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[bookmark: _Toc119336030]2 Executive Summary

The Behaviouralist was commissioned by the London Borough of Newham (LBN) and the Local Government Association (LGA) to conduct a behavioural insights project focusing on reducing debt and increasing support for residents with Council Tax and Housing arrears. 

The main objectives of the project were:

· To robustly test a behavioural insights approach to the management of debt across Housing and Council Tax using randomised controlled trials (RCTs). 
· To encourage residents to pay their Council Tax and Housing rent arrears balances where possible and to encourage engagement and the take-up of appropriate support services offered by the council, including Our Newham Money (ONM)1. 
· To build greater financial confidence and resilience among residents who take-up support from Our Newham Money. 

Methodology

At the start of the project the team spoke with the services to understand patterns and the underlying reasons for non-payment. The Our Newham Money service was especially insightful, as they directly support residents who fall into arrears. They identified multiple reasons for non-payment ranging from simple oversight, to actively managing multiple debts through to a significant change in circumstance meaning residents simply cannot pay their arrears. For LBN the goal is to encourage those who can afford to pay to make payment, as well as providing appropriate support to those who need it most. An additional significant challenge is that for many who enter into higher or unmanageable levels of debt, many can simply disengage, exhibiting ‘head in the sand’ behaviour; in this instance any contact is a positive result. The challenge for the council is to meet all of these different needs through their communications and contact with residents.  

Two trials were conducted in collaboration with the Council Tax, Housing and Our Newham Money[footnoteRef:2] teams. The two trials were identified in the scoping and development phases of the project and were directed at two different points in the arrears recovery (escalation) process.  [2:  Our Newham Money is a council-run service which offers independent advice and support to Newham residents who may be struggling with debt or the everyday cost of living. Some of their support services include debt advice, benefits and income advice, emergency support, affordable loans and smart saving and spending tips.] 


RCT 1

The first trial – SMS debt arrears trial (RCT 1) targeted residents who were just entering into arrears and had missed a single payment. The trial involved sending SMS (text) messages to encourage residents to pay off their balance or to contact the council for support. Two SMSs were tested against a control condition in which no SMS was sent. SMS 1 reminded the residents they were in arrears and prompted payment. SMS 2 prompted payment but also included a link to a webform that could be used by residents to inform the council about the reasons they could not pay. If residents completed the webform they were then sent follow up SMS messages; providing links to support that were tailored to their needs. The webform was also used to identify residents facing complex issues, who would benefit from being referred directly to Our Newham Money. By identifying residents with complex needs earlier in the escalation process, and by providing timely support, the aim was to prevent residents from falling into long term, problematic and persistent arrears.
  
RCT 1 was run from December 2021 to June 2022, data was collected for analysis from December 2021 to April 2022, during this period 4,737 residents entered the trial across the three conditions. 

RCT 2

The second trial – mid level arrears trial (RCT 2) targeted residents who were at a later stage in the escalation process. To enter into this trial residents would have received multiple reminders and the next communication due to be sent would be a Court Summons. Residents would have not responded to any of the communications to date or have made payments for an extended time period; 90 days for Council Tax (as well as owing at least £300 in arrears) and 8 weeks in Housing rent arrears. 

For residents facing significant debt, one challenge is getting them to engage with the council. Many exhibit ‘Head in the sand’ behaviour, not responding to or acknowledging communication. This can exacerbate existing problems as debt can increase, penalties can be enforced and higher levels of stress could be experienced. Disrupting this behaviour by getting residents to read and respond to communications is a positive outcome. 

RCT 2 trialled two letters against a control (no communication). The two letters that were tested included 1) a payment-focused letter (that emphasised the legal and financial consequences of non-payment) and 2) a support-focused letter (with an emphasis on encouraging residents to contact the council, Our Newham Money or other money and debt organisations). Households in the control condition did not receive any communication. A total of 1599 households were entered into RCT 2. The two letters were sent out on the 3rd and 4th of March 2022.

The main behavioural insights applied to the communications included the use of timely reminders, personalisation, behavioural design principles (colour and salience of key messages), simplification and ease of action, tailored information for support, framing non-payment as an active choice and deterrence messaging. 

As part of this project The Behaviouralist also delivered two workshops to LBN staff: the first in December 2021, the second in April 2022. The first workshop was called, ‘Nudging in action – An introduction to behavioural insights’ and introduced the basics of designing and applying practical behavioural interventions to challenges faced by LBN. The second workshop, ‘Find out whether your actions are having an impact’, was a workshop focused on teaching evaluating approaches. 

Results – RCT 1

The results from the Housing and Council Tax services were markedly different, showing effects in opposite directions. 

Council Tax

1) For residents in Council Tax arrears, SMS 2 worked as a payment reminder. This prompted a number of residents to pay in the week after receiving the SMS, accelerating payment in the week immediately after receiving the SMS. 

In the first week after the SMS was sent, the SMS 2 condition had collected £65,177 in total payment compared to £46,407 in the control condition. Those who made a payment were likely to pay their arrears in full, meaning they avoided receiving the statutory reminder. 

After 3 to 4 weeks, payments converged, showing that the SMS accelerated payment, not increased payment. This suggests that the SMS reminded residents who would normally pay, to pay quicker. It did not change the payment behaviour of those who would not make a payment. 

2) Both SMSs accelerated payment before the statutory first reminder was sent. SMS 1 and SMS 2 were shown to accelerate payment for residents before they received the statutory reminder. SMS 1 increased the likelihood of residents making a payment by 4.5% before the statutory reminder was sent compared to the control. Residents who received SMS 2, were 4.1% more likely to make a payment. 
 
These results show that Council Tax should consider using an SMS reminder during periods when no statutory reminders are being sent. 



Housing

1) Receiving an SMS slowed down (decelerated) payment for the three weeks after the SMS was sent. 

After three weeks, the total payment collected from both SMS 1 and SMS 2 tenants was approximately 32% lower than receiving no SMS (the control condition). The total collected three weeks after SMS were sent was £38,400 in the control condition, compared to £26,620 for SMS 1 and £26,285 for SMS 2. In the control condition, this equates to receiving on average £24.73 for each resident in arrears, compared to £14.01 when receiving SMS 1 and £16.77 when receiving SMS 2. 

After four weeks, the payment rates between the conditions started to converge. This shows that the SMS decelerated payment in the short term but did not change the payment rates in the mid to long term.

These results show that Housing should not use SMS payment reminders, in this format, for tenants in early arrears. 

Possible explanations for these results include: 1) introducing an unfamiliar SMS may have disrupted the relationship and communication between Housing Officers and tenants; 2) SMS fraud increased exponentially during the trial period resulting in tenants being less likely to follow SMS payment links, and 3) there were challenges with the administration of the SMS trial, meaning the effect of the SMS was reduced. Further research would be needed to confirm or deny these explanations.


Contact Results

Both SMS 1 and SMS 2 conditions significantly increased resident contact with the Council in the week after the SMS was sent. For residents in the control condition, 2.1% contacted the Council in week 1. In comparison, 5.5% of residents who received SMS 1 and 6.2% of those who received SMS 2 contacted the Council in the same time period. Both contact effects were significant at the 1% level. After week 1, the contact rates converged and there were no significant differences. 

Both SMS 1 and SMS 2 appeared to prompt a slight increase in incoming telephone and email contact.

The webform response rate was relatively low (approx. 9%) and no participants were referred to ONM meant it was not possible to fully evaluate the impact of increased support provided by the webform and SMS 2. 

The significant results are summarised for each RCT in the infographics (section 3).

Results – RCT 2

1) Letter 1 (payment letter) generated significantly more revenue than Letter 2 (support letter). 
After four weeks, £9,970 had been collected from the Letter 1 (payment letter) versus £1,881 having been collected in the control condition. This represents a 530% increase in arrears collection. The increase in payment was more pronounced for Council Tax than in Housing. 

2) The support letter generated significantly more contact than the control condition. The support letter increased the percentage of residents contacting the council from 37.8% to 45.8%, this was significant at the 5% level. The increase in contact from Letter 1 was not significant.

The results show that for Council Tax, there is a clear financial benefit in sending an additional communication before a Court Summons.

Although the sample size was not large enough to detect a significant effect, the data suggests that Housing could benefit from sending a support framed Letter at this point in the escalation process. This communication prompted both higher payment and higher contact from housing residents. 

Recommendations

· LBN should consider redesigning its core arrears communications to apply behavioural science principles.  The value of redesigning and simplifying letters sent to residents in debt was illustrated for Council Tax.

· LBN should continue to adopt and embed an evidence and data led approach to evaluate the impact of communications for Council Tax and Housing. During this project RCTs were set up and run to robustly measure the impact of communications on payment and contact. Continuing to develop this capability within the council will help to optimise communications and the arrears collections process. Both services recognised the value of this approach in evaluating the impact of their communications. 

Conclusion

The two RCTs provide several actionable insights as well as generating practical learnings for LBN and other councils who wish to focus on joint arrears projects.  

RCT 1: Using SMS reminders to prompt payment for residents in early arrears. 

The results were markedly different for Housing and Council Tax. This shows that the escalation and communications for the two services are very different in nature. 

We found that SMS payment reminder and webform significantly accelerated payments for those in Council Tax arrears in the first week after the SMS was sent. Whereas both SMSs decelerated payments for Housing arrears after 3 weeks. 

It is important to note, that the Council Tax SMS only accelerated payments (i.e., it did not increase the total amount paid in the medium-term). Similarly, the SMS for Housing arrears decelerated payments, but did not reduce the total amount paid in the medium-term. 

Given these results Council Tax should consider using an SMS reminder when there is a period with no statutory reminder sent, increasing revenue in the short term. Housing should not use an SMS reminder in this format. 

RCT 2: Sending letters to prompt payment and contact from residents in significant levels of arrears. 

The Payment letter generated increased payments. Every letter sent cost the council £1.27, and generated £13.18 revenue on average––increasing payment taken by 530% relative to the control condition. This was especially impactful for Council Tax.

The Support letter prompted increased contact for both services. The contact rate increased from 37.8% to 45.8% when comparing the control with the support letter. Further cost-benefit calculations should be conducted to quantify to study the benefits of this letter. 

The RCT suggests that the payment letter should be used for Council Tax arrears. Housing should explore the use of an additional letter, and initial data suggest that the support letter may be most suitable. 	

Next steps for LBN

Two actionable results have been adopted for Council tax, changing their escalation process. These were:

1) Using SMS reminders in periods when statutory reminders are not sent
2) Sending payment reminders in the period before Court Summons are sent.

In addition, Council Tax is looking to adopt and embed an evidence-based approach to evaluate the communications that are sent. The use of this approach in the project illustrated the value of sending communications and also uncovered patterns of payment behaviour that help the service manage their arrears escalation. 

The other key action to take forward is the importance of being able to capture and quantify the value of residents contacting the council to resolve issues and obtain support. 

Key takeaways

The use of SMS should be carefully considered by Councils moving forward. For this trial the impact was short-term, serving only as a reminder for payment for residents in Council Tax arrears. For those in rent arrears it had a negative impact on payment rates. 

There is benefit to communicating with residents before sending Court Summon, which represent a significant escalation in the arrears process. 

Alignment of two different services (Housing and Council Tax) requires resource and time. There are challenges meeting statutory requirements, messaging as well as data collection for both services. This should be instigated and supported from senior decision makers. 

Managing a RCT requires resource to set up the RCT but also to monitor the compliance of the trial. Inconsistencies in administering the trial will result in the need to remove data that can impact results and the ability to conduct robust analysis. 


Project contacts

Ian Redpath - Ian@thebehaviouralist.com


Katie Brunger - Katie.Brunger@newham.gov.uk
1
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RCT 1 summary 

[image: ][image: *Results show the statistically significant findings from the trial. 
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Results are reported at a p<0.05 level ( 95% certainty). 


RCT 2 Summary 

[image: This infographic captures the significant results from RCT 2, the letter trial. This shows that Letter 1, the payment letter increased the payment received, whilst Letter 2, the support letter increased the amount of contact in the week after the letter was sent. The results are reported also in the body of the report. ]
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This report provides a detailed account of the methodology, findings, and recommendations from two randomised controlled trials (RCTs) conducted with the London Borough of Newham (LBN). This project was part of the LGA Behavioural Insights programme (2021/22 cohort). 

LBN aimed to test and utilise a behavioural insights approach to reduce the number of residents with single and multiple debts to the council (Council Tax and Housing rent arrears), increase the take-up of support, and improve residents’ financial confidence and resilience.  

Prior to the Covid-19 pandemic, levels of resident over-indebtedness within Newham were the highest in London.[footnoteRef:3] The pandemic exacerbated this issue further, making Newham one of the highest impacted boroughs in London with high levels of residents on furlough, self-employment support, and other benefits. Falling into debt and financial hardship has a significant impact on people's lives and overall wellbeing. In Newham, the social costs associated with debt equates to approximately £183 million a year.[footnoteRef:4] Some of this cost is borne by the council in terms of frontline service provision.  [3:  London Borough of Newham (2021). Research Brief: Behavioural Insights Debt Project. Policy, Performance and People. Money Advice Service data.]  [4:  The same source and reference as Footnote 2 (above). Stepchange data – calculated for Newham] 


This project focuses on residents with single and multiple debts to the council in the service areas of Council Tax and Housing. In July 2020, there were 1,489 households with debts over £100 for both Council Tax and Housing (rent arrears). Of these households, 1,146 had a total debt greater than £1,000, and 343 had a total debt of between £200 and £1,000. There were an additional 20,031 households with debts of less than £100 for either Council Tax, Housing rent arrears, or both. (This data is from Aug 2020. At this time Covid hardship payment were being made, reducing liability for the year to zero for 12k households, these payment ceased in 20/21 before the trial commenced).

The aims of this project were to implement and test a behavioural insights approach to debt collection, mainly through the following ways:

· Designing behavioural interventions for residents indebted to Council Tax and Housing. Residents in joint arrears. 
· Measuring the impact of the interventions on payment behaviour, reductions in debts owed to the council, and resident engagement with the council using randomised controlled trials (RCTs).

Two RCTs were identified during the scoping and development phase of the project. The researchers identified two points in the escalation process to run RCTs. The criteria used to identify these points included: 1) points where the number of residents was sufficient to reach the required sample size, and 2) points where there were no statutory reminders being sent, meaning the communication messages between the two services could be kept both simple and aligned with both escalation processes. 

In RCT 1, two different types of SMS reminders were tested. SMS 1 tested a simple reminder with a payment link, and SMS 2 tested a simple reminder that offered a payment link as well as a link to an online web form which residents can fill in to inform the Council of the reason for non-payment and to receive eligible support. 

In RCT 2, two different types of letters were trialled, including a payment-focused letter and a support-focused letter. The payment letter emphasised the urgency of making a payment to the council to cover the amount owed, and the legal and financial consequences of non-payment. The support letter emphasised the support services offered by Our Newham Money and encouraged residents to reach out to them if they were struggling to pay their bills. The outcomes of interest were the payments made and engagement with the council. 

[bookmark: _Toc119336033]5 Intervention approach and theory

This section provides the theoretical justification for why these specific approaches and behavioural principles were selected for RCT 1 and RCT 2. Each concept is detailed below, followed by the research supporting it and why it was suitable for the specific context of Newham. 

RCT 1 - SMS text debt arrears trial 

a) A focus on early intervention 

Studies on tax collection have shown the benefits of a “customer centred approach” to debt recovery that targets preventing debt from arising in the first instance and focusing on early intervention when debt does arise (Inland Revenue Department, 2012). Previous work TB conducted has also shown that if a bill remains unpaid after 28 days the likelihood of individuals entering long term debt increases significantly. Ensuring arrears are cleared before this point has benefit for residents as well as the council. For residents, early payments are beneficial as penalties and interest can accumulate quickly, resulting in the debt becoming unmanageable (Marriott, 2014). In addition, early payment reduces can limit the emotional burden of debt as well as showing a pro-active approach to managing debt. For councils, as residents enter later stages of escalation, the debt becomes more expensive for governments or councils to collect. However, the recovery of tax debts must not place the taxpayer in a position of serious financial hardship (Marriott, 2014).

This research, focusing on prevention, combined with the need to work with large sample sizes prompted the team to focus on residents entering arrears.

b) Using SMS reminders and use of personalisation

The effectiveness of SMS reminders has been tested and demonstrated in different contexts. For example, a systematic review undertaken to determine the effectiveness of SMS reminders in healthcare appointment attendance showed strong evidence that SMS reminders were effective in improving appointment attendance rates (Boksmati, 2016). Another study conducted by The Behaviouralist tested different types of messaging using emails and SMSs to reduce customer arrears with a large utility company in California. The experiment showed that the SMS reminders were more effective than email reminders, and generated around $7 more per customer after four weeks, relative to the email reminders (The Behaviouralist, 2021).

Research has shown that while sending SMS messages, personalisation is important in receiving positive outcomes. In a study testing SMSs in an advertising campaign, people responded more favourably to personalised messages (Humbani et al, 2015). Another study conducted by the London Cabinet Office showed that 10% more customers paid their outstanding court fees when they received a personalised SMS text message (Behavioural Insights Team, 2012).

Within the context of Newham, SMS was deemed a good channel of communication to use for the trial as this was already an established form of communication with residents, and the Council Tax and Housing departments had existing procedures in place to send out SMS campaigns. 

c) Use of signposting to support services

Interventions that focus on providing signposting to support services and resources have been tested in a variety of contexts. For example, a study on the effects of financial vulnerability on mothers’ emotional distress and child wellbeing recommended the benefits of direct intervention or signposting to statutory or voluntary organisations that provide support with related issues such as access to emergency funds, benefits advice, support with access to employment, training, education, and skills (Treanor, 2016). Similarly, another study investigated the impact of signposting from routine NHS general practice to a digital weight management tool (Low Carb Program) for patients with Type 2 diabetes mellitus. The results showed that patients who completed the program reported greater weight loss compared to those who did not and were more likely to reduce the number of diabetes medications they were prescribed (Scott et al, 2022).

The two different types of SMS reminders tested, both used elements of personalisation. SMS 1 tests the effectiveness of a simple reminder SMS, while SMS 2 tests the effectiveness of an SMS reminder that is more support focused and uses a webform to ask people who are struggling to pay their outstanding bills for the reasons they are facing financial difficulties. People who respond to the webform are then signposted to relevant support services where they can get help to deal with their specific issues. This intervention was designed to give the council greater understanding of some of the underlying reasons for non-payment. Most residents were then pointed towards resources that enabled self-help. After speaking with Our Newham Money (ONM) as well as the other services, instances where individuals, even in early-stage debt, justified a direct call from ONM, were identified. This was primarily when individuals entered into joint debt and there were significant changes in their circumstances. 

The approach of signposting residents in need worked well within the context of Newham as it had a dedicated specialised support service (ONM) that could work with residents.

RCT 2 - Mid level arrears trial

a) Use of support vs punitive framing

Previous literature has examined the effects of supportive versus punitive messaging on payment compliance. A study conducted with administrative data from the Swedish Tax Agency found a strong effect from an enforcement approach, where a message that the debt will be handed over to the Enforcement Agency increased payments by 10 percentage points (Andersson et al, 2021). This study also tests the effects of some milder nudges, such as a letter reminding tax delinquents to pay their due taxes, and this approach led to an increase in payments by 7-8 percentage points. 

Studies also show that making the details of the penalties salient increases payment compliance (Cranor et al, 2020; Bott et al, 2019). Studies also show that salience, for example, adding an extra piece of paper in a letter, or ways to make the letter different and catch the reader’s attention, has an effect on behaviour (Andersson et al, 2021). A large-scale experiment with Belgian taxpayers also showed that deterrence treatments were effective, and simplification had a positive effect on compliance (Imbert et al, 2020). Similarly, another meta-study conducted showed that on average, only deterrence interventions (e.g., messages that inform about audit probabilities or potential penalties) help increase payment compliance levels (Antinyan & Asatryan, 2019).

While the literature suggests that in some cases stronger enforcement messages tend to have higher effects on payment, it is also important to test more supportive nudges. Escalating debts and carrying out enforcement action is costly for governments and organisations, and it is important to investigate whether similar effects on payment compliance can be achieved with milder nudges. Supportive approaches such as reminders and signposting to support services might also produce less distress to residents facing financial difficulties. In study 2 of the current project, two different letters were tested, a stronger “payment” focused letter that emphasises enforcement measures and consequences of non-payment and a “support” focused letter which serves as a reminder to pay and a soft nudge to get in touch with Our Newham Money for support with financial struggles. 

This approach worked well within the context of Newham as letter communications were already an established form of communication used with residents. This provided a good opportunity to work with re-designing letters using behavioural design as well as testing different types of behavioural framing to see what effect they have on key outcomes. The letter campaign was also selected as it would be convenient to send the letters in one batch, requiring minimum staff time and effort to implement. 

Figure 1 summarises the different types of behavioural science principles that have been used in the intervention design for RCT 1 and 2.

 
[image: Diagram showing main behavioural insights that were used in the research study. 
For RCT 1, this is the use of simple reminders, personalisation, ease of action and support and tailored signposting.  For RC2 this was salience with design elements, simplification and ease of action, the use of 'Active choice'. ]
Figure 1. Behavioural principles used in intervention design
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6.1. Project Management 

As part of the project delivery process, the following project management principles were adopted:

· Weekly team meetings were carried out with the project team which included the project leads from the Council and the project team from Council Tax, Housing and Our Newham Money. The purpose of these meetings was to provide progress updates, follow-up on outstanding actions, discuss any issues that may arise, refine and update the project timelines. 

· As necessary throughout the project, longer meetings were conducted with a smaller group of specific teams to discuss topics. For example, meetings were conducted with only Council Tax and Housing teams to define the cohorts for both RCTs and arrange administration of the trial and with the Our Newham Money team to discuss the signposting approach and develop the web form content. 

· Delays occurred throughout the project due to various reasons including staff capacity, challenges associated with selecting relevant resident cohorts, identifying how payment and contact data would be collected and captured, setting-up the SMS and webform campaigns on Telsolutions, challenges associated with analysing the data etc. At every stage, project delays were discussed during the team meeting and the impact on the overall timescales. 

In terms of GDPR compliance and data sharing the following was put in place:

· A Data Sharing Agreement was signed and put in place between The Behaviouralist (TB) and LBN, enabling TB to obtain anonymised data of residents’ payment and contact data. 

· All data between LBN and TB were shared using a secure FTP (File transfer protocol) service that is approved by the Council (Trend Micro encryption). All data was in anonymised format with all personal identifiers removed. 

· All communications (SMS, webform and letters) that were sent to residents as part of this project were compliant with data protection laws. The council conducted Privacy Impact Assessment before commencing. A Use of Data Statement was published on the Council website which provided information regarding how residents’ data will be used for this trial. Residents who completed the webform were also asked to give their consent for their contact details to be shared with Our Newham Money and agree to being contacted by them. 


6.2. Training workshops

Two training workshops were conducted as part of the project. These provided training to LBN staff to build capacity and are described in further detail below.

Workshop 1 – Bootcamp – Nudging in Practice

The first workshop was conducted in December 2021 and focused on introducing behavioural insights and how they can be applied to specific problems within the Council. The main features of this workshop were as follows:

· Providing an understanding of the common types of human biases or “quirks” that influence our behaviour.
· Real world examples of applications of behavioural insights to solve problems.
· The basic principles and steps of applying behavioural insights to problems.
· Interactive sessions that included breaking out into smaller groups. Each group identified a specific behavioural challenge that the Council is facing, mapped the steps involved in carrying out the desired behavioural solution and ways to encourage the desired behaviour. 

Workshop 2 – Find out whether your actions are having an impact

The second workshop was conducted in April 2021 and focused on evaluating policy interventions and an approach to testing, learning, and adapting using randomised controlled trials (RCTs). The main features of the workshop were as follows:

· Providing an understanding of the different methods to evaluate policy interventions.
· Learning how to use data to evaluate whether an intervention works and how it can be further improved.
· Interactive sessions that involved designing randomised controlled trials.
· Discussing how impact and value for money is currently measured within the Council. 
· Discussing how to design a good RCT, stages of RCT planning, analysing data, learning, and adapting from the findings. 
[bookmark: _Toc119336035]
7 RCT 1 – SMS (text) debt arrears trial

RCT 1 was carried out in collaboration with the Council Tax and Housing teams of Newham Council. Input from Our Newham Money regarding the signposting messages and criteria was also incorporated into the study. The purpose of RCT 1 was to test the effectiveness of two different types of SMS reminders on payments made and engagement with the Council by residents who had just entered arrears. 

[bookmark: _Toc119336036]7.1 Method
7.1.1. Sample

The focus of RCT 1 was on reducing arrears in Council Tax and Housing rent during the early stages of debt. Participants were entered into the trial if they met the following criteria:

· Council Tax - residents with an open account who had not made a payment two weeks after their instalment was due. The Council Tax instalments fall on the 1st, 8th, 15th, and 28th of each month, meaning participants were entered into the trial roughly every week. 
Residents were only included if they were in the default recovery profile (i.e. they were not receiving a Council Tax Reduction etc.), were not a company, and had a mobile phone number available. Vulnerable residents were excluded to not cause them any unnecessary stress or hardship. 

· The Housing cohort consisted of residents who were current tenants, were two weeks in arrears (on net rent) with an account cleared code on the account within the last 8 weeks, did not have an active payment arrangement or an active escalation suspension, and had a valid mobile number available.
· Rent payments are due on a weekly basis and participants entered the trial on the Monday of each week if they defaulted on their rent payment for the previous week. 

7.1.2. Evaluation design

RCT 1 was designed as a randomised controlled trial (RCT) with two treatment groups and a pure control group, meaning that this group did not receive any communications. 

Upon entering the trial, participants received either one of the treatment SMSs or received no SMS if they were assigned to the control group. The randomisation was conducted using a pre-randomisation approach. Before the start of the trial, all residents within the eligible cohorts for Council Tax and Housing were pre-randomised into one of the three treatment groups (SMS 1, SMS 2, or Control). Then, as residents qualified to enter the trial on a weekly basis, their pre-randomised treatment assignment was used to determine whether they received treatment 1, 2, or were in the control group. 

A stratified randomisation approach was used to control for variables such as property ward, Council Tax band, whether they qualified for the single person Council Tax discount, current Council Tax balance, current Housing balance, Council Tax balance over the last three years, and Housing balance over the last three years. Stratified randomisation prevents imbalance between treatment groups for known factors that influence the outcome variables, other than the independent variable, and therefore may reduce Type 1 errors and improve power for trials with smaller samples (Kernan et al, 1999). 

The SMS treatments and timing of the SMSs are explained further below. Figure 2 depicts the experimental design for Council Tax, and Figure 3 depicts the experimental design for Housing. 

The timing of sending both SMS was coordinated around the existing statutory communications from Council Tax and Housing. For Council Tax, residents in arrears receive the statutory reminder 4 weeks after the payment instalment due date. For Housing, residents in arrears receive the first arrears letter 2 weeks after the payment due date, and the second arrears letter 4 weeks after the payment due date. Both SMS 1 and SMS 2 were sent to residents during week 3, one week before they would receive the Council Tax statutory reminder and Housing arrears letter 2 if they had not made a payment. These SMSs were sent in addition to the existing statutory communications in place from Council Tax and Housing. 
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[image: Diagram showing study design for RCT 1  -Council Tax. This show the timeline of when the SMSs were sent within the Council Tax escalation process. SMSs were sent 3 weeks after falling into arrears, one week before the statutory reminder. ]
Figure 2. Design for RCT 1: Council Tax
[image: RCT 1 study design for Housing that illustrates when the SMSs were sent in the arrears escalation sequence. The SMSs were sent three weeks after the payment was due, after receiving the first arrears letter. ]

Figure 3. Design for RCT 1: Housing
7.1.3. Treatments 

Residents in treatment group 1 received SMS 1, which consisted of a friendly reminder regarding their overdue Council Tax or rent payment and a payment link which directed them to the council’s online payment website. Residents in treatment group 2 received SMS 2, which consisted of a friendly reminder and payment link (the same as SMS 1) and an additional link to an online web form that they could complete to provide further information as to the reasons why they may be struggling to pay. SMS 2 contained the message that the council may be able to offer support if they were struggling to pay, and they could access this support by completing the web form to let the council know. Residents in treatment group 2 that completed the webform, received an additional signposting SMS containing links to support services that could help with the specific challenges that they reported in the webform. Residents in the control group did not receive any SMS.

For residents that received SMS 2 containing the link to the web form, those residents that completed the web form received a signpost SMS, which contained links to and contact details for support services that were relevant to the specific problems stated by the resident in the webform. The trial was originally designed such that residents would receive the signposting SMS within 24-48 hours after they completed the webform. However, due to certain manual administrative challenges, the signpost SMSs were sent between 1-3 weeks after completion of the web form. 

The webform campaign was administered using Telsolutions. The webform was an online form that residents could complete on their mobile phones or computers and submit. The purpose of the webform was for the council to understand the reasons why residents may be struggling to pay their debts, and to identify ways in which they could be offered support to help pay the amounts owed. The webform was also designed to help identify any vulnerable residents in need of more involved support, in which case they were directly referred to the Our Newham Money team. The webform presented the resident with different reasons for non-payment that they could select and inform the council about the financial difficulties they were experiencing. The different options that residents could choose from in the webform were developed in collaboration with Our Newham Money and had a number of options choices within the following areas “I suddenly have no money”, “I’m waiting on a benefits payment / decision” and “my money doesn’t stretch far enough”.

Residents that responded to the webform with their reasons for non-payment were sent a follow-up signposting SMS which contained tailored information about some support services they could contact for help with their specific needs. The signposting messages were also developed in collaboration with Our Newham Money’s expertise in this area and included signposting to certain council support offers as well as external organisations such as Citizen’s Advice, Debt Free London, National Debtline, Step Change and Shelter. The complete text for all the signposting SMSs is included in Appendix B. Figure 4 shows examples of SMS 1 and SMS 2 sent to residents in Housing arrears. The complete text for all SMSs sent to residents in Council Tax and Housing is provided in Appendix A.
[image: Image showing text for SMS 1 and SMS 2 for residents in Housing arrears.
SMS 1 reminded residents they were in arrears and provided a payment link. SMS 2 reminded residents they were in arrears, provided a payment link and also provided a link to a webform that could inform residents the reasons why they could not pay. ]
Figure 4. SMS 1 (left) and SMS 2 (right) for residents in Housing arrears.



7.1.4. Outcomes of interest

The key outcomes of interest for RCT 1 included clearing of debts and payment behaviour of residents, take-up of support, and engagement with the council. The outcomes of interest are detailed below.

a) Clearing of debts and payment behaviour - The effects of the SMS interventions on payment behaviour of residents were tested. The outcomes of interest include individual payments of any amount made by residents, aggregate total payments made by residents, and if the arrears balance was cleared by residents. These outcomes were investigated on a weekly basis, i.e., payments made by residents per week after receiving the SMS intervention. Research was also conducted for residents in debt with Council Tax to understand how the SMS influences the impact of the statutory reminder. As residents in debt with Housing receive multiple points of contact from Housing officers (direct phone calls, SMS, etc) at different times, the analysis on how the SMS interventions interact with statutory reminders was not completed for residents in debt with Housing. 

b) Engagement (contact) with the council - The effects of the SMS interventions on whether residents contact the council (phone, online contact, etc) was tested. The outcome of interest is whether residents contacted the council, and this is assessed on a weekly basis. Contact is a beneficial outcome as this enables the council to address any changes in circumstance or to potentially set up a payment plan, stopping further escalation steps.

c) Financial confidence and resilience - Residents that were referred on to Our Newham Money and received support from them would be able to fill out a questionnaire which assessed outcomes related to financial confidence and resilience. There was a low response rates on the web form and no referrals to Our Newham Money were made in RCT 1. As a result, it was not possible to assess this outcome of interest in this project. 


7.1.5. Power analysis

Statistical power calculations were conducted for RCT 1 to determine the appropriate sample sizes that would be required for the trial. Table 1 below shows the sample size calculations, given different sets of parameters for the number of treatment groups and the minimum detectable effect (MDE). The minimum detectable effect (MDE) is the effect size set by the researcher that estimates the smallest difference brought on by the intervention that it is possible to detect. For RCT 1, the target MDE was set to 3 percentage points, which reflects a mid-level MDE. 

The statistical power analysis indicated that to conduct a randomised controlled trial with three groups (T1, T2 and control) with mid-MDE, it would require a total sample size of 8,397 residents, and a minimum sample of 2,799 residents per group[footnoteRef:5]. The required sample size for RCT 1 was not met, and this means that the trial was not sufficiently powered to be able to detect small differences of statistical significance which may have been present. Trials that are underpowered are at greater risk of Type 2 error, which means that because there are too few participants in the study there may be a risk that significant treatment effects will not be detected even if they may be present. For RCT 1, this implies that the results of the study need to be interpreted cautiously with this limitation in mind.  [5:  The power calculations were conducted with power of .80 and alpha of .05.] 


Table 1. Statistical power calculations for RCT 1

[image: Table showing sample size calculations for RCT 1. The total sample size required to run a study with three groups with 0.8 statistical power and a minimum detectable effect size of 3% was 8,397. This was the target sample size. ]



[bookmark: _Toc119336037]7.2. RCT 1 Results

The trial ran from December 2021 to June 2022. The analysis includes payment and contact data from December 6th to April 30th, 2022. During this period 4,737 residents entered the trial, 4,073 with Council Tax arrears and 664 with Housing rent arrears. These were randomised between the three conditions: Control, SMS 1, and SMS 2.[footnoteRef:6] [6:  Balance tables for the randomisation can be shared on request.  ] 


To analyse the results, the day that the SMSs were sent out was set as time zero. Payment and contact rates were analysed for the weeks following time zero. With this approach, the analysis could align when residents entered the trial, and compare payment and contact over time. Results from RCT 1 on payment and contact are presented below. Further, results split by Council Tax and Housing are presented and discussed. 

7.2.1. Overall Results: Payment

Starting with total payments made by residents in the three conditions, in the first week after text messages were sent, the Council had recovered more from residents who received the messages than residents in the control group: approximately £11,000 more from residents who received SMS 1 and £13,000 more from residents who received SMS 2. By week 4, these trends reverse as collections from the control group were greater than those in either treatment condition, surpassing collections from those that received SMS 1 by about £14,000 and collections from those that received SMS 2 by about £10,000. Table 2 shows the overall payment received by week, split by condition.[footnoteRef:7] [7:  Data for the first four weeks after the SMS was sent is presented in this analysis, over a longer period, data is limited, and results can become noisy as other communications can interfere with the interventions. This is further discussed in the limitations section. ] 


Table 2. Overall payment received per week in each treatment condition

[image: Table showing overall payment received per week in each treatment condition 0 RCT 1. Payment was accelerated in the first week but converged quickly afterwards. ]
Figure 7 shows the average payment made by residents by week, split by condition. The graph suggests that the two SMS conditions accelerated the payment in week 1, but by week 4 the average payments converge, with the payment being slightly higher in the control condition. 

[image: Graph showing average payment per week in the different treatment groups - RCT 1.]
SMS 1 (Payment reminder) 
SMS 2 (Payment reminder + webform)

Figure 7. Average payment per week in each of the treatment groups

A regression analyses was used to understand if these differences were statistically significant (the regression tables are shown in the Appendix E). There were no statistically significant differences between the conditions for the cumulative payment received across the first 4 weeks after the SMS was sent. 

7.2.2. Overall Results: Contact

The second outcome of interest the analysis focuses on is contact rates to understand if the SMS prompted contact or engagement with the council. Indeed, contact was higher in both treatment groups than in the control group. Table 3 shows the overall cumulative contacts received by week from council tax and housing, split by condition.

Table 3. Overall contact received per week (cumulative)

[image: Table showing overall contact received per week. Contact was increased in the first week after the SMS was sent. ]

Figure 8 below shows the overall contact rates by week, split by condition. The graph suggests that residents contacted the council in the first week after receiving the SMS. Regression analyses (provided in Appendix E) are conducted to enhance the understanding of this relationship. 

Both SMS 1 and SMS 2 conditions significantly increased resident contact with the Council in the first week after the SMS was sent. In the control condition in week 1, 2.1% of residents made contact with the council. In comparison SMS 1 increased the contact to 5.5% of residents making contact. SMS 2 increased the contact rate to 6.2%. Both effects were significant at the 1% level. After week 1, the contact rates converged and there were no significant differences. This suggests that the impact on contact by the SMS messages occurred in the first week after the messages were sent.  

[image: Graph showing overall contact rates per week, split by condition. In the first week after the SMS was sent contact rates rise; following that they converge. ]
SMS 1 (Payment reminder) 
SMS 2 (Payment reminder + webform)

Figure 8. Overall contact rates per week, split by condition



Webform responses

The outcome of interest was having residents in arrears engage with the council via the webform link provided in SMS 2.  The desired goals were two-fold. Firstly, for residents to receive signposting information, enabling them to self-help and obtain support relevant to their situation. Secondly, for residents in problem debt to receive support from ONM to prevent them from falling into further arrears. 

From Council Tax, there were 124 webform responses for a response rate of 9%. From Housing, there were 18 webform responses for a response rate of 8%. None were referred through to Our Newham Money as part of the trial. 

Given the low response rate, the support provided as a result of the webform responses could not be robustly evaluated. Further research and evaluation are required to accurately determine effectiveness of webforms as a method of engaging with residents. 

Descriptive figures and insights gathered from the webform responses for Council Tax and Housing are presented below.

Council Tax

Residents who filled in the webform were asked to respond to the question - “When can you pay your council tax?”. Figure 9 below shows the percentage of respondents that replied with “next 24 hours”, “next 48 hours” and “I’m having trouble paying”.

[image: Pie chart showing resident responses to webform. The majority of responses (87%) said they would make a payment in the next 24 hrs. ]
Figure 9. Showing webform responses – “When can you pay your Council Tax?”

The following bar graph shows the number of residents that responded to the various reasons that they were having trouble paying their council tax. Having other debts and being out of work were stated as the most common reasons. 

[image: Graph showing webform responses for council tax. The main reason cited for not making payment for Council tax was other debts. ]
Figure 10. Webform responses – reasons for non-payment (Council Tax)

Residents also used the webform to inform the council that they had already made a payment to the Council Tax service (likely to be because of a short time delay between identifying the cohort and SMS’s being sent) or also to express that they were surprised at receiving an SMS.

Housing

Residents who filled in the web form were asked to respond to the question - “When can you pay your rent?”. Figure 11 below shows the percentage of respondents that replied with “next 24 hours”, “next 48 hours” and “I’m having trouble paying”.


[image: Pie chart showing webform responses for Housing, the majority (62%) said they would make a payment by the end of the month. ]
Figure 11. Webform responses – “When can you pay your rent?”

The following bar graph shows the number of residents that responded to the various reasons that they were having trouble paying their rent. For residents with Housing debt, the most common reasons for not paying on time were payday loans and Council Tax debt. 

[image: Graph showing webform responses for housing. The main reasons cited for not making a payment were Payday loans and Council Tax debt. ]
[bookmark: _ir3d1jgxp96o]Figure 12. Webform responses – reasons for non-payment (Housing)
Several tenants receiving the SMS also expressed confusion and a degree of frustration about receiving an SMS for the first time. 

7.2.3. Results split by service: Payment and Contact

During the analysis it became apparent that the results were markedly different between the Housing and Council Tax services. This section presents results for Housing and Council Tax separately.  

Housing

Housing Payments

Table 4 shows the cumulative payments received by week for residents from Housing only, split by condition.

Table 4. Showing cumulative payments received per week (Housing)

[image: Table showing cumulative payments received per week for Housing. The payment received in the control condition was higher than that in the SMS conditions. ]
Figure 13 shows the cumulative average housing payment by week, split by condition.

[image: Graph showing average payments received per week from Housing. ]
SMS 1 (Payment reminder) 
SMS 2 (Payment reminder + webform)

Figure 13. Average payments received per week (cumulative) from Housing

Even though there was a small sample size for Housing, the regression analysis (presented in Appendix E) shows that there are statistically significant differences for average cumulative payments received by week 3 for SMS 1 and SMS 2. In the control condition, on average Housing had collected £24.73 for each account in arrears. SMS 1 had collected £14.01, (£10.72 less than the control), this was a significant difference at the 5% level. SMS 2 had collected £16.77, (£7.96 less than the control), this was not significant at the 10% level. As the trial progressed there were no significant differences as payments across conditions converged. 

These results suggests that the SMS messages slowed down payment for Housing services for the first 3 weeks, after which the payments balanced out. Based on these results, Housing should not send a payment reminder sent by SMS to tenants. 

Housing contact rates

The low sample size meant that there were no significant differences between the overall contact rates in each condition. 
The overall results for Housing were not in line with expectations. Some possible reasons for these findings could include:

1) The Housing service maintain consistent contact through multiple channels with their tenants. Introducing an additional, and unfamiliar formatted, SMS may have complicated this relationship.

2) During this period, SMS fraud increased exponentially, receiving an SMS requesting payment may have made people question the legitimacy of the request.

3) Challenges with the administration of the trial could mean residents had a negative experience with the council, reducing the likelihood of residents making payments. 

Descriptive statistics for the type of communication generated for Housing across the trial can be found in Appendix E. It appears the SMS messages may have prompted slightly more emails than is normally expected. 

Results for Council Tax 

The Council Tax analysis was complicated by a number of factors outlined in detail in the limitations section. The prime complications being 1) the timing of sending the SMS, the SMS were not sent consistently across the trial 2) the sending of the statutory reminders and 3) the complexity of the data, residents were sometimes entered into the trial multiple times.

Council Tax Payment

Table 5 shows cumulative payments received by week from Council Tax, split by condition.

Table 5. Payment received per week (cumulative) from Council Tax

[image: Table showing payments received per week from Council Tax. For council tax the SMS, especially SMS 2 accelerated payment in the short term. ]
Figure 14 shows the average cumulative payment received by resident by week from Council Tax, split by condition.

[image: Graph showing average payments received per week from Council Tax. ]
SMS 1 (Payment reminder) 
SMS 2 (Payment reminder + webform)

Figure 14. Average payments received per week (cumulative) from Council Tax

For council tax the data and graphs suggest that both SMSs appeared to accelerate payment in week 1, the week after the SMS was received. In the subsequent weeks the cumulative payments converged. 

There were no statistically significant differences in average cumulative payment rates across the conditions (table presented in Appendix E). 

To understand the effect of SMS messages further, the below analysis incorporates the statutory reminder.

The SMS and the Statutory Reminder (Council Tax)

For residents in Council Tax arrears the first communication received in the standard escalation process is the statutory reminder (the first reminder). This formally alerts residents to the fact they are in arrears and normally prompts payment. 

This analysis looks at whether the SMS influenced payment before the statutory reminder was received. This analysis was complicated by the fact that during the trial the statutory reminders were sent only twice (21st Feb and 11th April). This meant that the time between receiving the SMS and receiving the statutory reminder could vary greatly. For residents who entered the trial in December this time period was 11 weeks; whereas for those who entered the trial the week of the 14th of February this was only 1 week. The analysis thus is conducted first on payments received before the statutory reminder. Then, the analysis includes the time in the trial before the statutory reminder as a controlling variable. 

Table 6 shows the regression table for payments made before statutory reminder including condition and controlling for days before the statutory reminder was sent.

Table 6. Regression analysis for treatment effect before statutory reminder (Council Tax)

[image: Table showing regression analysis for treatment effect on payments made before the statutory reminder. This shows significant effects for the SMS 1 and SMS 2, that the SMS prompted payment before the statutory reminder. ]
Significance level: * p<0.1, ** p<0.05, *** p<0.01

There was no significant difference between the average payment received between the conditions, although both SMS 1 and SMS 2 had higher payments than the control. 

There were significant effects for the proportion of residents making any payment before the statutory reminder. Residents who received SMS 1 were 4.5% more likely to make any payment versus the control condition (p<0.01). Those who received SMS1 were also 5.2% more likely to clear their outstanding balance in full versus the control condition (p<0.01). 

Residents who received SMS 2 were 4.1% more likely to make any payment versus the control condition (p<0.05) and were 4.9% more likely to have cleared their balance (p<0.01). 

This analysis also showed that time was a significant factor in the likelihood of making a payment. For every day in arrears after entering the trial the likelihood of making any payment starts at 11.4% and increases by 1% for every day until the statutory reminder is received (p<0.01). 

Collectively this analysis shows that the SMS prompted a small number of residents to pay their arrears prior to receiving the statutory reminder and generally those residents paid their arrears balance in full. 

Council Tax Contact

Summary tables of the contact generated across the trial to the Council Tax service are included in Appendix E. It was only possible to review the contact using a qualitative approach, reviewing the types of contact and key outcomes. SMS 1 and SMS 2 appear to slightly increase the ‘Notebook input by user’ contact, this reflects an increase in incoming calls. 

7.3. Conclusions

The results from RCT 1 show that the impact of the SMS reminders had completely the reverse effect for the two services. 

For the Council Tax service, SMS payment reminders should be used if there is a significant gap between sending out statutory reminders. Further exploration of the use of a webform could be used with Council tax as the presence of the webform did not appear to reduce collected payments. This could include looking at different executions of the webform using simpler wording or designs to offer support to residents.

For the Housing service, although the number of participants was relatively low, the SMS had a significant effect slowing down or decelerating the payment at week 3. In addition, collection rates were lower in both SMS conditions versus the control condition. Housing services should not use an SMS payment reminder in that format. 

These findings are not surprising when considering the differing ways the two services contact and engage with residents. Council Tax does not contact residents in arrears before they receive the first statutory reminder. Receiving the SMS had some impact on a small number of residents, acting as a prompt to clear their balance. In contrast the Housing service is in constant contact with residents across all communication channels (SMS, phone calls, home visits). Therefore, receiving an unusual or unexpected SMS may disrupt or confuse residents, changing their normal relationship with housing officers. 

It is also important to be aware that during the period of the trial SMS fraud increased by just over 700%.[footnoteRef:8] This could have reduced the likelihood of residents responding to the SMS due to a lack of trust in this communication channel. [8: https://press.which.co.uk/whichpressreleases/smishing-attacks-in-the-uk-grew-by-nearly-700-in-the-first-six-months-of-2021-which-reveals/ ] 


It was not possible to evaluate the impact of the webform or signposting as part of SMS 2 as the trial was not administered consistently and the take up and use of the webform was low. The low response rate to the webforms in RCT 1 could be due to several potential factors:

· It is possible that most residents did not trust the new type of SMS communication and may have been reluctant to click on any links that might be fraudulent. 
· Residents may be avoiding engaging with the Council and it might be that an online webform is not an ideal approach to engage with this resident cohort.
· The impact of the webform may have been such that residents believed that the Council would contact them regarding their unpaid balances and demand payment if they did respond to the webform. 
· Residents in this cohort may be reluctant to use online forms of communication and may prefer offline methods of engagement, such as calling the Council. 

The trial was designed such that residents would receive a response to their webform entry within 24-48 hours. However, due to administration challenges this timeline was not achieved. The administration of the responses to the webforms meant that they did not provide timely responses from the Council, potentially undermining their impact.


[bookmark: _Toc119336038]8. RCT 2 – Mid level arrears trial 
[bookmark: _Toc119336039]8.1. Method 

RCT 2 was carried out in collaboration with the Council Tax and Housing teams of Newham Council. Input from Our Newham Money was also incorporated in the design of the study interventions. The purpose of RCT 2 was to test the effectiveness of two different types of behaviourally designed letters on payments made or engagement with the Council by residents who were in arrears and were due to receive a Court Summons. 

8.1.1. Sample

The focus of RCT 2 was on testing two behaviourally designed letters on payments made and engagement with the council among residents in low to mid-level arrears. Participants were selected from the following predefined resident cohorts from Council Tax and Housing: 

· The cohort for Council Tax included residents that had open accounts, had no payments made in the last 90 days, and had only debt in the current year (i.e., no debts for previous years). At this stage, residents would have received the first and final statutory reminders in the escalation process but were pre–Court Summons.  Residents were excluded if they were receiving government benefits.

· The cohort for Housing included residents who were current tenants, had made no payments in the last 8 weeks, and tenants who had breached their payment agreement with the council. Residents who had received a court summons were excluded. 

A fixed sample of residents that qualified with the cohort criteria were selected for RCT 2 from Council Tax and Housing. In March 2022 there were 1,402 residents from Council Tax and 197 residents from Housing, giving a total sample of 1,599 residents in RCT 2. It is important to note that from this sample only one household was in joint arrears with both Council Tax and Housing. 

8.1.2. Evaluation design

RCT 2 was designed as a randomised controlled trial (RCT) with two treatment groups and a pure control group. Prior to the start of the trial, participants were randomised into treatment 1, treatment 2, or the control group. According to their treatment group, participants then received Letter 1 (payment letter), Letter 2 (support letter), or did not receive a letter if they were in the control group. 

Similar to RCT 1, a stratified randomisation approach was used in RCT 2 to control for variables such as property ward, Council Tax band, whether they qualified for the single person Council Tax discount, current Council Tax balance, current Housing balance, Council Tax balance over the last three years, and Housing balance over the last three years. The letters from Council Tax and Housing were all sent in one batch. Letters from Council Tax were sent out to residents on the 3rd of March 2022, and from Housing on the 4th of March 2022. 

8.1.3. Treatments

Residents in treatment group 1 received the payment-focused letter (Letter 1) and those in treatment 2 received the support-focused letter (Letter 2). The payment letter consisted of a behaviourally designed letter with a stronger payment focused approach, which emphasised the urgency of paying the outstanding balance owed to the council or contacting them for support. The payment letter provided information on the legal action that would be taken in case of non-payment, and the consequences associated with further escalation. The letter also used a nudge based on the omission bias, where residents were told that ignoring the letter would be seen as an active choice on their behalf. The payment letter also included information on how residents could get in touch with Our Newham Money if they were struggling to make their due payments. 

The support letter consisted of a behaviourally designed letter which focused on supporting residents in arrears by encouraging them to reach out to Our Newham Money for financial support. The letter provided information on the kinds of problems that Our Newham Money could provide assistance with, such as emergency payments for food, energy and white goods, help with paying Council Tax bills and rent, and conducting benefits checks and advice on entitlement to benefits. The letter was re-designed to make the offer of support salient and stand out from a standard arrears letter template. The letter provided contact information for Our Newham Money and encouraged residents to get in touch with them before they considered other financial loans or options. 

The reverse side of both the payment and support letters contained information regarding the outstanding amount that residents owed, the details of their Council Tax and Housing accounts, and clear instructions on the different ways to pay. For the online payment option, a QR code that would directly lead to the council’s online payment page was also included. The reverse side of both letters also included information on how to contact the Council Tax and Housing departments regarding their payments. 

Figures 5 and 6 show examples of the payment and support letters that were sent to residents. The higher resolution versions of both letters are included in Appendix D.




[image: Screenshot of payment framed letters for (RCT 2)]
Figure 5. Screenshot of payment letter (Letter 1)

[image: Screenshot of support framed letter (RCT 2)]
Figure 6. Screenshot of support letter (Letter 2)

8.1.4. Outcomes of Interest

The key outcomes of interest for RCT 2 were as follows: 

a) Clearing of debts and payment behaviour – The analysis tests the effects of the letter interventions on payment behaviour of residents. The outcomes of interest include total payments made, individual payments of any amount, and clearing of total balance by residents. Further, the analysis investigates these outcomes on a weekly basis, i.e., payments made by residents per week after receiving the letter intervention.

b) Engagement (contact) with the council – The effects of the letter interventions on whether residents engage with the council through some form of contact (phone, online contact, etc) were tested. The outcome of interest is whether residents contacted the council, and this is assessed on a weekly basis. As with RCT 1, contact is viewed as a positive action, enabling the Council to engage with residents who to date had not responded to prior communications. 

c) Engagement with Our Newham Money – The analysis sought to determine whether the letter interventions led to engagement with and signposting to Our Newham Money. However, there were no reports of any contact made with Our Newham Money. 


8.1.5. Power analysis

RCT 2 was limited in terms of sample size due to the potential demand on the services and limited capacity of the services to deal with large numbers of letters being sent to residents. As a result, a fixed sample size for RCT was set and this included 1,402 residents from Council Tax and 197 residents from Housing, resulting in a total sample size of 1,599 residents. 

A post-hoc statistical power analysis was conducted for RCT 2, with the sample size numbers that was available for this trial. With a sample size of 533 residents per group, and an effect size of 1.7 percentage points (which was the highest effect size in RCT 2 for any amount of payments made by residents), a statistical power of 55% for RCT 2 is met.  Normally, a minimum of 80% statistical power for trials is desired to be able to robustly detect significant differences at a given minimum detectable effect (MDE). 

This indicates that RCT 2 did not have a high enough statistical power to be able to detect significant differences if they may be present due the low sample size numbers. The low level of statistical power for the trial implies that the results of the study need to be interpreted cautiously and should be seen as suggestive rather than conclusive evidence. 


A total of 1599 households were entered into RCT 2, 1402 from Council Tax service and 197 from the Housing service. These were randomised between the three conditions: Control (no letter), Letter 1 (payment letter) and Letter 2[footnoteRef:9] (support letter). The letters were sent out on the 3rd and 4th of March 2022. [9:  Balance tables for the randomisation can be shared on request ] 

[bookmark: _Toc119336040]8.2. Overall Results: Payment 

Table 7 shows the overall payment (from council tax and housing) by week, split by condition.

Table 7. Overall payments received from Council Tax and Housing by condition
[image: Table showing overall payments received from Council Tax and Housing by treatment condition.  The payment was higher for Letter 1, the Payment Letter]
Letter 1 (Payment letter)
Letter 2 (Support letter)

Figure 15 shows the average cumulative payment made per account, split by condition.

[image: Graph showing average payment per account split by condition. ]
Letter 1 (Payment letter)
Letter 2 (Support letter)

Fig.15: Showing average payment per account (cumulative) split by condition

As can be seen from the above table and graph, both letters appeared to increase the payment collected by the council, this was sustained over time. 

There was a significant effect for those who received Letter 1 (payment letter) (regression table shown in Appendix F). After 4 weeks, those receiving Letter 1 (payment letter) paid on average £15.67 more than those in the control condition, who averaged £3.39. This was significant at the 5% level. There were also significant differences for Letter 1 (payment letter) at weeks 2 and 3. There was no significant difference between those who received Letter 2 (support letter) and the control condition at 4 weeks. 

Figure 16 shows the share of residents who had paid anything, cumulative by week, and split by condition.

[image: Graph showing share of residents who paid anything per week - RCT 2.]
Letter 1 (Payment letter)
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Figure 16. Share of residents who paid anything per week (cumulative)

The proportion of residents who had paid anything was significantly higher for those receiving Letter 1 (payment letter) after weeks 3 and 4. After 4 weeks 2.7% of those who received Letter 1 (payment letter) had made any payment, versus 0.7% in the control condition. This was significant at the 5% level. There were no significant differences between those receiving Letter 2 (support letter) and the control on payment rates. The regression tables are shown in Appendix F.

The analysis also looked at the proportion of residents paying their full outstanding balance (regression table shown in Appendix F). By week 4, 2.5% of those receiving Letter 1 (payment letter) had cleared their outstanding balance, versus 0.7% in the control condition, this was significant at the 5% level. This shows that most of those who did respond to the letter tended to clear their balance in full. There was no significant difference for Letter 2 (support letter). 

[bookmark: _35hv31ajm4kb][bookmark: _Toc119336041]8.3. Payment results split by service

Payment results split by service

Table 8 shows total payment received by week from Council Tax only, split by condition.

Table 8. Showing total payments received per week - Council Tax

[image: Table showing total payments received per week for Council tax - RCT 2. ]
Letter 1 (Payment letter)
Letter 2 (Support letter)

Figure 17 shows the average weekly payments (cumulative) from Council Tax, split by condition.
[image: Graph showing average weekly payments for council tax. ]
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Figure 17. Average weekly payments (cumulative) - Council Tax only

Table 9 shows the total payments received by week for Housing only, split by condition.

Table 9. Total payments received per week – Housing

[image: Table showing total payments received per week for Housing. ]
Letter 1 (Payment letter)
Letter 2 (Support letter)




Figure 18 shows the average weekly payments (cumulative) from Housing, split by condition.

[image: Graph showing average weekly payments from Housing. ]
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Figure 18. Average weekly payments (cumulative) - Housing

[bookmark: _k7hdpt99gg7u]Letter 1 (payment letter) increased payment significantly overall, this was more evident for Council Tax than for Housing. 
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Figure 19 shows the cumulative contact by week split by condition across both services. 

[image: Graph showing cumulative contact by week.]
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Figure 19. Cumulative contact by week


The letters were also shown to prompt contact from residents. Overall, Letter 2 (support letter) increased the share of residents contacting the council from 37.8% to 45.8%, this was significant at the 5% level. The increase in contact from Letter 1 (payment letter) was not significant. The regression table is presented in Appendix F.

For Council Tax, Letter 2 (support letter) increased the contact rate to 42.5%, compared to a contact rate of 33.9% from the control condition, this was significant at the 5% level. For Letter 1 (payment letter), there was no significant difference in contact rate versus the control condition. 

The letters prompted incoming calls to the Council Tax service (descriptive table are shown in Appendix F). By reviewing the notes taken from the call centre the outcome of these calls appears to be a slight increase in payments taken, direct debit sign ups, and agreements and arrangements. These are all positive outcomes. 

For Housing there was no significant difference found in contact rates. This could in part be explained by the relatively low sample size. It is also worth noting that the baseline contact rate for Housing (67.7%) is much higher than that of Council Tax (33.9%). This reflects the different nature of how the two services contact and engage residents.

For Housing, it seems as though the letter may have prompted incoming emails from a few tenants as well as requests for arrears summaries. 

8.5 Conclusions

Letter 1 (payment letter), prompted significantly more payment from a small number of residents, most of whom cleared their outstanding balance. 2.7% of residents who received Letter 1 (payment letter) made some payment after four weeks versus 0.7% in the control condition. For letter 2 (support letter), the payment was not significantly different from the control condition.

Letter 2, the support letter, prompted significantly more contact than the control condition, increasing the likelihood of contact from 37.8% to 45.8%. This increase was more pronounced for Council Tax than for Housing. Again, this difference could be interpreted as reflecting the difference in relationship and contact between residents and the services – the baseline contact rate for Housing during the trial was 67.7%, much higher than the 33.9% for Council Tax. 

A cursory cost-benefit analysis for RCT 2 is presented below. This analysis includes staff time and savings line items to indicate the major elements to consider.

[bookmark: _Hlk114645168]Table 10. Council Tax cost/benefit calculation for sending the RCT letter 2
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From a cost and revenue perspective the revenue clearly outweighs the cost of administering a reminder letter. If possible, LBN should conduct more thorough cost-benefit analysis of sending letter reminders at this point. This should include staff time as well as savings made reducing escalation and preventing further legal costs and administration resources. 

It would also be of benefit to try and evaluate the impact of generating contact from residents and providing support that could prevent households or individuals falling into persistent arrears. 

While it is not possible to assess the exact number of referrals or support provided through the incoming calls to the call centre driven by the interventions, the notes of the conversations suggest that the calls led to increasing payments taken, direct debit set ups, and payment arrangements.

[bookmark: _Toc119336043]9 Project limitations, learnings & recommendations

9.1. Project Limitations

There are limitations that need to be kept in mind when interpreting the results from this project. 

1. Required sample sizes for RCT 1 and RCT 2 were not achieved. For RCT 1, this was because the number of residents entering into debt each month were lower than what was initially estimated during the scoping phase. There were also problems with administration of the SMS due to which some residents that did qualify for the trial did not receive the SMS and had to be excluded. For RCT 2, the desired sample size was not achieved as the services did not have the capacity to send higher numbers of letters and handle incoming contact that would be generated as a result. The low sample sizes meant that the studies did not have sufficient statistical power to detect very small effects, if they were present. 

2. It was not possible to measure the effectiveness of the webform as a tool of providing support to residents in need. This was due to the low completion rates for the webform in RCT 1 and inconsistencies in responding to those that completed the webform. No referrals went through to Our Newham Money, as a result it was not possible to measure any financial confidence and resilience outcomes. 

3. During the scoping and intervention design phases of the project, it was not possible to identify ways in which multiple debts (residents in debt with both Council Tax and Housing) can be accurately tracked, measured, and recorded in RCT 1. The reasons for this were: 1) there were challenges identifying cohorts of residents in joint arrears of suitable size to run a trial; 2) there are two parallel escalation processes and separate data management systems; and 3) communicating statutory requirements for two processes in a single communication was challenging. As a result, it was not possible to send joint-debt SMSs. 

For RCT 2, it was possible to incorporate residents in joint debt in the intervention design. However, there was only one resident identified in multiple debt within the selected cohort for the trial. 

4. In many instances the administration of RCT 1 was not consistent. There were instances where the same individual was entered into the trial every month, generating duplicate entries. There were also instances where the SMS were not sent. For these situations data entries were removed before proceeding with the analysis. This reduced the power of the trial. 

9.2. Project Learnings

Both services recognised the value in adopting an evidence and data led approach. Although the administration of the RCTs was relatively labour heavy to set up, both services recognised the value in reviewing the impact of the communications from a data led and evidence led approach. The mapping of communications over time and conducting a cost/benefit analysis of the impact was seen as valuable and will be taken forward. 

It is critical to go through scoping and feasibility before setting out project objectives. One of the main project objectives was to target residents in multiple debts and help them clear their balance. Achieving this objective required combining data and escalation processes from two separate systems: Council Tax and Housing. This proved to be challenging for a number of reasons. The two services are fundamentally different in terms of 1) the relationship and how they communicate with residents, 2) the escalation processes followed, and 3) the data on payment is stored on separate systems.

Council Tax communicates with all residents and the escalation process is relatively linear. In comparison, Housing is in consistent contact with Housing tenants, through the relationship with the Housing Officer. They communicate regularly with residents through multiple channels to build relationships and to support residents to maintain a tenancy. 

As a result, this project objective (addressing residents in multiple debt) was not achieved as currently the Council does not have the IT systems in place for easy capturing multiple debts and effectively communicating with residents in multiple debt. There were also insufficient numbers to run a trial just on just those in multiple debts. An important learning is that therefore, for future projects it would be beneficial to review if systems and processes can be put in place that reduce manual work to achieve these objectives. 

Ensuring all the delivery team are fully engaged in understanding the overall objectives and testing the necessary administration the RCT. Compliance with administering the RCT daily was challenging. This is understandable when complex new processes were required and there were competing demands on time and resources. Moving forward it is important to ensure all roles across the project are involved and briefed from the start. This should include members with deep knowledge of the administration of every process the trial touches, from the escalation process, post room, SMS and Telsolutions accounts to data collection teams. The complexity of the processes and data collection re-emphasises the importance of pilots to bed down the process before the launch of a trial. In addition, regular checks on compliance are required to ensure the trial is being delivered consistently. 

Exploring alternative evaluation methods when RCTs are deemed too complex. For future projects in general, alternative evaluation methods other than RCTs could be employed when RCTs are deemed too complex to deliver. These were touched on during the evaluation workshops delivered as part of this project and are available on request.  

The GDPR and ethics for the programme moved forward efficiently. Using existing templates and wording from other councils expedited the process. LBN adjusted existing Use of Data statements from Barnet on contacting residents and the use of data was a very quick approach to comply with GDPR. Where possible, templates for this should be shared by the LGA or across councils. 

9.3 Recommendations

Adopt an evidence-based approach to evaluating impact 

Although the administration of the RCTs were challenging, adopting an evidence-based approach in designing and implementing communications will deliver value for both services. 

This is especially the case for Council Tax where the volumes of communication are high and the escalation process is relatively linear, it is also easier to measure the impact of a single communication. To help ensure this becomes embedded within the council setting up information systems to enable testing should be considered. For example, adding a column within a system that can assign residents to different conditions within an escalation process or communication campaign will help substantially in administering RCTs. In addition the ability to record outcomes in the short and longer terms will support benefits realisation. 

Assess and develop ways to reduce manual intervention of a trial and ensure trials are regularly tested and reviewed

Investigate ways to reduce manual work required to run a trial or to embed activity in to Business as usual activity. 

Use learning from this trial to understand the necessary resource required to fully administer the trials on a day to day basis to ensure data analysis can lead to the greater statistical significance of insight. 

Carry out research into alternative options to test how residents can be encouraged to take up support that is available 

The trial did provide support for residents, whether that was through increasing contact to the council or through information provided to them once they had filled out a web form. Low response numbers from the webform, may support the evidence that there is a reluctance to discuss money and debt, however it will be prudent to test other approaches and methods of communication to support residents to take up support. 

Carry out full cost benefit analysis of interventions to ascertain value for money and benefits 

The cost of sending letters and SMS are known, this should be further enhanced to include officer administration time, balanced against short and longer term outputs and outcomes. 
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Appendix A: SMS interventions for RCT 1

Below we present the SMS interventions for RCT 1 that were sent from Council Tax and Housing.

1. Council Tax:

Treatment 1 (SMS 1): Friendly reminder + payment link (344 Characters).

Hi (Resident First Name), this is a friendly reminder that your council tax instalment of £XXX.XX is now overdue. This is for your council tax account ending XXXX. Please make a payment now using the instructions on your bill or by visiting the Newham website: https://www.newham.gov.uk/payit.Please ignore if you have paid in the last 2 days.


Treatment 2 (SMS 2): Friendly reminder + payment link + webform link (471 Characters).

Hi (Resident First Name), this is a friendly reminder that your council tax instalment of £XXX.XX is now overdue. This is for your council tax account ending XXXX. Please make a payment now using the instructions on your bill or by visiting the Newham website: https://www.newham.gov.uk/payit.

If you cannot pay within 24 hours, tell us why: (www.webformlink.com). You will still need to pay, but we may be able to help. Please ignore if you have paid in the last 2 days.

2. Housing:

Treatment 1 (SMS 1): Friendly reminder + payment link (316 characters)

Hi (Resident First Name), this is a friendly reminder that your rent payment of £XX.XX  is now overdue. This is for your rent account number ending XXXX. Please make a payment now by your usual method, or by visiting the Newham website: https://www.newham.gov.uk/payit. Please ignore if you have paid in the last 2 days.


Treatment 2 (SMS 2): Friendly reminder + payment link + webform link (441 characters)

Hi (Resident First Name), this is a friendly reminder that your rent payment of £XX.XX is now overdue. This is for your rent account number ending XXXX. Please make a payment now by your usual method, or by visiting the Newham website: https://www.newham.gov.uk/payit.

If you cannot pay within 24 hours, tell us why: (www.webformlink.com). You will still need to pay, but we may be able to help. Please ignore if you have paid in the last 2 days.


Appendix B: Signposting SMSs for RCT 1

Below we present the text for the various signposting SMSs that were sent to those residents that responded to the webform in RCT 1. Each of the signposting SMSs correspond to the relevant option on the webform.

SMS Heading: LBN Newham

Introductory SMS for Council Tax:

Hi [Resident First Name]
Based on the information you shared with us, our team have found some resources that could be relevant to your situation. 
We will text you with the links now. 
Your council tax monthly payment is still due. Please pay this here https://www.newham.gov.uk/payit. to avoid further reminders.
Thank you, 
Council Tax Team

Introductory SMS for Housing:

Hi [Resident First Name]
Based on the information you shared with us, our team have found some resources that could be relevant to your situation. 
We will text you with the links now. 
Your rent payment is still due. Please pay this here https://www.newham.gov.uk/payit. to avoid further reminders.
Thank you, 
Council Housing Team

Signposting SMS (based on which webform options residents select):


	Webform option
	Signposting SMS
	Rule

	1 : I lost my job / have reduced working hours
	1: We understand you have lost your job or have reduced working hours.

To find work and opportunities in Newham follow this link: https://www.ournewhamwork.co.uk/

If you are having a problem at work, the Employment Rights Hub is here for advice and support to help provide a solution:
https://www.newham.gov.uk/advice-support-benefits/employment-rights-hub

Part time learning and re-training available in Newham:
https://www.ournewhamls.co.uk/ 

	If resident selects option 1 then send Signposting SMS 1.

	2: I have had an unexpected expense (e.g. flood, fire, or other emergencies.)
	2: You told us you have had an unexpected cost or emergency. If you need an emergency loan for urgent work, or an immediate expense, please visit: 
https://www.ournewhammoney.co.uk/affordable-loans/moneyworks-emergency-loan/

	If resident selects option 2 then send Signposting SMS 2.

	3: My money stopped because I failed a medical
	We understand your benefits have stopped because you failed a medical. To access advice from NHS on improving your health lifestyle please visit: https://www.newham.gov.uk/downloads/file/3856/newham-5-ways-a5-online
	If resident selects option 3 then send Signposting SMS 3.

	4: My benefits have been sanctioned
	4: If your benefits have been sanctioned, you may be able to request a hardship payment from the Jobcentre. Hardship payments are not always paid immediately, and they’re not available to everyone. You can also access Council support by visiting: https://www.ournewhammoney.co.uk/affordable-loans/moneyworks-emergency-loan/
	If resident selects option 4 then send Signposting SMS 4.

	5: My benefits payment is delayed
	5: If your benefits payment has been delayed you may be able to request a hardship payment from the Jobcentre. Hardship payments are not always paid immediately, and they’re not available to everyone. You can also access Council support by visiting: https://www.newham.gov.uk/coronavirus-covid-19/covid-19-advice-support/2
	If resident selects option 5 then send Signposting SMS 5.

	6: I made a claim for a new benefit
	Same as above. 
	If resident selects option 6 then send Signposting SMS 5.

	7: I am waiting for a benefits decision
	6: You can challenge a benefits decision if your benefits have been stopped / sanctioned / reduced / refused or you have been overpaid. Most benefit decisions need to be challenged within one month.

Challenging a decision:
https://www.gov.uk/mandatory-reconsideration

	If resident selects option 7 then send Signposting SMS 6.

	8: I am deciding between food, fuel or mobile credit
	7: If you’re making hard choices between affording food, mobile credit or heating or electricity you could consider our emergency support service.
https://www.ournewhammoney.co.uk/affordable-loans/moneyworks-emergency-loan/ 

You can also access emergency food support from Newham Food Alliance: https://www.newham.gov.uk/newhamfoodalliance

	If resident selects option 8 then send Signposting SMS 7.

	9: My income isn’t high enough to cover outgoings or I am on a zero hours contract
	8: If you need advice about a work or employment issue or you are interested in training, please visit: https://www.ournewhamwork.co.uk/

You can also find part time learning and re-training available in Newham:
https://www.ournewhamls.co.uk/

	If resident selects option 9 then send Signposting SMS 8.

	10: I am sick and cannot cover costs
	9: You have told us you are sick and cannot cover your costs at present. Look to see if you’re eligible for support from the government or from the council.
https://www.gov.uk/government/publications/support-for-those-affected-by-covid-19/support-for-those-affected-by-covid-19

	If resident selects option 10 then send Signposting SMS 9.

	11: I am not sure if I’m eligible for support
	10: This link provides information on what different types of support or benefits the council can provide. You should read this to understand if you are eligible.
https://www.newham.gov.uk/advice-support-benefits/benefits-may-able-claim/1

	If resident selects option 11 then send Signposting SMS 10.

	12: I have had a change of circumstance (e.g. death in the family / new baby / illness / separated from partner etc.)
	11: It’s important to tell the council if there has been a change in your situation as it means your benefits can also change. Please visit: https://www.newham.gov.uk/advice-support-benefits/tell-us-change

During tough times there are also resources to help you stay on top of things and keep yourself mentally and physically well. 
https://www.newham.gov.uk/downloads/file/3856/newham-5-ways-a5-online

	If resident selects option 12 then send Signposting SMS 11.

	13: Rent (Council housing) / CT
	12: Managing and controlling your finances can be hard - we can provide a range of tools and support which can help you stay on top of things and prioritise how you manage your money. We can also talk to you one to one in confidence as well. 
https://www.newham.gov.uk/advice-support-benefits/money-debt-advice-support/1

	If resident selects option 13 then send Signposting SMS 12.

	14: Rent (Non-council / private)
	Same as above.
	If resident selects option 14 then send Signposting SMS 12.

	15: Benefits repayments
	Same as above.
	If resident selects option 15 then send Signposting SMS 12.

	I would be interested to learn about different organisations (other than the Council) that can provide advice and support.
	13: There are many different support  services that can provide you with advice and support. Here are the contact details for some of them:

Citizen’s Advice
www.citizensadvice.org.uk
0800 144 8848

Debt Free London
T: 0808 164 2480
https://debtfree.london/get-debt-advice 

National Debtline
www.nationaldebtline.org 
Freephone 0808 808 4000.

Step Change 
0800 138 1111
www.stepchange.org 

MoneyHelper 
www.moneyhelper.org.uk 

Shelter 
0808 800 4444 (Freephone)
www.england.shelter.org.uk

	If resident selects this box in the webform, then send SMS 13.









Appendix C: Webform questions for RCT 1

Webform (Council Tax):

We are aware that you are having difficulty with your council tax payment. Please let us know why. There are many ways the council can help you manage your monthly payments. 

Press SUBMIT when you have finished.

Thank you,
Newham Council Tax team

When can you pay your council tax monthly payment?
●	Next 24 hours
●	Next 48 hours
●	I’m having trouble paying

If you are unable to pay in the next 24 hours please tell us why. Please only select the most important reason(s) (maximum of 4):

I suddenly have no money
●	I lost my job / have reduced working hours
●	I have had an unexpected expense (e.g. flood, fire or other emergencies). 
●	My money stopped because I failed a medical
●	My benefits have been sanctioned 

I’m waiting on a benefits payment / decision
●	My benefits payment is delayed
●	I made a claim for a new benefit
●	I am waiting for a benefits decision

My money doesn’t stretch far enough
●	I am deciding between food, fuel or mobile credit
●	My income isn’t high enough to cover outgoings or I am on a zero hours contract
●	I am sick and cannot cover costs 
●	I am not sure if I’m eligible for support
●	I have had a change of circumstance (e.g. death in the family / new baby / illness / separated from partner etc.)

I have other debts to pay
●	Benefits repayments
●	Rent (Council housing)
●	Rent (Non-council / private)
●	I owe money to friends and family
●	Payday loans / loans
●	Gas, electricity or water
●	Other debts: ___________________
Are there other reasons you cannot pay or is there anything else you would like to add? 

_______________________________________________________________________

I would be interested to learn about different organisations (other than the Council) that can provide advice and support.


We can send you information on how the Council and other services can help you with your situation. Would you like to receive this information? We will contact you either by SMS or telephone. If we think direct support from Our Newham Money will benefit you, we will ask them to give you a call. 

●	Yes, I consent to receiving this information either by SMS or telephone
●	No, I do not wish to be contacted

SUBMIT


Webform (Housing):

We are aware you may be having difficulty paying your rent. Please let us know why. There are many ways the council can help you manage your payments. 

Press SUBMIT when you have finished.

Thank you,
Newham Council Housing team

When can you pay your rent?
●	Next 24 hours
●	Next 48 hours
●	I’m having trouble paying

If you are unable to pay in the next 24 hours please tell us why. Please only select the most important reason(s) (maximum of 4):

I suddenly have no money
●	I lost my job / have reduced working hours
●	I have had an unexpected expense (e.g. flood, fire or other emergencies.)
●	My money stopped because I failed a medical
●	My benefits have been sanctioned 

I’m waiting on a benefits payment / decision
●	My benefits payment is delayed
●	I made a claim for a new benefit
●	I am waiting for a benefits decision

My money doesn’t stretch far enough
●	I am deciding between food, fuel or mobile credit
●	My income isn’t high enough to cover outgoings or I am on a zero hours contract
●	I am sick and cannot cover costs 
●	I am not sure if I’m eligible for support
●	I have had a change of circumstance (e.g. death in the family / new baby / illness / separated from partner etc.)

I have other debts to pay
●	Benefits repayments
●	Council tax
●	I owe money to friends and family
●	Payday loans / loans
●	Gas, electricity or water
●	Other debts: ___________________

Are there other reasons you cannot pay or is there anything else you would like to add? 

_______________________________________________________________________


I would be interested to learn about different organisations (other than the Council) that can provide advice and support.

We can send you information on how the Council and other services can help you with your situation. Would you like to receive this information? We will contact you either by SMS or telephone. If we think direct support from Our Newham Money will benefit you, we will ask them to give you a call.

●	Yes, I consent to receiving this information either by SMS or telephone
●	No, I do not wish to be contacted

SUBMIT
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Appendix D: Letter interventions for RCT 2

Payment Letter – Housing

[image: Image of the payment letter for housing]
Payment Letter – Council Tax
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Payment Letter – Joint debt (Council Tax and Housing)

[image: Image of the payment letter for joint arrears]
Support Letter – Housing
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Support Letter – Council Tax
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Support Letter – Joint debt (Council Tax and Housing)

[image: Image of the payment letter for joint arrears]

Appendix E: Supplementary analysis - RCT 1

Table 10. Treatment effect on total payments made by residents per week (cumulative)

[image: Table showing regression analysis for the treatment effect on total payments made by residents per week. ]
Table 11. Treatment effect on contact rates
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Table 12. Treatment effect on payments received from Housing per week (cumulative)
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Table 13. Types of contact received from Housing, split by treatment condition

[image: Table showing descriptive figures for types of contact received from Housing. ]

Table 14. Treatment effect on payments per week (cumulative) from Council Tax

[image: Table showing regression analysis for the treatment effect on payments per week from council tax. ]
















Table 15. Types of contact received from Council Tax, split by treatment condition

[image: Table showing descriptive figures for types of contact received from council tax. ]



Appendix F: Supplementary analysis - RCT 2

Table 16. Treatment effect on cumulative weekly payments

[image: Table showing regression analysis for the treatment effect on cumulative weekly payments - RCT 2. ]





Table 17. Treatment effect on residents that paid anything per week (cumulative)

[image: Table showing regression analysis for the treatment effect on residents that paid anything per week - RCT 2. ]

Table 18. Treatment effect on payments covering full outstanding balance

[image: Table showing regression analysis for the treatment effect on payments covering full outstanding balance.]
Table 19. Treatment effects on total contact – Council Tax and Housing
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Table 20. Types of contact – Council Tax only
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Table 21. Conversation topic captured in Notepad for callers to the Council Tax service

	Communication
	Pay / Pymnt
	DD
	Afford
	Agree
	Arrange
	Grand Total

	Control (no letter)
	27
	18
	2
	3
	2
	113

	Payment letter
	32
	31
	1
	6
	7
	116

	Support letter
	36
	26
	 
	6
	5
	137

	Grand Total
	95
	75
	3
	15
	14
	366



Note:


Table 22. Types of contact – Housing only

	 
	Group 2
	Group 1
	Control

	7 Day NOSP Warning Letter
	4
	 
	 

	Alternative payment arrangement
	 
	1
	 

	APA for Universal Credit Requested 
	 
	1
	 

	Arrangement Agreed (pre-NOSP)
	 
	 
	2

	Arrears Cleared
	1
	1
	 

	Arrears Summary
	 
	1
	 

	Direct Debit Cancellation Letter
	 
	1
	 

	Direct Debit Unpaid Instalment
	1
	 
	 

	Email Received
	1
	 
	2

	Email Sent
	1
	 
	1

	First Reminder Letter
	28
	30
	17

	Letter Req Telephone Contact
	1
	 
	 

	Phone Call
	2
	 
	 

	Second Reminder Letter/Visit
	5
	1
	1

	Telephone Call
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Eél SMS 1 (Payment) Eél ‘SMS 2 (Payment + Webform)

Residons wore 4.5% more likely Residents were 4.1% more likely fo make
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= Both SWS 1 and SMS 2 significantly increased resident contact for both senvices.

CONTACT LSMS 1 increased the conact ates by 3.4% above the control condion
882 L= SWS 2 increased the contact rates by 4.1% above the contrl condion.
=0n =% Weblorm responses were low, the impact o the weblorm could ot be evaluated.

= No respondents were rferred to Our Newham Money.

Recommendations.

Council tax should

Consider using an
SMS rominder

there s 3 gapin
atutory reminders.

Housing should not
use SWS reminders.
to prompt payment.
reminders s
wn payments.

“The impact of
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= The payment-focused letter generated significantly more payment than the
support-focused letter or the control condition (ho communication).

Letter 1 (Payment) After four weeks, the payment letter had collected £9,970 versus £1,881 in the control
(no communication) condition.
@ This represents a 5630% increase in arrears collection.
=) The Payment letter did not significantly increase contact rates versus the control. }

=) The Support letter increased the contact rates for both services overall from 37.8% to 45.8%.
For Council Tax the support letter increased contact rates by 8.6%.

Letter 2 (SuPport) For Housing, there were no statistically significant differences in contact found.
<@» = There was no significant effect of the support letter on payment.
PaaY

Increased contact is a good outcome as previously there had been no engagement from
these residents. From qualitative analysis, the incoming contact tended to be about receiving
payments, direct debit sign ups, arrears summaries and payments arrangements.
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Hi lan, this is a friendly reminder
that your rent payment of
£250.00 is now overdue. This is
for your rent account ending
*+**3658. Please make a
payment by your usual method,
or by visiting the Newham
website: https://
www.newham.gov.uk/payit

Hi lan, this is a friendly reminder
that your rent payment of
£150.00 is now overdue. This is
for your rent account ending
****3654. Please make a
payment now by your usual
method or by visiting the
Newham website: https://
www.newham.gov.uk/payit. If you
are unable to make this payment
in the next 24 hours, use this
webform https://textm.co/s/
suhfjlaOba? to tell us why. You
will still need to pay, but we may
be able to help.




image11.png
Sept 27 calcs

2groups/  2groups / 3groups/ 3 groups /

mid mde high mde mid mde high mde
Total sample size 5,598 3,182 8,397 4,773
Sample of treated 2,799 1,591 5,598 3,182
Min sample per group 2,799 1,591 2,799 1,591
Number of groups 2 2 3 3
Alpha 0.05 0.05 0.05 0.05
Power 0.8 0.8 0.8 0.8
Baseline outcome (% that avoid
reminder) ( 27 27 27 27
MDE 3 4 3 4
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By week 1 By week 2 By week 3
Control £62,032.70 £89,943.70 £124,771.31
SMS 1 £73,326.46 £86,759.48 £110,824.16
SMS 2 £75,807.93 £93,178.82 £119,484.19

By week 4 N
£151,844.79 1584
£137,253.03 1577
£141,802.60 1576
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By week 1 By week 2 By week 3 By week 4

Control 41 77 128 161 1584

SMS 1 98 145 181 229 1577

SMS 2 116 162 205 254 1576
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WEBFORM RESPONSES — COUNCIL TAX

B Next 24 hours M Next 48 hours M I'm having trouble paying

4%
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Webform responses — Council Tax

Other debts

Ilost my job / have reduced working hours
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My statutory sick pay is too low to cover costs
I'am deciding between food, fuel or mobile credit
Gas, electricity or water

Benefits repayments
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WEBFORM RESPONSES — HOUSING

HNext 24 hours M End of the month M I'm having trouble paying
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Webform responses — Housing

Payday loans
Council tax (Debts)
I am deciding between food, fuel or mobile credit

I have had an unexpected expense (e.g. flood, fire, or other...
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I have had a change of circumstance (e.g. death in the family / new...

I'am not sure if I'm eligible for support

My statutory sick pay is too low to cover costs
I'made a claim for a new benefit

My benefits payment is delayed

My money stopped because | failed a medical
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Housing Week 1 Week 2 Week 3 Week 4 N

Control £15,625.35 £24,705.03 £38,403.72 £43,136.94 218

SMS 1 £12,896.38 £17,322.62 £26,620.31 £36,716.18 226

SMS 2 £10,631.13 £17,545.77 £26,285.79 £31,29026 220
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Week 1 Week 2 Week 3 Week 4

Control  £46,407.35 £65,238.67 £86,367.59 £108,707.85 1366

SMS1 £60,580.08 £70,267.31 £85,636.30 £103,406.00 1351

SMS2  £65,176.80 £75,895.76 £93,461.11 £110,827.73 1356
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Amount paidupto Any paymentsupto Covered original balance up

SR SR to SR

Control 0.000 0.000 0.000
SMS 1 10.338 0.045%** 0.052***
SMS 2 11.943 0.041** 0.049%**
Days before 3.310%** 0.010*** 0.010***

SR

Constant -5.038 0.114%** 0.079***

Observations 3285 3285 3285

R-squared 0.162 0.391 0.384
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Byweek1l Byweek2 Byweek3 Byweek4

Control  £0 £563.13 £993.26 £1881.26 555

Letter1 £1415.47 £4118.95 £5947.87 £9970.53 523

Letter2 £600 £2676.85 £3814.86 £5330.86 521
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Byweek1l Byweek2 Byweek3 Byweek4

Control  £0 £133 £133 £921 490

Letter1 £824.12 £2970.62 £3856.62 £7814.32 460

Letter2  £300 £1614.37 £1752.38 £2229.76 452
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Byweek1l Byweek2 Byweek3 Byweek4 N
Control £0 £430.13 £860.26 £960.26 65

Letter 1 £591.35 £114833  £2091.25 £2156.21 63

Letter 2 £300 £1062.48 £2062.48 £3101.10 69
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 Cost  Benefit  

 £1.27 per letter x 523 (CT  460)  £ 584  Increased or accelerated  revenue 8089, (CT 6893)    £ 6893  

 Staff Time  –   administering  mail out  NA  Staff Time savings due to  reducing   arrears   escalation  administration.    NA  

 Staff Time  –   responding to  incoming contact.  NA  Savings due to reduced  Court  Summons  administration   saving  ~10 court summons due to  payment or set up of payment  arrangements.     NA  

   Direct debit and  arrangement  set up.     

Total   £584   £6893  
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- PAY NOW o call
Ko ondog s et ondog
N4 S

Michael we do not want to
e take legal action against you, Your account information
but you must ACT NOW.

Your tenancy account balances are
Michael Bloggs Date: 21 February 2022 Pay Ref Balance Balance Date
Address Line 1
Address Line 2
Address Line 3
Address Line 4
Address Line 5
WAYS TO CHECK YOUR BALANGE AND PAY
Dear Michael, 2 Online
. . &5 Visithttps://www.newham gov.uk/payit or use the following QR code to pay online using a debit
' Youowe £65.50 in outstanding rent card

If you do ot pay us now, we will have to take legal action against you.

“This letter shows your unpaid rent arrears which must be paid immediately. In the future, you will still
need to pay your regular weekly rent payments as per your payment agreement

If you ignore this letter we will view it as an active choice. If you take no action:
Salary or pension

c 1f you currently work for, or have retired from a job with, the London Borough of Newham, you
. ed legal can pay your rent directly from your salary or pension.

< Telephone
Call us on 020 8430 2000 and enter extension 70020 (our automated service) to pay on either
acredit or debit card.

Please see the back of the letter for ways you can make a payment.

Yours sincerely,
[Add signature]

Housing contact

Position WAYS TO CONTACT US SO WE CAN SUPPORT YOU WITH YOUR PAYMENTS:

& Phone: 020 3373 6427 B Email: RS-debtRecovery@newham.gov.uk
If you are struggling to make this payment, you can contact Our Newham Money on 020

8430 2041. They are a free council service, providing a range of support offers including:
emergency payments; support with paying bills and benefits checks.

Visit www ournewhammoney.co.uk
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Ko iy

Michael we do not want to
take legal action against you,
but you must ACT NOW.

Michael Bloggs Date: 21 February 2022
Address Line 1
Address Line 2
Address Line 3
Address Line 4
Address Line 5

Dear Michael,
v You owe £105.58 for outstanding council tax.
If you do not pay us now, we will have to take legal action against you.
You will be charged £102.50 in legal costs in addition to what you owe. This letter shows your total
council tax unpaid balance, which must be paid immediately. In the future, you will still need to pay your

regular council tax instalments as per your payment agreement

I you ignore this letter we will view it as an active choice. You will then have to:

 Facea

through

Please see the back of the letter for ways you can make a payment

Yours sincerely,
[Add signature]

Council Tax contact

Position

If you are struggling to make this payment, you can contact Our Newham Money on 020
8430 2041. They are a free council service, providing a range of support offers including
emergency payments; support with paying bills and benefits checks.

Visit www.oumewhammoney.co.uk

@m \L{n:iy

Your account information

nt information

count number  Property Address  Balance forthe  Balance for the Total Balance
year (Date - Date) _year (Date - Date)

WAYSTO PAY

Online
Visit https:/ /www.newham gov.uk/payit aspx or use the following QR code to pay online

Credit/Debit card
Please telephone 020 8430 2000 and select the “make a payment” option.

ByPost
Send your cheque or postal order to Cashiers section, PO BOX 23504, E15 4UU. Please make
your cheque payable to “London Borough of Newham" and write your Council Tax account
number, name and address on the back of your cheque.

Paying via the Post Office or PayPoint outlet
‘You can use your all pay card if you already have one, or you can take your council tax bill o the
post office or outlet and make a payment using the ail pay barcode at the front of your bill

WAYS TO CONTACT US SO WE CAN SUPPORT YOU WITH YOUR PAYMENTS:

< Phone: 020 8430 2000
(Select option 3 then option 1)

B Email: counciltax@newham.gov.uk
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-/
Newham London
N4

Your account information

Michael we do not want to
© il acionaganstyos
but you must ACT NOW.

Your te ount balances are
Account type Pay Ref Balance Balance Date
Michael Bloggs Date: 21 February 2022
Address Line 1
Address Line 2
Address Lie 3 Your Council Tax account information
porisied i Accountnumber | Propertyaddress  Balance forthe  Balance forthe Total Balance
ressLine year (Date — Date) _year (Date - Date)
WAYS TO CHECK YOUR BALANCE AND PAY
Dear Michael,

£ online

/ You owe £65.50 in outstanding rent. Visit https://www.newham.gov.uk/payit or use the following QR code to pay online.

+/ You owe £105.58 for Council Tax.

If you do ot pay us now, we will have to take legal action against you.

fA0)]

For council tax, you will be charged £102.50 in legal costs in addition to what you owe. This letter shows
your unpaid rent arrears and council tax balance, which must be paid immediately. In the future, you will
still need to pay your ongoing weekly rent payments in line with your tenancy agreement and your regular
‘counciltax instalments as per your payment agreement.

Salary or pension

1f you ignore this letter we villvew it as an active choice. If you take no action: 1f you currently work for,or have retired from a job with, the London Borough of Newharm, you
can pay your rent directly from your salary or pension.

il make an application to the county courts for possession of your home

Telephone
ould lead 1o e e s and eviction from the property
e fo e e o et €, Callus on 020 8430 2000 and enter extension 70020 (our automated service) to pay on either

acredit or debit card.

pay the charg
ByPost
For council tax payments - Send your cheque or postal order to Cashiers section, PO BOX 23504,
Please see the back of the letter for ways you can make a payment. £15 4UU. Please make your cheque payable to “London Borough of Newham" and write your

‘Council Tax account number, name and address on the back of your cheque.
Yours sincerely, o y .
Paying via the Post Office or PayPoint outlet

1Add signature] {5 Forcounciltax payments - You can use your all pay card it you aready have one,or you can take
your council tax bill to the post office or outlet and make a payment using the all pay barcode at

Joint contact the front of your bill

Position

WAYS TO CONTACT US SO WE CAN SUPPORT YOU WITH YOUR PAYMENTS:
If you are struggling to make this payment, you can contact Our Newham Money on 020

8430 2041. They are a free council service, providing a range of support offers including: & Telephone & Email
emergency payments; support with paying bills and benefits checks. ‘Council Tax Phone: 020 8430 2000 Council tax email: counciltax@newham.gov.uk
(Select Option 3 followed by option 1) Housing email:

Visit www,ourewhammoney.co.uk Housing Phone: 020 3373 6427
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Michael, we can help you manage your
payments and negotiate a payment
agreement that you can afford.

feman ray

Call us now on

Michael Bloggs Date: 21 February 2022
Address Line 1
Address Line 2
Address Line 3
Address Line 4
Address Line 5

Dear Michael,

You owe £65.50 in rent arrears, and it s overdue.
You need to make a payment or contact s immediately to avoid further action being taken against you.

If you are struggling to pay, contact Our Newham Money.
Rtlinam
HERE IS HOW WE CAN HELP:

2

Contact Our Newham Money NOW on 020 8430 2041 (quote reference
=511 o et how vie ca help before you coneider otfe fiancial Offera)

Please see the back for important information on how to pay the council and ways to contact us.

Yours sincerely,

Housing Contact
Position

@rﬁ London
N4

Your account information

Your tenancy account b

Pay Ref Balance Balance Date

WAYS TO CHECK YOUR BALANCE AND PAY

#» Online
Visit https:/ /www.newham.gov.uk/payit or use the following QR code to pay online using a debit
card.

@ seler orpension
If you currently work for, or have retired from a job with, the London Borough of Newharn, you
‘can pay your rent directly from your salary or pension.

{, Telephone
Call us on 020 8430 2000 and enter extension 70020 (our automated service) to pay on either
acredit or debit card.

WAYS TO CONTACT US SO WE CAN SUPPORT YOU WITH YOUR PAYMENTS:

< Phone: 020 3373 6427 m Email: RS-debtRecovery@newham.gov.uk
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[ Michael, we can help you manage your
Newham.Londor payments and negotiate a payment
agreement that you can afford

Michael Bloggs
Address Line 1
Address Line 2
Address Line 3
Address Line 4
Address Line 5

Date: 21 February 2022

Dear Michael,

You owe £103.50 in Council Tax, and it is overdue.
You need to make a payment or contact us immediately to avoid further action being taken against you.

If you are struggling to pay, contact Our Newham Money.

HERE IS HOW WE CAN HELP:

Contact Our Newham Money NOW on 020 8430 2041 (quote reference
“BIP") to see how we can help before you consider other financial
offers.

Please see the back for important information on how to pay the council and ways to contact us.

Yours sincerely,

Name
Position

@mw

Your account information

Your Council Tax account informatic

Account number | Property address | Balance forthe  Balance for the Total balance
year (Date - Date) (Date — Date)

WAYS TO PAY

Online

Visithtips://www.newham.gov.uk/payit aspx or use the following QR code to pay online.

Credit/Debit card
Please telephone 020 8430 2000 and select the ‘make a payment” option.

By Post

() Semyourcheque orpostlarder to Cashiers secion, P0 60X 23504, £15 4L, lease make
your cheque payable to “London Borough of Newham" and write your Council Tax account
number, name and address on the back of your cheque.

or PayPoint outlet

Paying via the Post Of
You can use your all pay card if you already have one, or you can take your counciltax bill o the.
post office or outlet and make  payment using the all pay barcode at the front of your bill

WAYS TO CONTACT US SO WE CAN SUPPORT YOU WITH YOUR PAYMENTS:

« Phone: 020 8430 2000
(Select option 3 then option 1)

= Email: counciltax@newham.gov.uk
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Michael, Our Newham Money can help
‘you with your payments and negotiate.
on your behalf,

<
Newham Londor

now on 020 8430

Michael Bloggs Date: 21 February 2022

Address Line 1
Address Line 2
Address Line 3
Address Line 4
Address Line 5

Dear Michael,

You owe £103.50 in Council Tax and £65.50 in rent arrears, and they are overdue.
You need to make a payment or contact us immediately to avoid further action being taken against you.

If you are struggling to pay, contact Our Newham Money.

HERE IS HOW WE CAN HELP:

2

Contact Our Newham Money NOW on 020 8430 2041 (quote reference
€. “BIP") o a6 how we can help befors you consider other financal offers.

Please see the back for important information on how to pay the council and ways to contact us.

Yours sincerely,

Joint debt contact
Position

inces are:

Account type Balance Balance Date

it information

Account number  Property address  Balance for the Balance for the Total balance
year (Date - Date) __year (Date - Date)

'WAYS TO CHECK YOUR BALANCE AND PAY

L, Online
&2 Visithtps://www.newham.gov.uk/payitor use the following QR code to pay online.

Salary or pension
9 If you currently work for, or have retired from a job with, the London Borough of Newham, you
can pay your rent directly from your salary or pension.

Telephone
€, Callus on 020 8430 2000 and enter extension 70020 (our automated service) to pay on either a
creditor debit card.

By Post

(=3 For council tax payments - Send your cheque or postal order to Cashiers section, PO BOX 23504,
E15 4UU. Please make your cheque payable to “London Borough of Newham" and write your
Council Tax account number, name and address on the back of your cheque.

Paying via the Post Office or PayPoint outlet

For counciltax payments - You can use your all pay card if you already have one, or you can take
your council tax bl to the post office or outlet and make a payment using the all pay barcode at
the front of your bill.

WAYS TO CONTACT US SO WE CAN SUPPORT YOU WITH YOUR PAYMENTS:

< Telephone e
Council Tax Phone: 020 8430 2000 el
(Select Option 3 followed by option 1) Counciltax email:

Housing Phone: 020 3373 6427 Housing email: RS-debtRecovery@newham
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Week 1 Week 2 Week 3 Week 4
Control 0.000 0.000 0.000 0.000
SMS 1 2.360 -2.213 -7.790 -5.089
SMS 2 4.820 1.203 -1.846 -1.233
Constant 25.665* 33.943* 46.548 55.122**
Observations 4776 4776 4775 4774
R-squared 0.000 0.000 0.000 0.000
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Week 1 Week 2 Week 3 Week 4
Control 0.000 0.000 0.000 0.000
SMS 1 0.034%** 0.005 -0.004 0.006
SMS 2 0.041%** 0.005 0.000 0.004
Constant 0.023%** 0.020%** 0.025%** 0.018***
Observations 4737 4737 4737 4737
R-squared 0.007 0.000 0.000 0.000
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Week 1 Week 2 Week 3 Week 4
Control 0.000 0.000 0.000 0.000
SMS 1 -2.074 -3.566 -10.716** -8.651
SMs 2 -1.824 -3.160 -7.968* -8.992*
Constant 9.893** 14.208** 24.731* 28.454**
Observations 2907 2907 2906 2905
R-squared 0.000 0.000 0.002 0.001
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Control SMS1 SMS2 Total
Arrears Summary 5 8 13 26
Email Received 2 8 4 14
Email Sent 4 3 4 11
Phone Call 1 0 1 2
Telephone Call 10 10 7 27
Telephone Payment Taken 1 0 1 2
Telephoned Tenant 5 6 10 21
Text Message Sent 11 7 10 28
Total 39 42 50 131
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Week 1 Week 2 Week 3 Week 4
Control 0.000 0.000 0.000 0.000
SMs 1 4.868 -1.416 -3.759 -1.758
SMS 2 8.880 4.033 3.449 5.200
Constant 32.899*** 42387 52.881™**  63.454***
Observations 2907 2907 2907 2907
R-squared 0.000 0.000 0.000 0.000
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Control SMS1 SMS2 Total

Arrears Summary 5 8 13 26
Email Received 2 8 4 14
Email Sent 4 3 4 11
Phone Call 1 0 1 2

Telephone Call 10 10 7 27
Telephone Payment Taken 1 0 1 2

Telephoned Tenant 5 6 10 21
Text Message Sent 11 7 10 28

Total 39 42 50 131
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Week 1 Week 2 Week 3 Week 4
Control 0.000 0.000 0.000 0.000
Letter 1 2706 6.861** 9.583** 15.674**
Letter 2 1.152 4.123* 5.533* 6.842
Constant 0.000 1.015 1.790 3.390%
Observations 1599 1599 1599 1599
R-squared 0.002 0.003 0.004 0.004
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Week 1 Week 2 Week 3 Week 4
Control 0.000 0.000 0.000 0.000
Letter 1 0.004 0.012* 0.018** 0.020**
Letter 2 0.006* 0.008 0.010 0.012*
Constant 0.000 0.005* 0.005* 0.007**
Observations 1599 1599 1599 1599
R-squared 0.002 0.002 0.004 0.004
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Week 1 Week 2 Week 3 Week 4
Control 0.000 0.000 0.000 0.000
Letter 1 0.004 0.014** 0.016™ 0.018*
Letter 2 0.006* 0.010* 0.010 0.012*
Constant 0.000 0.004 0.005* 0.007**
Observations 1599 1599 1599 1599
R-squared 0.002 0.003 0.003 0.003
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Ctax Contact Housing Contact  Any Contact
Control 0.000 0.000 0.000
Letter 1 0.048 0.021 0.046
Letter 2 0.086™** 0.004 0.080**
Constant 0.339*** 0.677** 0.378*
Observations 1402 197 1599
R-squared 0.005 0.000 0.005
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