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CLIENT DESCRIPTION 

World’s largest media and communications conglomerate 
providing products and services across filmed entertain-
ment, networks, internet services, cable services, and   
publishing; annual revenues are ~$47B. 

BUSINESS CHALLENGE 

Challenges included poor implementation of process and  
insufficient reporting tools for the internet service         
segment’s billing function; this resulted because of partner-
ships with multiple 3rd party cable companies; the net    
result was poor customer experience because of incorrect 
billing and insufficient info to triage customer service    
complaints. 

ACTIONS TAKEN 

 Reengineered and deployed new business processes to 
manage billing anomalies 

 
 Conducted interviews and workshops to identify manage-

ment reporting requirements for billing anomalies 
 
 Created report prototypes and conducted stakeholder 

validation sessions to ensure mock-ups represented user 
requirements 

 
 Developed an on-demand web reporting tool to house 

and distribute management reports 
 
 Conducted training and validation sessions to ensure end 

users accepted and understood the an online reporting 
tool’s capabilities 

BUSINESS BENEFITS 

 Enabled the client to improve their billing processes 
when partnering with 3rd party cable companies 

 
 Improved cash flow management by ensuring customers 

were being billed correctly and in a timely manner 
 
 Improved the customer experience and reduced the 

number of end user reported complaints related to bill-
ing issues 

 
 Provided representatives with the required customer/

billing details to address customer service complaint 
calls 

ABOUT US 
 
DOWN Customer Consulting Group is 
a management consulting firm      
focused on adding value to your    
organization by developing new   
customer insight, a focused and    
actionable customer strategy, and 
the necessary processes and tools to 
enable meaningful  customer         
interactions. 
 
Whether you think of your customers 
as B2C, B2B, or internal and regard-
less of your industry - DOWN        
Customer Consulting Group can     
deliver unique and practical          
approaches to your problems. 
 
We bring cross industry and cross 
functional expertise in management 
consulting, data analytics, strategy 
development, change management, 
and project management to every 
engagement. 

GETTING STARTED 
 
Want to learn more about analytics, 
business intelligence, strategy      
development, or how we can help?  
Give us a call in order to develop the   
optimal service approach for your       
organizational situation. 
 
Email: info@downconsulting.com 
 
Phone: 773.401.2822 


