Appendix 1

Peter Turner

Director of Finance

London Borough of Bromley
Civic Centre

Stockwell Close

Bromley

BR1 3UH

Date: 30 November 2013

Our Ref: AIF/GT

Dear Peter

As we approach the January 2014 Executive & Resources PDS meeting where we consider and
review the Exchequer service, we take this opportunity to write to you with Liberata’s
assessment of the performance that we have provided to London Borough of Bromley (LBB) and

its citizens.

This summary covers performance for the period 1% April 2013 to 30" September 2013,

Council Tax

The in-year collection performance up to 30" September 2013 was 57.84% which was 0.70%
behind that being achieved at the same time last year.. Our arrears collection was 57.68%
which was 0.83% behind our previous year’s figures.

Our performance this year has been affected by a number of factors. There has been an
increase in the collectable debt due to the replacement of Council Tax Benefit (CTB) with
Council Tax Support (CTS). Also legislation changed from April 2013 to allow residents to pay
over 12 months whereas previously it was 10. There are now over 11,983 (£3.3m) accounts
paying over 12 months. In addition, there has been the removal of exemptions for vacant
properties and those undergoing major repair.

In order to counter the affect of the above we have slightly amended our recovery so that the
minimum debt before which a reminder is issued has been reduced to £20 rather than £25. This
is to ensure that the CTS cases, which were previously in receipt of full CTB, all receive
reminders. The minimum debt before a summons is issued has been increased from £60 to £80.
This is to ensure that the summons costs are not seen as being excessive when compared to
the original debt.

We are continuing with the drop-in summons surgeries each month. This provides taxpayers
with the opportunity to meet with Customer Services staff to discuss issues and make
arrangements to pay.

Business Rates

Most London Borough Local Authorities are experiencing a drop in collection of Business Rates.
This has been attributed to the five year Rateable Value increases that came in during the
previous period, along with the economic climate. However, Bromley’s collection rate for in-
year debt for the period was 61.05% which was a 0.16% improvement on last year’s figure.
The arrears collection figure of 60.23% for the period was ahead of last year by 0.53%.



The team have continued with its targeted collection activities, focusing on checking the Top
500 debtors for any defaulters, improved monitoring of bailiff cases over 90 days, and
proactively following-up of the arrears outstanding, in particular those of the last two years.

Debtors and Income

The in-year collection figure on sundry debts was 73.82% as at 30" September 2013, which
generated income of £10.9m. Liberata continues to work in partnership with service
departments to improve coliection and recovery. Liberata regularly meets with London Borough
of Bromley staff to discuss arrears and proposals for process changes in order to improve the
service to our customers and to increase collection. Trials with alternative debt collecting
agencies are continuing together with pro-active collection activities within the team.

The need for Nightly Paid Accommodation continues to rise. The level of arrears has increased
but the income from Housing Benefit and occupiers payments have also increased. An additional
resource is focusing on raising the level of income recovered and the original target increase of
£65k in payments from debtors this financial year is likely to be exceeded. Liberata continues to
work closely with the Temporary Accommodation team to reduce the time taken to set up rent
accounts. This, together with process improvements, will improve collection further.

Liberata’s streamlined invoicing process should be in place by the end of December. This will
allow Liberata to issue invoices on the day of request, as well as improving accuracy and clarity
for the customers.

The annual issuing of the Trade Waste contracts went smoothly with £117k of the outstanding
debt of £157k being covered by direct debit payments.

Accounts Payable

Following the transfer of the Accounts Payable (AP) Team in February 2013 good progress has
continued to be made regarding the consistency of the service provided.

During the first 6 months of 2013/14 the percentage of invoices that were paid within 30 days
increased from 96% in 2012/13 to 97%. The percentage paid within 20 days has also
increased from 92% to 94% over the same period.

In addition the percentage of suppliers paid by BACS has increased from 85% for 2012/13 to
86% for the first 6 months of 2013/14.

Cashiers

During the period to 30" Sept ember 2013 £17.11m was collected which covered 35,545
transactions, this includes amounts taken via the Kiosk, post, central income and all parking
revenue,

Liberata continue to encourage customers to make payments by Direct Debit.
Pensions and Payroll

The HMRC Real Time Information programme went live successfully on 1% May 2013. This
means that all relevant information required by HMRC is now sent electronically on a monthly
basis instead of annually. The objective of the programme is to modernise and improve the
operation of PAYE so that, over time, PAYE deductions for individuals will become more
accurate. The other objective is to support the operation of Universal Credit when it is
introduced by the Department of Work and Pensions.



Monthly assessments of eligible staff by earnings for Auto-enrolment continue to be carried out
manually due to deficiencies in the payroll system. New software intended to resolve this issue

is due to go live in January 2014.

The growing number of schools converting to Academy status has further created additional
work resulting from each Academy becoming an employer in its own right.

During this busy period the Payroll Team continued to provide a valued service with an average
accuracy rate of 99.9%; the Pension Team achieved an average of 98.06% service level

compliance.

Liberata remains firmly committed to delivering an outstanding service to the London Borough
of Bromley and its citizens.

Yours sincerely

Amanda Inwood-Field
Contract Director
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Age Profile of outstanding Utility Debts as at 30 September 2013

TOTAL
Utility Pre 2011]2011/2012| 2012/2013 | 2013/2014| BALANCE
Virgin Media £9k Nil £1k £85k £95k
British Telecom Nil £6k £80k £75k £161k
EDF Energy <£1k £1k £1k £1k £2k
UK Power Networks Nil £2k £6k £34k £42k
Southern Gas Network Nil Nil <£1k £21k £22k
Thames Water £5k £3k Cr £33k £267k £302k
Total £14K £6k £121k £483k £624k

Appendix 5

Overall Recovery Position of outstanding Utility Debts as at 30 September 2013

Totalunder | Total over Total Value of Marked for
30 days old | 30 days old | outstanding |invoices in |write-off
Utility dispute

Virgin Media £55k £40k £95k £11k Nil
British Telecom £30k £131k £161k £31k Nil
EDF Nil £3k £3k Nil Nil
UK Power Networks Ltd £18k £24k £42k £1k <£1k
Southern Gas £21k <£1k £22k <£1k Nil
Thames Water £180k £122k £302k £60k £4k
Total £305k £320k £625k £123k £4Kk

Collection and Recovery

In order to reduce the number of disputed invoices the LB Bromley pre-agrees the annual
inspection charges and all other charges with the exception of Defects.

LB Bromley is meeting Thames Water to discuss the disputed Defect invoices.

A County court claim is an available recovery option but there are two issues which impact on

success in respect of debts raised by the New Roads and Street Works department:

A claim should only be issued once all disputes are resolved. Under the HAUC (Highways and
Utilities Committee) code of practice there are no time restraints on the submission or
acceptance of disputes. Therefore, late disputes are accepted by LB Bromley.

If a case is defended the judge can refer the local authority to arbitration and the HAUC code

of practice.
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