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1st Floor
100 Wood Street
London

Liberata

T +44 (0)20 7378 3700
F +44 (0)20 7378 3701

John Nightingale

Head of Revenues and Benefits
London Borough of Bromley
Civic Centre

Stockwell Close

Bromley

BR1 3UH

Date: 26 June 2017

Our Ref: AIF/RJ
Dear John,

As we approach the July 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 12 months from 1°* April 2016 to 31%
March 2017.

Council Tax

The in-year collection for the year to 31* March 2017 was 97.93% which was an
increase of 0.14% compared to the previous year. This high performance was
achieved despite 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 1,067. All of these factors have resulted in an increase in the
amount of collectable debt for the year.

Our all-years collection for the year was 97.87%, which was an increase of 0.38% on
the previous year. Collection on out of year debt was made more challenging by the
increase in the amount of static debt outstanding. This relates to debt that is below
the level at which we issue a summons. In addition we have a large number of 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.
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We also have a number of cases where a Charging Order has been secured however,
the funds can only be realised when the resident decides to sell their property,
which could be many years in the future.

A pilot project was commissioned post year end which will use a number of different
recovery techniques such as out of hours calls and possible visits to try to address
these issues.

We are continuing with our normal 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.
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, after which they lose the right
to pay by instalments.

We are continuing to run our drop-in summons surgeries each month. These provide
taxpayers with a valuable opportunity to meet with our staff in order to discuss any
Council Tax issues and make arrangements to pay their outstanding balance.

The online Revenues and Benefits self —serve module, Capita Advantage Digital,
went live in February 2017. Although this is being implemented on a phased basis,
the initial go live resulted in an increase in information and functionality being made
available to residents, landlords and local businesses which resulted in the ability to:

e View Council Tax annual bills, copy bills, payment details, discount and
exemptions status

e View system generated correspondence

e Apply for discounts

e Set up direct debits

e Advise of a change in address

e View Benefit account information and system generated correspondence

e View NNDR annual bills, copy bills, payment details, discount and exemptions
status

Additional functionality will be added during the summer months when the
remaining phases are completed and further modules are brought on line. These
will allow users to sign up to receive all correspondence and bills electronically,
make online benefit claims and set up their own payment arrangements.

We have continued to encourage residents to use online options via either the My
Bromley Portal or the Councils website in order to help promote the Councils
Channel Shift programme. This has been achieved by adding appropriate wording to
the telephone IVR’s as well as ensuring that the contact centre staff advise callers
and visitors of the benefits of using the on-line options.
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Business Rates

The in-year collection rate for business rates for the 12 months to 31°' March 2017
was 98.87%, which is 0.18% less than the previous year but is still in line with
average collections achieved over the last five years. The all-years collection rate for
the year was 97.83%, which was an increase of 0.83% compared to last year.

We undertook various campaigns during the year in order to increase collections
and these included organising targeted mailshots to encourage small businesses to
apply for reliefs. This resulted in an increase of £390k in the amount of relief
awarded. We also 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.
Approximately 39% of business rates accounts were paid by Direct Debit in
November 2016, following our canvass that figure increased to 46%. The higher take
up enables us to provide greater accuracy in our collection rate forecasts due to
increased certainty over expected payments.

Orpington Business Improvement District

Our collection rate for the year was 96.8%, which was a shortfall of 1.2%, or £1,856,
against our target. The largest outstanding balance was £318.78 which still remains
unpaid and is subject to court proceedings. The majority of BIDS accounts are for
small retail units that by their very nature are difficult to secure payment against and
these also make up the majority of unpaid account for business rates.

Bromley Business Improvement District

This was 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 31° March 2017, we had achieved a collection rate of 99.23%.

Cashiers

For the year to 31 March 2017, £22.8m was collected which covered 52,463
transactions and included amounts taken via the Kiosk, post, central income and all
parking revenue.
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Pensions and Payroll

During the year to 31° March 2017 the Payroll Team continued to provide a valued
service with an average accuracy rate of 99.9%; the Pension Team achieved an
average of 98.34% service level compliance.

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

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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