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11 December 2020 

Our Ref: AIF/RJ  
 
Dear Claudine, 
 
As we approach the January 2021 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 6 months to 30th September 2020. 
 
Debtors and Income 
 
The Sundry Debts unadjusted in-year collection figure for the year was 49.70%.  This 
represented cash of £12.85m the collection rate but was still below the target of 
78%.  At the period end there remained a number of debts where we were unable to 
take any further recovery action.  If we exclude these debts then the adjusted 
collection rate is 59.55%.  Although this is still below the target figure the reason for 
this variance is mainly down to a large NHS invoice of £5.73m which was paid on 30th 
September but was not credited to the account until 3rd October.  If the funds had 
been credited when paid then the collection rate would have been 86.12%.  Details 
of the excluded debts are listed below:    
 

• £69k of Community Infrastructure Levy (CIL) invoices were raised during the 
period but were not due for payment until after 30th September. 

• Invoices totalling £2.48m were raised during the last 14 days of the year.  Active 
recovery action can only commence on these debts after 21 days.     

• £1.61m of debts were placed on hold either due to the debt being in dispute, 
because we were awaiting further instructions from the Council or due to the 
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Council agreeing to defer payment due to the Coronavirus as was the case for 
the Commercial Rents. 

• Debts totalling £111k had been secured by Charging Orders on properties.  

In Year Collection

1/4/19 - 

30/9/19

1/4/20 - 

30/9/20
Variance

£m £m £m

Net Collectable Debt £25.91 £25.85 -£0.06

Amount Collected £21.65 £12.86 -£8.79

Unadjusted Collection Rate 83.57% 49.70% -33.87%

Adjustments to Net Collectable Debt:

 - CIL Debts -£0.12 -£0.07

 - Disputed Debts -£0.18 -£0.91

 - With LBB -£0.04 -£0.14

 - Charging Orders £0.00 -£0.11

 - Awaiting write off -£0.01 £0.00

 - Deferred Commercial Rents £0.00 -£0.56

 - Invoices less than 14 days old -£2.43 -£2.48

Adjusted Net Collectable Debt £23.13 £21.58 -£1.55

Adjusted Collection Rate 93.66% 59.55% -34.11%  

We collected £4.81m on out of year debt which gave a collection rate of 98.90%.  
Similar to in year debt here we also have a large number of debts where no further 
recovery action can take place.  As at the period end these debts totalled £4.85m 
and represented 69% of the current outstanding balance.  An analysis of these debts 
is shown below:       

• £3.73m of debt was either in dispute or was on hold pending instructions from 
the Council.    

• £841k of debt had been either recommended for, or was awaiting, write off.   

• £284k of debt had been secured by Charging Orders. 

Throughout this period our recovery work has been affected by the Coronavirus.  
The first lockdown in March resulted in a suspension of all recovery action including 
court action and any activity by Enforcement Agents.  Instead we sought to 
encourage engagement from the debtors experiencing financial difficulties in order 
to agree achievable repayment plans with them.  Although our recovery work 
recommenced during the summer further progress was hampered by the second 
national lockdown in November.  In addition the Coronavirus Act 2020, which 
prevented eviction proceedings for non-paying tenants, allowed them to remain in 
temporary accommodation.  This resulted in an increase in Nightly Paid 
Accommodation debt.  As a result the net debt figure for this area increased by 
£798k (13.32%) compared to the previous year. 
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Accounts Payable 
 
For the 6 months to 30th September 2020, the percentage of undisputed invoices 
that were paid within 30 days was 98%.  This was 1% below the target but was due 
to additional time being required to validate the payment requests due to both the 
Liberata processing team and the Councils employees all working remotely.   The 
percentage of invoices paid within 20 days was 96%. The percentage of suppliers 
paid by BACS during the year was 95% which was 3% higher than the previous years’ 
figure.   
 
 
Financial Assessment and Management Team 
 
Our client base, as at 30th September 2020, comprised of 760 clients receiving 
residential care and 3,208 clients receiving non-residential care. Liberata are 
currently running a Project which, once fully delivered, will channel shift the Unified 
Assessment Services and transform the way in which customers apply for services. A 
smart web form will be created for customers to complete a financial assessment.  
The system will use the information provided by the customer to also notify them of 
other services which they may be eligible for. The complex data mapping of the 
smart form has already been undertaken and we are now in the final stage of form 
design. We are planning to launch the new smart web in February 2021.   
 
Liberata has created further resilience for both the residential and non-residential 
assessments service. The additional resource enables us to manage workload peaks 
throughout the year more effectively. New employees receive in depth training on 
Financial Assessment processing from our Training and Policy team with significant 
quality checking of their work undertaken to ensure that their outputs are accurate.  
 
Information@Work workflow solution is now part of Liberata’s standard operating 
model. The output reports derived from processing data held in the system are 
currently being analysed by Business Analysts within Liberata. This will enable us to 
use the data to benchmark the various tasks undertaken on the team and form part 
of our Performance Management framework. 
 
Appointee & Deputyship Team 
 
As at 30th September 2020, the team had 260 clients of which 218 were for 
Appointeeship and 42 were for Deputyship. The use of Lloyds Commercial Online 
Banking has proven to be extremely effective. We have seen a significant 
improvement in transaction times when processing payments to clients and 
payment of invoices to the Council.   
 
The implementation of Information@Work Document Management System (DMS) 
across the Adult Social Care services has created significant resilience across our 
London contracts with the ability to flex resource where required. 
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Impact of the Coronavirus 
 
The Coronavirus has continued to have a profound impact on the way that Liberata 
are able to provide a service to the Council and the residents of Bromley.  It has 
highlighted the need to provide an online channel to businesses and residence to 
allow them to quickly access information about their accounts.  As part of the new 
contract, which commenced on 1st April 2020, we have a Transformation 
Programme which will improve service efficiency and allow online customer access.  
As well as the ongoing process improvements on the Financial Assessment and 
Management Team detailed above, a separate project has commenced which is 
focussing on the Finance and Accounts areas of our service.  This will look to 
implement increased automation together with elements of self-serve over the next 
12 months. 
 
 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  


