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Agenda
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• Overview of “Smart” Prepayment

• Prepay is Trending

• Wake Forest and Prepay

• Keys to Success

• Customer “Success” Stories

• Q&A



Prepay Solution Components
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Payment 
Processing

Convenient payment options 
fully integrated via our 

payment gateway

•Retail POS

•Telephone (IVR)

•CSR

•Web Payment

•Mobile app

•Kiosk

Billing & 
Operations

Stand-alone billing platform 
or integrated with a legacy 

CIS system

•AMI Meter Control

•Usage Processing

•Service Orders

•Weather 
Moratoriums

•Complex Rating 

Messaging & 
Notifications

Automated notification of 
events & proactive 

consumer messaging

•SMS Text

•Email

•Outbound Auto-
Dialer

•Web

•IVR

•Mobile App

Account & Debt 
Management

Multiple methods for 
customers to manage their 

prepaid utility account

•CSR user interface

•Web Self Service

•Mobile App

•2-way Texting

•Web Enrollment

•Arrears Recovery



The Prepay Account Lifecycle
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How Does Prepay Work at Wake Forest Power?
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Customer signs up for the 

prepay program via utility 

website

GridLink CIS 

automatically debits 

customer energy 

balance each day

As balance gets lower, 

GridLink CIS sends multiple 

balance warnings to the  

customer’s mobile phone

If customer ignores multiple low balance 

warnings, then GridLink CIS automatically 

sends disconnect request to smart meter 

via L+G Command Center

Smart meter begins to transmit 

daily meter reads to Landis+Gyr 

(L+G) Command Center

Payment is applied immediately 

as a credit to the energy balance

…Wake Forest Customer Service Rep 

enrolls the customer in prepay program 

using GridLink CIS

Smart Meter shuts off

Customer makes a payment via a walk-up 

cash payment location, or via mobile app, 

myAccount portal, inbound phone call, etc.

GridLink CIS sends 

reconnect request to the 

smart meter L+G 

Command Center

Smart Meter turns on and 

process continues 

L+G Command Center processes meter 

read data and transmits to GridLink CIS
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Prepay Electricity is Trending
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Prepay Total Prepay Total Prepaid plans Total

Current 
Adoption 

Rates

Anticipated 
Adoption Rate 

by YE 2020

Similar 
Industry 

Mobile Phone 
Plans

Adoption rates for 

prepaid electricity have 

risen. Utilities are 

moving from “pilot” to 

“launch.”

2014 Survey8 shows 

Prepay is now 

considered a “Mega-

Trend” with a clear 

generational shift

Mobile phone 

industry adopted 

prepaid plans long 

ago. They’ve made 

prepay “sexy.”

5-10% 20% 32%



What is Causing the Generational 
Shift?

8

60%
Of “Millennials with 

Money” prefer using 

prepaid cards to credit 

cards and debit cards



Other Reasons for Prepay
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43% see it as an option for bad 

debt
31% feel it is newer and 
more convenient

45% feel it would increase 
communication with their 
utility

27% see it as a means to save 
money on energy bills



Flexible Deployment Options
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What Problem Areas Did Wake 
Forest Address?

Uncollected 

Revenue

Cash 

Flow

Customer 

Satisfaction



The Prepay Solution at Wake Forest

Web and mobile 

online account 

management extend 

the brand

Full featured utility 

billing, operations 

and broker 

management in 

one configurable 

solution

Separate enrollment 

and payment 

portals provide 

additional 

capabilities for 

engaging customers

Right Click –> Format Shape -> 

Picture

myAccountGridLink CIS Web Portals
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GridLink CIS – Dashboard View



Dashboard Widgets Showing Program Status
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Customer (myAccount) Dashboard
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Customer (myAccount) Showing Message History
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Customer (myAccount) Showing Payment Center
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Critical Success Factor
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Pilot program

Customer engagement

Phases

Customer Service

Cash



Consumer Education
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Prepay – Challenges & Lessons Learned
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Vendor relationships

Creative recruitment

Customer mentality

New

Accuracy



23



Customer Success Stories

24

Pilot program

1st Customer

Bad weekend

Moratorium

Deposits



25



www.electricities.com

FOLLOW US ON SOCIAL MEDIA:

@ncpublicpower

facebook.com/Electricities

@ElectriCitiesNC


