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Dear John,

As we approach the September 2019 Executive Resources & Contracts 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 year ended 31* March 2019.

Council Tax

The in-year collection for the year to 31° March 2019 was 98.00% and equates to
£194.3m of cash collected. This placed the Council in the top quartile for collections
for London authorities. Although this was a reduction of 0.04% compared to the
previous year, cash collected actually increased by £8.9m.

The all-years collection figure was 97.89% and represented cash of £196.8m. This
was down against the previous year by 0.11%. The out of year debt figure contains a
large number of ‘Static Debt’ accounts where we are unable to take further recovery
action. These include cases where the individual amounts are too low to warrant
the costs of further recovery action even though the aggregate value of debts of this
type is material. We also have a large number of cases where, despite having
obtained a Liability Order, we are unable to take further recovery action due to the
account holder lacking any realisable assets or where the debt is below the
threshold needed to apply for Bankruptcy or a Charging Order.

Where debts have been secured by a Charging Order being placed against a debtors’
property, the funds can only be realised when the debtor decides to sell their

property which could be many years in the future.
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In response to these problems we have continued utilising the methods that were
originally used in our Static Debt Pilot Project. The aim being to stimulate
engagement from these debtors, discuss their debts and then agree a realistic
repayment plan with periodic review dates to ensure compliance. As a next step we
will be looking to see how debtors with charges placed against their properties can
be encouraged to clear their debts in a more timely manner in order to reduce this

long term debt category.

During the year we continued with our normal collection and recovery initiatives,
which includes reviewing the top 100 debtors, proactively chasing older debts,
issuing standard ‘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 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. During the year we issued 63,387 reminders
(2018 —78,657) and 9,375 summonses (2018 — 10,755).

We continued 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. As a
further improvement we extended this service from March 2019 to include an
appointment based monthly surgery run in partnership with the Citizens Advice
Bureau (CAB) at their offices. This allows us to work with a CAB representative when
discussing a resident’s debt to explain how it has arisen and stress the importance of
paying it whilst also considering any possible discounts or exemptions they may be

entitled to.

We completed the annual Empty Homes Review exercise in September. This is
where we validate the status of all residential properties listed as ‘long term empty’
(i.e. those that have been empty for at least 6 months) on the council tax database.
Funding is provided to councils from Central Government in the form of a New
Homes Bonus for new properties built during the year. However, this funding is
reduced if there is any year on year increase in the total long term empty property
figure. Extra funding is also paid for any year on year reduction in the number of
long term empty properties. As a result of our work we were able to report a
reduction of 93 long term empty properties compared to the previous year. This
meant that the Council received their full bonus for new properties as well as the
additional funding for the decrease in empty properties.

A major systems based project was completed during the year to migrate the
Academy Revenues and Benefits application onto a new platform. As a result the
roll out of additional self-serve modules for Academy had to be placed on hold.
Despite this the number of residents signing up for self-service continued to
increase, as a result there were over 40,000 registered accounts at the year end who
generated an average of 7,200 monthly page visits during the final quarter.
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As at the year end residents were able to conduct the following online activities:

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 Set up a payment arrangement

e View Benefit account information and system generated correspondence

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

Since the year end we have implement the e-billing module which means that
residents can now elect to receive their annual Council Tax bills electronically rather
than in paper format. This functionality will also be rolled out to businesses for their
Rates bills within the next few weeks.

Business Rates

The in-year collection rate for the year was 98.53% which equalled the previous
year’s figure. Whilst it was disappointing not to exceed last year’s figure the actual
cash collected was £3.45m more than in 2017/18. Performance levels are measured
against other Local Authorities but it is each individual Council’s decision how to
calculate their collection rate. LBB do not include credit balances whereas other
authorities do. As such it is prudent to consider the difference when reviewing
comparisons in performance rankings. The LBB in-year collection rate, if credit
balances were included, would be 99.18% and would have been an upper quartile
performance for the whole country.

The nature of the businesses within Bromley presents specific problems for the
collection of Business Rates. There is a significant concentration of retail based
business within the borough which, even though many are relatively small in size,
still make up 41% of the total rateable value. In comparison, for the other London
Authorities where Liberata collect Business Rates, this figure constitutes on average
only 21%. These businesses have been disproportionately adversely affected as
consumers increasingly choose to shop online with the resulting decrease in sales
revenue affecting their cash flow and their ability to pay their bills. These economic
conditions have also prompted an increase in the number of evasion and avoidance
schemes that we are witnessing. The ultimate impact of this has been an increasing
difficulty in collecting payments for Business Rates as evidenced by this sector
representing 49% of the total arrears.

In order to maximise our cash collections, we reviewed some of our procedures and
implemented a number of changes during the year which included:
* Stricter rules around payment arrangements including the need for an
upfront payment if the arrangement is to be accepted.
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* A more efficient process for issuing accounts to Enforcement Agents.

* The capture of contact details from every exchange with ratepayers in order
to assist any future debt chasing.

*  Where possible requesting full payment of Business Rates at creditor

meetings.

The all-years collection rate was 94.00% which was a reduction of 5.52% compared
to the previous year. The collection rate was adversely affected by the high value of
refunds processed during the year. Valuation changes caused by rateable reductions
in Bromley High Street and rateable reductions for doctors’ surgeries, both of which
were backdated to April 2015, generated high value account credits. Further credits
were generated by the Revaluation Support Relief, which in 2017/18 was £1.4m.
This meant that we started 2018/19 with £4.9m of credits relating to previous years,
compared to £2.5m in 2017/18. The repayment of these credits served to reduce
the net impact of the cash collected which in turn deflated our collection rate.

Business Improvement Districts (BID)

We have continued to manage the billing and recovery for a number of BID boards
within the borough. These range in size both geographically and financially. For the
Orpington BID we collected 97.87% (£187.8) which is an increase of 2.04% compared
to the previous year. On the Bromley BID we have collected 96.59% (£591.8k) which
is down by 2.53% (£19k) on the previous year and was due to several accounts being
in dispute at the year end. For the Beckenham BID we have collected 86.47%
(£210.6k) and for the Penge BID we collected 91.45% (£132.3k). The comparatively
low collection rates for these two are reflective of the fact that this is the first year
that these BIDs have been in operation. In addition a number of customers in
Beckenham disputed their charges due to the major road works that took place in

the area.

Cashiers

We collected over £15.8m during the year which covered 32,042 transactions and
included amounts taken via the Kiosk, post and central income.

Pensions and Payroll

The Pension Team achieved an average of 98.54% service level compliance over the
year.

As the three year re-enrolment exercise was scheduled to take place in May 2019,
we ensured that we had the reports and letters ready to issue to the affected
employees, as well as identifying all 50/50 contributors to ensure that they were
moved back to the main section of the scheme in accordance with the Local
Government Pension Scheme Regulations. Benefit Statements were dispatched to
Active and Deferred Members in-line with the new regulatory deadline.
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During the year the Payroll Team continued to provide a valued service with an
average accuracy rate of 99.93% across the LBB Corporate, Schools and Pensions
payrolls. The introduction of GDPR meant that payroll processes had to be reviewed
to ensure compliance with the new rules. Liberata introduced a new Schools Portal
in July 2018 to facilitate the secure exchange of information with schools.

Liberata and LBB agreed to migrate all School payrolls across to a new payroll system
to reduce the number of licenses required by the Council as part of their contract
with Zellis. Between April 2018 and March 2019 twenty Academy Schools were
migrated with a further 17 planned for migration post year end.

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

Yours sincerely

Amanda Inwood-Field
London Regional Contract Director
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