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Council Tax bill
The council was forced to issue a staggering 12,200 more council reminder letters than in the previous year - up 
to 67,344.

The courts also issued an additional 3,000 liability orders to force those not paying their tax to cough up. That 
figure now stands at 19,429.

Approximately £630,000 remained uncollected from council tax support scheme cases at the end of 2016/17 -
affecting about 5,500 people.

Rates of non collected revenue within local authorities



Data  - Gap filling



Data Appending example

Premium Mobile Search Charge

Records Loaded

Job 1 8314

Job 2

Job 3

Premium Mobile Numbers Available

Record Volume found

Job 1 787

Job 2

Job 3

Total Found 787

Consented Numbers Available

Record Volume found

Job 1 843

Job 2

Job 3

Total Found 843

Email Addresses Available

Record Volume found

Job 1 1554

Job 2

Job 3

Total Found 1554

Search dated Monday 19th March 2018



Moving from ‘Events’ to ‘Trigger processes’

•

•

•

•

•



Events – Trigger Process Results
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Trigger based automation against event based activity

Single Contact results SMS Text message

2500 cases 3x Test 

Day 1 Day 2 Day 3 Day 4 Day 5 Total

Single Contact results 231 125 79 35 12 482

SMS Text message 145 57 12 0 1 215

Postage 0 57 126 87 67 337

Treble Touch results 345 201 73 64 18 701

Trigger Based results 526 201 403 107 296 1533



Technology – Tools to achieve results



WebForms – Self service collections – trackable outcomes



Trigger Process (stage 1 pre-processing)

OBJECTIVES:

1 - Postal reduction 

primary objective.

2 - Load data Monday 

and walk away.

3 - Fully automated 

process.

4 - Adaptable for low 

value debts and high 

value strategies. 



OUTCOMES:

Charges are tightly  

fixed permitting:-

- Very low value 

debts tackled with 

ease.

- Process can be 

repeated twice (18 

customer touches), 

for less than the 

cost of 1 stamp per 

1 contact.

- Payment file 

suppresses active 

customers.

Trigger Messaging (stage 2 activity)

Reminder

response  

21%

Nudge

response 

16.12%

Final 

response

11.48%



Trigger Post Processing (stage 3 activity)

Outcomes:

- Customer will pay for you 

to go away! (Swiss model)

- Higher response rates.

- Reports show up to 9 

contact attempts with clear 

intentions or non-interaction.

- Invalid data can be loaded 

for appending based on 

economic value.

- Pursue debts down to £5 

in value.

Day 1 Day 2 Day 3 Day 4 Day 5 Total

Single Contact results 231 125 79 35 12 482

SMS Text message 145 57 12 0 1 215

Postage 0 57 126 87 67 337

Treble Touch results 345 201 73 64 18 701

Trigger Based results 526 201 403 107 296 1533



Trigger campaigns costs / income
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Contact Method comparison

SMS Northgate / Capita SMS charge Mailed Post (Total) Trigger Based Results

Response Rates

Day 1 Day 3 Day 5 Contacts Day Response Cost Income

SMS Northgate / Capita SMS charge £0.08 Per message 5.8% 2.28% 0.4% 3 8.48% £0.24 £7,712

Mailed Post (Total) £0.96 Per letter 0% 5.04% 2.68% 1 7.72% £0.96 £5,226.87

Trigger Based Results £0.13 Per 3 contacts 21% 16.12% 11.48% 9 48.60% £0.39 £26,658.87



Contact details – Trial offering for IRRV Wales members


