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Taking the effort out of debt recovery 

and benefit adjustments 

How Esendex’s automated workflows work

Council Tax Collection 

For one council, adopting SMS as a means of chasing late payment of council tax led to a dramatic 
reduction in the volume of letters sent, and less time taken to collect overdue debt.

Initially, the SMS reminders were designed to direct residents to a call centre who would manage the 
payment process.

More recently, the Esendex team developed an enriched SMS solution to take the emphasis off inbound 
calls, and give residents more options for self-service.

City Council Details

100%3:40 PMUK

Messages

Mr John Smith, please note that your Council 
Tax for Glenn Road is £140 in arrears. If this 
payment is not received by 09/05/2016 further 
action may be taken which could result in £74 
costs. You can pay on our automated line 
0345 356 5758 or at http://bit.ly/1QbIi3g. 
You will need your reference to pay. If you do 
not know it, reply to this message with your 
postcode.To discuss your account ring 
0345 356 5758 Monday to Friday, 8.30 to 5.30, 
and select option 2. If you have paid in the last 
few days please ignore this message. Reply DD
to find out how to pay using Direct Debit. Reply 
DEBT if you are experiencing debt problems. 
What hapens if I don’t pay Council Tax? Reply 
INFO or click http://bit.ly/1QbIi3g to find out.

Personalised with the resident’s 
name, address, and the amount owed

Interactive Voice Response (IVR) 
allows payments to be securely made 

over the phone without speaking to 
an operative

Residents can check their  
reference by replying to the text 

with their postcode to receive an 
automated response

Advises of the implications  
of non-payment

An embedded link takes the  
recipient to a self-service web  
form to take payment

The option to speak to the call  
centre is still available

Finally, the resident can get further 
information and advice delivered 
automatically to their mobile phone

On average 29.4% of SMS recipients make a payment, of which 87% are made through self-service 
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Benefit Adjustments
Our API makes it simple for councils to notify benefit customers of overpayments and make it easy 
for them to pay the money back. 
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The workflow starts with an SMS automatically generated from a signal in the council’s Revenues and Benefits software, which uses a 
series of customisable templates to create a personalised message for the customer.

They’re offered three options for repayment: firstly, a link to a Mobile Journey, a personalised online payment portal, specifically 
designed to be simple to interact with on a mobile. 

Secondly, the customer can make a payment over the phone, using Esendex’s secure Interactive Voice Response (IVR) technology. 

Finally, the customer can engage with the council via SMS; either two way live conversations with an agent, or by texting a keyword to 
receive an automated response (such as ‘DEBT’ which can prompt information on how to handle difficulties making repayments).


