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Liberata

17 Addiscombe Road
Croydon CRO 6SR
United Kingdom

Claudine Douglas-Brown

Assistant Director of Exchequer Services sy 8358 3332 2385
London Borough of Bromley T
Civic Centre

Stockwell Close

Bromley

BR1 3UH

10 December 2021

Our Ref: AIF/RJ
Dear Claudine,

As we approach the January 2022 Executive, Resources and Contracts Policy
Development and Scrutiny Committee 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 eight month period ended 30" November
2021.

Council Tax

The in-year collection for the period was 74.67% which was equivalent to £174.32m
of cash collected. The collection rate was 0.14% lower than the previous year and
was 1.69% lower than the last pre-pandemic period end of November 2019. Our in
year collection has been hampered by the knock on effects of the suspension of ali
court activity during 2020 which was as a result of the Coronavirus. These new
‘virtual’ court hearings only recommenced during 2021 which meant that there was
a backlog of older out of year debt cases that needed to be cleared. In addition the
courts imposed strict caps on the number cases that we could have at each hearing
which further hampered the speed with which we could obtain liability orders for in
year debtors.
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In Year Collection
30/11/2021 30/11/2020  Variance

In Year fm fm fm
Net collectable Debt £233.46 £217.93 £15.53
Amount collected -£174.32 -£163.03 £11.29
Debt remaining £59.14 £54.90

Collection Rate 74.67% 74.81% -0.14%

The all-years collection figure achieved was 74.40% which was a decrease of 0.22%
compared to the previous year.

All Years Collection
30/11/2021 30/11/2020 Variance

All Years f£fm fm fm
Net collectable Debt £238.67 £221.10 £17.57
Amount collected -£177.58 -£164.99 £12.59
Debt remaining £61.09 £56.11

Collection Rate 74.40% 74.62% -0.22%

We have continued to see an increase in the number of residents signing up for an
online MyBromley Account in order to access online services. During the eight
month period over 13,000 residents registered for an account bringing the total
number of accounts held to over 98,000. This growth reflects both the increasing
popularity by residents to interact with the Council in this way as well as the
increasing variety of tasks that can now be undertaken using a MyBromley Account.
In July the Discounts and Exemptions module went live meaning that residents can
now apply for Single Persons Discounts, as well as other exemptions, online.

Business Rates

The in-year collection rate to 30™ November was 62.39% which was down by 6.56%
compared to the previous year’s figure and was down by 10.60% compared to the
same period in 2019. As detailed in the Council Tax comments above our collections
here were also impacted by court suspensions and the restrictions on case numbers
once the hearings had recommenced. In addition 2021 saw the introduction of a
new Retail and Nursery Relief which offered additional business rates support for
eligible retail, hospitality, leisure, and nursery businesses. This gave 100% rates
relief to eligible businesses for the period 15t April 2021 to 30" June 2021 with the
relief falling to 66% for the period 1%t July 2021 to 315 March 2022, then. Due to the
timing of the announcement of this relief the Academy system was unable to cope
with issuing one bill during the annual billing process that would correctly show the
amount due by the businesses for the 2021/22 year. Instead we agreed to issue bills
showing the 100% relief for the year to all of the affected businesses, with an insert
explaining that the relief would automatically be adjusted with a new bill being
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issued to show the revised payments due from 15t July 2021. As a result an extra
£24.09m was added to the Net Collectable Debt (NCD) figure in July which increased
it by 46% from £52.19m to £76.28m. The repayments for this additional £24.09m
were then spread over the remainder of the year from August 2021 to February or
March 2022, depending on the businesses normal instalment profile.

In Year Collection:

30/11/2021 30/11/2020 Variance

In Year fm fm fm
Net collectable Debt £75.75 £41.00 £34.75
Amount collected -£47.26 -£28.27 £18.99
Debt remaining £28.49 £12.73

Collection Rate 62.39% 68.95% -6.56%

The all year’s collection rate for the period was 58.88%, which is a fall of 5.34% on
the previous year.

All Years Collection Rate:

30/11/2021 30/11/2020 Variance

All Years £fm £m £fm
Net collectable Debt £81.17 £41.50 £39.67
Amount collected -£47.79 -£26.65 £21.14
Debt remaining £33.38 £14.85

Collection Rate 58.88% 64.22% -5.34%

In consultation with Council Officers a debt recovery plan was implemented during
this period which covered both Council Tax and Business Rates. The aim was to clear
the backlog of historic debt cases caused by Coronavirus and increase the in year
collection rates to pre-pandemic levels. The tasks undertaken included the issuing
of additional ‘soft reminder’ letters and ‘pay up’ SMS reminders to residents where
we were unable to issue Final Reminder letters and then a Court Summons. We also
liaised with a firm of Solicitors to issue letters to debtors where liability orders had
previously been obtained but the debts were still outstanding. In these cases the
letters threatened further recovery action including bankruptcy, attaching charging
orders to property and potentially forcing sale of the property unless the debts were
cleared. This was to encourage either payment of outstanding balances or the
setting up or payment plans. In addition we started a Direct Debit promotional
campaign in September in order to encourage its usage by residents. We have also
been working with the Council to lobby the courts to increase the number of cases
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we can bring to each hearing. These currently stand at 1,500 for Council tax and 50
for Business Rates.

Cashiers

We collected £5.09m during the year which covered 6,641 transactions and included
amounts taken via the kiosks, post and central income. Although the amounts are
an increase on last year they are still down on pre-pandemic levels which saw
£7.21m taken in six months to the end of September 2019 which covered 15,752
transactions. This is further evidence of residents moving to online methods of
payments.

Pensions and Payroll

The Pension Team achieved an average of 96.47% service level compliance over the
year to 30" November 2021. The Payroll Team also continued to provide a valued
service with an average accuracy rate of 99.96% across the Council’s Corporate,
Schools and Pensions payrolls.

Impact of the Coronavirus

As detailed above the Coronavirus has continued to impact our debt recovery
service. In addition we also continued to support the Council in administering
various business support grants. Although the majority of these have now closed we
are still assisting on one of the Additional Restrictions Grant schemes. This is aimed
at assisting new businesses that started during the pandemic. We are also awaiting
further information on the Material Change in Circumstance Relief which will offer
assistance to businesses affected by the Coronavirus but which are outside of the
retail, hospitality and leisure sectors and so did not benefit from retail relief. Once
more details on this relief are known we will see how we can assist the Council with
its implementation and administration. One of the effects of the Coronavirus has
been the increase in the numbers of residents interacting with the Council online.
This can be seen by the increase in the number of MyBromley accounts, which now
represents over 70% of households on the borough. As such we will be looking to
increase this interaction by launching a Channel Shift Programme for our Revenues
and Benefits service in early 2022. The aim will be to double the number of digitally
received documents from residents and businesses from the current level of 30% to
60% by June 2022. This will help drive a reduction in processing times by allowing us
to introduce more automation.
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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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