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TTX Collection Overview 

• ANNUAL STATISTICS 
• 1.4 million transactions processed 
• $ 4.8 billion deposited   
• 61 thousand exceptions resolved 

 
 



Recent Changes 

• Payment processing with in-line exceptions workflow to review 
payments  

• Auto-generation of rejection letters  
• Digital archives  
• Changing taxpayer experience with on-line filing and business 

registration 



The Evolution of the TTX Ecosystem 

  
 
 

2013 
 

New Payment & Mail 
System Implemented 

 
Wausau/Image RPS 

Optima IMS 
Hyland OnBase 

Inline Exceptions 

 
 
 

2015 
 

Development of ECM 
Solution as a Stand 

Alone Product 
 

Extend Taxpayer 
Applications with 

OnBase  

 
 
 

2014 
 

Modifications & 
Enhancements to Initial 

Install  
 

Expand Inline Solution 
Reject Letters 

 
 
 

2016 
 

Further Enhancements & 
Development of Taxpayer 

Solutions 
 

Complete Taxpayer 
Application 

 
 



Payment, Archiving and More 

Solutions 



Payment Processing Overview 

Capture 
Payment 

Check 
Recognition 

Payment 
Rules 

Exception 
Processing End of Day 

Remittance 
- Mailed Scanned 
- Wires/ACH 

Dummy Stubs 
Created 

City Hall Cashier 
- POS Processing 
Online Payments 
- Passed through to 
End of Day process 

 
 

Orbograph 
- All checks 

amount double 
verified before 
deposited 

- Remittance 
operators must 
visually key 
unverified 
amounts 

Wausau Image RPS 
- Each payment 

type has rules 
for acceptance 

- Property Tax & 
License hard 
reject payments 
that do not meet 
exact amounts 
 

 

Inline Exceptions 
- Business units 

review payments 
that are 
questionable 

- Payment 
instructions sent 
via workflow to 
remittance 
operator 

Deposit 
- ICL used to 

deposit all 
checks 

General Ledger 
- Reports created 

for GL Posting 
Backend Systems 
- Upload files 
created for each 
system 



Sample of Payment Processing 

PROPERTY TAX DOG LICENSE BUSINESS TAX 
200,000  
Parcels 

100% 
Exceptions 

15 
Unique Taxes & Fees 

389,163 
Payments Processed 

2,269  
Dog licenses reviewed 
• Vaccination Review 
• Application Review 

3  
Taxes that File w/ Pen & Ink 

3,934  
Returned Payments 

172,267 
Transactions Processed 

35 
Payment Rules 

26,752  
Payment exceptions 



Inline Exception Workflow 

61,000 Exceptions Annually 
• Bad Handwriting 
• Unidentified payment (no 

account number, no payment 
type specified 

• Wrong amounts (over and 
under) 

 



Inline Exceptions 

Remittance 
Exception 

Send to 
Workflow 

Back to 
Remittance  

Items are sent to Inline Exceptions 
Workflow when  
(1) Operators cannot identify 

payment allocation or 
(2) Automatic rule routes directly 

to workflow 
 

Payment System and ECM System 
have a real time integrated 
workflow solution to resolve 
exceptions 
 
Business users review payment and 
enter appropriate allocation 
instructions.  

Payment instructions sent  back to  
Remittance System for deposit or 
to be returned to payor 



Extending the Remittance System to 
Business Sections 
• Inline Exceptions enables a business end user to be an Image RPS 

operator within an environment they know 
 



Outcomes of Inline Exceptions 

RESOURCING CHANGES 

INCREASED EFFICIENCY 

REDUCED LAPSE TIME 

IMPROVED CUSTOMER SERVICE 



Document Composition 



Correspondence Conundrum 

Mail Merge Mania 
 6,300 Reject Letters Manually Created 

 4,000 Property Tax Letters 
 Majority created during Installment 1 

deadline 
 No centralization of letters resulting in 

customer service issues 
 Staff often overwrote information from 

previous letters rather than Saving As… 

No Communication or Confirmation 
• 70,000 Business Tax Account Update Changes 

Annually (mailing address changes, account 
closures) 

• No mail acknowledgement due to 
resource constraints 



Normalizing Tax Filings 

Hyland OnBase 
Document Composition 

Taxpayer submits information that 
requires follow up 

• Automating and streamlining 
taxpayer correspondence 

 

• Centralized archive  

Personalized follow up letter sent 
to taxpayer 

Type Count 

Tax Filings 100,000 

Account Updates 70,000 

Reject Letters 63,000 



Auto Generated 
Reject Letters 
• Same module used to generate tax 

responses leveraged for reject 
letters 

• Expanding the Inline Exception 
process to produce correspondence 

• Reject letter includes images of 
transactions so no checks are 
returned to payers 



Outcomes of Document Composition 
AUTOMATED THOUSANDS OF LETTERS 

INCREASED EFFICIENCY 

CENTRALIZATION OF DATA 

IMPROVED CUSTOMER SERVICE 



The Archive – More than Just Payments 

 
 
 
 
 

IMAGE RPS 
 
 

5 MILLION IMAGES 
TIFF Files 

 
 
 
 
 

STAFF 
 
 

Daily Uploads 
PDF Files 

 
 
 
 
 
ONLINE PAYMENTS 

 
160,000 PAYMENTS 

Data & Images 

 
 
 
 
 

E-TAX FILINGS 
 
 

170,000 TRANSACTIONS 
Data & Images 



Changing the Taxpayer 
Experience 



SECTION TITLE 

New Business Registration Preview 

Taxpayer Experience Back Office Processing 



3 Steps to Start Your Business in San Francisco 

Step 1 
 Complete the 

Application 

Step 2 
 DocuSign 

Step 3  
Online 

Payment 

• Application launched in March 2016 
• Adaptive design enables use in traditional web browsers or mobile 

devices 
• DocuSign and Online payment enable complete business set up in less 

than 20 minutes 
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