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Challenge:
Build online payment 
portal
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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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Goals
1. Increase Customer Convenience: Simplify the billing and payment 

process, allowing customers to access billing history, make 
payments, and manage account details online.

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

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

4. 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:

Age group:

Employment:

Education:

Income: 

Status:

Hispanic

35+ yo

Full time

High school

<30,000k

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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Brand for 
website and 
physical paper 
bill.
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Login form 
fields placed 
on right 
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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:

● Reducing load times
● Improving error handling in payment processing
● Enhancing the UI 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.


