


Initial outreach 
communication 
Promise will send all 
eligible customers an 
initial text message 
about the availability 
of payment plans. The 
text will include a link for 
customers to get 
started. 

For customers with no 
known phone number,  
other promotional 
means will be used to 
generate inbound 
interest from customers. 



Welcome page
Once a customer clicks 
on the link, they will be 
directed to the welcome 
page. 

Promise will work with 
HRSD to confirm the 
best customer 
verification information 
(account # and last 
name are placeholders). 

Customers will have the 
option of entering their 
verification data and 
getting started or asking 
for a future reminder.



Account details
Once the customer has 
been verified, they will be 
able to view their account 
information. 

They will have the 
opportunity to update or 
add contact information, 
pay their balance in full or 
explore payment plans.

A warning will be 
provided (exact language 
tbd) that this program 
only covers past due 
balances. 



Selecting a 
payment option 
Customers will be shown 
all available payment plan 
options and again given 
the opportunity to pay 
in full. 

If a customer is not able 
to pay at this time, they 
be will encouraged to call 
Promise so that all 
options can be explored. 



Payment plan 
confirmation 
page
If a customer selects a 
payment plan, they will 
be asked to review and 
confirm their plan. 

They will be shown the 
total due, total due that 
day, # of payments, next 
payment date and 
schedule of payments. 

If they are happy with the 
plan, they will click 
“confirm and enroll”. 



Payment page
Once a customer has 
confirmed their plan, they 
will be asked to make 
their initial payment. 

They will be shown all 
available payment 
options, such as credit 
card, debit card, Apple 
Pay, Google Pay, Venmo, 
cash, etc. 

The exact payment 
options will be confirmed 
between Promise & HRSD 



Confirmation 
& receipt 
After a payment is made, 
the customer will receive 
a confirmation of 
enrollment and a receipt. 

Customers will be given 
the option to update their 
payment schedule, 
manage their account 
and request an email 
receipt. 



Text receipt
After each payment, the 
customer will also receive 
a payment receipt via 
text. 

The text will have a link 
where the customer can 
review their plan and 
manage their account. 



On the confirmation 
& receipt page, 
customers are given 
the opportunity to 
click “Update my 
schedule”. If they 
choose to do so, they 
will be taken through 
the flow on the next 3 
pages. 

“Update 
my 
schedule” 



Update my 
schedule: Step  1

Step 1 will ask the 
customer how they are 
usually paid. They will be 
given several common 
options and the ability 
to click other. 



Update my 
schedule: Step  2
Based on how the 
customer is paid, they will 
be given the option to 
select a day of the week 
(shown here) or date of 
the month (not shown) 
that they want to 
schedule their payments. 



Update my 
schedule: Step  3
Based on the day/date 
that the customer 
chooses, they will be 
shown a new proposed 
payment schedule. 

They will have the 
opportunity to update 
to the new schedule or 
keep their current 
schedule. 



On the confirmation 
& receipt page, 
customers are given 
the opportunity to 
click “Manage my 
account”. If they 
choose to do so, they 
will have several 
options. The next 3 
pages give a brief 
overview of that 
process. 

“Manage 
my 
account” 



Manage my 
account page
If a customer ever selects 
“manage my account” 
they will be shown a page 
with their basic account 
information. 

They will be given the 
opportunity to make a 
one-off payment, change 
their plan, update their 
payment method, see 
their schedule, edit 
contact information, etc. 

Customers are 
encouraged to call 
Promise if they are not 
able to resolve their 
question independently. 



“Change my 
plan” 
If the customer chooses 
to change their plan, they 
will be given the 
opportunity to make a 
partial payment, change 
their payment date, 
request an extension, 
reduce or increase their 
monthly payment or edit 
their payment method. 

Customers are 
encouraged to call 
Promise if they are not 
able to resolve their 
question independently.



“Pay now” 

If a customer elects to 
“Pay now”, they will be 
given the opportunity to 
enter an amount, update 
their payment method (if 
needed) and confirm 
their payment. 



Prior to each 
payment, customers 
will receive a text 
reminder and after 
each payment, 
customers will 
receive a text receipt. 

“Reminders 
& receipts” 



Reminder

Prior to each payment, 
customers will receive a 
text reminder about their 
upcoming payment. 

Customers will be given a 
link where they have the 
opportunity to either 
make an early payment or 
otherwise manage their 
account. 



Receipt 

After each payment, 
customers will receive 
a text receipt confirming 
their payment. 

Customers will be given 
a link where they have the 
opportunity to manage 
their account. 



Thank you 

Please contact Phaedra Ellis-Lamkins 
with any questions

phaedra@joinpromise.com


