DOXO FAQs
What is DOXO?

Doxo is a paperless billing and bill pay service that enables the general public to connect and
make payments to multiple billers and service providers, all under one “convenient” login. Within
a doxo account the general public can pay bills, manage documents, and manage connections

with different providers.
Doxo is not affiliated with a specific utility or municipality.

It is a legitimate service that accepts payments from the general public and provides payment to
billers.

Why are customers using DOXO?

When doing a google, or any other, search for a utility it can easily come up in the results like the

example below.
The first one is the utility’s actual payment portal, the URL tells us that.

The second one is doxo’s portal, but the description above the URL, which is what the general

public usually go by, reads more like it would be the correct place to pay a bill.

Customer Web Portal: Log In

https:// epayub.com/ =

Payment Portal Utility Board. ... Quick Pay. Don't have an account? Register here. Quick Links.
Customers. Safety. About Us. LinkedIn. Facebook. Twitter.

City of - Utilities (AL): Login, Bill Pay, Customer Service and ...
hitps:/www.doxo.com/info/ tilities-al «
City of - Utilities (AL) login and bill pay links, customer care, service, support and contact info.

As you can see it would be very easy for the general public to be misled and click on either
option.

Below is what the doxo site looks like. For someone making a first payment or aren’t familiar

with the utility’s actual web portal, it could easily be viewed as such.



= Qdoxo

Pay your City of [l - Utilities (AL) bill

How does DOXO work?

Doxo processes a payment then mails a check to the biller/utility.

Payment processing details on DOXO website:

“The default payment completion date is usually the next available weekday after the processing
period. Here are some helpful facts:

1. When you schedule a payment, you will be shown the date of withdrawal and the date your
payment is received by your biller.

2. Credit and debit payments will spend 1 business day processing before being sent to your
biller.

3. ACH payments made with account and routing numbers will spend 3 business days
processing before being sent to your biller.

4.0nce the biller has the payment, it will take up to 2 business days for the provider to post it to
your account. This is the “pay on” date displayed by doxo.

5. Withdrawals will be posted by your bank the day after the payment begins processing. This is
the withdrawal date displayed by doxo.

The best reference for you is your payment confirmation emails, which specify each of the
following:

. Pay by: This date is the date by which your biller should have acknowledged your payment.

. Withdraw on: This is the date funds are removed from your bank account.

Payments are withdrawn before the date of completion; this is perfectly normal and necessary
for a payment. If your biller does not reflect the payment by the day after the payment date,

please feel free to contact doxo support, and we'll be happy to help figure out the problem.

If you're concerned about your payment, you can rest assured we will deliver it safely. We are,

after all, hard at work to create the most reliable third-party payment network in the U.S.” — doxo
support.



CUSI customer experiences:

Payments are sent from doxo to the biller by mail via check. Which greatly delays actual
payment receipt date. Utilities have said they don’t receive payment anywhere from 5 days to 2
weeks.

How can DOXO cause issues?

Fee’s charged by DOXO:

“Doxo is an alternative payment option for many service providers. Because it costs us money to
process payments, and these service providers don’t pay us for this service, we must charge a
fee to cover the costs of operation. Since doxo is simply an option, you're not obligated to use
our service if you don't like the fee. We encourage you to do what makes the most sense for

you.

Based on research, doxo charges $3.99 to process each transaction or $9.00 a month for

subscription.

Delinquency charges due to delayed payment:
Because doxo mails a check to billers it takes several days for utilities to receive the payment.

In turn, delinquency fees can be charged to customers and even services being shut-off.

For example:

Payments are due on the 15th, customer X pays their account balance the morning of the 15th
through doxo. The payment isn’t applied to their account balance, as customer X expected.
Delinquency are added to their account and their service is shut-off due to non-payment.

However, customer X has a receipt for payment in full on the 15th,

The same scenario can happen to customer’s payment a few days or weeks prior to the due
date.

Can I stop customers from using DOXO?

Unfortunately, no.
Many utilities have posted warning messages on their web sites informing their customers to not
use doxo to pay their bill. Included in these messages are issues that could happen when

payments are made through doxo, such as payment receipt delays and possible additional

charges.

The following contact options are provided on Doxo’s website:



Submit a request: https://support.doxo.com/hc/en-us
Phone: 206-319-0097
Fax: 206-319-0225

Email: press@doxo.com



