
Billing and Payment
Leadership Council

Arrears Management
Leadership Council

Vulnerable Customer
Leadership Council

Focus: Standardized,
modernized, and optimized

revenue cycle processes and
performance

One connected mission: Improve customer outcomes and financial health across the affordability journey.

Improve accuracy and timeliness
across the revenue cycle

Streamline meter-to-cash systems
and channels

Ensure equitable access to billing
and payment

Strengthen back-office functionality
and controls

Develop measures for quality and
adherence

The Affordability Ecosystem: Stronger Together

Focus: Proactive, empathetic,
and flexible solutions for

vulnerable customers

Focus: Proactive and reactive
collections strategy, risk

mitigation, and recovery within
regulatory requirements

Share insights, data, and
emerging trends

Align policies and solutions for
consistent customer
experiences

Curate tools, guidance, and
best practices

Advance customer outcomes
and industry standards
together

How They Work Together

Segment customers and predict
collections outcomes

Track and measure collections
performance

Manage the end-to-end collections
lifecycle

Mitigate risk and prevent loss

Drive operational excellence in
collections and arrears

Coordinate utility and third-party
assistance for financial resilience

Identify and understand
vulnerability beyond payment
status

Segment customers by need and
tailor support accordingly

Build trust through empathy-first
engagement

Support customers' long-term
financial resilience

DIFFERENT FOCUS. SHARED MISSION. STRONGER TOGETHER.

End-to-end perspective
across the customer

lifecycle

Better decisions
through shared

insights, data, and
benchmarking

More consistent
customer experiences

across billing,
payments, and support

Improved performance
across financial

management, risk, and
recovery outcomes

Greater confidence in
compliance and

regulatory alignment

Comprehensive
affordability outcomes

for customers and
communities

Customer
Affordability &

Financial Well-Being
 

Flexible payment
solutions that align

customer ability and
recovery goals

Seamless hand-offs
across meter-to-
cash and arrears

Early identification
of need, paired with
proactive offers and

support

Compassionate
solutions within

policy and
compliance
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