Appenaix i

John Nightingale

Head of Revenues and Benefits
London Borough of Bromley
Civic Centre

Stockwell Close

Bromley

BR1 3UH

Date: 12 December 2016

Our Ref: AIF/R]

Dear John

As we approach the January 2017 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 2016 to 30"
September 2016.

Council Tax

The in-year collection for the 6 months to 30" September 2016 was 58.02%
which showed a decrease of 0.31% compared to the previous year. Our
performance has been affected by the fact that working-age Council Tax
Support claimants are now required to pay a higher contribution of the
household’s Council Tax liability, which increased this year from 19% to 25%.
In addition there was a 1.67% overall increase in Council Tax for 2016-17
whilst the number of residential properties has increased during the year by
652. All of these factors have resulted in an increase in the amount of
collectable debt for the current year.

Our all-years collection as at 30" September 2016 was 58.18%, which was
down by 0.15% on the previous year. Collection on out of year debt has been
affected by the increase in the amount of static debt that we now hold. This
relates to debt that is below the level at which we issue a summons. In
addition we have nearly 600 cases where, despite having a Liability Order in
place, we are unable to take further recovery action due to the account holder
lacking any realisable assets or the value of the debt being below the threshold
needed to apply for Bankruptcy or a Charging Order.

We also have a number of cases where a Charging Order has been secured on a
property and we are waiting on instruction to enforce the order for sale as the
debts remain unpaid and all other recovery remedies have failed.

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 benefits and earnings, progressing



cases held at Liability Order stage and monitoring cases sent to the
enforcement agents. In addition we are also continuing to use 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 instaiments.

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

In order to help promote the Councils Channel Shift programme we have
continued to encourage residents to use online options via either the My
Bromley Portal or the Councils website. This has been enabled by ensuring that
a number of activities such as requesting a copy bill, making a banding enquiry,
applying for a discount or exemption and requesting a refund, can now only be
actioned online. These changes helped to increase the number of active
accounts on the Portal to over 26,000, an increase of 156% from the previous
September.

Business Rates

The in-year collection rate for business rates up to 30™ September 2016 was
56.27%, which is 1.46% less that the same time last year. Our year to date
collection has been affected by two key factors. Firstly there was the removal of
the Retail Relief scheme which had previously resulted in a reduction of £1.5m
in the Net Collectable Debt in 2015-16. Secondly this year has seen an increase
in the number of businesses paying their rates over 12 monthly instalments
rather than 10. As a result our monthly direct debit collection has reduced by
£136k which equates to £814k for the 6 months to September 2016. This
position will only improve during the last two months of the year when the
deferred receipts will be received. If Retail Relief was still in existence, and
those ratepayers who previously paid over 10 months in 2015/16 had continued
to do so, then the shortfall on our collection would have reduced to 0.43%.

The all-years collection rate at 30™ September 2016 was 55.27% which showed
a decrease of 1.33% compared to last year. There is a correlation between the
performance of all year and current year collection and so the same factors
have had an adverse impact on both.

In order to help counter the above factors we held a stand at the Biggin Hill
Business Expo in September where we offered general advice on business rates
which included information for new businesses on when and how to pay their
rates and advice for small businesses on applying for reliefs.

We conducted a mailshot during November to target those businesses paying
over 12 monthly instalments in order to promote the benefits of paying by
Direct Debit. An increase in the percentage of accounts using this method
provides greater accuracy for our forecasts due to the increased certainty over
payments.



Orpington Business Improvement District

Our collection rate as at the end of September 2016 was 73.62%, which is a
decrease of 3.38% against the previous year.

Bromley Business Improvement District

This is the first year that the Business Improvement District scheme has been
introduced for Bromley. The levy is based on the liable occupation on the 1%
April of each year. As at 30" September 2016, we had achieved a collection
rate of 97.46%.

Cashiers

For the 6 months to 30" September 2016, £13.37m was collected which
covered 28,139 transactions and included amounts taken via the Kiosk, post,
central income and all parking revenue.

Pensions and Payroll

During the 12 month period to 30" September 2016 the Payroll Team continued
to provide a valued service with an average accuracy rate of 99.88%; the
Pension Team achieved an average of 98.65% service level compliance.

During September 2016 data for the Local Government Pension Scheme
Triennial Valuation was submitted to the Actuary in-line with the agreed
timetable.

Other Developments

We are continuing to make good progress with the implementation of the Capita
Advantage Digital modules. These will allow residents to have enhanced access
to information on their Council Tax accounts via the My Bromley Portal. In
addition it will enable ‘self-service’ so that they are able to set up direct debits,
make payment arrangements, advise of changes in address, apply for discounts
and exemptions, request copy bills and receive correspondence electronically.
The benefits for the users will be that they will be able to access this
information or make changes to their accounts at any time of day on any day of
the week. The changes will also be processed faster than at present as there
will no longer be the need to have the information manually rekeyed by our
back office teams.

The modules are due to be delivered in December with testing commencing in
January 2017 and a go live date of February 2017.



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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