
TEIGNBRIDGE DISTRICT COUNCIL 

 
 

 

EXECUTIVE 
 
LEADER:  Cllr Jeremy Christophers                                                       

 
DATE: 
 

5 January 2016 

REPORT OF:  AMANDA PUJOL - BUSINESS MANAGER HOUSING & 
HEALTH 
 
 

SUBJECT:   REVIEW OF CUSTOMER PAYMENT METHODS 
 

PART I  
  
 
 
 
RECOMMENDATIONS  
 
The Executive is recommended to resolve that: 

 The Council continues to offer payments via Post Office and Paypoint 

 The Council stops taking cash payments at Forde House and Forde 
Road offices from 1 April 2016 

 The Council stops taking cheque payments in person at Forde House 
and Forde Road offices from 1 April 2016 

 
 
1. PURPOSE 

 
1.1 To gain Executive approval to renew the Post Office contract to process 
cash and cheque payments and stop taking cash and cheques in person at 
Forde House and Forde Road offices. Cheque payments will still be received 
by post or can be paid at the post office. 

 
2. BACKGROUND 
 

2.1 There are currently 34,452 transactions made to the Council each year 
using the Post Office and Paypoint. This is a cheaper method of payment than 
cash in person and geographically convenient for customers. 

 
2.2 The Council has a channel shift programme which aims to move 
customers to the most efficient and cheapest methods of payments for Council 
services. As part of this programme it is essential we consider the impact of 
continuing to offer cash and cheque payment facilities at our offices. 

 
2.3 The Dept for Communities and Local Government recognises that 
handling cash and cheque payments is expensive and recommends that 
Councils encourage alternative payment methods and close cash offices to 
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save money (50 ways to save-Examples of sensible savings in local 
government-DCLG Dec 2012) 
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/
39264/50_ways_2.pdf) 

 
2.4 Significant amounts of work have already been undertaken with 
customers, particularly Council Tax payers, to switch to alternative methods of 
payments such as direct debit, and other measures have been taken by 
individual service areas in an attempt to encourage customers towards more 
automated payments. Appendix I shows the cost to the Council by transaction 
type with direct debit and online banking direct to Lloyds being the most cost 
effective, quick and efficient ways for the Council to receive funds. To 
encourage customers to use more efficient payment methods, we have 
removed the option to pay by cash or cheque on invoices and 
correspondence, and we are no longer offering receipts for cheques at 
Customer Services. Cash and cheques received in person have the largest 
transaction cost for the Council to process (see Appendix I) and customers 
have continued to use these methods of payments despite the Council 
promoting other methods of payment.  

 

 
 
3.  MAIN IMPLICATIONS 
 

3.1 The Post Office and Paypoint offer a convenient way for customers to 
make payments to the Council and the total cost per transaction is less than 
customers paying in cash in person at the offices. 

 
3.2 If the Council stops accepting cash payments at Forde House and Forde 
Road offices customers can continue to pay cash at other local locations via 
the Post Office and Paypoint if they have a numeric reference within a bar 
code. There are 39 Post Offices throughout Teignbridge and encouraging 
customers to pay at these locations increases the value of transactions 
handled by the Post Office, thus improving their long term viability, particularly 
in rural areas. The cost of a cash transaction at Forde House is estimated to 
be £1.39 (see Appendix I), whereas the current cost of a payment at Paypoint 
is £0.45p, at the Post Office is £0.50p and by direct debit is £0.01p. These 
figures include both banking costs and staff time. Based on these figures the 

https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/39264/50_ways_2.pdf
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/39264/50_ways_2.pdf
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annual cost of taking cash payments is £7,696. This could be reduced if 
customers switched to alternative payment methods as can be seen below: 

 

Cost per 
Transaction 

Annual 
number of 

transactions 

Total cost 
to Council 
per year 

Annual cost 
if paid via 
Paypoint 

£0.45 

Annual cost 
if paid by 

direct debit 
£0.01 

Saving to TDC per 
year if customers 

switched to 
DD/Ppoint 

(this saving includes 
staff time) 

Cash £1.39 5524 £7696.00 £2485.80 £55.24 £7640.76 to 
£5210.20 

 
As part of our communication strategy we will be writing to customers who 
regularly pay by cash and promoting the cheapest transaction methods 
available to them e.g. direct debit or directly to Teignbridge Council via online 
banking/faster payments or standing order. 

 
3.3 Other Local Authorities in Devon have already stopped taking cash at their 
Council Offices and some Councils have installed cash payment kiosks in their 
reception. Feedback is that these are costly to purchase and maintain, and as 
customers can pay cash elsewhere, and we wish to reduce the footfall in the 
reception area, it is recommended that the kiosks should not be explored.  

 
3.4  Audit have also acknowledged that in their reviews of service areas that 
cash collection in some areas needs to be reviewed and one of the 
advantages to no longer taking cash would be that the Council would no 
longer need to report large amounts of cash receipts to National Crime 
Agency.  

 
3.5 Stopping cash payments at Forde House will offer benefits in terms of staff 
time.  Maintaining a cash service at Customer Services means the cash needs 
to be counted each day (approx 1 hr each day) and where a shortfall is 
identified, it can take up to three staff anywhere from 3 days to a week to 
investigate. Handling cash is also an additional stress factor for staff, 
particularly when there is shortfall identified. It will free up time in Customer 
Services to focus on other work and reduce the number of customer 
interactions at the front counter, therefore reducing waiting times for other 
customers. 

 
3.6 Analysis has been undertaken regarding the volume of cash transactions 
for each service area in order to ensure those customers have alternative 
methods of payment available to them. It can be seen from the table below 
that the highest numbers of cash payments are for Council Tax. Customers 
who wish to continue paying cash for their Council Tax can still do so at the 
Post Office or via Paypoint and have a wide range of other options available to 
them including direct debit, web payments and the automated payment line. 

 

Volumes of Cash payments Jan 15 – Aug 15 
 

Civica Debtors 41 

Council Tax 2049 
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County Court Debt 0 

Emergency Accommodation 54 

Housing Advances 8 

Misc. Income 809 

Multi-item Input 0 

Non Domestic Rates 55 

Parking Penalty Charges 37 

Rents PSL 3 

Sundry Debtors 76 

 
 

3.7 Miscellaneous income is the second highest volume of cash payments. 
Further work has been undertaken to identify the types of transactions that are 
being paid under miscellaneous income, the main findings are that the following 
areas of miscellaneous income have high cheque and cash usage: 

 Disabled Permits  

 Caddy Liners/Garden Waste Bags  

 Hackney Carriage related items  

Work has been ongoing with those services to implement other payment methods 
and to enable customers to pay in different ways. Licensing have agreed to 
review their processes and procedures to ensure cash or cheque payments are 
no longer required for hackney carriage licenses, and Parking have agreed to 
implement barcodes on penalty notices to enable customers to use Paypoint and 
the Post Office, and to review payment methods for disabled permits. Further 
work is also ongoing to minimise cash payments for parking and market stall 
holders. 

 
Concern has been raised about the new garden waste subscription scheme and 
the impact this could have on subscriptions if Waste no longer accept cash or 
cheque payments for the scheme. Analysis has been made of the subscriptions to 
date and from the table below it can be seen that taking this action is unlikely to 
have a significant impact on the number of subscribers to the scheme: 

 
 

Garden Waste scheme subscriptions   
payment methods 

No. of 
transactions 

% 

Adelante 17388 96.5 

Cash 230 1.3 

Cheque 66 0.4 

Postal Cheque 326 1.8 

TOTAL 18010  

 
 

3.8 Whist it can be seen from the graph in 3.1 that cheque payments have fallen, 
there has been a larger drop in cheque payments by post as opposed to cheque 
payments in person which are more expensive. 
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Volume Jan15 - Aug15 
Cheques in 

person 
Postal 

cheques 

Civica Debtors 10 49 

Council Tax 1012 3534 

County Court Debt 0 0 

Emergency Accommodation 3 1 

Housing Advances 0 0 

Misc. Income 727 763 

Multi-item Input 0 0 

Non Domestic Rates 58 576 

Parking Penalty Charges 4 218 

Rents PSL 0 0 

Sundry Debtors 59 634 

 
 

Within the miscellaneous income code are payments for Building Control, Land 
Charges and Planning. Often transactions for Building Control and Planning are 
made by third parties on behalf of customers hence the customer will often write 
a cheque to their agent rather than pay by card directly to the Council. Work is 
ongoing with those services which have high cheque usage to switch customers 
to alternative methods of payment. However it is recommended that we cease 
the ability for customers to pay cheques in person from 1st April 2016 with a view 
to stopping cheques in future. This will reduce the footfall in Customer services 
and enable officers to assist more complex customer queries or assist Customers 
with self help and online transactions. Customers who wish to pay by cheque can 
continue to do so by post or via the post office.  

 
3.9 A communication strategy has been developed to ensure all customers are 
aware of the changes and this will be implemented over the next 3 months. It 
includes writing to all customers who currently pay by cash and encouraging 
them to use other alternative methods of payment, or redirecting them to the Post 
office or paypoint. Stopping cash payments from 1 April 2016 gives customers 
sufficient time to look at alternative payment methods. 

 
 
4. GROUPS CONSULTED   
 

No external groups. 
 
Internally all Business Leads, Business Managers, and Section 151 Officer 

 
5. TIME-SCALE 
 

Cash and cheque payments in person would stop from 1 April 2016. 
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6. DATE OF IMPLEMENTATION (CONFIRMATION OF DECISION SUBJECT 

TO CALL-IN) 
 

10.00 am on Tuesday, 12 January 2016. 
 
 
Amanda Pujol 
Business Manager – Housing & Health  
 
 
Wards affected All 

Contact for any more information Amanda Pujol – Business Manager, Housing & Health 
Contact:  01626 215301 

Background Papers (For Part I reports only)  

Key Decision N 

In Forward Plan Yes 

In O&S Work Programme No 
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Appendix I 

    
Banking cost System cost Staff cost 

   

Method of Payment 
Number of 

transactions 
Yearly 

income £ 

Ranking 
(highest 
income 

first) 

Total 
Cost 

Cost per 
trans-
action 

Total 
Cost 

Cost per 
trans-
action 

Total 
Cost 

Cost 
per 

trans-
action 

Total 
Cost 

Cost 
per 

transaction 

Ranking 
(cheapest 

first) 

Paypoint 6,968 474,887 9 
16,390 0.48 - - 

119 0.02 
16,510 

0.45 3 

Post Office 27,464 3,251,479 5 478 0.02 0.50 4 

Direct Debit 445,901 79,132,672 1 4,609 0.01 302 0.00 438 0.00 5,349 0.01 1 

Direct to Lloyds 39,380 77,418,769 2 1,972 0.05 250 0.01 6,073 0.15 8,295 0.21 2 

Card – Automated 53,469 5,490,787 4 
13 

 
 

34,184 0.64 1,340 0.03 35,536 0.66 5 

Card – Manual 18,835 2,791,037 6 12,036 0.64 11,916 0.63 23,953 1.27 8 

Cash - in person 5,524 569,165 8 2,212 0.40 - - 5,484 0.99 7,696 1.39 9 

Cheque - in person 3,779 1,104,503 7 315 0.08 132 0.03 3,949 1.04 4,395 1.16 7 

Cheque – postal 10,728 5,491,688 3 871 0.08 480 0.04 9,789 0.91 11,140 1.04 6 

TOTAL 612,048 175,724,987 
 

26,382 0.04 47,384 0.08 39,585 0.06 112,874 0.18 
 

 
Notes 
Banking costs: Most recent available used  
Staff costs do not include office costs as there will be no saving made on office space 
Direct costs only used 
Forde House and Forde Road depot transactions only 
Leisure centres, TIC's and Car Park machines excluded 
Excluded cost of unpaid transactions 
Direct to Lloyds taken from receivables account. Includes standing orders, faster payments, BACS payments.  Grant payments are included.  
Card - automated are from tonesmart and websmart, but some websmart payments are done over the phone with the customer. Eg Garden 
Waste 
Card - manual are desksmart payments 
Cost of card payments includes charge for non PCI compliancy (11p per transaction)  
No saving to be made from insurance if cash no longer at Forde House 

 
 
Appendix II 
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Payment Methods available by department 
 

Paypoint 
Council 

Tax 
NNDR 

Sundry/Civica 
Debtors 

Housing 
     

 
 
 

Post Office 
Council 

Tax 
NNDR 

Sundry/Civica 
Debtors 

Housing 
     

 
 
 

Direct Debit 
Council 

Tax 
NNDR 

Sundry/Civica 
Debtors       

 
 
 

Direct to Lloyds 
Council 

Tax 
NNDR 

Sundry/Civica 
Debtors 

Housing Planning 
Land 

Charges 
Building 
Control 

Garden 
Waste 

Parking 
Other 
Misc 

Income 

Card - Automated 
Council 

Tax 
NNDR 

Sundry/Civica 
Debtors 

Housing Planning 
Land 

Charges 
Building 
Control 

Garden 
Waste 

Parking 
Other 
Misc 

Income 

Card - Manual 
Council 

Tax 
NNDR 

Sundry/Civica 
Debtors 

Housing Planning 
Land 

Charges 
Building 
Control 

Garden 
Waste 

Parking 
Other 
Misc 

Income 

Cash 
Council 

Tax 
NNDR 

Sundry/Civica 
Debtors 

Housing Planning 
Land 

Charges 
Building 
Control 

Garden 
Waste 

Parking 
Other 
Misc 

Income 

Cheque - in person 
Council 

Tax 
NNDR 

Sundry/Civica 
Debtors 

Housing Planning 
Land 

Charges 
Building 
Control 

Garden 
Waste 

Parking 
Other 
Misc 

Income 

Cheque - postal 
Council 

Tax 
NNDR 

Sundry/Civica 
Debtors 

Housing Planning 
Land 

Charges 
Building 
Control 

Garden 
Waste 

Parking 
Other 
Misc 

Income 

 


