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Claudine Douglas-Brown

Assistant Director of Exchequer Services
London Borough of Bromiey

Civic Centre

Stockwell Close

Bromley

BR1 3UH

Date: 3™ June 2024
Our Ref: BO/DK

Dear Claudine,
As we approach the July 2024 Executive, Resources & Contracts PDS meeting where we consider
and review the performance of the Revenues Service, I'm taking this opportunity to write to you
with Liberata’'s assessment of the performance of this critical, high profile service that we provide
to London Borough of Bromley (LBB) and its customers.
Liberata’s Business Continuity plans remain in place and now the majority of employees are
working on a hybrid basis where they work one or two days in the office with the remainder from
home.
This summary covers performance for the period: 1% April 2023 to 315 March 2024.

Council Tax

The in-year collection for the period was 96.94% which is equivalent to £249.16m cash collected.
The collection rate was 0.18% lower than the previous year. The economic challenges faced by
many residents has made debt recovery far more difficult in the last year.

In Year collection

31/03/2024 31/03/2023 Variance
In Year £m £m £m
Net collectable debt £257.03 £241.06 £15.97
Amount collected -£249.16 -£234.12 £15.04
Debt remaining £7.87 £6.94
Collection rate 96.94% 97.12% 0.18%

Liberata is a trading name of Liberata UK Limited
(Registered in England and Wales - No 1238274)
Registered Office: 2nd Floor Front, 60 Cheapside, London, EC2V 6AX
Liberata UK Limited is a subsidiary of Qutsourcing UK timited {Registered in England and Wales — No 10280945)

Registered Office: Floor 9, Peninsular House, 30-36 Monument Street, London, EC3R 8LJ
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The all-years collection figure achieved was 96.18% which is 0.71% lower when compared to the
previous year.

All Years collection

31/03/2024 31/03/2023 Variance

All Years £m £m £m

Net collectable debt £262.56 £246.47 £16.10
Amount collected -£252.53 -£238.80 £13.73
Debt remaining £10.03 £7.67

Collection rate 96.18% 96.89% 0.71%

To try and maximise Council Tax recovery, we continue to utilise all recovery options available to
the team. The introduction of a dedicated high-end debt recovery team should provide increased
collection for arrears cases, which may in turn assist with improving the in-year performance.

Another measure we are taking to further aid debt recovery, is that we are introducing a team which
will focus on trying to intervene on customers who have received a final notice. This will mean that
we ensure that the customer still lives at the address and that we are billing the correct person,
and where appropriate that we can make sensible payment arrangements with those who may be
struggling and to assist with sign-posting to relevant support services.

We will also be introducing a propensity-to-pay review so that we can tailor our approach to
recovery, based on customer circumstances. An outbound dialling service will also be brought on-
line in the coming months to assist with chasing debts across all years.

We have continued to see an increase in the number of residents signing up for an online
MyBromiey Account for access online services. During the year, nearly 16,000 residents registered
for an account bringing the total number of accounts held to nearly 140,000. This growth reflects
both the increasing popularity and preference of our 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. There were just under 200,000 electronic interactions during the year.

There are now 44,000 customers receiving electronic bills. Whilst there were still some customers
who needed assistance during annual billing, this was down to a normal level of enquiries, and we
did not experience the issues that we faced last year.
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Business Rates

As at the period end, the in-year collection rate was 97.11%, representing cash of £80.57m. This
was a decrease of 0.10% compared to the same period last year. This decrease was affected by
the challenges faced by small businesses, the increases in the fuel charges and other costs as
well as the absence of any form of government grants to business like we had during covid and in
the immediate post-covid years.

In Year collection

31/03/2024 31/03/2023 Variance
In Year £m £m £m
Net collectable debt £82.97 £90.27 £7.30
Amount collected -£80.57 -£87.76 £7.18
Debt remaining £2.40 £2.52
Collection rate 97.11% 97.21% 0.10%

The all-year’s collection rate for the period was 94.16%, which is an improvement by 1.06% on
the previous year.

All Years collection
31/03/2024 31/03/2023 Variance

All Years £m £fm £m

Net collectable debt £86.35 £88.57 £2.23
Amount collected -£81.30 -£82.47 £1.16
Debt remaining £5.04 £6.11

Collection rate 94.16% 93.10% 1.06%

To assist with maximising collection the Liberata Team meet regularly with the Council’'s Revenues
Client Team to review the top debtors and ensure that appropriate and timely action is taken on all
accounts.

Liberata is a trading name of Liberata UK Limited
(Registered in England and Wales - No 1238274)
Registered Office: 2nd Floor Front, 60 Cheapside, London, EC2V 6AX
Liberata UK Limited is a subsidiary of Outsourcing UK Limited (Registered in England and Wales — No 10280945)

Registered Office: Floor 9, Peninsular House, 30-36 Monument Street, London, EC3R 8U
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Homes for Ukraine Support Scheme

Liberata continue to work closely with the Council to deliver this support scheme and ensure
sponsors are paid promptly when taking on new guests. The original software has had to be
adapted on multiple occasions as the rules are changed and the scheme extends beyond its initial
timescales.

Cashiers

Payments totalling £3.04m were received during the year which covered 9,446 transactions. These
payments were received in the post or were taken via the kiosks. The amount received was lower
by £710k or 18.9%, when compared to the previous year. This has been an ongoing trend over
the last few years as residents have continued moving towards using online methods of payment.

Pensions and Payroll

The Pension Team achieved an average of 96.30% service level compliance over the year to 31st
March 2024.

After twelve months of data cleansing the database, the Corporate staff and Pensioners were
migrated to the new HRP solution with the first Payroll processed in April 2023. This was not only
high volume of data but also consisted of complex terms and conditions so after the first Payroll
went live there were some “snagging” issues, but the Council, their migration partner and Liberata
worked in partnership to resolve these and continue to address and implement further
improvements.

During this time BACS files were all processed on time and any adjustments to pay were arranged
by the Faster Payment process ensuring Staff or Pensioners were not ever in a position of
hardship. :

The Payroll Team also continued to provide a valued service with an average accuracy rate of
99.94% across the Council's Corporate, Schools and Pension.

| trust you find that the above has been informative and comprehensively demonstrates that
Liberata remains firmly committed to delivering an outstanding service to the London Borough of
Bromley and its citizens.

Yours sincerely,

PO i

Bola Odunsi
Regional Director (London & The Southeast)
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