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EDU Billing Process Revisions

Having recently completed the fourth year of the EDU domain billing process, we've identified a number
of opportunities to improve efficiency of the process. Therefore, we propose the following changes:

Billing Cycle

* Increase communication effectiveness by sending the pertinent information to the right domain
contacts earlier in the billing cycle:

o All emails sent after the initial bill will be sent to all three domain contacts.

o Domain holders who pay for their renewal but do not visit the website to accept the
Customer Service Agreement (CSA) will now be notified in each step of the process
instead of waiting until the Third Reminder and the Deletion Imminent Notice.

o The certified invoice mailings sent to US domain holders will be moved from the Third
Reminder step to the Second Reminder step.

¢ Remove ineffective communications:

o Longitudinal analysis of renewal data indicates that the Third Reminder does not
significantly impact renewal rates, so the Third Reminder (3 months overdue)
notification will be removed from the process. The Deletion Imminent Notice will move
up in the timeline to occur at 3 months overdue.

Check Payments and the Customer Service Agreement

Domain holders who send check payments via postal mail often forget to visit the website which is
where they need to log in and agree to the CSA. Because following up with those domain holders can be
time-consuming, we propose to add verbiage and a check box to the invoice stub, allowing the domain
halder to agree to the CSA and pay by check at the same time.

We believe that the preceding recommendations will increase efficiency of the EDU billing process by
increasing communication effectiveness and reducing unnecessary communications.



EDUCAUSE Proposed Business Process for .EDU Billing:

To complete the payment process, domain holders must:

1. Log in to the .EDU domain site to accept the EDUCAUSE Customer Service Agreement, New: or
check the EDUCAUSE Customer Service Agreement box on the invoice remittance stub and submit
it with their check.

2. Pay their outstanding balance via check or credit card.

o Payment must be made in US currency.
o POs will not be accepted.

Billing Timeline:

June 1 (60 days out)

+« Send "Initial Bill" e-mail notices to domain billing contacts.
o The e-mail notice will include a cover letter and an attached PDF invoice.

July 1 (30 days out)

» Send "First Reminder" e-mail to all three domain contacts at unpaid domains. (was billing contacts
only) _ ' .
o The e-mail notice will include a cover letter and an attached PDF invoice.
« Send "First Reminder" e-mail to the domain billing contacts at unpaid domains.
o The paper notice will include a cover letter and a printed invoice, and will be sent via USPS
first class mait. :

« New: Send "CSA Warning" e-mail to all three domain contacts at domains that have paid but not
agreed to the EDUCAUSE Customer Service Agreement.

August 1 (due date)

» No communications will be sent at the due date to give checks time to arrive.

September 1 (30 days overdue)

+ Send "Second Reminder" e-mail and paper notices to all three domain contacts at unpaid domains.
o The e-mail notices will include a cover letter and an attached PDF invoice.
o New: The paper notices will include a cover letter and a printed invoice, and will be sent with
a tracking mechanism to domestic domain holders only {certified mail, FedEx, etc). (was at
60 days overdue}

* Send "CSA Warning” e-mail and paper notices to all three domain contacts at domains that have
paid but not agreed to the EDUCAUSE Customer Service Agreement.
o The paper notices will warn of the consequences of not agreeing to the EDUCAUSE
Customer Service Agreement, and will be sent with a tracking mechanism to domestic
domain holders only (certified mail, FedEx, et¢). (was at 60 days overdue)

October 1 (60 days overdue)

« Send "Deletion Imminent” e-mail to all three domain contacts at domains that have not completed
the payment process. {(was at 90 days overdue) -

* New: Send "CSA Warning" e-mail to all three domain contacts at domains that have paid but not
agreed to the EDUCAUSE Customer Service Agreement.
s Place domains that have not completed the payment process on hold so they no longer function.
{was at 90 days overdue)
o Reinstate domains names promptly upon preper notification to EDUCAUSE and completion
of the payment process.

s Publish a report of domains that have not completed the payment process on the .EDU web site.



November 1 (90 days overdue) (was at 120 days overdue)

» Delete domains that have not completed the payment process.

Every quarter after first year of billing

* Report status to DoC



