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Top Things to Consider for 
Billing System Migration

Software has become an integral part to operating a business
in today’s fast-paced digitized world. Industry standards evolve
parallel to technological advancement and even customers are
expecting more efficient service with better communication
from their service providers.

Modernization is synonymous with change and advancement.
Many utilities, for example, now offer online methods of
payments, usage and access to account information. As
technology advances, older software, known as legacy
systems, can potentially cause more issues for a utility in the
long run. Businesses that still use legacy systems often
experience issues billing customers, which manifests into
more issues in customer service, billing or finance. If business
processes are outdated and legacy systems are limiting
efficiency, you lose customers and influence within your
industry. Switching to a modern billing system can save a
business time and money, and ultimately satisfy customers
with its versatile capabilities.

Deciding to switch billing systems can be intimidating,
especially if you don’t know what the process entails. What
information will be required to get the process started? Will
data be properly transferred? Will my business’ unique needs
be considered? Is all the time and effort really worth it?

Here are the top items utilities should consider when they opt
for system migration.
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1 Migration Planning

When making any major changes to a business,
common concerns include how much time the entire
process will take and how disruptive it will be for
employees and customers. Expecting a business to shut
down day-to-day operations to implement change is
not reasonable. Knowing what to prepare and having a
sense of how much time is required for system
migration can help you avoid issues during migration.
Furthermore, choosing the right software, with a
vendor that supports you throughout the entire
process, can make the transition less intimidating.

Modernizing or replacing a legacy system is a complex
operation that takes time, resources, and meticulous
planning. Your vendor should be clear about what
information and which departments they need, and
should be open to answering your questions
throughout the entire process. Oftentimes, information
such as number of accounts, meters, and bills should be
prepared prior to commencing migration. System
configuration and data migration are the longest
stages in the process, so it is integral that all this
information is organized and accessible, which requires
consistent cooperation between the utility and the
vendor.

Utilities are ultimately responsible for getting accurate
bills out the door on time. Billing can occur on multiple
days in a month, which is a major consideration to keep
billing and systems in sync during the migration. Some
bills may even be generated during the migration
process. Missing a bill cycle can delay conversion up to a 2



Migration Planning

month. Bill cycles should be carefully timed so you can
complete a cycle in the legacy system, then migrate
everything you need into the new software.

The availability of employees with relevant knowledge is also
very crucial to planning. Configuring software to best serve the
needs of your business requires thorough communication.
Representatives from different departments, including utilities
staff, billing, accounting, and customer management, are
integral to this process and will be needed at different points.
Employees know their department’s day-to-day processes the
best, so their input is crucial. Lack of availability and
involvement of employees can ultimately prolong the
transition, so keeping everyone informed should be a top
priority during the planning stage. When clients and their
employees communicate consistently and deadlines are met,
the migration process can be straightforward and stress-free.

Other factors that may prolong the process include data
inaccuracy and gaps in information regarding processes. For
example, when the process of configuration has already
commenced and a client changes course, bringing forward
new changes, applying these new changes will prolong the
process. Ensuring you’ve communicated your business’ needs
and goals with the vendor and have gone through and noted
all the changes you want to implement in the new system
reduces time spent on configuring the software.
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Determining Relevant
Historical Data

2
Many organizations immediately expect to move all
their historical data from a legacy system into a new
system. Possibly for regulatory reasons to keep
historical data for the number of years required by
regulations, or a desire to have all customer or
operations information available in case of an issue or
inquiry.

Data is important to protect but a utility can have
years–even decades–worth of information stored in a
legacy system. Migrating data can be costly, but one
strategy to avoid breaking the bank is to only migrate
data needed for daily operations, such as up to a year's
worth. Customer history, invoice and payment history,
consumption history, and meter read history are
needed to continue serving current customers.
Ensuring the data you are migrating is not only
accurate but relevant is a major consideration to ensure
a new system performs well.

If the cost of accessing historical data equaled the value
of the data this would be a perfectly fine strategy.
However, costs can quickly become far greater than
value. The reason for this is that, in many situations,
older systems and historical business procedures did
not impose strict adherence to data quality. Data was
captured into fields that were not used, but then a
process was changed and different data was then
captured into those same fields. This is but one of many
examples of data corruption.
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Determining Relevant Historical Data

As previously established, legacy systems can be limited in
their functionality as technology and customer service
expectations change in our modern world. Much older data
can be retained in legacy systems, which may help resolve
future customer service requests. Removing maintenance on
legacy systems can also reduce costs of maintaining data that
has less business value, and reduces the cost of data migration
into a new system. You can take better care of the needs of
your employees and customers when you don’t have to worry
about maintaining your legacy system and fixing issues related
to its inflexibility. Taking time to determine which data is most
relevant to your business to migrate and what can be kept in
the older system will be beneficial.
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3 Training Employees

Employees are crucial to consider in this process as they
keep operations running and do so efficiently when
they are comfortable with the software they work with.
You shouldn’t underestimate the knowledge required
by employees and their underlying business process.
The employees who will be impacted by migration
need to be informed and consulted with to ensure the
system is properly integrated and understood. Lack of
availability of integral departments, such as the utilities
and billing, can prolong the entire migration process.
Business performance can be stunted if this
consideration is ignored.

A utility’s billing and operations cannot stop to
implement change. A good software vendor will respect
the time of your employees and the need for them to
continue doing their job during the migration process.
A vendor may tailor training according to a
department’s processes and needs, so employee input
is valuable to make the process quicker and easier.
Employee cooperation and feedback helps enhance the
software and will assist the vendor when configuring
the system for your business.

Vendors should walk you through all functions of the
software, including setting up new sites, applying
pricing rules, conducting a bill run, and issuing invoices
at least once. Performing a bill run on your own will also
help assess your understanding of the software and the
processes.
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Legacy Vendor
Difficulties 4
Ever thought you’d lose access to your system?

Modernization has been an ongoing concern for
businesses across industries for the past several
decades. Keeping up with the times puts stress on a
business to adapt in order to survive, which may
compromise relationships with clients and/or cause
them to lose standing in their industry. Lack of vendor
support, communication, or outright cut-off from use of
the system can motivate businesses to look for a more
modern, flexible software.

There are varying degrees of challenges that could
occur with legacy system vendors. Vendors trying to
stay afloat may make changes to their software or
services without consulting their clients, leading to
features that do not suit the needs of the business. This
lack of communication and consideration may lead to
an influx of customer service requests for vendors,
meaning if any issues arise with the updated legacy
software it will take longer to resolve. Billing is vital to
utilities, so choosing what software to implement and
which vendor to partner with should be an informed
decision backed by extensive research. The plan for
billing system migration should be reviewed and
approved not just by executives but the employees who
will be using the system. The consequences of
disrupted operations and factoring in time to conduct a
system migration are far too great in our fast-paced
technological world.

777



Legacy Vendor Difficulties

The most extreme case of challenges with legacy
vendors is being locked out of your software.
Legacy system vendors that are in a vulnerable
position may take it out on clients. For example, if
a legacy vendor discovers that a client is switching
to another software they may retaliate by taking a
hard-line stance and limiting access to data, thus
disrupting operations. As a consequence, a client
could incur penalties when migrating their system
to a new vendor’s software, thereby punishing
their business. Your data could even be held
hostage. A good vendor would be aware of this
risk and take measures to protect the client
against the negative consequences of lockout,
such as ensuring all relevant data to be migrated
is gathered quickly. 

Further, vendors may implement restrictions to
make terminating a service (i.e. termination for
convenience) difficult. Additionally, vendors may
also lack a proactive attitude, abandon the
industry segment in which their clients operate,
and phase out their product, leaving their clients
no choice but to find new software. Notices about
shutdown may be sent out as a courtesy, but
suddenly adding the huge task of system
migration to your plate puts you in an arduous
position, especially if it comes at a bad time.
Ultimately, old legacy systems could be
unsustainable and you may be saving yourself a
headache by planning ahead.
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Ideally, the vendor of a modern system is proactive, receptive,
and considerate. When switching to a modern software
system it would be beneficial to ensure your vendor is
receptive to new ideas and considers the nuances of your
business. A vendor with a proactive outlook to a client’s
industry will be updated consistently based on client feedback
and make improvements to the software accordingly. They
should also be honest and acknowledge potential vendor
indiscretion, such as those mentioned above, to assure clients
that their data will be protected no matter what. Avoid the
frustration of an inflexible system and hostile vendors by
switching to a modern billing system and a partner that values
open communication and progress.
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5 Modernizing Systems
and Processes
Modernizing your billing system and business
processes is a beneficial long-term solution to handling
change. As stated earlier, our world today is faster and
smaller as a result of technological advancement. The
reality is that technology will not stop advancing and
industry changes–big or small–are inevitable.
Implementing modern software with a vendor that
accepts these realities may be the key to keeping your
business relevant and competitive for years to come.

Consolidating the systems used by a business process,
especially revenue management, billing management,
and customer relationship management, is an
important step in the billing system migration process.
Clients and vendors work closely together to ensure the
software is thoroughly configured by creating a single
source of truth for data and taking into account
business goals–both short and long term–and values.
Unfortunately, legacy systems are often unable to
provide flexibility in product customization, price plans,
invoicing and more, which can limit a business’
potential to grow.

If your business performs manual calculations outside
of the legacy billing system, migrating those
calculations into target systems is a time consuming,
risk prone task. Older processes often employed tools
such as spreadsheets and used manual calculations
pulled from individual contract terms. Extracting
manual calculations into spreadsheets from unique
contracts can lead to charging mistakes, such as10



Modernizing Systems and Processes

overcharging. This can negatively affect customer satisfaction
and employee morale by increasing interaction times with
customers to discuss services and fees, and time reviewing
invoices for accuracy. Understanding manual calculations can
help a vendor in the analysis stage of migration, so that they
can configure the software to the business’ needs.

Charging rules are a major factor that impact billing.
Customized pricing for each customer can make the utilities
billing process complex. When a client explains their business’
charging rules, a vandor can better prepare the configuration
of their software to handle customized pricing plans. A flexible
billing software that consolidates all of this can enhance
operations, with less time and effort reconciling charging rules
and pricing. 

Further, a modern system can improve customer experience
by leaving you with more time and resources to dedicate to
resolving customer service requests. A centralized system with
capabilities such as portals is beneficial to both employees and
customers, who can easily access all relevant information in
one place. A system where a customer can message customer
service directly within the system can also ultimately save time
and prioritize efficiency.
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Migration Tools and
Processes 6
Simplifying the migration process through tools and
processes is critical to a timely, efficient migration. The
availability of these tools and processes are
fundamental to data migration. This stage is often
influenced by the size of your business operation. A
vendor should be trusted to do the job efficiently, and
learning more about important functions of their role
can help with reassurance.

Looking for automation in the migration process is
important to ensuring an effective migration. A vendor
that offers an open system and the tools to
automatically load data into their system will provide
for a quicker, more accurate migration. The alternative
is manual data entry or custom code, neither of which
offer a streamlining of the migration process.
Furthermore, loading data into a new system shouldn’t
be a hassle. Data migration tools can be deployed to
assist clients in data migration by extracting current
data, including customer data, asset or property details,
and consumption monitoring data, such as meter
details, into the required format.

Vendors should take ownership of the migration
process and guide the client through this process for
configuration to be optimal. They need to help clients
understand what data is needed, where they can go to
get this data, how to populate it in the migration tool,
and how to validate data and check its accuracy. As the
vendor works closely with the client, this process
becomes easy–to use and populate.
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When you’ve done your research and have a great vendor to
support you throughout the process of billing system
migration, change won’t seem so daunting. Communication
should be the top priority for both the client and the vendor
throughout the entire billing system migration process.
Vendors rely on clients knowing their business processes,
needs, and goals, in addition to input from the employees who
would be most affected by this transition. 

Putting your trust in a vendor that is proactive and receptive
can be highly beneficial in our modern fast-paced world, as
they model their software to handle industry changes,
complex billing rules, and multiple services. You should be
assured that your data will be protected, and if not everything
can be transferred to the new system you should know your
options for keeping older, irrelevant data, such as storing it in
the legacy system. 

Additionally, clients should see their employees’ role in the
process as integral to their success, so keeping them informed
throughout the migration process and attaining details about
their processes will ultimately assist the vendor in configuring
their software to your business in the best way possible. From
the early planning stages to conducting the first bill run in the
new software, being informed about the migration process
helps significantly to protect your business and peace of mind.

Conclusion
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Omniware Solutions Inc. was founded
in 2004 as a software and services
company focused on meeting the
complex billing and invoicing
requirements of customers in a
simple and intuitive way. By fostering
a culture of open minds and new
ideas, Omniware created a new type
of billing platform to help
organizations monetize an exploding
number of services.


