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Challenges in O2C Customer Engagements

� Customers have demand for more reusable and manageable service-oriented 
components for Order-to-Cash (O2C) solution so they can be easily re-configured 
and managed to adapt to business changes quickly. 

� Flexible Selling
� Streamline customer’s O2C business process through reusable services assets to satisfy various 

customers’ requirements

� Keeping Current IT Investment
� Require O2C process to be integrated with their legacy applications such as SAP ERP, SCM, and 

PLM

� Quick Transformation
� Process Perspective: Need toolkit and method to speed up the transition.  
� Infrastructure Deployment Perspective: Need repeatable assets for quick solution deployment or on 

demand O2C service delivery platform 

The goal of this end-to-end SOA based O2C solution is to help make 
customer’s O2C process more flexible and profitable .
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Order to Cash Solution Requirements

� Requirements:
� Once the sales are done, the toughest job is to collect payments from customers within a 

certain time period. 

� A key business component of this transformation is the optimization of Order-to-Cash 
(O2C) process which must be highly flexible and effective to deal with these new sales 
modalities. In this environment, the complexities of the O2C business process can cause 
revenue leakage problems in the O2C process lifecycle. 

� the quality of services of collecting payments or issuing credits is directly tied with 
customer relationship management. 

� The O2C lifecycle includes customer acquisition , order management , risk 
management , order fulfillment, customer billing, credit managem ent, 
collections and dispute management, and cash applic ation .
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Mathematic Model for Financial Analysis of Dispute Management 
Process 

� Among them, dispute 
management is an 
important means of 
minimizing the revenue 
leakage through the lifecycle 
of O2C. 

� Dispute Management 
process includes dispute 
identification, dispute 
creation, dispute escalation, 
dispute resolution, and 
dispute reporting 

1.Dispute identification
2. Dispute creation
3. Dispute escalation
4. Dispute resolution
5. Dispute reporting

Amount of Deduction 
Request

Amount of Issued 
Credit 
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Dispute Management Process Templates and Modeling

Order could be a product or a service
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Order-to-Cash Process Componentization: three competencies 
represent the core aspects of the Order to Cash Lif ecycle

� Order-to-invoice Service
� Order management 

� KPI: percentage of orders received electronically, 
percentage of customer calls taken on initial contact 
and number of order input errors

� Credit check
� KPI: average credit approval cycle time and 

percentage of debt 

� Billing and Invoicing
� KPI: percentage of invoice accuracy (i.e., the 

proportion of invoices with invoice errors relative to the 
total number of invoices raised); percentage of invoices 
requiring manual intervention; and percentage of 
invoices issued electronically

� Invoice-to-cash Service
� Cash Collections

� KPI: percentage of cash collected within agreed credit 
terms (excluding invoices subject to customer query) 
and percentage of cash collected electronically

� Dispute management
� Cash application

� Order-to-Cash Management Service
� Business Intelligence, Customer Management, 

Inquiry and Quotation, Reporting and analysis
� Order fulfillment

� KPI: percentage of orders delivered to customers in full 
quantity at the specified time 
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Opportunity Identification & O2C Process Improvemen t

� How to reduce Days of 
Outstanding (DSO)?

� Opportunity identification 
based on O2C business 
process modeling

� Simulation and analysis for 
identifying Direct Costs, 
Trapped Working Capital, and  
Profit Leakage
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Lifecycle of BizCasting
-- Communicate Business Events and Activities to Con tinuously Improve  Business 
Performance
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Business RSS Information Exchange Framework (BRIEF)  

� A new Business RSS Information Exchange Framework (BRIEF) is presented to 
provide a uniform way of describing different kinds of business resources. 

� BizRSS includes BizResource RSS feed, BizKPI RSS feed, and BizMgmt RSS 
feed.

BizRSS

BizResource
RSS

BizKPI
RSS

BizMgmt
RSS
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O2C Business/IT Software Componentization and SOA S olution 
Delivery Framework

� Layered SOA solution stack (building blocks) for web-services-based Order-to-Cash solution 
delivery framework (presentation layer, process layer, service layer, component layer, 
infrastructure layer, QoS and business performance management layer)
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Summary

� O2C Business Process Componentization and 
Analysis
� O2C Process Models with KPIs

� O2C Process Componentization 

� Continuous O2C Process Optimization 

� O2C Software Componentization 

� BizRSS


