
The Business Case for the 
Enhanced User Experience 
(UX) of E-invoicing



THE BUSINESS CASE FOR THE ENHANCED USER EXPERIENCE (UX) OF E-INVOICING • 2 

Introduction

INTRODUCTION 

The paradigm of UX 

can be applied broadly 

to all customer and 

employee touchpoints 

with digital solutions. 

However, some of the 

most critical customer 

or client touchpoints 

we’ll look at here 

are invoicing and 

associated financial 

document distribution.

According to Forrester1, we are living in the 

age of the customer. This is exactly why 

we need to embrace the paradigm of user 

experience (UX); the enhancement of user 

satisfaction through improved interaction 

with brand touchpoints, such as websites 

and apps.

The term ‘user experience’ was first coined 

by cognitive science researcher Dr. Donald 

Norman in the mid ’90s. His view of user-

centric design was an extension of Louis 

Sullivan’s famous axiom “form follows 

function”, applied in the digital age.

In our ever more cutthroat world of business, 

innovation is often our only competitive 

edge − an edge which UX can sharpen. The 

business value of such improvements can 

be seen both internally, through enhanced 

productivity and efficiency, and externally, 

through improved customer retention, 

engagement, and advocacy.

 “Implementing a focus on customers’ 

experience increases their willingness to pay 

by 14.4 percent, reduces their reluctance to 

switch brands by 15.8 percent, and boosts 

their likelihood to recommend your product 

by 16.6 percent”, according to Forrester. 

These stats alone present a compelling case 

for investment in UX.
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01
Invoicing, 
documents, and 
the need for UX

Invoices have the dubious honour of being one 

of the few customer communications that simply 

cannot be ignored. Consequently, many businesses 

forget that invoices present the perfect opportunity 

to enhance the customer experience. Done well, 

the invoicing process can elevate brand perception. 

Electronic invoicing offers the opportunity to ensure 

greater accuracy of information, ease of payment, 

and effortless access to view invoicing histories or 

change contact details.
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SECTION 01 — INVOICING, DOCUMENTS, AND THE NEED FOR UX

UX applied across financial 

communications should 

also address the changing 

needs of customers, from 

secure and easy mobile 

access on multiple devices, to 

empowering each individual 

to search, respond, and 

update documents and details 

how and when it suits them.

Associated financial documents, such as 

statements, also present an opportunity to 

enhance user experience by empowering 

recipients to access their full range of documents 

easily and when they want. An electronic 

document distribution platform can improve 

speed and accuracy of delivery and security 

and provide a channel for engagement with the 

content of documents. These aspects can improve 

communications and enhance user experience.
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02 From pain to plan

Creating a business plan to tackle UX shortfalls 

starts with identifying the need for UX, and how 

this applies across the business. Consequently, 

the plan should be able to acquire support from 

each area of need.

Start by identifying both customer and business 

pain points. Then quantify the benefits and liaise 

with the corresponding areas of the business to 

build support for your business case.
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SECTION 02 — FROM PAIN TO PLAN

Customer 
pains

UX applies to customers as an aspect of customer experience, improving customer 

interactions with digital touchpoints.

The following questions may help scope the need for UX applied to customer experience. 

Think how UX can be applied to improve customer experience and Net Promoter Score, thus 

influencing each of these points:

What is the rate of customer 

attrition? In principle, how 

effective is the business at 

retaining customers? What 

is the cost of this?

What is the rate of customer 

acquisition via customer 

referrals?

How many people (Full-time 

Equivalents) are employed 

to handle customer support?  

What is the cost of this 

(salary and benefits)?

What volume of late invoice 

payments are attributed to 

customers having problems 

with:

 + Connecting with the 

payment platform 

or delivering their 

payment correctly?

 + Awareness of payment 

deadlines?

 + Receipt of invoices?

 + Accuracy of invoice 

content?

What percentage of 

requests to online services 

are made by mobile devices 

or tablets?
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03
Quantify and 
articulate UX benefits

Articulate the impact of poor UX as business 

outcomes, such as revenue growth from reduced 

churn, bottom-line savings from fewer support 

calls, and competitive advantage through 

customer advocacy.
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SECTION 03 — QUANTIFY AND ARTICULATE UX BENEFITS

Outline steps to address 

these pains through the focus 

on UX and how e-invoicing 

and associated electronic 

document distribution support 

this effort. Prioritise your 

recommendations to achieve 

the most value with the least 

investment in time and cost.

Having quantified any financial pains, it should 

be possible to establish and present best/middle/

worst revenue opportunities and potential cost 

savings over one, two, and five years if the issues 

are addressed. These forecasts are crucial to 

the evaluation of business benefit and payback 

timeframe.
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04
Winning 
stakeholder buy-in

Explain the benefits of enhanced UX from the 

proposed solution to key stakeholders and 

potential sponsors in the decision-making process. 

Draw attention to the specific benefits of most 

interest to each individual and provide context in 

relevant terms. And remember, this is not just an 

operational upgrade, rather a strategic advantage.
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SECTION 04 — WINNING STAKEHOLDER BUY-IN

Supporting information, beyond the impact of UX, can be 

found in the white paper, Building the Business Case for 

e-Invoicing. Supplementing the UX value of e-invoicing with 

broader benefits will produce a more compelling business 

case.

Improved customer retention and acquisition benefits from 

e-invoicing are likely to appeal to those in a CFO, Financial 

Director, or Credit Controller role. Additionally, internal user 

experience changes can improve access to documents and 

reporting information, enabling employees to focus on more 

profitable work.

A couple of interesting proof points for the value of UX that 

may interest financial decision makers are the following:

UX Fund2 

A fund that was set up to invest in brands with strong UX 

principles and outperformed the NASDAQ, S&P 500, and 

NYSE (maturing to 101.8 percent after four years)

UK Design Council3 

Found that the design-aware companies analysed 

outperformed FTSE 10 and FTSE All Shares indexes by more 

than 200 percent. 

Know what reservations and concerns each financial decision maker is likely to have and answer these clearly before 

they need to ask.
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05
Outsourcing 
and Resource 
Considerations

One of the most common roadblocks to selling 

UX and associated recommendations within 

a business is the load this places on the IT 

department. Unless your business has experience 

in delivering e-invoicing solutions, or electronic 

document distribution solutions, it will be more 

cost effective to outsource the project to an expert 

partner.
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SECTION 05 — OUTSOURCING AND RESOURCE CONSIDERATIONS

An outsourced provider should 

be selected based on their 

experience of use cases similar 

to your business. Experience 

in meeting these demands is 

more likely to mean they will 

work collaboratively to ensure 

maximum usability and 

customer experience from the 

solution deployment.

Outsourcing may raise concerns about control 

and risk, but these are easily answered. The 

control remains within the business, as you dictate 

the requirements, and the outsource partner 

provides assurances by way of contractual 

obligations and service level agreements.

By delegating the responsibility, you’re allowing 

someone else to take care of the details and 

address any risks. Outsourcing allows you to tap 

into the knowledge, experience, and capabilities 

most suited to successfully realise the task.
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06 Evaluate the market

Identifying and quantifying the need for UX 

around invoicing and document distribution is 

relatively straightforward, but the benefits vary 

significantly depending on the type of solution 

you implement.
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SECTION 06 — EVALUATE THE MARKET

When the motivation for deploying a solution is to improve usability and customer 

experience, this needs to be closely evaluated in terms of the UX challenges 

encountered. Considerations should include, at a minimum:

Mobile accessibility An online portal to 

access documents – 

with options to access 

history, modify contact 

details, and respond 

to documents (e.g. pay 

invoices online)

Integration with Single 

Sign On processes (for 

integration within a 

broader online context)

Solution cost isn’t a particularly relevant 

metric to use in this context. Solution 

value, in terms of the potential revenue 

growth and savings, is far more 

appropriate. Using the potential value 

of the solution to calculate return on 

investment over a given timeframe is an 

essential step in any business case.

Present the possible solutions, 

explaining relative merits and 

challenges of each. Propose the most 

appropriate solution for your business 

needs, and highlight the potential 

revenue impact and capability to 

support present and future customers 

and partners.

01 02 03
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07 Setting expectations

Whilst it isn’t necessary to outline the deployment 

and integration process as part of the business 

case, it can pay to set expectations at this early 

stage. UX undoubtedly saves time and money in 

the mid- to long-term, but requires an investment 

in time upfront.
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SECTION 07 — SETTING EXPECTATIONS

The internal resources and systems/processes 

impacted by the implementation process 

will vary significantly depending on your 

recommended solution. Working with an 

outsourced solution partner will minimise these 

impacts.

Businesses that choose to address UX by 

developing and maintaining e-invoicing or 

document distribution solutions in-house 

need to set aside significant IT budget and 

dedicated headcount to ensure compatibility 

with changing standards and formatting 

requirements across EDI, XML, and customer/

partner needs.

To ease the transition from business case to project kick-off, 

outline the following expectations: 

Timeline

Return on 
investment 

Internal sponsors 
for the project

Cost
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08Next steps

Creating and presenting a business case can 

take up valuable time. At Corcentric, we can work 

with you to assist in this process. We will share 

knowledge and experience gained from years of 

successful e-invoicing and electronic document 

distribution solution deployments, and the UX 

process around these.

Get in touch and we’ll help you ask the right 

questions, and present the most compelling facts, 

to develop a comprehensive business case and 

ROI model.
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09
About  
Corcentric EIPP

Corcentric EIPP is a managed service dedicated 

to streamlining, automating, and enhancing 

business invoicing, from delivery through to 

payment. Corcentric EIPP ensures accurate and 

efficient delivery of invoices to your customers 

in the medium which suits them.
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SECTION 06 — ABOUT CORCENTRIC EIPP

Beyond saving time and cost through invoice 

automation, Corcentric EIPP enables a risk-free 

and seamless shift towards electronic invoicing, 

reducing errors and driving down DSO. 

Corcentric EIPP also removes the classic 

challenges of document storage and retrieval for 

auditing and compliance. Businesses depend on 

Corcentric EIPP to provide secure online access 

to their document distribution history, facilitating 

ease of reporting, performance analysis, and 

proof of delivery, along with a range of other 

document management functions.

Headquartered in the 

United States, Corcentric 

helps more than 2,000 

of the largest companies 

leverage smarter 

technology and services 

to reduce operating costs, 

improve cash flow, and 

unlock the hidden value 

within their enterprise.
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The Corcentric Difference.

We are an organization of industry experts that have 

a deep understanding of the markets we serve and 

the problems we solve for our customers. We take a 

consultative, insight-led approach to every interaction, 

and combine people and expertise with technology 

to deliver better solutions. As industry experts in the 

business of helping business, we pride ourselves in our 

relentless focus on consumer satisfaction. The success of 

our customers is a reflection of our success.

PRODUCT INQUIRIES 

For product and sales  

inquiries, please contact:

Call: +44 20 3868 0216 

Email: eipp@corcentric.com  › 

Web: corcentric.com/contact  ›

FOLLOW US

SHARE THIS GUIDE

LEARN MORE ABOUT 

CORCENTRIC EIPP.

CONNECT WITH AN EXPERT ›

Let us show you how

EIPP improves the user

experience for invoicing.


