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Liberata

17 Addiscombe Road
Croydon CRO 6SR
United Kingdom

Claudine Douglas-Brown

Assistant Director of Exchequer Services I Iﬁ §3§§8 ;;g ;g?
London Borough of Bromley N, S
Civic Centre

Stockwell Close

Bromley

BR1 3UH

7 June 2022

Our Ref: AIF/RJ
Dear Claudine,

As we approach the June 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 year ended 31 March 2022.

Council Tax

We achieved an in-year collection figure of 96.82% which represented cash of
£226.0m. This was 0.31% higher than for 2021 but was still down against 2020, pre-
pandemic, levels by 1.04%. Performance for the current year continued to be
affected by the Coronavirus. Although previously imposed restrictions on recovery
action were removed during the year we were faced with a backlog of cases whilst
still facing strict limits on the number of cases we could bring to court in order to
obtain a liability order. This resulted in cases being brought to court much later than
we would have wanted meaning that the outstanding balances, rather than being
cleared during the year under review, had to spill over into the 2022/23 year. We
sought to counter the impact of this by increasing the number of ‘soft’ reminder
letters and the frequency of SMS reminder texts and emails being issued to debtors.
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In Year Collection

31/03/2022 31/03/2021 Variance
In Year fm fm £m
Net collectable Debt £233.42 £217.88 £15.54
Amount collected -£226.00 -£210.26 £15.74
Debt remaining £7.42 £7.62
Collection Rate 96.82% 96.51% 0.31%

We achieved an all year’s collection rate of 96.48%. Once again this was up on the
last year, by 0.47%, but was still down on the last pre-pandemic rate in 2020 by
1.39%.

All Years Collection

31/03/2022 31/03/2021 Variance
All Years fm £m £m
Net collectable Debt £238.50 £220.90 £17.60
Amount collected -£230.10 -£212.08 £18.02
Debt remaining £8.40 £8.82
Collection Rate 96.48% 96.01% 0.47%

The MyBromley Account remains a popular feature with residents as it allows them
to not only view their Council Tax account online but also notify us a change in
address, set up a direct debit or apply for a discount or exemption. This allows
residents to effectively ‘self-serve’ 24/7 resulting in a better customer experience.
During the year over 21,000 new MyBromley Accounts were created meaning that
as at the end of April there were over 107,000 active accounts.

We hope to further drive these number up over the coming year through our
Channel Shift program which will increase the promotion of the available self-serve
modules to encourage residents to utilise them in place of requesting paper forms to
complete and post.

Business Rates

In-year collection for the year was 95.47% and represented £71.70m of cash. Similar
to Council Tax this was an increase on the previous year of 3.58% but was still down
on the 2020 pre-pandemic rate by 2.56%. The factors affecting our recovery were
the same as those noted in the Council Tax section above. The restriction on cases
that could be summonsed, which were imposed by the courts, had a detrimental
effect on the timing of our recovery work. At the start of the year we could only
take 25 cases to each monthly hearing. This was subsequently increased to 50 in
November and then 250 from January 2022. However, it effectively pushed much of
our recovery into the 2022/23 year.
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In Year Collection:

31/03/2022 31/03/2021 Variance
In Year fm f£fm fm
Net collectable Debt £75.11 £40.14 £34.97
Amount collected -£71.70 -£36.89 £34.81
Debt remaining £3.41 £3.25
Collection Rate 95.47% 91.89% 3.58%
Adjusted if incl outstanding LBB debts as paid 95.43% 92.12% 3.31%

The all year’s collection rate for the period was 90.62%, which is an increase of
8.55% on the previous year.

All Years Collection Rate:

31/03/2022 31/03/2021 Variance
All Years fm £m fm
Net collectable Debt £80.10 £39.89 £40.21
Amount collected -£72.59 -£32.74 £39.85
Debt remaining £7.51 £7.15
Collection Rate 90.62% 82.07% 8.55%

In recognition of the need to increase our collection on both Council Tax and
Business Rates to pre-pandemic levels and then to surpass them, we have been
working with the Council Officers to implement new initiatives that will drive up our
recovery. This will see us using third party organisations, such as solicitors, to make
active outbound calls to high value debtors to engage and seek repayment as an
alternative to launching costly high end recovery. We will utilise system capability to
identify regular payers who miss a payment. This will immediately prompt us to
contact them to quickly identify any issues and prevent the debt from growing. We
are discussing the possibility of sending a summons to businesses after one missed
payment rather than using a series of reminders as at present. Similarly on Council
Tax we have now started issuing Finals twice a month. Both of these initiatives are
designed to engage more quickly with debtors so recovery can take place sooner
while the debt is still manageable.

Cashiers

During the year we collected £6.30m which covered 9,396 transactions and included
amounts taken via the kiosks, post and central income. This shows a small increase
from 2021 of £0.32m but is still down on the 2020 level by £4.6m. This is reflective
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of the fact that Customer Services are now largely an appointment only service,
thereby restricting access to the Civic Centre kiosk, and is also indicative of the
switch by residents to demonstrating a preference for online methods of payment.

Pensions and Payroll

The Pension Team achieved an average of 96.68% service level compliance over the
year to 31 March 2022. The Payroll Team also continued to provide a valued service
with an average accuracy rate of 99.99% across the Council’s Corporate, Schools and
Pensions payrolls.

Impact of the Coronavirus

We have continued to work closely with the Council in order to provide support on
various government initiatives. These included the administration and payment of
various business support grants for those organisations that had been adversely
affected by COVID. We recently completed the administration of the Omicron
Hospitality and Leisure Grant and have nearly finished the process of applying reliefs
for those businesses eligible for the COVID-19 Additional Relief Fund. We are also
currently delivering the Energy Rebate scheme. To do this we have had to use the
Academy Revenues system to identify those residents who are eligible for a
payment under the Mandatory and/or the Discretionary scheme.

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

Yours sincerely

Amanda Tnwcod - Field
Amanda Inwood-Field
London Regional Contract Director
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