
UTILITY INCREASES SAME-DAY PAYMENTS PROCESSING TO  
100% WITH WAUSAU’S INTEGRATED RECEIVABLES SOLUTION

Goal
Black Hills Corporation needed to reduce variability in its payments 

processing expense, improve customer service and increase straight- 

through processing.

Challenge
Black Hills Corporation’s outsourced lockbox fees were unpredictable and 

rapidly increasing, doubling year over year. The utility also had poor visibility 

into its cash position and depended on its outsourced service provider to 

resolve customer inquiries.

Solution  
Black Hills Corporation brought its payments processing in-house with 

WAUSAU’s Integrated Receivables solution.

Impact
• Processes 100% of its receivables the same day they are received

• Reduced Days Sales Outstanding (DSO) by 48.02% to 43.62

• Stabilized receivables processing costs

• Improved ability to resolve customer inquiries with instant access  
 to payment images and records
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THE SITUATION
Based in Rapid City, S.D., Black Hills Corporation serves 1.2 million natural 
gas and electric utility customers in eight states. The utility’s non-regulated 
businesses generate wholesale electricity, produce natural gas, oil and coal, 
and market energy. Black Hills’ long-term strategy focuses on growing its 
utility and non-regulated energy businesses, partially through acquisitions.

Throughout its 125 year history, Black Hills has manually processed its 
customer walk-in payments, and mail remittances were processed using an 
outsourced service provider based in Chicago, Ill. Black Hills receives more 
than 400,000 mailed-in payments per month, and over the past several 
years, lockbox costs for processing those payments have soared. This issue 
was compounded by the lack of cost certainty, which caused Black Hills’ 
payments processing costs to fluctuate each month depending on volume.

Moreover, their previous solution provided Black Hills with very little control 
over its remittance processing, limited visibility into its daily cash position, 
and no automated tracking and monitoring of the key metrics that impact 
its customer service and business outcomes. Any errors on the part of its 
service provider were highly visible to customers. Even worse, Black Hills 
had to rely on its outsourced service provider to access payment images, 
making it difficult for the utility to resolve customer disputes quickly or 
effectively. Black Hills believed this arrangement was negatively impacting 
its customer satisfaction levels, which was unacceptable for an organization 
that strives for a 100% service performance rating.

While Black Hills did consider maintaining the status quo or outsourcing to 
another vendor, the organization ultimately decided to bring its payments 
processing in-house. Investing in an integrated receivables solution would 
not only give Black Hills control over its operations, costs and customer 
satisfaction levels, but would also create additional jobs in the community.

THE SOLUTION
Black Hills selected WAUSAU Financial Systems’ Integrated Receivables 
solution—a robust solution that combines remittance processing and 
Enterprise Content Management (ECM) capabilities. The solution offers 
end-to-end receivable management, electronic payments clearing, remote 
capture, ECM tools, and business monitoring for staff balancing and data 
reporting throughout the payment lifecycle.
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The solution offers Black Hills enhanced functionality compared to 
traditional remittance systems, including the ability to perform courtesy 
amount recognition (CAR), image quality assurance (IQA), and accounts 
receivable check (ARC) conversion or check image exchange in-line at mail 
extraction, which helps accelerate processing and reduces staff intervention. 
ARC and check image exchange also increase the amount of funds available 
for deposit each day. And, managing returns electronically speeds the 
process by several days compared to paper-based returns handling.  

WAUSAU’s Integrated Receivables solution also provides instant access to 
any payment during its lifecycle, and tracks every batch in the operation 
from end-to-end. The software also monitors all of the utility’s capture 
devices and its payments processes in real-time. A dashboard provides 
instant visibility into the utility’s operations, while reporting tools are 
available for key operations indicators, such as volumes, staff productivity 
and machine throughput.

THE BENEFITS
At a time when many organizations believe that they have to outsource 
to reduce costs, Black Hills found that investing in advanced technology 
delivers cost savings and much more. 

“The decision to bring processes in-house yielded a significant and almost 
immediate return on investment for our business,” said Kreg Warrick, O&M 
manager, Maintenance at Black Hills. “WAUSAU’s Integrated Receivables 
solution covers every step of the receivables process, from opening and 
processing payments through electronic clearing, analyzing and reporting, 
and exception item handling, helping us to achieve operational alignment 
and reduce associated costs.”

After implementing WAUSAU’s Integrated Receivables solution, Black 
Hills experienced hard-dollar savings from several areas: reduced overall 
operating costs; payments processing costs that are fixed and won’t 
necessarily rise as volume increases; and faster funds availability through 
ARC and Check 21. Even better, Black Hills’ costs are now predictable.

In addition to these measurable cost savings, Black Hills has gained control 
over all of its payments processing, and is able to ensure that 100% of its 
work is processed the same day it is received, which is critical for customer 
service and funds availability. This is a significant improvement over its 
previous capabilities.
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“WAUSAU’s 
Integrated 
Receivables solution 
covers every step of  
the receivables 
process, from  
opening and 
processing payments 
through electronic 
clearing, analyzing 
and reporting, and 
exception item 
handling, helping us 
to achieve operational 
alignment and reduce 
associated costs.” 

Kreg Warrick,  
O&M manager
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Similarly, Black Hills can control its deposit times as well as the timing and 
rules for changes to its processing workflows. And, Black Hills can instantly 
access customer payment information when a dispute arises; this and the 
utility’s automated exceptions tools have cut the time it takes to resolve 
exceptions in half.

THE BOTTOM LINE
If the recession taught companies anything, it’s that they need to take  
better control of their working capital, hold the line on expenses, and 
improve access to key information to better serve customers and aid in 
decision making. 

“WAUSAU gives us greater control over the payments process in an  
internal environment,” said Warrick. “Their Integrated Receivables solution is 
scalable and allows us to efficiently add customers as our company grows.”

About WAUSAU Financial Systems
WAUSAU, a Deluxe Corporation Company, is a premier provider of payment 

and receivables processing solutions, helping businesses of all types move 

money faster. With its products, services and consulting, WAUSAU works 

with customers to speed check processing, electronic presentment, ACH 

payments, transaction processing, distributed capture and enterprise content 

management. WAUSAU holds the No. 1 market share position in retail and 

wholesale remittance processing solutions. WAUSAU processes more than 

$1 trillion in payments each year through its work with more than 650 

organizations, and maintains more than 30 percent of all U.S. lockbox volume. 

The company works with 13 of the 25 largest financial institutions, 42 percent 

of insurance companies with more than 5 million customers and 24 percent 

of utilities with more than 100,000 customers. More than 200 financial 

institutions use WAUSAU’s remote deposit capture service, and industry 

consultants Celent and Aite Group have ranked WAUSAU’s remote capture 

functionality above all competitors. 
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WANT MORE 
INFORMATION ABOUT 
WAUSAU?
Contact us today.
 
WEB
wausaufs.com

CALL
800.937.0017 

...or contact your WAUSAU 
sales representative.
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