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The City collects taxes on real and personal property

Real property is about: Personal property is 
other types, e.g:

Boats Office Furniture

Equipment

Structures

Land



It is harder to collect taxes on personal property because it 
is “unsecured”, meaning the City can’t seize the property 
due to non-payment



Since it’s harder to 
collect personal 
property taxes, we 
wanted to use 
behavioral insights to 
help write a better 
letter to collect the 
tax



We used the EAST framework developed by the 
Behavioral Insights Team (BIT) to do this

Easy

TimelyAttractive

Social



Through What Works Cities, DataSF hosted a workshop 
with BIT to help us design a better letter; 5 teams 
competed and a panel of judges picked the winner

Judges panel!Michael from 
BIT!

Winning team!

Workshop participants hard at work designing new letters



Before /
After





Attractive:
Clear call to action



Social:
…you are among the 5% of taxpayers 

that have not yet paid…



Attractive:
Salient, clear 

consequences



Easy:
Simple, straightforward 

options for paying



Social:
We’re in this together



Attractive:
Clear call to action



Experiment 
& Results



Delinquent taxpayers
Control: Old notice

Treatment: New notice

Identify who is in 
the experiment

Split them 
randomly into 2 

groups

Compare effect 
rates

Responded



We can say with 90% confidence* that the new letter (the 
treatment) improved the response rate, in this case by 
17%

16.3%

14.0%

Percent that paid their tax after receiving the letter by treatment and control

* p =.0515



TTX has applied the 
BIT EAST Principles 
to other taxpayer 
communications.

We will continue to 
use A/B testing to 
support evidence-
based decision-
making 



THANK YOU
@datasf | datasf.org |datasf.org/blog

Data, for the love of the City
&
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