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1. CUSTOMER SERVICE

Evolution of customer service term:

* Book-keeping (accountancy) # Billing

* Billing system # Customer service system
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1. CUSTOMER SERVICE

* The customer service system is MORE than just a billing
system.

INFORMATIKDOS IR RYSIY TECHNOLOGIJY CENTRAS

DIGITALIZATION OF WATER SUPPLY

1. CUSTOMER SERVICE

Functions of customer service system: A —

2

3. Consulting e
4.  Surveys s 5T e sty
5. Renewing of customers database ==

6. Evaluation of user satisfaction Kodél verta inktis mokijonovait savitarng

7. Reduction of paper invoices fj“ et <

8. Submit of claims and applications

9. Submit of agreements

10. Billing

11. Debt prevention and administration

1. Analytics b - |
. Informative
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A customer-centric approach

F o Customer

service
Analysis
Surveys
Information
Consulting

S ¢  Education

Processmg

In self-service website

« Sending by e-mail

* Sending by post
« Telephone call
* Onthe company’s premises

Customer needs
Get info about services and payments
+ Order services
* Declare the amount of water usage
* Getinvoices
* Submit payments
*  Signagreements
* Getcertificates

Customers contact via:
Visit to company’s premises

« Telephone call

*  E-mail

* Self-service website

Se rvices provided
Consulting services and payments questions
* Generatinginvoices
* Collection of payments
«  Preparation of agreements
+ Requests acceptance

1.

MOKESTA
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Customer service via:

Self-service website

‘SASKAITY APMOKEJIMAS

MOKESTA

nuTes

faeaone

2. Telephone

3. E-mail

4. Written form

5. Visit to company’s
premises
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Customer service via:

1. Self-service website 2. Telephone

HOKESTA 3. E-mail

‘SASKAITY APMOKEJIMAS

4. Writtenform
T 5. \isi .
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Customer service via:

1. Self-service website 2. Telephone

HOKESTA 3. E-mail

‘SASKAITY APMOKEJIMAS

MOKESTA
Y o @
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Result

1. Saved time resources
2. Saved human resources
3. Saved expenditures
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Tools for reduction of paper invoices:

Database

Self-service website

E-mail

Messaging service (incl. Pay-Link)

R WNPR
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1. Electronic database

Digitalization of water industry customer service starts with data:

Customer’s information,
documents and past
actions

Serviced facilities and

technological
infrastructure

Current tasks and
history of completed
tasks
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2. Self-service website (multi-functional)

MOKESTA 49700000000 | bt prneim | s Wit (11689)
3 SASKAITY APMOKEJIMAS

au m, Siaures pr,33-3,
9

Sutarties kodas: 11110391

7930 €

1 viso moketi 2 UAB "Kauno Paslaugos’ pask
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3. E-mail

UAB Giraités Vandenys Saskaita nbox x One attachment * Scanned by Gmail ®

saskaitos@giraitesvandenys.It
tome v

Gerb. Kliente,

Jau paruosta el. saskaita uz UAB "Giraités vandenys” paslaugas.

Atsiskaitydami uZ paslaugas batinai nurodykite savo mokétojo koda mokeéjimo kvite E Mokestinis prane...
ar bankiniame pavedime, priesingu atveju mokéjimas nebus registruotas. = '

Apmokéti galite paspaudg nuoroda: W

Saskaita prasome apmoketi iki paskutinés ménesio dienos
UAB "Giraités vandenys" v ~ ~

/ N N
[ € Reply :II [~ Forward /l
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4. Messaging service
)
Og®
D)
g
e
“r‘l‘OKESTA ZINUTES
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Good practices of switching to e-invoices

15
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Good practice of switching to e-invoices
Kaunas District (LTU) Water Supply
Irrjportan( when paying for services
16
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Good practice of switching to e-invoices

X

Attention!

We inform yoL

paper bills to c

disposal. Invoic

17
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Good practice of switching to e-invoices

Clients’ payments (channels) tendencies after implementing Payment-Link

2022 JUL 2022 AUG 2023 FEB

OO C
=AOR ORGP

= SEB Bankas 15020022
= SEB Bankas 15020022 = SEB Bankas 15020022
perlas Perlas Perlas
= Kreditiniy eiluciy dengimai I )
+ Kreditiniy eilutiy » = Kreditiniy eilugiy dengimai
dengimai = Luminor 15020022 = Luminor 5020022
= Viena saskaita u Viena saskaita
= Savitarna (Kevin)  Savitarna (Kevir)
= PaymentLink (Kevin) = PaymentLink (Kevin)

Tendency: implemented Payment-Link became main channel of clients payments
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Good practice of switching to e-invoices

Dynamics of incoming payments after Payment-Link implementation

[ Analizuojamas Lyginamas
160000

140000

120000
100000
80000
60000
40000
20000
o

123 456 7 8 9 1011 1213 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 %

Tendency: Payment-Link accelerates the process of collecting payments.
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Good practice of switching to e-invoices

Client card:

PRIENY PRIENY

VANDENYS VANDENYS
VANDENTIEKIO TINKLY UAB “Prieny

llih‘ ¥
imonés kodas: 170639781

NUOTEKY 11mcw !
vedimas ir prieiora

\%\@\@iéﬂm T

NUOTEKY I IIII|I|IlIIIIII||IIl|l|I|IIII||IIII|I|IIIIl

VANDENS
TEG-INF.KOS ce 314) 60125
-u-hu prienuvandenys.it
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Benefits to customer

1. Quick and easy payment process, declaration of water usage
2. Current billing information of recieved services

3. Operative response to questions

4. Easy process of service ordering

5. Prompt information about water supply service provision

6. Easily accessible information on other services

21
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Benefits to company

1. Control of customer service quality

2. Control over planned and running tasks

3. Quick delivery of important info increases customer satisfaction
4. Increased image of a company

5. Better planning of investments, based on analytics

6. Quick and easy payment process, declaration of water usage

7. Reduction of customer’s debts

8. Compliance with EU Green Deal
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2. DATA COLLECTION

a. Providing information to residents, in order to change their behavior
b. Data submission for remote control of engineering systems
c. Data collection and preparation for billing of ongoing services

23
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DATA COLLECTION - HOME INFORMATION SYSTEM

a. Changing the behavior of the population by providing analysis according
to assigned indicators or criteria

The building’s information system allows users to monitor, control and
analyze their energy resources.

In this way, one can save or otherwise evaluate one's economic resources.

Lot reafaspaga raor.

Karito vandens vartojimas ménesiais

Pasirinkite peciods e || B
s

B Suvartojimas, m?
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DATA COLLECTION - HOME INFORMATION SYSTEM
b. Operating the building

By using the building's information system, a company can operate the building
more quickly and economically:

*  Monitor and control the building’s engineering systems

* Prompt response to failures 2= . N
o o “ > F P
*  Prevent accidents [1/1 L I ll bibl k
AL e e
e Carry out planned building’s operations and prevention — =
& J/ |
rather than urgent and expensive emergency repairs & ﬂ SRR
> —B— &
e/,
S
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c. Remote data collection
Data quality assurance and preparation for invoicing systems

For company:
* Remotely collected data

¢ Data verification Export Data confirmation
* Notification of data errors \ '4
* Formation of periodic data Zlzalvx[o-~

e Submission to billing systems

For customer:

* No need to declare or otherwise submit his meter readings, as the system
automatically reads and checks the data

¢ Saves time

¢ The possibility of data errors is reduced
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Resume

Digitalization has the potential to change the water industry for
the better.

27
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Resume
Digitalization also drives productivity, performance and
operational efficiency by enabling water companies to better
monitor, control and manage their instruments, processes and
operations.
28
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Resume

Everything outlined in this presentation is largely achievable
using technology that is already available.
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THANK YOU

Zilvinas Pilipavi¢ius
Mob.: +370 600 92282
zilvinas.pilipavicius@irtc.It

LVTA MEMBER
UAB "Informatikos ir rysiy technologijy centras"
Gaizitny g. 3, LT-50128 Kaunas
El. pastas: info@irtc.It

www.irtc.It
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