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Why are customer paying late in 2024

Personal Priorities Lack of prompts Strategic delays

Channels used Lack of direct contact Friction in the process
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Simple behavioural science 

Social Norms

Simplicity & Clarity Visual Cues

We buy on recommendations.
We make decisions often with consultation
-
Use success stories, just like Trustpilot….

We expect a personal service now
We expect a good experience
-
One shoe does not fit all 
Create more templates based on your data 
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UK use of communications technology

Ecommerce spend in 2023:
China - $3,023 billion
United States - $1,163 billion
UK - $195 billion

Most used consumer 
device in the UK 
as of December 2023

Source: Statista 2024
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The decline in tradition communications

Source: Ofcom / operator data. Royal Mail end-to-end is an Ofcom calculation and refers to Royal Mail total
letters, excepting access. Figures exclude international. Access volumes include small volume of access parcels.

2024 Projected

4,200 – 4,500
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Friction in options offered

6 Stages of friction!
1 Login to the site
2 Make a request
3 Select an area
4 Select what to pay

5 Select type of service
6 Finally fill in a form!

Automated 
telephone 
payment service
Call 020 8459 1000
and select option 1. 

Please have your 
Council Tax number 
to hand.

Slow and tedious
1 Open to errors creating 
orphan payments
2 Time consuming

3 Expensive to support

glocom://02083791000/
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Friction in the process = losing payments

6 Stages of friction!
1 Login to the site
2 Make a request
3 Select an area
4 Select what to pay

5 Select type of service
6 Finally fill in a form!

Automated 
telephone 
payment service
Call 020 8459 1000
and select option 1. 

Please have your 
Council Tax number 
to hand.

Slow and tedious
1 Open to errors creating 
orphan payments
2 Time consuming

3 Expensive to support

Open Banking Payments = Is now removing that friction

glocom://02083791000/
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Speed of reaction and response

90 

Seconds

3-33 Days 

if at all!
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Behaviour shift in telephone habits

Behaviour change

Fraud and Scams

Messaging Apps

Source: Telsolutions Ltd Billing reports Jan - December      
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UK / global issue affecting SMS Text & Email messages
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Why SMS Text Messages aren’t private or secure

Pre Pandemic 1100 campaigns (2019 - 2020) x 500 case average load

Standard services Responses

Basic SMS Text link activation 57 36 14 0 0 107 21%

Results - 450 live campaigns (2022) x 500 case average load

Standard services Responses

Basic SMS Text link activation 33 33 4 0 0 70 14%

Results 2023*  47 live campaigns x 500 case average load

Standard services Responses

Basic SMS Text link activation 26 18 1 0 0 45 9%

28 Day response cycle

28 Day response cycle

28 Day response cycle
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SMS text messages shortcomings

Sender ID 
representation

Limited 
personalisation 
options

Limited message 
length and options

No reporting or 
feedback

Copied in seconds
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Enhanced Messaging Option - SMS WebForms

DPA page with instant 
language translation for 
customers.

Activity tracking on links and  
chat options.

Text:
PVCC – Revenues Example
SURVEY – Survey Example
Student – CTAX exemption

07860 019301
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Secure SMS – RCS bringing customer workflow

Right party validation
Essential for data security and customer confidence.

Registered sender 
High response rates due to confidence that the message is genuine.

Customer behavioural insight and reporting
Gain insight for debt recovery for vulnerability & propensity to pay.

Programmable conversations
Revenue officers will save time & reducing inbound call volumes.
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15

RCS customer function carousel

15

90%
People felt this was 
better than the SMS 

Increase in people 
choosing to engage for 
support or help

60%
Increase in people 
choosing make a 
payment

55%

90%
People felt more 
reassured 
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Interaction messaging – behaviour uplifts

Higher self-service rates – Reduces inbound call volumes.

Interactive work-flow – Conversational – What we want.

Security & ease of use - Changes our perception & engagement rates.



For application details on Local Authority Services

Designed and developed by Daniel Pearce.

Daniel Pearce

Director of Development & Sales

01279 456 679

daniel.pearce@telsolutions.co.uk

Daniel Pearce

@collectionnow
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Get in touch

Telsolutions Ltd
We are the Pilgrims, master; we shall go
Always a little further: it may be
Beyond the last blue mountain barred with 
snow,
Across that angry or that glimmering sea,
White on a throne or guarded in a cave
There lives a prophet who can understand
Why men were born: but surely we are brave,
Who take the golden road to Samarkand.

Create better 
conversations

Change 
behaviour

Create better 
outcomes 
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