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Case Study: Indirect Tax - Communication Services

How OneBill flips the 
script on complex billing 
and revenue management



Today’s communications service providers are 
stuck in a proverbial best-of-times, worst-of-
times paradox.

On the plus side, the COVID-19 pandemic 
pushed the volume and length of calls up 
— to the tune of 800 million calls a day on 
Verizon’s network alone in 2020, with calls 
lasting 33% longer on average than they did 
pre-pandemic.1 “We’ve become a nation that 
calls like never before,” Jessica Rosenworcel, 
of the Federal Communications Commission 
(FCC), explained to The New York Times. “We 
are craving human voice.”2 

“Billing for the 
communications 
industry is very 
complex, because of 
the consumption-based 
pricing. You’re tracking 
rates based on the 
type of call — toll-free 
calls, local, or long-
distance — length of 
call, time of day, as well 
as other variables. So, it 
makes it very, very hard 
for communications 
companies to capture 
subscriber usage and 
monetize that usage 
accordingly.”

— JK Chelladurai 
Founder and CEO of OneBill
Silicon-Valley

Attempting to satisfy that craving, though, 
comes at a high cost for communications 
companies. Collectively, they have an 
average customer churn rate of 22%, and an 
industry Net Promoter Score® (or “NPS,” an 
essential customer satisfaction measure) 
of just 31, ranking them well behind 
healthcare, professional services, consumer 
packaged goods, and virtually all other 
sectors.3 

Why the poor showing? A lack of 
transparency and an excess of complexity 
in billing are partly to blame. The typical 
monthly statement for a communications 
services consumer can be a perplexing, 
multipage litany of charges, fees, and 
taxes — sent by a billing team charged 
with preparing that same statement by 
extracting just the right figures from 
disparate databases that cover everything 
from customer account and discount 
information to payment and tax data. 

That’s precisely where JK Chelladurai 
(widely known as JK), founder and CEO of 
Silicon-Valley company, OneBill, saw an 
opportunity to disrupt consumption-based 
billing management and improve customer 
experiences in the process.

Shaking Up the Status Quo 
JK’s vision for OneBill was both to improve 
automation of the “quote-to-cash” lifecycle 
and to streamline billing and revenue 
management by creating an end-to-end, 
cloud-based platform that integrates systems 
in multiple key functions, including tax. 

“Really, OneBill is like an ‘BSS [business 
support systems] and OSS [operations 
support systems] solution in a box,’” JK 
explains. “Our product suite includes 
modules for configuring pricing quotes, 
order management, customer relationship 
management, real-time provisioning and 
activation of services, channel partner 
reselling and management, billing and 
invoicing. And taxation, of course, is a major 
piece of our product suite.”  
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With clients spanning more than a dozen 
industries across four continents, OneBill 
has generated considerable traction 
with communications companies, which 
represent a majority of OneBill’s customer 
base.

“Billing for the communications industry is 
very complex, because of the consumption-
based pricing,” JK says. “You’re tracking 
rates based on the type of call — toll-free 
calls, local, or long-distance — length 
of call, time of day, as well as other 
variables. So, it makes it very, very hard 
for communications companies to capture 
subscriber usage and monetize that usage 
accordingly.”

OneBill’s solution to that problem is what 
JK describes as the “cloud evolution of 
the communications industry,” a platform 
that’s especially attractive to new service 
providers who are offering unified, IP-
based communications services. The 
cloud-based platform’s pay-as-you-go 
pricing allows OneBill clients to avoid 
the considerable capital expense that 
traditionally accompanies the successful 
implementation and integration of complex 
billing systems. 

Yet it’s not only the up-front costs of those 
systems that keep C-suite executives up 
at night: CFOs, in particular, also have 
considerable concerns around taxation and 
compliance. 

“Ensuring compliance and taxation is a 
primary consideration for the CFOs we 
work with,” JK adds. “So how they map our 
product to their various taxation codes, 
how they make sure taxes are calculated 
correctly, and how those taxes are reported 
to various jurisdictions are all very 
important to them.”    

Keying on Critical Billing Dynamics 
Roughly a quarter of OneBill’s client base 
are first-time users of taxation software 
who are just getting their feet wet (and 
trying to keep their chins above water) in 
tax compliance. The inherently intricate 
nature of tax calculations in telecom adds 
to the complexity of those efforts.

Some clients, for example, prefer to 
accumulate all the charges and then 
calculate the taxes at the end of a standard 
billing cycle. Others want to do calculations 
in real time, which introduces another 
critical requirement: scalability.

“When you’re talking about real-time 
taxation, scalability is a crucial factor. 
Because ours is a cloud platform, we’re 
making API calls to the tax engine for 
every single transaction,” JK explains. “But 
service providers are rating literally millions 
of calls, and you need to make a certain 
number of calls to the taxation platform to 
calculate taxes each and every time. So that 
could be a daunting task, making scalability 
and accompanying response time very, very 
critical.”
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If “scalability” is a key prerequisite in 
communications tax and compliance, 
“flexibility” isn’t far behind. Each service 
provider is challenged to adapt its taxation 
platform to fit its unique business needs.

For example, to calculate the federal 
Universal Service Fund (USF), each company 
has to configure its system to calculate its 
safe harbor percentage (i.e., the percentage 
of the company’s total call volume that’s 
interstate versus intrastate), identify any 
relevant quarterly changes, and then make 
appropriate adjustments in the way that tax 
is calculated.

Then there’s custom tax types: The FFC 
allows communications companies, for 
example, to add a carrier recovery fee to 
offset their costs attributed to expenses 

in billing and revenue management, 
compliance, etc. So, billing platforms have 
to be able to expand and adapt as local, 
state, federal, and even international 
regulations evolve. 

Scalability. Flexibility. Expandability. 
Everything OneBill’s customers were 
seeking for tax compliance finds a 
convenient home in one place: CCH® 
SureTax® from Wolters Kluwer. 

“Service providers are 
rating literally millions 
of calls, and you need to 
make a certain number 
of calls to the taxation 
platform to calculate taxes 
each and every time. So 
that could be a daunting 
task, making scalability 
and accompanying 
response time very, very 
critical.”

— JK Chelladurai 
Founder and CEO of OneBill
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Finding Certainty in CCH® SureTax®
While OneBill supports integrations with 
other tax software, CCH SureTax is the only 
tax product that it offers as a bundle with 
OneBill’s Revenue Management solution.  
Ultimately, as the company weighed its 
options for top-tier tax integration partners, 
OneBill ultimately chose CCH SureTax for its 
ability to deliver:

 • A true partnership framework: From 
Day One, the Wolters Kluwer team 
quickly aligned with the OneBill team 
to ensure a successful integration, 
answering questions, sharing expertise, 
and proactively pursuing shared go-live 
goals every step of the way.  

 • A robust platform: With CCH SureTax, 
OneBill customers don’t have to 
worry about connecting with different 
products to cull out sales tax and 
communication tax data. Through 
a comprehensive set of integrated 
modules, CCH SureTax makes it easier 
for service providers to get the right 
information right from the start, while 
the platform’s availability, scalability, 
and responsiveness helps them 
maintain efficiency while they grow.

 • Flexibility in configuration: Customizing 
an existing tax rate — or adding a new 
one — is quick and effortless in CCH 
SureTax.

 • Up-front registrations: OneBill and its 
clients save time by avoiding potential 
runtime errors through up-front 
registrations that verify user addresses, 
zip codes, etc. from the very beginning 
of a relationship with their subscribers.

 • Unmatched expertise in the telecom 
segment: CCH SureTax is known for 
being a pioneer in the indirect tax 
software category for the telecom 
industry. It has remained a leading 
solution for more than a decade 
due to the unmatched expertise and 
functionality it offers to telecom 
companies.

JK says that OneBill’s clients in 
communications services have capitalized 
on the advantages of CCH SureTax in 
different ways. For example, one client 
leveraged CCH SureTax to implement tax-
inclusive pricing to improve predictability in 
billing and, in turn, customer satisfaction. 

“When consumers get a monthly statement 
from their communications provider, it can 
be confusing when the current month’s 
bill doesn’t match the previous month’s, 
even though the consumer didn’t change 
any services or subscriptions. Instead, 
those different charges were simply due to 
a change in a tax element or tax rate,” JK 
explains. 

“Our customer didn’t want to deal with 
those uncertainties or variations — nor 
the inbound customer service calls those 
changes might generate. With tax-inclusive 
pricing, though, they can send a statement 
for the same amount each month to a given 
customer. So, for that client, we configured 
CCH SureTax for tax-inclusive pricing and it 
worked like a charm. It was a lifesaver for 
us,” he says.

JK notes that OneBill clients have also 
found the tax calculation and reporting 
features of CCH SureTax to be especially 
valuable, as well as the platform’s portal 
function. And since happy clients are 
typically repeat clients, OneBill customers 
— and JK — wouldn’t want it any other way. 

“Our relationship with CCH SureTax is a 
strong and long association,” JK says. “And 
we’ve used it to build up quite a bit of 
additional tax expertise in our company. 
When we started out, we wanted to disrupt 
the industry – we needed a solution that 
was highly automated, intuitive, and highly 
scalable. CCH SureTax has been that for 
OneBill and our clients. We really haven’t 
even thought about having this sort of 
an OEM relationship with any other tax 
software vendors because of the special 
relationship we’ve built with the CCH 
SureTax team.”

“We really haven’t 
even thought about 
having this sort of 
an OEM relationship 
with any other tax 
software vendors 
because of the 
special relationship 
we’ve built with the 
CCH SureTax team.”

— JK Chelladurai 
Founder and CEO of OneBill
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About OneBill and CCH® SureTax® Partnership

Type of tax: communications taxes

Years with CCH SureTax: since 2015

Average monthly number of transactions run through CCH 
SureTax by OneBill: more than 3 million

Number of OneBill’s clients using CCH SureTax: more than 30  

1, 2   The Humble Phone Call Has Made a Comeback. New York Times. Cecilia Kang. April 9, 2020.
3   Telecom NPS Benchmarks and CX Trends in 2022 | NPS in Telecoms. Extreme Benchmarks - 
 2021 NPS & CX Benchmarks Report. Cvetilena Gocheva. 

Contact information: 
Wolters Kluwer 
2700 Lake Cook Road 
Riverwoods, IL 60015 
United States 
800-739-9998

https://www.wolterskluwer.com/en/solutions/cch-suretax for more information.For more information, please visit

Challenges CCH SureTax helped to solve:  

• Inconsistent end-user billing experience 
• Scalability — inability to support customers’ business growth 
• Custom industry requirements for communication tax compliance
• Constant communication tax legislation changes
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