Appendix 1

John Nightingale

Head of Revenues and Benefits
London Borough of Bromley
Civic Centre

Stockwell Close

Bromley

BR1 3UH

Date: 3 December 2015

Our Ref: AIF/R]

Dear John

As we approach the January 2016 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 6 months from 1% April 2015 to 30
September 2015.

Council Tax

As always we have continued to review our processes and procedure during this
period to improve our service to Bromley residents and to ensure our recovery
potential is maximised. The in-year collection for the 6 months to 30
September 2015 was 58.33% which showed a favourable variance of 0.46%
compared to the previous year. Similarly our collection rate for all years was
also 58.33% which again showed a favourable variance, this time of 0.45%
when compared to the previous year. Based on the Local Revenues Group
performance table our in year collection rate placed us 5% out of the 21 London
authorities who had submitted their results.

There has been an increase in the collectable debt compared to the previous
year due to the increase in Council Tax together with working-age Council Tax
Support claimants still being required to contribute a minimum of 19% of the

households’ Council Tax liability.

We are continuing with our collection and recovery initiatives which include
reviewing the top 100 debtors, proactively chasing older debts, issuing ‘pay up’
letters on account balances which are below the summons threshold, reviewing
cases with an attachment pending for both benefit and earnings, progressing
cases held at Liability Order stage and monitoring cases sent to the
enforcement agents. In addition we introduced SMS texting as an additional
reminder to prompt tax payers to pay before the issuing of the final reminder
when they lose the right to pay by instalments. This, together with a
continuation of our normal recovery work, has resulted in 35,372 reminders
being issued and 13,146 finals. The combination of these initiatives has led to a
direct benefit to customers as we have seen a reduction in the number of court
summons (3%) and liability orders (6%) issued compared to last year. The



number of tax payers using direct debit has also increased from 65.82% in
September 2014 to 66.94% in September 2015.

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

Business Rates

The in-year collection rate for Business Rates up to 30™ September 2015 was
57.73% which was 0.08% down on the previous year. The All Year collection
rate up to 30" September 2015 was 56.55% which also showed an adverse
variance of 0.11% on the previous year.

For the 2nd year now, Local Authorities in London experienced a change in the
collection profile of their Business Rates. The main reason for this has been the
change in legislation which means that, with effect from 1st April 2014,
ratepayers have been able to pay their rates over 12 months rather the 10
months as in previous years. Consequently, Local Authorities now receive a
greater portion of their Business Rates in the last two months of the year than
had happened previously. For the London Borough of Bromley this has meant
an 8.5% increase in the number of business now paying over 12 months
compared to last year.

Debt chasing continues to play a very important part, ensuring we are
maximising the recovery of outstanding revenue. The team have continued
with its targeted collection activities, focusing on checking the Top 100 live and
closed debts each month. This is part of the standard recovery work for any
defaulters, progressing with static debts at Liability Order stage, monitoring of
enforcement agents cases and following up on failed payment arrangements.

We have again this year focused on utilising Retail Relief where possible and
have just finished a further campaign focusing on businesses which have yet to
apply. This came into effect from 1st April 2014 and became available for
certain categories of shops, restaurants, cafes and drinking establishments
which had a rateable value of £50,000 or less. The relief entitled them to a
reduction in their rates of up to £1,500 for 15/16. Those establishments that
we identified as potentially meeting the criteria for this relief were issued with
an application form together with information on the application process. The
scheme has been very successful, with over £1.4million being awarded this
financial year. The active promotion of this and the Small Business Rate Relief
has helped reduce the number of reminders, final notices, summonses and
liability orders issued compared to last year.

Orpington Business Improvement District (BIDs)

Our collection rate as at the end of September 2015 was 77.00%, an increase
of 2.68% on last year. This has been achieved through continued focus on the
in-year debtors for default payments and also reviewing the prior years’
outstanding debts.



number of tax payers using direct debit has also increased from 65.82% in
September 2014 to 66.94% in September 2015.

The drop-in summons surgeries are continuing each month. This provides
taxpayers with the opportunity to meet with Customer Services staff to discuss

issues and make arrangements to pay.

Business Rates

The in-year collection rate for Business Rates up to 30™" September 2015 was
57.73% which was 0.08% down on the previous year. The All Year collection
rate up to 30" September 2015 was 56.55% which also showed an adverse

variance of 0.11% on the previous year.

For the 2nd year now, Local Authorities in London experienced a change in the
collection profile of their Business Rates. The main reason for this has been the
change in legislation which means that, with effect from 1st April 2014,
ratepayers have been able to pay their rates over 12 months rather the 10
months as in previous years. Consequently, Local Authorities now receive a
greater portion of their Business Rates in the fast two months of the year than
had happened previously. For the London Borough of Bromley this has meant
an 8.5% increase in the number of business now paying over 12 months

compared to last year.

Debt chasing continues to play a very important part, ensuring we - are
maximising the recovery of outstanding revenue. The team have continued
with its targeted collection activities, focusing on checking the Top 100 live and
closed debts each month. This is part of the standard recovery work for any
defaulters, progressing with static debts at Liability Order stage, monitoring of
enforcement agents cases and following up on failed payment arrangements.

We have again this year focused on utilising Retail Relief where possible and
have just finished a further campaign focusing on businesses which have yet to
apply. This came into effect from 1st April 2014 and became available for
certain categories of shops, restaurants, cafes and drinking establishments
which had a rateable value of £50,000 or less. The relief entitled them to a
reduction in their rates of up to £1,500 for 15/16. Those establishments that
we identified as potentially meeting the criteria for this relief were issued with
an application form together with information on the application process. The
scheme has been very successful, with over £1.4million being awarded this
financial year. The active promotion of this and the Small Business Rate Relief
has helped reduce the number of reminders, final notices, summonses and

liability orders issued compared to last year.
Orpington Business Improvement District (BIDs)
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Cashiers

For the 6 months to 30" September 2015, £17.4m was collected which covered
29,788 transactions and included amounts taken via the Kiosk, post, central
income and all parking revenue.

Pensions and Payroll

During the 6 month period 1% April 2015 to 30" September 2015 the Payroll
Team continued to provide a valued service with an average accuracy rate of
99.9%; the Pension Team achieved an average of 96.4% service level
compliance.

During April 2015 the new Teacher’s Pension Scheme was successfully

implemented together with the changes to the NHS Pension Scheme.

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

Yours sincerely

Nl ¥ ’““"\BY)

Amanda Inwood-Field
Contract Director
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