CASE STUDY

Ministry / Council Revenue Management & Collections

How a Caribbean professional council moved annual renewals, fee collection, and arrears handling
into one governed workflow.

For: Councils, ministries, statutory bodies with recurring payment workflows

Revenue collection weakens quickly when renewals, payments, supporting forms, appointments, and arrears
are not handled inside one disciplined workflow. This case shows how a Caribbean Professional Council/Board
style environment moved to that discipline through XHUMA.

PROFILE
Lightly anonymized Caribbean Professional Council/Board

Grounded in a renewal and collections environment similar to many Caribbean professional/industry bodies, with
annual renewals, payment handling, supporting documents, appointments, and arrears management.

1. CONTEXT
The collections problem was operational, not merely financial

The institution was responsible for annual renewals, fee collection, supporting-document review, reminder cycles,
and administrative assessment. Much of that process had been digitized in part, but important pressure points
remained: multiple payment routes, fragmented evidence handling, heavy administrative follow-up, and weak
visibility into arrears, incomplete renewals, and payment sub-categories.

In practice, this meant the organization was still spending too much effort holding the process together manually.
Revenue administration was happening, but not with the level of control, traceability, and reporting clarity that
leadership required.

2. WHAT NEEDED TO CHANGE

e The institution needed a collections operating model, not a payment button

e The challenge was broader than enabling online payment. The institution needed the renewal lifecycle —
invoicing, reminders, supporting forms, appointments, payments, assessment, and certificate collection — to
behave as one governed workflow.

e Members needed structured prompts to renew on time rather than relying on ad hoc follow-up.

o Administrative users needed visibility into incomplete renewals, arrears, missing forms, and payment categories.

e Payment handling needed to reflect real-world behaviour, including direct deposits, in-office transactions, card
payments, and cheque handling.

e Appointments and certificate collection needed to be coordinated with renewal status rather than managed
separately.

o Management needed more reliable reporting for finance, administration, and oversight.

3. SOLUTION APPROACH



How XHUMA Government was applied

XHUMA Government was used to structure renewals as a controlled collections workflow rather than a loose set of
member interactions.

WORKFLOW AREA WHAT CHANGED

Renewal Dashboard and email prompts were sequenced around the renewal cycle, including reminders before expiry
notifications and escalation for lapsed or incomplete renewals.

Structured Members were guided through profile review, payment description, payment evidence, and submission
renewal wizard confirmation in a defined order.

Administrative Staff could review submitted payments, assess renewals, record in-office transactions where required, and
assessment maintain a complete renewal record.

Appointment Certificate collection and in-office payment scenarios were aligned to appointment logic rather than treated
coordination separately.

Reporting The institution gained stronger on-screen and exportable reporting for arrears, incomplete renewals, payment
discipline categories, and submission history.

4. WHY THE PLATFORM MATTERED

e The real gain was collections control

e The value of the platform was not only that members could transact online. The deeper value was that renewals,
payments, reminders, supporting evidence, and assessment could now be managed as one institutional record.

e That shift matters because collections performance in these environments is often weakened by exactly the
points XHUMA brought under control: inconsistent payment descriptions, weak follow-up, missing supporting
forms, poor visibility into incomplete renewals, and low-quality reporting.

5. ENHANCEMENT PATH
How the workflow became stronger over time

As the operating model matured, the institution introduced targeted enhancements that strengthened revenue
administration and process accountability.

ENHANCEMENT AREA COLLECTIONS SIGNIFICANCE

In-office payments Administrative workflows were enhanced to handle in-office credit card and cheque scenarios more
cleanly, with clearer categorization in reporting.

Appointment logic Renewal-related appointment options were made more precise, including differentiated timing for
certificate collection versus payment-and-collection scenarios.

Supporting forms Workflow checks were strengthened so that incomplete or unsuitable submissions could be surfaced more
reliably.
Arrears and Reminder logic and dashboard shortcuts improved follow-up for partially completed or overdue renewals.

incomplete payment

Audit and reporting Submission history, attachment visibility, and payment sub-category reporting improved finance and
administrative oversight.

6. INDICATIVE OUTCOMES

¢ What improved
e The most important outcomes were about control, not appearance.

o Renewals behaved more like a managed collections process and less like a fragmented annual administrative
scramble.

e Administrative users gained better visibility into arrears, incomplete renewals, payment types, and supporting-
document issues.



e The institution reduced dependence on manual tracking and ad hoc reconciliation effort.
e Members were prompted more consistently through dashboard and email reminders tied to actual renewal status.

¢ Management gained a stronger basis for reporting, review, and payment-category analysis.

7. WHY THIS CASE MATTERS MORE BROADLY

Relevance beyond one council or ministry

This case is relevant to any public institution that depends on recurring payments, supporting submissions, and
regulated administrative processing. Many ministries, councils, and statutory bodies still manage these activities
through awkward combinations of forms, deposits, inboxes, spreadsheets, and staff memory.

XHUMA Government shows a stronger alternative: treat revenue administration as a governed workflow with
reminders, validation, records, assessment, and reporting in one controlled environment.

8. DELIVERY CONFIDENCE

Why the approach was credible

INFOCOMM's wider Caribbean institutional experience strengthened the deployment approach because the workflow
logic reflected actual operational pain points seen in public bodies and professional boards and councils: arrears
handling, in-office exceptions, form discipline, renewal reminders, appointment coordination, and reporting visibility -
resulting in increased membership satisfaction and retention.
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