


• City’s existing Interactive Voice Response (IVR) system discontinued 
due to escalating costs from service provider
• Impact to Utility Customer Service staff

• Added workload average of 15 minutes per payment call

• Estimate 160-175 calls per week

• Customers #1 request—recurring payments via credit cards
• Also wanted to pay by text or other mobile, more convenient options

• City wanted to limit sensitive customer information on our network so we 
resisted developing options in-house that would requiring storage of this 
information 



• Action Step requested FY 2016-17 budget to find a service provider 
for enhanced payment solutions for utility billing
• Funding approved

• Bid awarded July 17, 2017 to Paymentus

• Testing & implementation most of FY2017-18

• IVR system live June 21

• Online/Mobile solutions went live on Aug 24

• Utility kiosk originally purchased for MARTY was transferred to City 
Hall, replacing night drop and went live August 27 



Mail – processed offsite via Lockbox

Bank Draft – with a $1.50 monthly discount

Walk In - over the counter personal assistance

Located at the Annex
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Toll Free access: 
1-844-410-6783
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Press the ‘EDIT’ button on the Account Summary



Check a balance and pay in seconds. No website to visit. No email to open. No password to remember.



MailBank Draft Walk-InNight Drop


