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Secure Integration. 
Seamless Adoption. 
Proven Growth. 

Customers who pay online already know the 
convenience it brings—they’ve chosen it for speed, 
control, and simplicity. When utilities transition to 
CUSI’s integrated payment solution, these same 
customers are eager to continue paying online. 

CUSI’s Marketing and Payment Services teams 
leverage this existing behavior through clear, 
consistent communication that guides customers 
seamlessly into the new portal experience. The 
result: utilities achieve rapid adoption, often 
matching previous participation within 90 days and 
exceeding it soon after.
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Executive Summary
For utilities, changing payment processors is often one of the most complex steps in digital 
modernization, especially when customers enrolled in automatic payments must re-enroll under a new 
provider. This process can lead to temporary declines in ePayment participation, increased support 
calls, and short-term customer dissatisfaction.

CUSI eliminates these challenges through a fully integrated billing and payment platform, supported by 
its Adoption Rate Services —a proven, 90-day transition program designed to help customers re-enroll 
quickly and confidently. By combining secure, native payment integration with a targeted, multi-
channel communication strategy, CUSI enables utilities to not only match but exceed their previous 
adoption rates.

Utilities using this approach consistently restore legacy ePayment participation within 90 days and grow 
digital payment adoption by up to 10% beyond previous benchmarks. In one recent implementation, a 
mid-sized utility achieved full adoption parity within three months, matching its prior 31% ePayment rate, 
and ultimately growing to 35%, resulting in over 12,000 fewer in-person payments annually.

These results highlight a fundamental truth: customers who pay online do so because it’s convenient. 
CUSI’s Adoption Rate Campaign ensures these customers remain engaged by clearly communicating 
how to create accounts, re-enable recurring payments, and continue making online payments—without 
disruption.

1. Background & Industry Challenge
Utilities nationwide are modernizing their customer engagement strategies to align with growing 
expectations for convenience, security, and transparency. However, one of the most significant barriers 
to modernization remains switching payment processors.

When utilities rely on third-party payment providers, they face persistent challenges:

• Customer Re-enrollment: Auto-pay users must manually re-enroll when systems change, often 
leading to reduced participation.

• Fragmented Systems: Separate billing and payment platforms cause data silos, inefficiencies, and 
confusion for customers.

• Security Risks: Third-party integrations expose customer payment data to additional vendors, 
increasing compliance burdens.

• Operational Strain: Manual reconciliation between external processors and billing systems increases 
staff workload and error potential.

Rapid Launch — 
Reached Previous Adoption in Just 90 Days

Steady Growth — 
Increased Adoption to 35% 

Fewer Walk-Ins — 
Saved 1,200 Office Visits Every Year

Digital Shift — 
Up to 10% More Online Payments per Utility
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These hurdles have historically discouraged utilities, particularly larger ones, from making necessary 
changes, even when their existing systems no longer align with security or customer experience 
standards.

2. The CUSI Integrated Solution
CUSI’s approach to payments is fundamentally different. Instead of partnering with third-party 
processors, CUSI delivers a fully integrated billing and payment solution, built directly into its Utility Billing 
applications, to create a seamless, secure, and unified customer experience.

Key advantages include:

• Real-Time Payment Posting: Transactions are immediately reflected within the utility’s billing system; 
no imports or batch updates are required.

• Security by Design: PCI Out-of-Scope compliance and tokenized storage ensure no sensitive 
payment data is ever stored within CUSI’s environment. 

• Single User Experience: Customers manage bills, payments, and history from one login, reinforcing 
trust and ease of use.

• Operational Simplicity: Utilities gain a centralized platform with unified reporting, reconciliation, and 
oversight.

By removing external dependencies, CUSI gives utilities complete control over their data, processes, and 
customer experience; all while reducing risk and long-term cost.

3. Adoption Rate Services: Overcoming the Re-Enrollment Barrier 
CUSI’s Adoption Rate Services are designed to help utilities navigate the most challenging part of 
changing payment processors: customer re-enrollment.

Through a structured 90-day campaign, CUSI collaborates directly with each utility to educate, inform, 
and motivate customers to re-establish their online payment accounts. Each campaign uses a multi-
channel approach designed to reach customers where they already interact:

• Targeted Email Announcements introducing the new Customer Web Portal and its benefits.
• Bill Inserts and On-Bill QR Codes linking directly to online registration pages.
• Social Media Messaging and How-To Videos guiding customers through setup and payment steps.
• On-Site Materials, such as posters, flyers, and vehicle decals to reinforce awareness.
• Staff Training and Call Scripts that ensure consistent communication and customer support.

These efforts are executed by CUSI’s in-house payment service and marketing teams, ensuring that 
messaging aligns with each utility’s brand and communication standards.

Importantly, this approach leverages behavioral insights; customers who already pay online do so 
because it’s convenient. CUSI’s Adoption Rate Campaign ensures these customers are clearly guided 
through re-enrollment and encouraged to continue using the new, more intuitive system. This approach 
minimizes disruption, rebuilds participation quickly, and builds long-term loyalty.
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Adoption Rate Process & 90-Day Campaign Timeline
The following illustrates how CUSI and the utility collaborate to prepare, launch, and execute a seamless 
90-day adoption campaign.

Through this structured, collaborative process, utilities move from planning to measurable adoption 
growth — achieving 90%+ customer re-enrollment within 90 days.

4. Results and Impact
Through this combined strategy of integrated technology and customer-focused adoption support, 
utilities can achieve rapid and sustainable growth in online payment participation.

Examples from recent implementations include:

• Full Adoption Recovery: Matching previous ePayment rates, often around 30%, within the first 90 days 
of launch.

• Sustained Growth: Achieving 4–10% increases in digital payment adoption within six months post-
launch.

• Operational Improvements: Eliminating thousands of manual or in-person payments annually, 
freeing staff time for higher-value work.

• Customer Service Enhancements: Maintaining or improving satisfaction throughout the transition 
period.

These results demonstrate that even utilities facing large-scale customer re-enrollment can transition 
smoothly to a more secure, efficient, and integrated payment experience.

5. Conclusion
Changing payment processors has traditionally been viewed as a high-risk decision for utilities, 
especially when existing customers must re-enroll for automatic payments. CUSI’s integrated billing and 
payment solution eliminates that risk through seamless integration, enhanced security, and a proven 
90-day adoption program.

• Email announcements

• Office posters, flyers

• Social media launch

• Customer sign-ups

• Continued posting

• FAQs / how-to videos
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• Re-enrollment improves

• Ongoing reminders

• Metrics exceed prior adoption
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By combining technology, marketing expertise, and customer behavior insight, CUSI ensures that utilities 
retain their existing online payers, expand participation, and deliver a modern, frictionless experience. 
The result is a measurable improvement in customer satisfaction, digital engagement, and operational 
efficiency, setting a new standard for how utilities manage payments in the digital era.

6. Key Takeaways for Utilities
• Re-enrollment friction is avoidable. With CUSI’s 90-day Adoption Rate Campaign, utilities can retain 

existing ePayment users while transitioning to a new system.
• Convenience drives participation. Online payers value simplicity; CUSI ensures they understand how 

to quickly create accounts and continue paying online.
• Integration eliminates risk. CUSI’s PCI Out-of-Scope compliant system protects customer data by 

storing tokens rather than any sensitive payment information. 
• Growth is measurable and repeatable. Utilities consistently achieve prior adoption parity within 90 

days and surpass legacy rates within months.
• Customer experience is the differentiator. Unified access, clear communication, and intuitive 

payment workflows foster long-term digital engagement.

Ready to Simplify Your Payment Transition?
Talk to our team about how CUSI’s integrated billing and payment solutions can help your utility restore 
adoption within 90 days — and grow it beyond.

Contact our Payment Services team by visiting https://cusi.com/contact. 

https://cusi.com/contact

