INTELLIGENCE

PYMNTS ‘ o billtrust

November 2023

e s os i [ Tapping Al’s Potential
. 2 for AR Optimization

O billtrust

Demystifying Al’s Working Capital Tracker® Series

Capabilities for Use
in Payments

Warking Capitsl Tracke:* Sarias

In our last edition, we enumerated the potential benefits — as well as
misconceptions — surrounding Al’s use in the payments industry. Here,
we take a deeper dive into Al’s capacity to improve the most important
OCTOBER 2023 aspects of AR — operations that have long been plagued by problems
associated with manual processing.
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Introduction

AR is the lifeblood of any company, but for too many,
economic pressures are threatening its flow.

Al Can Improve Cash Flow

Al automation has the power to boost cash flow by speed-
ing historically delayed manual processes, thus improving
businesses’ financial health.

Al Can Enhance the Customer Experience

Al can provide a customizable communication interface to
enhance the customer experience while facilitating dis-
pute resolution to reduce payment delays.
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Harnessing Al for a Better AR Strategy

Al technology is capable of processing large quantities of
data to provide unmatched forecasting and unique insights
that can guide better AR decision-making.

How Companies Can Leverage Al to Help Their
AR Teams

PYMNTS Intelligence offers stepwise guidelines for busi-
nesses in deciding whether, how and to what extent to
incorporate Al into their AR processes.
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Introduction

The payments industry has been a latecomer to the finan-
cial technology revolution, with many companies still
using legacy accounts receivable (AR) processes marked
by an overwhelming reliance on manual procedures. Now
the industry is at a crossroads as it faces a technological
advancement that promises to leave no sector untouched:
artificial intelligence (Al). The technology’s potential ben-

efits read like an AR team’s wish list — and the reality is %
not far off. =
AR is the lifeblood of any company, but for too many, eco-

nomic pressures are threatening its flow, elevating the

role of AR teams to the top of organizations’ priority lists )
across industries. While Al is not without risk and must be N
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S

understood and implemented with care, the upside of Al
adoption for AR is increasingly difficult to deny. In this edi-
tion, we zoom in on how Al can assist AR teams ease their
specific pain points so that companies can thrive amid
economic uncertainty.
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Solving Manual AR Pain Points With Al

Al Can Improve
Cash Flow

Al automation has the power to boost cash flow by speed-
ing historically delayed manual processes, thus improving
businesses’ financial health.

77%

of CFOs report that their AR teams are behind schedule
in collecting payments on invoices, including many that
are weeks or months behind and say they will never
catch up.

© 2023 PYMNTS Intelligence All Rights Reserved
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Al can speed payment
processing to boost
cash flow.

Manual processing of AR tasks continues to create payment bot-
tlenecks, with 40% of finance professionals pointing to manual
processes as the biggest challenge inhibiting collection.

By automating tasks in the order-to-cash process, Al can
increase their speed and efficiency, taking the first step in help-
ing organizations achieve a healthy bottom line.

Al can supercharge AR
teams’ efficiency.

Companies also can increase AR teams’ productivity by
off-loading routine and labor-intensive tasks to Al, such as data
entry, compliance checks, invoice processing and collections.
Automating tedious workflows with Al frees human workers to
turn their talents and attention to higher-value endeavors, lead-
ing to a happier and more productive AR team.
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Solving Manual AR Pain Points With Al Al’s accu racy can

overcome the problem
of human error in AR
processing.

Human error is another inherent pain point of manual process-
ing, with 45% of CFOs citing it as a problem and 17% naming
it the most significant source of payment friction. Automation
with Al can eliminate this friction source, ensuring that AR
tasks are error-free and further increasing team efficiency and
productivity.

Al can ease the grueling cash
application process.

According to a recent survey, AR teams spend 22% of their time
on manual cash application alone, making it the single most time-
consuming process in the order-to-cash cycle. Machine learning (ML),
a type of Al that learns over time, can tap wide-ranging sources of
data to accelerate the process of matching invoices with remittances
at speeds beyond human capabilities. This removes an especially
laborious task from human workers’ to-do lists, increasing employee

satisfaction. S
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Improving AR Communication With Al

Al Can Enhance the
Customer Experience

Al can provide a customizable communication interface to
enhance the customer experience while facilitating dis-
pute resolution to reduce payment delays.

Al can ease the payment

72% process for customers.

. . . Making it easier for customers to pay is the first step in ensur-
of CFOs say automating customer service in AR ing swift payment. Al-enabled virtual assistants and chatbots

had a direct impaCt on cash conversion cycles by offer a 24/7 self-service tool, allowing customers to access
reducing payment disruptions. their transaction histories and make requests or file disputes.
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Improving AR Communication With Al

Al can help resolve
invoicing disputes.

Poor communication with customers is a critical logjam
contributing to payment delays due to invoicing disputes.
An average of 27% of invoices are delayed as a result of
communication lapses, with direct consequences for AR
staff, who are now spending about half their time on dis-
pute resolution.

These disputes frequently end up requiring businesses’
legal offices to get involved, incurring further costs and
delays. In a recent survey, 64% of C-level executives said
their companies’ legal offices had to resolve invoice dis-
putes. Al can accelerate resolution cycle time for AR
disputes by identifying and assigning reason codes to each
dispute and approving reductions automatically based on
predefined criteria.

Working Capital Tracker®Series | 13

Al can personalize the
customer experience.

Al’s ability to collect and draw upon vast reserves of customer
data makes it a superior tool for creating tailored experiences
for each customer. Al can identify purchasing behaviors and
preferences that can be used to optimize buying experiences.

With generative Al, companies can customize communication
plans for their customers, building better relationships to facili-
tate swifter payments. Sending personalized payment reminders,
for example, including language translations for international
customers and other personal touches, can improve collection
efforts. Al also can help companies increase customer retention
by allowing AR teams to focus their efforts on providing the
best quality of service to each customer.
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Driving AR Decisions With Al

Harnessing Al for a
Better AR Strategy

Al technology is capable of processing large quantities
of data to provide unmatched cash flow forecasting and
unique insights that can guide better AR decision-making
and collections.

A\ (o)
- 81%
of the companies that best thrived following

the pandemic were those that increased their
investment in data and analytics initiatives overall.

7 58%
of these top-ranked companies increased
their investment in Al initiatives.
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Driving AR Decisions With Al

Al provides analytics and
forecasting to aid in cash
flow management.

One of the hallmarks of Al systems is their unique ability to
draw information from a wide variety of sources and pro-
cess large quantities of data, on which companies increasingly
depend to formulate winning business strategies. By mining this
data trove, Al can assist businesses in unearthing trends, pat-
terns and relationships that can inform better decision-making,
optimally in real time.

What this means for AR is that Al can help companies bet-
ter understand their current cash flow situations and forecast
future payment patterns based on in-house historical data.
Real-time payments enabled by Al and ML can grant companies
instant access to financial information, allowing them to track
their financial positions more accurately. Given the volatility of
current macroeconomic market conditions, cash forecasting is
a top priority for AR teams and finance executives.

Working Capital Tracker®Series | 17

Al can help predict
outcomes for better
collection strategies.

In the past, the collections function of AR has been overlooked
from a technology perspective, with credit managers and collec-
tors still largely relying on legacy manual and time-consuming
tasks to carry out this responsibility. Economic uncertainty,
however, makes collections a crucial priority in cash flow man-
agement for AR teams — and for companies in general.

Here is another area of AR where Al-powered automation can
optimize strategy. By analyzing customer transactions, credit

history and other financial data, Al can identify customers who
may be at risk of defaulting and help create payment plans for
them proactively. By predicting invoice payment dates, it can
aid in forecasting cash flow and can also model how changes in
procedure will affect the probability of getting paid.

The importance of driving decisions with data analytics in
AR cannot be overstated. According to a recent study by the
Harvard Business Review, organizations that took a data- and
Al-driven approach to decision-making during the pandemic

© 2023 PYMNTS Intelligence All Rights Reserved

have emerged as the leaders in navigating the ensuing economic
upheaval. As the upheaval continues, Al can offer AR teams the
information they need to succeed — even against all odds.
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Decision Guide

pain points. Companies can identify objectives

®

How Companies
such as streamlining processes, improving cus-
Can Leve rage AI tomer experience, reducing costs or increasing

efficiency. Clearly identifying objectives allows

to H elp AR Teams Al development to be targeted and effective.

Qo Learn how Al can solve them. Having an under-
@

@\\ Identify your organization’s most important AR
\

o standing of what Al is and what it can do for

© your organization is essential to gaining orga-
The following steps should serve as a guide for businesses nization-wide buy-in and to maximizing the
in deciding whether, how and to what extent to incorpo- technology’s positive potential. Company-wide
rate Al into their AR processes: training should be comprehensive.

Consult with Al experts. Selecting the right
5 tools for Al deployment is critical. Experts on
everything from the necessary technology infra-
structure to software and costs can help you
assess the feasibility of Al implementation within
your AR operations.
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Decision Guide

Things really get interesting when

E data, analytics and Al can be used
to compound value across products
and the entire AR process. All the

0 Formulate a pilot or stepwise plan. Starting data yOU have already collected
'_,J_ small ensures that you can discover and elimi- .
nate any challenges or infrastructure roadblocks about customers and their
before making a deeper investment. payments can be used to assist
— 1 Monitor results. Pre- and post-Al deployment iy with your.workflow, make.
:|. analysis is also a must to determine the tech- recommendations and suggestlons,
. nology’s financial impact through clearly defined .

Ll and even. help you complle.
personalized payment reminders
to these customers. That’s exactly
what we are doing right now. We
offer an Al-powered, complete view
of customers’ activity across your

AHSAN SHAH

| _ = W, entire AR process, enabling you to
Data Intelligence | SS_. = make intelligent AR decisions.

O billtrust

Senior vice president,
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About

PYMNTS
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PYMNTS Intelligence is a leading global data and analytics platform that
uses proprietary data and methods to provide actionable insights on

what’s now and what’s next in payments, commerce and the digital
economy. Its team of data scientists include leading economists, econo-
metricians, survey experts, financial analysts and marketing scientists
with deep experience in the application of data to the issues that de-
fine the future of the digital transformation of the global economy. This
multilingual team has conducted original data collection and analysis in
more than three dozen global markets for some of the world’s leading
publicly traded and privately held firms.

The PYMNTS Intelligence team that produced this Tracker:

Alexandra Redmond
Senior Writer

Harold Maldonado

Senior Writer

Aitor Ortiz

Managing Director

Finance leaders turn to Billtrust to control costs, accel-erate cash flow
and improve customer satisfaction. As a B2B order-to-cash software and
digital payments market leader, we help the world's leading brands get
paid faster while transitioning from expensive paper invoicing and check
acceptance to efficient electronic billing and payments. With over 2,600
global customers and more than $1 trillion invoice dollars processed,
Billtrust delivers business value through deep industry expertise and
a culture relentlessly focused on delivering meaningful customer out-
comes. For more infor-mation, visit Billtrust.com.
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Disclaimer

Working Capital Tracker® Series may be updated periodically. While reasonable efforts are
mMade to keep the content accurate and up to date, PYMNTS MAKES NO REPRESENTATIONS
OR WARRANTIES OF ANY KIND, EXPRESS OR IMPLIED, REGARDING THE CORRECTNESS, AC-
CURACY, COMPLETENESS, ADEQUACY, OR RELIABILITY OF OR THE USE OF OR RESULTS THAT
MAY BE GENERATED FROM THE USE OF THE INFORMATION OR THAT THE CONTENT WILL SAT-
ISFY YOUR REQUIREMENTS OR EXPECTATIONS. THE CONTENT IS PROVIDED “AS IS AND ON AN
‘AS AVAILABLE” BASIS. YOU EXPRESSLY AGREE THAT YOUR USE OF THE CONTENT IS AT YOUR
SOLE RISK. PYMNTS SHALL HAVE NO LIABILITY FOR ANY INTERRUPTIONS IN THE CONTENT
THAT IS PROVIDED AND DISCLAIMS ALL WARRANTIES WITH REGARD TO THE CONTENT, IN-
CLUDING THE IMPLIED WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A PARTICULAR
PURPOSE, AND NON-INFRINGEMENT AND TITLE. SOME JURISDICTIONS DO NOT ALLOW THE
EXCLUSION OF CERTAIN WARRANTIES, AND, IN SUCH CASES, THE STATED EXCLUSIONS DO
NOT APPLY. PYMNTS RESERVES THE RIGHT AND SHOULD NOT BE LIABLE SHOULD IT EXER-
CISE ITS RIGHT TO MODIFY, INTERRUPT, OR DISCONTINUE THE AVAILABILITY OF THE CONTENT
OR ANY COMPONENT OF IT WITH OR WITHOUT NOTICE.

PYMNTS SHALL NOT BE LIABLE FOR ANY DAMAGES WHATSOEVER, AND, IN PARTICULAR, SHALL
NOT BE LIABLE FOR ANY SPECIAL, INDIRECT, CONSEQUENTIAL, OR INCIDENTAL DAMAGES, OR
DAMAGES FOR LOST PROFITS, LOSS OF REVENUE, OR LOSS OF USE, ARISING OUT OF OR
RELATED TO THE CONTENT, WHETHER SUCH DAMAGES ARISE IN CONTRACT, NEGLIGENCE,
TORT, UNDER STATUTE, IN EQUITY, AT LAW, OR OTHERWISE, EVEN IF PYMNTS HAS BEEN AD-
VISED OF THE POSSIBILITY OF SUCH DAMAGES.

SOME JURISDICTIONS DO NOT ALLOW FOR THE LIMITATION OR EXCLUSION OF LIABILITY
FOR INCIDENTAL OR CONSEQUENTIAL DAMAGES, AND IN SUCH CASES SOME OF THE ABOVE
LIMITATIONS DO NOT APPLY. THE ABOVE DISCLAIMERS AND LIMITATIONS ARE PROVIDED BY
PYMNTS AND ITS PARENTS, AFFILIATED AND RELATED COMPANIES, CONTRACTORS, AND
SPONSORS, AND EACH OF ITS RESPECTIVE DIRECTORS, OFFICERS, MEMBERS, EMPLOYEES,
AGENTS, CONTENT COMPONENT PROVIDERS, LICENSORS, AND ADVISERS.

Components of the content original to and the compilation produced by PYMNTS is the prop-
erty of PYMNTS and cannot be reproduced without its prior written permission.

Working Capital Tracker® Series is a registered trademark of What's Next Media & Analytics, LLC
(‘PYMNTS?).
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