Innovative Practice in Billing:
Postcards

Michelle D. McBride, MSA
St. Charles County Missouri
Collector of Revenue b
Email: mmcbride@sccmo.org

Phone: 636-949-7900 Ext 3976
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2 Overview

* Billing Methods in St. Charles County

Statements/Envelopes, Electronic, Postcards

* The Need for Change
Delinquent Bills — No Original Bill

* The Who, What, and How of Postcards

Better Customer Service while Saving Money




Billing Methods in St Charles County Missouri

Paper
Color-coded
Blue for Personal Property

Yellow for Real Estate
Statement, Remittance Envelope, Outer Envelope

Electronic (Flat files, Excel Files, Word Files, ... Email)
Mortgage Companies/Taxing Services
L= Leasing Companies
- Multi-Parcel Owners (Builders, Developers, Investors, etc.)

Postcards ———
Real Estate — all parcels -




" Why Postcards?

Communication &




v Before Postcards

Real Estate Bills only mailed if NO
Mortage Company or Taxing Service
Requested Bill

Erroneous Requests
Mortgages Paid Off
Delinquent Bills not sent out until April




Before Postcards
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Y

% Purpose of Postcards

-

* Every parcel owner gets a “statement”
Payable or Informational
» All taxpayers informed of tax allocation

« County saves money while providing
. “'. oy “‘
better customer service ¢ 4




Postcard Design

Yhichekle T Sclirid:

li"
IMPORTANT
TAX STATEMENT

n Lo
. FARTRE OTEVES
Pt LI X !
TUVTHEE W B f | . e
i i ]

b Ll yma B Ul Bl i B

Back:
Parcel Identifiers
Tax Allocation Detalil

Front:
Office Hours, Phone Number
Web address (Online payment)
|dentified as “IMPORTANT”
Tax Statement with County logo
Informational/Payable naotification
Taxpayer’'s Name and Address
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Barcode and Scan Line for Batch

Check Payable Information

Due Date
NACHA Disclosure
Overpayment Policy
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Financial Impact

Before PC

1st PC Year

Change

Fold-Over
Bills

Year

2006

2007

2008

2009

2010

# RE Bills

51,720

127,511

75,791
147%

127,604

126,394

121,779

Cost

6,620.16

4,450.13

(2,170.03)
-33%

7,656.24

7,722.67

7,440.69

Printing

Approx Per

0.13

0.03

0.06

0.06

0.06

E@;j




Ramifications of First Mailing

Phone Calls

Letters/Emails

Newspaper “Sound Off” spots

=
“Free” Publicity for just over two months...



Top Complaints of First Mailing

“Everyone can see my information.”

“| have nothing to keep for my records.”

“| thought it looked like junk mail.”




/' Second Attempt....
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£ Billing Reflections B

Taxpayers are unique...
The best billing method for one
may not be the best billing method for all.

Any Change will bring

reactions — typically a

mixture of positive and
negative.







