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Methodology

Data Collection

Sample

Objective

July 6th – August 1st, 2022

111 decision-makers from the aforementioned industries.

The survey was conducted to gauge the sentiment of de-

cision-makers in the financial services, utilities, real estate, 

government and healthcare industries on paper billing, pay-

ments, and digital adoption plans.  



Executive 
Summary

Business Concerns

•	 For billing and payment decision-makers, top of mind business concerns include reducing 
operating costs (53%) and improving customer experiences (49%). 36% selected receive 
payments faster as a top concern. 

•	 53% of decision-makers report that increased paper cost has had an impact on their 
business in the past year.

•	 38% of organizations consider postage the cost of doing business, however, 29% say that 
they move customers to digital channels where possible, and 26% make an effort to look 
for other alternatives and shipping methods that are more cost effective. 

Payments & Billing

•	 Payments are a top area of focus for organizations as well, with 54% reporting this is 
of highest priority regarding their digital transformation, followed by billing at 43% and 
operations and administrative at 42%. 

•	 There is a very strong likelihood that decision-makers will look at the same vendor to 
provide both billing and payment services, with 80% saying that they are likely or very 
likely to do so. 

Digital Transformation

•	 When considering their digital transformation journey, 74% have the goal of reducing 
unnecessary short and long-term costs. 16% aim to enable their customers to improve 
their cash flow and reduce their DSO (days sales outstanding). 

•	 58% of those who do not offer or promote paperless billing report that their reasoning for 
not doing so is that their customer base is not receptive of paperless billing. 

•	 Participants cite easy-to-use software and cost effectiveness as their top reasons for 
choosing to promote paperless billing, each at 52%. 

•	 According to respondents, the top barriers of converting customers to paperless billing are 
a preference for physical copies of payment history (40%) and concern of forgetting to 
pay bill without a physical reminder (39%). 



Panel 
Results
&



What are top of mind concerns for your business 
right now? Please select up to three.



When sending print bills to your customers, which factors 
have had the greatest impact in the past year? Please select 
up to three.



How do you view postage cost when it comes to 
your business?



Which areas of focus are of the highest priority in your orga-
nization’s digital transformation journey? Please select up to 
three.



When researching a vendor to provide billing services for 
your organization, how likely are you to look into whether 
they also provide payment services?



When considering your organization’s digital transformation 
journey, what is your ultimate goal?



Which of the following reasons best describe why your orga-
nization does not offer or frequently promote paperless bill-
ing? Please select up to two.



Which of the following reasons best describe why 
your organization promotes paperless billing? Please 
select up to two.



What are the top barriers your organization has encountered 
in getting customers to convert to paperless billing? Please 
select up to two.
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