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Our Ref: AIF/R}
Dear Claudine,

As we approach the July 2020 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 315 March 2020.
Council Tax

The in-year collection for the year was 97.86% and was equivalent to £206.7m of
cash collected. The 2019/20 in- year collection was 0.14% lower than the previous
year. However, this reflected the impact that the Coronavirus had on our recovery
activity. In line with the Council’s objective of being sympathetic to residents rapidly
worsening financial position, we amended our recovery processes accordingly.
Although we still issued reminder letters we stopped all other activity from
Enforcement Agents, ceased issuing any court summonses and instead encouraged
residents to contact us so we could discuss and agree on achievable repayment
plans or implement short term payment deferrals.

In Year Collection
31/03/2020 31/03/2019 Variance

In Year fm fm fm
Net Collectable Debt £211.18 £198.30 £12.88
Amount Collected -£206.66 -£194.33 £12.33
Debt Remaining £4.52 £3.97

Collection Rate 97.86% 98.00% -0.14%

Liberata Is the trading name of Liberata UK Limited (Registered in England and Wales - No 1238274) and other Liberata group companies.
Registered Office: 1st Floor, 100 Wood Street, London EC2V 7AN, Liberata UK Limited is a subsidiary of Ardvarna Investment Capital Limited (Registered in
England and Wales - No 7358243). Registered Office: 1st Floor, 100 Wood Street, London EC2V 7AN.
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The all-years collection figure achieved was 97.85% and was a decrease of 0.04%
compared to the previous year.

All Years Collection
31/03/2020 31/03/2019 Variance

All Years £fm fm fm
Net Collectable Debt £213.78 £201.09 £12.69
Amount Collected -£209.19 -£196.84 £12.35
Debt Remaining £4.59 £4.25

Collection Rate 97.85% 97.89% -0.04%

The on-going project to roll out additional self-service modules continued during the
year. The facility for residents to receive bills and other correspondence regarding
their Council Tax electronically rather than in paper format was launched in late
2019. We had planned a major publicity campaign to encourage residents to sign up
for this service prior to the issuing of annual bills in mid-March. The impact of the
campaign has been affected by the current situation however, we still achieved sign
ups of over 3,000 households. The number of MyBromley Accounts currently stands
at nearly 70,000 generating nearly 12,000 online transactions or webpage visits per
month. The go live of the module to automate the application process for discounts
and exemptions had been planned for early 2020 but has now had to be pushed
back until later this year. Currently residents are 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

o Set up direct debits

e Advise of a change in address

e Set up a payment arrangement

e Receive e-bills for Council Tax and Business Rates

e View Benefit account information and system generated correspondence

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

Business Rates

The in-year collection rate was 98.03% which was down by 0.50% compared to the
previous year’s figure. Once again our collections were adversely affected by the
impact of the Coronavirus which saw many business in the borough having to close
temporarily.

Liberata is the trading name of Liberata UK Limited (Registered in England and Wales - No 1238274) and other Liberata group companies.
Registered Office: 1st Floor, 100 Wood Street, London EC2V 7AN. Liberata UK Limited is a subsidiary of Ardvarna Investment Capital Limited (Registered in
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In Year Collection:

31/03/2020 31/03/2019
In Year fm £m
Net Collectable Debt £96.51 £93.73
Amount Collected -£94.61 -£92.35
Debt Remaining £1.90 £1.38
Collection Rate 98.03% 98.53%
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Variance
£fm
£2.78
£2.26

-0.50%

The all years collection rate for the year was 95.68%, an improvement of 1.68%

compared to the previous year.

All Years Collection Rate:

31/03/2020 31/03/2019
All Years £m £m
Net Collectable Debt £98.44 £97.43
Amount Collected -£94.19 -£91.59
Debt Remaining £4,25 £5.84
Collection Rate 95.68% 94.00%

Business Improvement Districts (BID)

Variance
fm
£1.01
£2.60

1.68%

As in previous years Liberata have continued to manage the billing and recovery for
a number of BID boards within the borough. The collection rates achieved are
shown below and in some cases, in line with our other debt recovery services, the
figures were adversely affected by the Coronavirus:

Liberata is the trading name of Liberata UK Limlted (Registered in England and Wales - No 1238274) and other Liberata group companies.
Registered Office: 1st Floor, 100 Wood Street, London EC2V 7AN, Liberata UK Limited is a subsidiary of Ardvarna Investment Capital Limited (Registered in
England and Wales - No 7358243). Registered Office: 1st Floor, 100 Wood Street, London EC2V 7AN.
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BIDS 31/03/2020 31/03/2019 Variance
" £000 " £000

Orpington BID

Collectable Debt £189.92 £191.93 -£2.01

Amount Collected -£186.13 -£187.09 -£0.96

Debt Remaining £3.79 £4.84

Collection Rate 98.01% 97.48% 0.53%

Bromley BID

Collectable Debt £639.10 £612.71 £26.39

Amount Collected -£598.10 -£591.81 £6.29

Debt Remaining £41.00 £20.90

Collection Rate 93.58% 96.59% -3.00%

Beckenham BID

Collectable Debt £245.66 £243.56 £2.10

Amount Collected -£223.28 -£210.61 £12.67

Debt Remaining £22.38 £32.95

Collection Rate 90.89% 86.47% 4.42%

Penge BID

Collectable Debt £147.85 £144.66 £3.19

Amount Collected -£134.28 -£132.29 £1.99

Debt Remaining £13.57 £12.37

Collection Rate 90.82% 91.45% -0.63%

Cashiers

We collected nearly £10.9m during the year which covered 28,168 transactions and
included amounts taken via the Kiosk, post and central income.

Pensions and Payroll

The Pension Team achieved an average of 99.27% service level compliance over the
year to 31t March 2020. The Payroll Team also continued to provide a valued
service with an average accuracy rate of 99.98% across the Council’s Corporate,
Schools and Pensions payrolls.

Impact of the Coronavirus

As detailed above the Coronavirus deeply impacted how residents and local
businesses interacted with the Council. Our debt recovery processes and
communications were quickly amended to take account of the changing national
economic position which affected individuals and businesses alike. With the move
to total lockdown and the closure of the Civic Centre and our Shared Service Centres
across the UK, we also had to steer residents and business to use the Councils
website in order to communicate with us. This was to ensure that we were able to
manage the rapid rise in queries and notifications of changes in circumstances that
we were receiving,.
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Our approach was to promote the use of self-serve, where available, so residents
could quickly access the information that they required or make any necessary
changes to their accounts. We also implemented a number of web based ‘Contact
Us’ forms for different service lines. These were designed to ensure that residents
provided us with key information in a structured format that allowed us to establish
the nature of their query and then resolve it as quickly as possible.

The preparatory work that had commenced as part of the new contract meant that
we were quickly able to deploy the necessary IT equipment to all staff to enable
them to work from home with limited disruption to the services provided. The idea
of promoting more web based interaction with residents and business via channel
shift was also one of the fundamental themes of the new contract. This meant that
as well as maintaining current services we were also able to work with the Council to
design, implement and manage an online solution for the Small Business Grants, the
Retail, Hospitality and Leisure Grant and the Discretionary Grant that the
Government introduced to assist businesses affected by the Coronavirus. Over the
last two months, we have processed over 5,000 applications from businesses, over
3,000 of which have been approved, and paid out over £43.5m in grants.

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

Liberata is the trading name of Liberata UK Limited (Registered in England and Wales - No 1238274) and other Liberata group companies
Registered Office: 1st Floor, 100 Wood Street, London EC2V 7AN, Liberata UK Limited is a subsidiary of Ardvarna Investment Capital Limited (Registered in
England and Wales - No 7358243). Registered Office: 1st Floor, 100 Wood Street, London EC2V 7AN.
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