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Bienvenido a Blue Casa!
iTrabajamos duro para ganarnos su lealtad!

JATENCION!

jUsted califica para descuentos de Lifeline de
California! Lea mas informacion en la siguiente
pégina.

Challenge:
Build online payment
portal

Febrero 9, 2010

Namero de Cuenta 123456
Namero de Teléfono 909-555-1234
Direccién 123 Main Street

Anywhere, USA 12345-6789

Pagina 1 0f 3

¢Preguntas? Visitenos en www.bluecasa.com

1-866-566-2583 (BLUE)

RESUMEN 01/02/10 - 02/09/10 (Mas detalles en Ia siguiente pagina)

Balance Anterior $0.00
Crédito ajustado -$7.98
Pago recibido en el enero 25 — Gracias -$34.99
CARGOS ACTUALES
Cargos Mensuales $24.50
Descuentos y Créditos -$7.98
Otros Cargos $28.79
y Cargos del Gobierno $5.35
TOTAL DE CARGOS ACTUALES $50.66
TOTAL A PAGAR EN MARZO 4, 2010 $50.66
Informaci6n acerca de su depésito
Depésito Entregado $25.00
Depésito Acreditado $0.00
Balance Restante $25.00

Su dep6sito mas interés sera acreditado a su cuenta
después de efectuar tres pagos consecutivos a tiempo.

Un cargo por pago atrasado del 1.5 % (18 % anual) seré cargado a los balances que no se paguen, y seré sumado a su cuenta si su pago no es
recibido antes de su préxima fecha de cobro. Para evitar el cargo por pago atrasado, envie el pago con tiempo suficiente.

BlueCasa @

Your New Home Phone Company

Para evitar atrasos en sus pagos por favor:
* Use el sobre incluido
* Escriba su niumero de cuenta en el
cheque
« Si hace un pago electrénico, mandelo

a la direccién que se encuentra en su
boleta de pago.

8888100091234567891220k2

Namero de Cuenta 123456
Numero Telefénico 909-555-1234
Direccién 123 Main Street

Anywhere, USA 12345-6789

TOTAL A PAGAR MARZO 4, 2010

$50.66

Pago Adjunto $

BLUE CASA COMMUNICATIONS
PAYEMENT CENTER

PO BOX 2007

ARTESIA, CA 90702-2007
01899954671

M10102 011310




Client:

Blue Casa, a traditional landline phone service provider
Industry:

Telecommunications

Objective:

Develop a web portal to streamline bill payment
processes and improve customer satisfaction



Background

Blue Casa has been a trusted provider of landline services for over 5
years, catering primarily to low income hispanic users in California.
While their phone service is reliable, customer experience has lagged
behind digital expectations, especially for billing and payments.
Currently, customers pay bills through mail, phone, or in-person at
limited locations, causing delays and dissatisfaction.

To modernize its customer experience and reduce support costs, Blue
Casa sought to introduce a convenient, secure web portal for
customers to view and pay bills online.
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BlueCasa Unlim
Around your neighborhood or the world
easy to relax and connect with the service that won't let you down.
«Exclusive Online Offer: Get $10 off each month
for 1 year with any BlueCasa Calling Plan
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Goals

1.

Increase Customer Convenience: Simplify the billing and payment
process, allowing customers to access billing history, make
payments, and manage account details online.

Reduce Operational Costs: Decrease costs related to call center
inquiries, paper billing, and manual payment processing.

Create a Consistent UX: Adhere to brand requirements and visual
language to ensure users experience low friction when making their
first payment.

Ensure Security and Compliance: Implement secure payment
processing and data protection measures to comply with financial
and telecommunications regulations.
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User Reseach

Blue Casa user demographic:

Ethniticy: Hispanic
Age group: 35+ yo
Employment: Full time
Education: High school
Income: <30,000k
Status: Married

* Children tend to facilitate communications for parents, families that qualify for Lifeline discounts.

Distrust for electronic payments



Solution

Blue Casa tasked a designer and a team of developers to create a web
portal tailored to the needs of its landline customers. The project
involved three primary phases: Design & Planning, Development, and
Deployment & Optimization.
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Design and Planning

The planning phase involved customer surveys and usability research to
understand customer preferences and pain points with the existing

billing process. Key insights guided the design of the portal's user
experience.

Login & Authentication: Easy, secure account creation and login via
email.

Billing Dashboard: A clear, accessible dashboard showing bill amounts,
due dates, and payment history.

Payment Options: Integration with credit/debit cards, and ACH.

Reminders and Notifications: Automatic bill reminders via email.
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Main site

Phone Company with Customer Service that will make you smile —
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Your New Home Phone Company

Welcome Home

You now have a choice in home phone service

Get your local and long distance service from Blue Casa. You'll get it all on
one bill with one phone number to call for any need.

Call 866-566-BLUE toll free

Keep your phone number, improve everything else
When you switch to Blue Casa you'll keep your current phone number, keep
the features you have today, or even add more. More features.

Switch for the better
Choosing Blue Casa is as easy as calling us and telling us you‘d like to switch
— we handle everything else.

Get everything you expect from your current phone company, except with
better service, lower prices, and one bill and a single number to call for any
need you may have.

Watch the commercials:
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® 2007 Blue Casa Communications
All Rights Reserved
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Featured Promotion
Blue Casa Bundle 75

5299‘.1

Unlimited Local

75 Minutes of Anytime
Long Distance

3 lling Features

Blue Casa Unlimited

5499‘3

Unlimited Local
Unlimited Long Distance
Calling Features

Need more?
» Questions
» Online Media

» Contact Us
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© 2007 Blue Casa Communications.
All Rights Reserved

Company
Calling Plans
Call Me

Featured Promotion
Blue Casa Bundle 75

32959

Unlimited Local

75 Minutes of Anytime
Long Distance

Blue Casa Unlimited

S4959
Unlimited Local
Unlimited Long Distance

BlueCasa @

CMMUNICATIONS
Your New Home Phane Compony

Page 1
Account Number 338727
Activation Date 02/27/07
Telephone Number ~ 323-719-1568
Statement Date 03/09/07

Welcome to

Blue Casa
L
u We will work hard
to keep your business!

NG PECE 1 SGL 305540 41

LOS ANGELES CA 90004-3598

You may get calls from aggresive
telemarketers trying to convince
you to switch service. BEWARE!

Account Summary From Last Bill

Previous Balance $0.00
Payments and Adjustment 5000
Reriring Balance 5000
Current Charges

Imvoice Date: 03092007
Current Charges (bif pariod ending 03/0/07) ~ $41.26.
Total Due by 04/02/07 54126

Recommended Mail Date 03/26/07
ol

2506
Addtors Servies 5417
Discourss and Credts 5299
rformetion Senices 5000
US. Long Distance Usage: 5000
Intemational Long Distance Usage $0.00
Other Charges $1049
Government Taxes and Fees 453
Total Current Charges 54126
Service Questions 1-866-566-2583 (BLUI

Visit www.bluecasa.com

i . e ana A
You switched to Blue Casa for a
reason. You are Home!
ifye
by your Toavoid nailing.
g Tharks!
Account Number 230527
Telephone Number 323-971-8774
BlueCasa e sy
COMMUNICATIONS Recommended Mail Date 03/26/07
‘Amount Due $41.26

Your New Home Phone Company
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payment pl:v:sc:

$0000

Amount Enclosed
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Login form
fields placed
on right
sidebar
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Your New Home Phone Company

Welcome Home
You now have a choice in home phone service

Get your local and long distance service from Blue Casa. You'll get it all on
one bill with one phone number to call for any need.

Call 866-566-BLUE toll free

E

Featured Promotion
Blue Casa Bundle 75

52955

Unlimited Local

75 Minutes of Anytime
Long Distanc

Keep your phone number, improve everything else
When you switch to Blue Casa you'll keep your current phone number, keep
the features you have today, or even add more. More features

Blue Casa Unlimited

34995

Switch for the better
Choosing Blue Casa is as easy as calling us and telling us you'd like to switch
— we handle everything else.

Get everything you expect from your current phone company, except with
better service, lower prices, and one bill and a single number to call for any
need you may have.

Unlimited Local
Unlimited Long Distance

Need more?

Watch the commercials:

BlueCasa
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Pay your Bill
Welcome Home Username:

You now have a choice in home phone service
Password:

=
Click here to register

Password?

Get your local and long distance service from Blue Casa. You'll get it all on
one bill with one phone number to call for any need.

Call 866-566-BLUE toll free

. _ Remember me [ |
Keep your phone number, improve everything else
When you switch to Blue Casa you'll keep your current phone number, keep Payment Centers

the features you have today, or even add more. More features. Filid 2 Payinent Canter

near you

Switch for the better Epicds:
Choosing Blue Casa is as easy as calling us and telling us you'd like to switch

— we handle everything else.

Get everything you expect from your current phone company, except with
better service, lower prices, and one bill and a single number to call for any Need more?
need you may have. » Questions

» Online Media
Watch the commercials: » Contact Us
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Pay My il Pay My Bill

Payment History Online Payment Center

Online Payment Center Payment History
Sign Out Sign Out
REGISTRATION REGISTRATION

Sign up Today for

Sign up Today for
Thanks for using our Online Payment Center. Automatic Payments Please fill out the required fields Automatic Payments
* You will receive 60 FREE

 You will receive 60 FREE
Registering is very easy, all you need is your most recent bill and Lo Dstance minutes!

SR Long Distance minutes!
complete the following fields: 5 You maywin { of 50 esired Username: You may win 1 of 50
5 = g digital comerast LT digialcomerast

> -
Account Number: \q 1 %® Kﬂ DETAILS

L]
Password:
Last Amount Due:
How to Understand How to Understand
Confirm Password:

Your Bill Your Bill
—\ Password Hint: =
i Email Address: 3\
Click here | Clickhere

and.ses how Confirm Email Address: and.ssa bow

R = | easyitis g o easy it is
Bill amount due 5 Payment Centers Payment Centers
= [ TERMS AND CONDITIONS

Find a Payment Center Find a Payment Center
near you near you

Zip Code: Zip Code:

Need More? i ! ok . Need More?

Mail
N Account number

S S ——————

Blue Casa will never share your personal information, including your
e-mail address, without your explicit permission.

View our Privacy Policy.

© 2007 Blue Casa Communications

© 2007 Blue Casa Communications
Al Rights Reserved ARl

Ights Reserved




Development

The development team used a responsive design approach to ensure
functionality across all devices, including desktops, tablets, and

smartphones. The following technologies and integrations were
selected for the project:

Frontend: HTML/CSS.
Backend: Ruby on rails.

Payment Integration: Authorize.net.
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Deployment & Optimization

After successful development, the portal was deployed on a cloud
platform for scalability and performance. A phased rollout was

conducted, initially targeting a small subset of customers to gather
feedback and resolve any issues before a full launch.

Post-deployment, the team monitored the portal’s performance and
gathered feedback to make necessary adjustments, focusing on:
e Reducing load times

e Improving error handling in payment processing
e Enhancing the Ul for better readability and ease of use
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Results

Increased Adoption and Customer Satisfaction: Within the first six
months, 70% of customers enrolled in the portal for bill payment,
and customer satisfaction scores increased by 20%.

Reduction in Support Calls: The company saw a 35% reduction in
billing-related support calls, decreasing operational costs.

Faster Payment Collection: The online system resulted in a 25%
improvement in on-time bill payments, enhancing cash flow.



Conclusion

Blue Casa's web portal was a successful digital transformation initiative
that enhanced the billing experience, reduced operational costs, and
improved customer satisfaction. The project highlights how traditional
service providers can leverage digital solutions to meet modern
customer expectations and streamline operations.



