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What is eCollections? 

Emerged out 
of All-

Electronic 
Treasury 

Vision 

An integral 
part of the 

ROAD Vision 

Convert paper 
collections 

and 
remittances 
to electronic 

Focus on 
electronic 

transaction 
initiation and 
not electronic 

settlement 

Partnership 
with Federal 

Agencies 

Not a one-
cap-fits-all 
approach, 
employs 

agency unique 
tools and 

tactics Increase 
Electronic 

Collections  
Volume 
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The Benefits of the eCollections Initiative? 

Budget 
constraints 

Paper 
transactions 
are costly 

and inefficient  

Maximize 
efficiencies  

Increase 
convenient 
payment 
options to 
citizens 

Free 
agencies’ 
personnel 
for core 
missions 

Why 
eCollections? 
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Strategy 

In collaboration with 
the agencies, Treasury 

will: 

Identify 
opportunities 

for paper 
conversion to 

electronic 

Ensure right 
channels and 
tools exist for 

customers 

Establish 
performance 
and success 

metrics 

Provide policy 
direction where 

appropriate   
(for example, 
EFT mandate) 

Offer 
communication 
and messaging 

support to 
customers 

Facilitate sharing 
of best practices 

and lessons 
learned among 

agencies  
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• A study on behalf of the Treasury was conducted to identify and understand the 
challenges and barriers that agencies face in moving customers from paper to 
electronic payments. 

 
• The following barriers to end-users paying electronically emerged through the 

research: 
– Low level of awareness (payers don’t know that electronic payment options 

are available). 
– Information not laid out as clearly as it could be on the agency websites. 
– Low comfort with technology (also, not clear how to do it – have to walk 

them through it). 

 

Communications Plan Background 
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• Developed key messages expected to resonate with agency customers to 

adopt electronic payments' adoption. 
• Placement of these “Key Messages” within agency websites would help 

encourage and reassure the customer about available electronic options on 
your site. 

 
 

 
 
 

Communications Plan and Key Messages 
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Communication Materials 

• Key Messages 
• Fact Sheets 
• Testimonials 
• Talking Points 
• Web Banners 
• Content for Newsletters 
• Customer Service Script / Q&A 
• Statement Blurbs 
• Statement Inserts 
• Brochures 
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Communication Materials  
 

Fact Sheet 

Web Banners 
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Communication Materials 
 

Statement Inserts 

Website verbiage / statement insert 
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Sample Tools and Tactics 
Fiscal Service-Controlled Agency-Controlled 

 Offer online bill payment 
 Roll out recurring ACH Debit functionality on 

Pay.gov 
 Elevate position of electronic payment options and 

information on Web sites 
 Provide Digital wallet (PayPal and Dwolla) 
 Enable mobile application 
 Mandate electronic payment 
 

 Default to electronic selection when signing up for 
payments 

 Educate payers on electronic options and benefits on 
invoices and envelopes 

 Set expectations for lower service time with electronic 
channels 

 Increase POS card terminals 
 Enable mobile proximity 
 Mandate electronic payment                                              

(Treasury Financial Manual – Bulletin No. 2014-08) 
 

Pain Points Communications Tactics 
 Lack of awareness 
 Unable to find electronic options on websites 
 No benefit or incentive to pay electronically 
 Lack of channel options for some transaction types 
 

 Messaging on convenience (Web site, social media, e-
letters, statement stuffers, signage) 

 Messaging on benefits/ease of adoption 
 Business case/recommended tools and tactics 
 Fact sheets, videos, e-letters, blog posts 
 Where appropriate, mailed materials to current non-

electronic payers 
 Messaging on receipts about electronic payment 

benefits/options 
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Primary Contact: 
 Dr. Olu Faokunla,  
 Director, eCollections Initiative 
 202) 874-6027 
 olu.faokunla@fiscal.treasury.gov  
 
Secondary Contact: 
 Terrance Smith,  
 Agency Implementation Team Lead, eCollections Initiative 
 (202) 874-5327 
 Terrance.Smith@fiscal.treasury.gov 

mailto:olu.faokunla@fms.treas.gov
mailto:Terrance.Smith@fiscal.treasury.gov
mailto:Terrance.Smith@fiscal.treasury.gov
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