Southern Software ’s Invoice Cloud iframe. SSO automatically logs
customers into both Southern Software and Invoice Cloud to manage billing and payment options.

2.3 Flexible Payment Options

Invoice Cloud provides several in-house options to help each payer pay their bill on time when
it best suits their budget. We have also recently added PayPal Pal Later functions to our
checkout process, including PayPal Credit and Pay in 4. PayPal Pay in 4 allows the qualifying
payer to pay a bill between $30 and $600 in four interest-free installments every two weeks
over a 6-week period. Their first installment is required immediately to complete our payment

process, but the biller receives the full payment amount of all installments in two business days.
2.3.1 Scheduled Payments

Customers can schedule a one-time future payment using Scheduled Payments in Southern
Software (Figure 17). They may schedule more than one payment at a time. We configure our
iframe to only allow selections that meet your business rules, like last permissible date for
payment and minimum payment amount.
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When would you like to pay?

O Pay Today *

You may make a One Time Payment that will process Today. Payments are real-time and will be applied to your Invoice
instantly.

® Schedule a Payment

You may schedule a One Time Payment for a date in the future, beginning as soon as tomorrow. Please select or enter a date
below to get started.

Payment Date *

mm/ddiyyyy =

Figure 17. Scheduled Payment Options. Customers can future-date a payment to avoid running out of funds.

2.3.2 Recurring Scheduled Payments

Customers can self-service set recurring scheduled payments to pay a certain amount the same
day every month (Figure 18).

Recurring Scheduled Payments
~»New Recurring Scheduled Payment

+ New Recurring Scheduled Payment

View Fees Disclosure Please select the type of Recurring Scheduled Payment you want to create and fill out all fields. Click to learn more.

Our Recurring Scheduled Payments  Invoice Type * Iwantto *

leam more about this feature. Water Pay a fixed payment amount on selected day
How much do you wish to pay? * Pay on this day of every month: *

$0.00 1

Use this payment method: *

You
Credit Card: XX000000000(X1111
You m
QLILLEY, Active *
v

« Save my changes

Standard service fees may be applied if applicable. Please view our Fees Disclosure for more information.

Figure 18. Scheduling Recurring Payments. Customers can schedule and pause a recurring payment for any day of
the month.
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2.3.3 AutoPay

Southern Software partnered with Invoice Cloud to improve the AutoPay experience, especially
for ACH AutoPay, for both your staff and customers (Table 1). Any customer can automatically
pay their full invoice amount, on the day it is due, through AutoPay, which Invoice Cloud keeps
up to date with real-time updates both to and from Southern Software, including reversals. This
ensures that, if a customer makes partial payments or simply wants the convenience of paying
their bills on time, every time, any remaining balance is always automatically paid when due.

Table 1. Invoice Cloud ACH AutoPay Upgrades to the Southern Software Portal (V1). Southern Software partnered
with Invoice Cloud to improve the AutoPay experience for your staff and customers.

ACH AutoPay/Draft Functionality Southern With Invoice
Software (V1) Cloud
Self-Service Online Enroliment X v
No Manual Data Entry by Utility Staff X v
2 Reminder Notices Before AutoPay Runs X v
Payment Transaction Receipt X v
Additional ACH Validation (decreases rejects) X v
Automated ACH Reject Notification X v
ACH Reject API for Payment Reversal in Southern X v
Software
Automated Payer Notification of ACH Reject X v
No Manual NACHA File Export to Bank Required X v
Unencrypted Bank Account & Routing # Info Never X v
Handled by Staff
Automatically keep up with changing NACHA regulations X v

Invoice Cloud AutoPay Enrollment is 100% self-service either from our one-time payment
(which typically doubles AutoPay enrollment for new clients) or from our embedded iframe in

the Southern Software portal (Figure 19).
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Laan
&) =
()

~ New AutoPay Setup _
Add Another Account

Registering for AutoPay will void any prior scheduled payments. In order to prevent duplicate
transactions, any scheduled payments which are pending for this account will be cancelled.

Home

Account Actions

Payments AutoPay will then pay invoices on their due date using your default payment method.

Water Quality Reports Select an Account * B Pay Now

Help #1747713 - Mike Smith v B Current Bill
Invoice Type * ‘D AutoPay

Water v L4 Account Usage

Use this payment method *

Visa ending in 1111 v

®Yes, put me on AutoPay
No, I do not want AutoPay

Figure 19. AutoPay Setup. Customers can set and forget AutoPay, always paying their full balance on time.
2.3.4 FlexPay

Customers can create their own payment schedule within a billing cycle through IC’s FlexPay,
making any number of payments before a payment is due. Customers choose the first and last
payment dates and then number of payments. IC generates a corresponding number of
payment fields so that the customer can set the exact date and amount for each (Figure 20).
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Payment Options Payment information Review Payment
Schedule your FlexPay payments Payment Summary
Invoice # Amount
When would you like your First Payment to process? 14142782652369 - Q, View $80.00
04/05/2018 -]
SUBTOTAL $80.00

When would you like your Last Payment to process?

05/10/2018 =

Confirm your FlexPay Schedule

How many payments would you like to make?
3

Payment Date
09/19/2017 =

i= Create Schedule

Invoice Payment Amount Service Fee Total
OWS-74312 : 15.45 $1.00 $16.45

Payment Date
10/10/2017 =

Invoice Payment Amount Service Fee Total
OWS-74312 15.45 $1.00 $16.45
Payment Date

10/31/2017 =

Invoice Payment Amount Service Fee Total
DA 1545 $1.00 $16.45

Figure 20. FlexPay Setup. Customers can future-date multiple payments to avoid running out of funds.

2.4 Mobile Optimized Payments

Invoice Cloud's Customer Portal is device- and browser-agnostic, working on any mobile device
using Google Chrome, Apple Safari, Mozilla Firefox, or Microsoft Internet Explorer or Edge
browsers. We designed our Customer Portal to be mobile responsive, meaning it changes based

on the size of screen it loads on to be readable and maintain all user functionality (Figure 21).
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48%

Your Account at a glance L MOBILE

TRAFFIC -
wantto — THROUGH CITY of BOSTOhf ]
raber v Invoice Cloud -

[ -
Bl oo

Recent Closed Invoices »

Figure 21. Mobile Responsive Site Design Delivers the Best Invoice Cloud and Device Functionality. Payers can
find and pay their bill on any smart device and use mobile wallets like Apple Pay and Google Pay.

2.5 Pay by Text

Customers receive a text notification with a direct link to their payment in our mobile optimized
site — no login or reauthentication required. Or, if they save a payment method, they can pay by
simply replying to the text alert (Figure 22).

Py T o

 Mosaages +1(555) 5555555 Dot

New Invoice from Innovative Biller
Amount: $391.34

Due:4g2018 g . .
2z oo conrisas Registered customers with
Customers dccess the/' et i vl a stored remittance
mobile ST information
2 H service fee of $2.00 requires a
optimized payment e 593 can Pay by Text by
channel by clicking i 'm responding to the
on the link

Thank you for your payms. text with “Pay”

$393.34.Your transaction was

approved.
PAYMENT PROCESSED 152345

(]

Figure 22. Pay by Text Reminders Engage Mobile Customers. Quickly pay your bill either by SMS text or in the web
browser of your choice.
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2.6 Donations

Payment Options

Customers can add a donation to the Would you like to make a donation today?

v B
VI Habitat

v St. Jude Children's
Research Hospital

Tell me more

charity of the biller's choice during

. R $0.84
our simple, three-step payment e
# Donate $2.00

process. Clients can advertise their i e e

charity in the payment route, and

customers can either round up, Round up bil total ($0.84)

donate a flat amount, or enter a Donate $2.00

# Donate other amount
s R

A minimum amaount of $0.01 is requ

10.00

custom amount (Figure 23).

Figure 23. Adding a Donation to their Cart. Customers can easily
donate to your preferred cause(s) without exiting the payment

2.7 One-stop Shop for
All Services

process.

Invoice Cloud's scalability through
True SaaS configuration makes it easy to unify both recurring invoiced and one-off, non-
invoiced payments in one single billing and payment solution. We configure invoice types for

any payment your customers need, whether utility or tax bill or other services like permits and

fees, so that each invoice type behaves in

accordance with your business rules. Each Police Alarms

invoice type can have its own integrated

Chandler Police Department Alarm Unit (480) 782-4201.

Please fill out all the required fields that are denoted with an asterisk.

billing system, fee model, depository bank,

and more.

2.7.1 Cloud Store

Cloud Store allows billers to accept
payments for non-invoiced services, such
as permits, licenses, membership fees, etc.
(Figure 24). We work with our clients to
define the required fields, fees, and data

entry form to accept payment and provide

Click for more information.

Account Number *

Account Number

Customer Name *

Customer Name

Business Name

Business Name

Phone Number *

00 |- 000

Payment Description

Payment Description

Store ltems

Select an item

-] 0000

Invoice Number

Invoice Number

Account Address

Account Address

Contact Name

Contact Name

Email Address *

Email Address

Items Summary

the right information back to you. Cloud

Item Name Amount

False Alarm Fee $85.00

Store works with Shopping Cart, so Shopping List

Subtotal $85.00

Review Your Information >

Figure 24. Example of a Cloud Store. Quickly and painlessly add

customers can pay more than one invoice

Item Name Amount Unit Price

False Alarm Fee 12 38500 O

in a single checkout process.

new, non-invoiced payments including all data needed.

21
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2.7.2 Cloud Payment

Cloud Payment integrates Invoice Cloud with third-party systems for one-time non-invoiced
items, like parking or permit systems, to securely process payments during the mid-application.
IC takes the data from the third-party system to generate an invoice on-the-fly, processing the
payment in our own Customer Portal (Figure 25). Once payment is complete, IC sends

confirmation back to the third-party system, and the customer can complete their application.

Home Notices Contact FAQ Log Off Data last updated on Dec 14 2015. w

Displaying 16 results for Owner:

Due amounts reflect Interest as of 12/15/2015. et o
There are 108 results that may be similar to your search, ( Elnd Search m
The total due on this page is $1,272.34. - e e
Making a Partial
Invoice Number: ( Print ) Payment?
Partial payments can be
Current Owner Due Date made by adjusting the
Current Owner 2 Bill Amount Payment Amount on the
Billed Owner CheckOut Page. If you
Location Principal haven't already added an
Payment Options Payment Information Review Payment
How would you like to pay? B ViInt Siauroey
Invoice # Amount L 2
Credit Card v JWS-0333 $00.05
SUBTOTAL $90.05

How much would you like to pay? CRANDTOTAL 590,09
Any applicable service fees and/or discounts wil be
displayed before processing your payment

* Pay Full Invoice $90.05

Figure 25. Third-Party Payment Site Integrated with IC through Cloud Payments. Third-party systems can access
IC data to process and then receive real-time confirmation of payment.

2.8 Options for Unbanked Customers

Certain customer bases lack bank accounts and, to date, could only pay in-person (often in
cash). Invoice Cloud helps reduce this foot traffic and improve customer satisfaction by
providing electronic means to pay their bills with either physical currency or through app-based

payment systems like PayPal and Venmo.

Invoice Cloud uses the Fiserv network to provide CheckFreePay, which gives customers a
barcode to pay with cash at thousands of participating retail, grocery, and convenience stores.
We also now accept PayPal and Venmo payments because much of the unbanked population
uses these services to stand in for traditional banking. We are always exploring options to help

more people pay electronically.
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2.9 In-person/Point-of-Sale Payments

We provide a built-in cashiering system in our Biller Portal
for in-person payments, which works with optional PCI-
compliant credit/debit card readers. We can also integrate
directly with cashiering systems. Customers pay by
inserting or swiping their cards, and Invoice Cloud
automatically updates the customer's balance in your CIS
(Figure 26).

2.10 Intercept Bank-issued Paper
Checks with Online Bank Direct

Invoice Cloud offers our clients the ability to electronically

Figure 26. One of Several Compliant Card

. . Readers.
receive customer payments when they pay through their

home bank, using our Online Bank Direct™ (OBD) service. OBD eliminates paper checks issued
by online banking sites; instead, you receive electronic ACH deposits instead, saving your staff
time and effort. OBD matches electronic payments (like lock box files) to the payer’s account. If
the match is made, OBD processes and uploads it into your billing system (Figure 27). Artificial
Intelligence remembers the matches for next time, so each billing cycle is less matching work.

Bank

ApeL verINA
"

Payment File

Figure 27. OBD-intercepted Pending Payments. Stop processing paper checks from banks, saving time trying to
match them to accounts.
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2.11 Pay by Phone/IVR

Invoice Cloud’s fully integrated IVR was Secure, Painless IVR that Promotes
designed to get calls out of your call Self-Service
center. With CallerID authentication, gone e One phone number for customers to dial

are the days of payers calling to ask for e Self-service ACH and CC payments

their account number/customer number e Self-service request a text message with a secure

before you transfer them to your IVR. payment link using Link Trigger.

Additionally, the customer can opt into e Automatically connect to your account through
receiving a text, instead of continuing Caller ID Lookup

over the phone, to complete their e Use special characters to enter complex
transaction in our easier mobile platform. policy/account numbers

If the payer chooses to continue with the e  Receive timely outbound IVR invoice alerts to

IVR, they can save their payment method automatically connect to your bill for payment

to speed up their next payment. Invoice
Cloud’s IVR supports English and Spanish, which customers can navigate by either touchtone or

voice to pay their bill and save payment methods.

Invoice Cloud also offers an outbound IVR service: bill reminders, past due notifications, and ad-
hoc notices (water boil, power outage, etc.) Our clients can customize and schedule reminder

calls, e-mails and text to payers through our self-service portal.

2.12 Agent/CSR Tools

Invoice Cloud provides tools to help billers' Customer Service Representatives better
communicate with payers, including our Biller Portal and SSO integration of our payment
process with many third-party CSR interfaces. We help CSRs share the customer experience and

functionality that helps train customers to try our platform's many self-service options.
2.12.1  Biller Portal

Invoice Cloud’s Biller Portal offers extensive reporting and administration tools, making
administration, reconciliation, and data mining easier for the Round Hill, VA (Figure 28). The
Biller Portal is available 24/7/365 and is 100% self-service for the user.

Based on permissions set by the biller, admin users can:

e Block customers from making ACH and/or Credit Card Payments.

e Email or text invoice notifications to the customer with direct links to their bill.
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# * Favorites Search ~ Reports ~ Reconciliation ~ Products ~ Support - £} @ 3:59:30 G

What are you looking for?

Welcome Test User

|® Online Bank Direct Notice

‘You have payments waiting to be processed In your Pending Payments area. Please click here to go there now.

M save Layout | # Add | Remove Charts

Last 10 Days Transaction Volume
[ EFT (Check) [0 CreditDebit Card
Total Volume 3000000
$16,458,246.63
2000000
Total Transactions 1000000
20,783

P A R A A A
Figure 28. Invoice Cloud’s Simple Back-end Biller Portal. Manage all billing functions through our user-friendly
interface.
e Set up AutoPay, paperless billing, and more for a payer at their request.
e Login as the user to recreate their payment experience.
e Review payment and/or email history.

e Issue a credit on an overpayment.

One of the leading reasons customers call our billers to make a payment, despite having an IVR
solution, is that customers do not know how to look up their bill in the first place. Invoice Cloud
launched CSR Text Reminders so that your CSRs/agents can send a text with a direct link to

their bill (Figure 29). The customer can now see how easy it is to pay in our mobile site.
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sssee ATET = 0:56 AM 5 ToN

Update Customer Profile: Deana Ada { Messages +1 (555) 5555555  Details "
New Invoice from Innovative Biller
Please review your profile. Click update to save any modifications. Amount: $391.34

 Customerinfo | Options | History | BankAccounts | CrediDebitCords | AutoPsy | Recuring Scheduled Payments | Paperiess
\ Emsdtisoy | Pydyfes § Customeracivey \

sms.invoicecloud.com/FVJv287

'our Invoice

ethod.
'@ @ Ciick on Checkout when you are readsyto pay.

Invoice Date Ivoice ® Account # Due Date Total Amount  Balance Due Options Your balance of $391.34 with oo Ubron

13172020 1001-1587 PREM-1001 22472020 $143.45 $12245 =L Rad service fee of $2.00 requires a s ke
” a=oX total payment of $393.34. © iow sowoice

Send Invoice Notification by SMS x Reply with PAY to process your
Sign custs for Pay B KSstpmox payment.

n customer up for Pay By e Subtotal (1 ltems) $142.45
Tot: EPAGRD s =O0X @ Prmssspiesindfidopis
Enter a Phone Number: [ o TrELDLIENOX s

Message and data rates may apply. You may opt out of text delivery 3 Ink you for your payi 1
at any tme by replying STOP to any Text message received from TLAGEDLIU=OX $393.34.Your transaction was Checkout »
Invoice Cloud. Text HELP for more information. =3 —— % ) oul
Message frequency varies. Contact customer support at (111) 111- TPAGLSLEU=0 approved.
1111, T-Mobile is not liabie for delayed or undelvered messages. —omEDe a% PAYMENT PROCESSED 152345
Send
— =

Figure 29. Send a Text Message with a Direct Link to a Customer's Payment from the Biller Portal. CSRs can now
help mobile-using customers more easily find their bill and enroll in Pay by Text.

Our admin portal (‘Biller Portal’) offers many standard and ad hoc reports on demand, 24/7

with date ranges and drill down options to view detail (Figure 30).

.3 * Favorites  Search ~ Reconciliation ~ Products ~ Support~ £ © 35927 (&

AutoPay
Custom Reporting
What are you looking for  customers
Email
Invoices
Paperless
Open Batch Summary - Payments
PDFs
Vendor

vVVvVVVVVVY

Transaction Count Transaction Volume

Current Credit Card Batch 2 2,662 $195,116.76

View By Payment Source

B visa r ions by Pay

VISA 1,610 $111,501.75
o E = 774 $45,645.07
| BT
el 246 $34,904.28
o
DS VER
J 32 $2,975.66

Figure 30. Robust Reporting Options. Use pre-configured reports or define new ones and export results to Excel.

Invoice Cloud provides 29 email templates, all triggered by events and customer activity. Email

notifications are completely customizable using the Biller Portal’s built-in editor (Figure 31).
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With these e-mailed bill reminders going
out to your payers, it is a great

oyl CLUECIEDRE - EVRSTuIIES )] | opportunity to plug different areas of the
Commission or use to advertise products
and or services.

Email Management

You may view and edit all available email templates in this area. Please choose an Email Template Type from tf|
you will see a second drop down with the invoice types you support. Each Invoice Type is allowed to have a diffe
give you a list of values that, when used in a template, will be replaced with a corresponding value when the em)

You have a new involce from the -
Narragansett Bay Commission

Email Template Type: First Invoice Email Notification
P o ® = Dear SMITH, PAUL

First Invoice Email Notification

Get Template for Invoice Type: > | Second Invoice Email Notification A e bivalcs 16 maw irvialiobls b viaw nllie:

Third Invoice Email Notification e s st s ot i il v

Payment Transaction Receipt system for you to access and pay your bils. Simply cick an
the View Involce or Pay Now button to get started, You can
Declined Auto Pay Transaction review and print your knvokce, pay electronically now, of

a e Late Fee Email Notification SChOOus s date your knvekce Wit be g,
Save Your Chay Save And Copy |
our Changws | el “P¥| Declined Scheduled Payment Notification

Registered Customer Welcome Email
Email Title:
| AutoPay Registration Notification

| You have a new invoice from **BillerDBA"*!

P

ACH Reject/Chargeback Notices You may also access your invoice via our Customer Portal at

AutoPay Message (if applicable): p
= y Message (¥ spp ) Credit/Debit Card Expiration Notification | Btps.J e invoiedoud.comijbergeron.

Your payment wil bemadeon | g PayWaR C e ¥ you have any questions regarding your account, plesse
associated with your auto payment, please lo re mai us at fhergecon@invokeckud.con. B sure to ind
¥ PAyme. p 9 AutoPay Reminder Notification your first name, Last name, and account number

automatic payment.
FlexPay Confirmation Notification Thank you or choosing t0 view and poy onine,
Scheduled Payment Reminder Racregaat Sy Commiiilon

Paperless Off Confirmation

Online Bank Direct Payment Receipt

Email Body:
L4 Check 21 Payment Receipt

BA-U EFEEEEBY | Lnked Accounts First Invoice Notification v
| A new invoice is now available to view online.

**BillerDBA™* has implemented a convenient online billing and payment system for you to access and
Now button to get started. You can review and print your invoice, pay electronically now, or schedule t|

You may also access your invoice via our Customer Portal at https://www.invoicecloud.com/**VirtualP:

If you have any questions regarding your account, please email us at **BillerCy

Having a social media presence is
pretty much the norm today, but it’s
all in how you market your social
media that will make it successful and
advertising plays a big roll. Our clients
have found the bill reminders are very
powerful in getting the word out.

Figure 31. Invoice Cloud’s Unmatched Email Management Tool. No other EBPP provider provides this level of
control over the content and branding of its email engine.

2.12.2 CSRConnect

Your CSRs can also accept in-person and over-the-phone payments from within your existing
cashiering system through our CloudCSRConnect interface. CloudCSRConnect integrates Invoice
Cloud with a third-party CIS application to redirect to areas within the Customer Portal. We
connect fields via API, dynamically creating or updating a customer and their invoice details and
balance (Figure 32).
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Multiple Landing Options,
including:

1=0pen Bill Listing -----------_

2 = Paperless Settings------- .
3 = AutoPay Settings

4 = Password Change

5 = Payment Options ---.

6 = Closed Bill Listing

New Credit Card

Pt T CoL 1 BEA33 Do 800 CICK S CIB0E 2 INATIANEN 10 S3vE your INSAMAIER. 1 more ioomstion?
(] = e’

Erwan Eara Mumber ©

Innovating the Customer Experience

Open Invoices
Filler by Account Filler by Imvoice Type Filler by Date Filler by Amoust
#AG9-88-TT77 - Smith, Sleven All Amounts
This Manmn '$0.00-$100.00
Last Montn $100.01-§250.00
—————— .’ Last 3 Months 5250.01 - $500.00
Last & Months $500.01 - $1000.00
Last 12 Mantns $1000.01 +
:E
Due Balance
Select Inoice Anaress Date Due
w  Duein16 days 124Penn 11202018 §400 43  View Invoice
Accounl 8909887777 st Payment History
Utility Adjustment History
Scheouled Pament History
N 1 NGTE: I o a1 chedulng & payment beyead the Remind Me
\ due date, labe fees/colections may st apply.
N
: =1
A
Y

<
Paperless

Going Paperiess saves time and money by elminating the need Tor paper prnting and mailing of invoices and payments. Need
help with this feature?

Account # Type ’ x Status

999-88-7777 ity Oves @no  MotPaperiess

" Save my changes

Figure 32. CSRConnect's API Links Common CSR Functions to Invoice Cloud Features. CSRs can access IC's
payment EBPP without switching from their CIS's CSR screens.
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3 Pricing

Table 2. Customer Engagement, Electronic Bill Presentment and Payment Pricing. Pricing based on 865 bills per

month (avg. of bi-monthly bills) and 5195 average credit card payment.

Service Description Fee
Invoice Cloud Integration, Deployment and Training $5,000  S0.00
NOTE: Includes integration with your billing system(s)
Account Access — monthly access to branded Customer and Biller Portals $100/m  SO/m
NOTE: The monthly access fee covers maintenance, support, upgrades, and
full access to the Invoice Cloud service for the biller and its customers
Southern Software Integration Fee No Charge
HelpDesk Support and Marketing — access to Invoice Cloud HelpDesk, No Charge
client services team, and marketing support to help you achieve the
industry’s highest payment and paperless adoption.
Paperless Billing — per paperless bill per cycle $0.30
NOTE: Fee only applies when paper bill is suppressed, and a paper invoice is
not mailed. There is no charge for payers to receive e-bill, only when we
convert them to Paperless.
Electronic Payment Fees -- Absorbed Model
Residential Credit / Debit Cards $2.75% 2.00%
Visa, MasterCard, Discover, and American Express — Fee per transaction —
Paid by Resident (no min.)
E-Check / ACH — per (non-autodraft) transaction $1.50
Miscellaneous Fees
Credit Card Chargeback $10.00
ACH Reject $10.00
IVR
Inbound -- Per Call (Payment Only) $0.75

Online Bank Direct — Online Bank Payment Consolidation

Per Transaction Fee

$0.25

InvoiceCloud’
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