
The City of Parramatta faced a common challenge shared by many local
governments: modernising their rate payment system to meet the evolving needs of
their community and improve internal efficiency. This case study explores how City of
Parramatta tackled this challenge by partnering with Payble, Australia's first and only
payment experience platform for local government. The results? A remarkable 96%
ratepayer satisfaction score and a dramatic shift towards a seamless and
customer-centric approach to rate payments.

Introduction

Case Study: How City of Parramatta
achieved 96% ratepayer satisfaction with
Payble’s payment experience platform

Background
Parramatta, a vibrant urban center in
New South Wales is experiencing rapid
growth and development. Its population
has been steadily increasing, currently
exceeding 250,000 residents. This growth
is projected to continue significantly over
the next decade, driven by factors such
as the development of Western Sydney
Airport and infrastructure projects like
the light rail and metro. 

However, this growth has also brought its
challenges. The rising cost of living,
exacerbated by increasing house prices
and utility costs, has led to a growing
financial strain on ratepayers. This stress
is reflected in the rise of debt levels in
local governments across Australia, 

with Parramatta facing an arrears rate of
6.8% prior to engaging Payble. Despite
these financial pressures, Parramatta's
house prices have also highlighting the
need for more flexible payment options
to make rates more manageable for
ratepayers.
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The Challenges
Before partnering with Payble, the City of Parramatta faced several significant
challenges in managing ratepayer payments. These obstacles not only strained
council resources but also affected the financial well-being of its residents. Key
challenges included:

Manual Processes
The existing direct debit process involved substantial manual labor, consuming
a significant amount of staff time. For example, creating and managing direct
debits required 1,500 to 2,000 hours per year, while handling basic rate-related
inquiries took an additional 500 hours. Setting up and managing payment
arrangements consumed another 200 to 300 hours annually. Even managing
failures and dishonored payments demanded 100 hours of staff time. In total,
these manual processes resulted in an estimated loss of 2,000 to 3,000 hours
of valuable team time annually.



High Transaction Costs
Traditional payment providers charged high transaction fees, adding a
significant financial burden on both ratepayers and the council. Transaction
fees ranged from $0.70 to $3.20 per transaction, compared to direct debit
costs that could be as low as $0.05 per transaction. This disparity highlighted
the need for a more cost-effective solution.

Lack of Collaboration
Internal team collaboration was fragmented, leading to inefficiencies and
delays in resolving customer inquiries. For example, a simple rate payment
inquiry could involve multiple teams, from customer service to finance,
requiring a multi-step process and communication across departments.



High Debt Levels
The financial stress faced by ratepayers led to a rise in rates arrears,
impacting the council's revenue and requiring resources to be devoted to debt
recovery. The arrears rate was expected to rise from its current level of 6.8%,
amounting to $17,000,000 per year. 

PCI Compliance
Offering secure credit and debit card payments was a significant hurdle, with
the internal management requiring council to achieve and maintain
independent PCI compliance, a complex and costly undertaking. 

Credit and debit cards could not be stored without council needing to achieve
this independent compliance. This limited the payment options available to
ratepayers and hampered the council's ability to respond to the increasing
demand for card payments.
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The Payble Solution
To address these challenges, the City of Parramatta chose to implement Payble,
Australia’s first and only payment experience platform for local government. This
decision was driven by several key factors:

Cost-Effective
Solutions

Automation of Direct Debits 
Payble's platform streamlined the direct debit process, eliminating the need for
manual data entry and file processing. This automated system allows
ratepayers to easily set up and manage their payments online, reducing the
workload on council staff and ensuring more efficient payment collection.

Flexible Payment Options
Payble offered ratepayers three payment options to suit their individual needs:
one-off payments, where ratepayers could make a single payment for a
specified amount; autopay, where ratepayers could set up automatic
payments for their annual rates or installments; and flexible payments, where
ratepayers could schedule regular payments (weekly, fortnightly, or monthly),
offering greater control and flexibility in managing their budgets. 

- Team Leader Rates and Receivables 
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Self-Service Management
Payble's platform offered self-service management features, reducing the
need for ratepayers to contact council for simple requests. Ratepayers could
skip their next payment, with the skipped amount automatically redistributed
across future installments; and cancel their payment plan, providing them with
greater flexibility in managing their financial commitments. 

Cost-Effective Solutions
Payble's transaction fees were significantly lower than traditional payment
providers, resulting in cost savings for both the council and ratepayers. This
made rate payments more affordable and efficient. Council also saw a
reduction in costs related to printing and postage for rates, with over $340,000
spent annually in these areas previously.

PCI Compliant Card Payments
Payble's platform was PCI compliant, enabling secure credit and debit card
payments without requiring council to undergo the costly and time-consuming
process of achieving independent PCI compliance. This provided ratepayers
with a wider range of payment options and improved convenience.

Direct Debits at City of Parramatta
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Implementation Process
The successful implementation of Payble at the City of Parramatta was the result of
careful planning, coordination, and collaboration between the Finance, IT, and Rates
teams.

The implementation process began with a comprehensive
assessment of the council's existing systems (Infor Pathway)
and payment processes. The Finance, IT, and Rates teams
worked closely to identify key areas for improvement and to
develop a detailed implementation plan. This plan included
timelines, resource allocation, and contingency measures to
address potential challenges.

In conjunction with the Payble team - the City of Parramatta
requested some of the following modifications to the payment
experience to suit their particular financial processes 

1. Planning and Coordination:

2. Configuration



Comprehensive training sessions were conducted for council
staff to ensure they were fully equipped to manage the new
system. Council staff were shown how to view necessary
information in Infor Pathway, how to log into Payble’s back end
system for further configuration and reporting & were taught
how to enable ratepayers to securely pay their obligations to
council via secure SMS rather than over the phone 

3. Training and Support:

Payble provided assistance in designing the new Parramatta
rate notice and producing marketing materials designed to
improve take up on the new service 

4. Marketing and awareness



The City of Parramatta saw a significant uptake in automated
payments, improving cash flow and reducing manual
processing​

The implementation of Payble has brought about significant improvements at City of
Parramatta including:

3,000 New Direct Debits in the First Month:

Results

Ratepayers rated their payment experience 96 out of 100,
reflecting the convenience and flexibility offered by Payble.
Positive feedback included praise for the mobile-friendly system
and the reassurance provided by automated payment reminders​

Positive Ratepayer Feedback:

The automated system saved thousands of hours previously
spent on manual processing, enabling staff to focus on more
proactive work

Time Savings:

By allowing flexible payment options, Payble helped prevent
debts from becoming overdue, alleviating the financial burden
on residents and reducing the council’s need for aggressive
debt recovery measures

Reduced Bad Debt: 

- Team Leader Rates and Receivables 
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Book a demo today

"The feedback we have received is
amazing - someone even said whoever
implemented this deserves a pay rise"

- Liz Bailey
(Team Leader IT
Business Applications)

"93,000 ratepayers can now select
whether or not they'd like to pay rates
weekly, fortnightly or monthly via
direct debit, credit or debit card"

- James Hickmott
(Senior IT Co-ordinator)

Further resources

Why Councils Around the World are Using Payble

Recently, we talked to the team at
Greater Dandenong Council about
their journey switching from manual
to digital payment arrangements for
ratepayers. To view the full
conversation, head here.

Curious about how these solutions can work for your council? 

and see the difference.

https://payble.com.au/book-a-demo
https://www.youtube.com/watch?v=txb11J_d0-4
https://www.youtube.com/watch?v=txb11J_d0-4&t=56s

