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It's not th
size of the dog
In the fight

Nicola Begley reveals how Lichfield District Council won the 4 small wam canachieve great resulis. This
i the mesage Lichbield Disiro Council

IRRU REVE”U@S T@am D'l- the Yeaf Award pucover in s submission o the [TREV

Pertarmmance awards. This was based oot only

ot the service thie Revences Team hag provided
i the last vear; bur also on the way the seam
has continued moshow wnprovement in
perbormance and in the service oo costemers,
The distrcr sits in the heart of the
middlands, and is made up of pwvo urban
ceneres, Lichfield City and Burntwood,
with a population of approsimatele 93,000,
Employment is goad, but the carings are well
below the narional averase and while nuny
see the dis

rict i o very wealthy ares, 23.4
per centof 1is residents live in the 29 per cen
maost deprived wards nationally. We currendy
Lok atter 415K domestie properties and
2,585 non-domestic heredicamens,

W have been commired to improving ouw
purforoance and service, with gures showing
wet are achieving this, The collecrion of council
tax has consistencly risen to 99 per cent in
200500 and non-domestic rates to 99,2 pa
cen i 2005006, This places the suthorty in
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It’'s the size of the

fight in the dog

rhe wpgser quarcibe tor collection performuance,
Wt Brave wawked hard o reduce our arrears
anel have seen the ousstanding balance ar
vear end reduce year on year, During our
comprehensive performance assessment
WELE ||i_-_1,|||i:_',|'.rn| asservice Twhich s seen
significanr improsement”

e

cormrmitred and work hard, They are a e

have o very dedicared ream who ane

asser ro rthe authorine and hive shown i great
ability e embrace change, fuce hurdles and
retprain wpbeae. The ream consises of 12 full
inme epiivalene memhbers of staft, assisted

by “Lichheld Conneers” owr newly formed
carparile contact cenere. Amaong s we have
avise amonnt of reveniles expericnge, with
frve members having served i nevenues tar
ke thisn 20 vears, one of them bor 48, Chr

teany members enjoy working ar Lichficld and

wie have 1 very Jow wirnover of stalf. fdos
officers also have experivnce of benefies, 1 the
deprartmene was ar one time gencric,

Finding wavs 1o provide reaining can be
dlitheslr ar imes with such experience, bu

all e members hive a regular performance

“We have a very
dedicated team who ool
are committed and
work hard”

development review in which objectives
AFC 5L, r¢=~|'-nnsihi|iri-:~: are reviewed, career
developrent discussed and feedback and
suppart giver. To help rhose new o the
autheriny and members of our customer
services ream, we have developed 4 craiming
presentaticn, which can be accessed arany

timme, praviding the hasics of couneil tax, pon-
domicsic rates and tecovery practices.

Ere ehie past few vears the ream has faced
ey challenges, W have had a key member
of the wam absent on fong en sicl fesve, and
poteatially this condd have had 2 grear impact
on the small e, bur they pulled rogether
arl rook exira sieps o ensure they remain

focuseed, The highlighe of this achievement is

= e i
(8} su fror |1.l'| g

g 1000 privcesses normally
uul:x[.u:.c]ing B e PrIOr o annual billing
{escepr those pending awalring further
informarian}, W

have alen seena

new procedures for

Th'{‘ auromaTicn of
SETVICES, NEW TNIHZETS :n1||i:1;_1 e e
maplementanon of single starus emplovmen
and mioving offices, but the team has remained
prsitive dnd conseantly achieved tarzes and
improved collecrion. Thev have wousht the
best from the changes Browgln theirway

But it is mot jusr abonr work, Many

members of the ream have worked together for
a long time and seen-each other develop nor
ontly at warek bur in their persanal lives o,

We have a grear team spirie. The team regularly

socialise together and celebrate vach others
personal goals and Bfe events - sspecially if
there's an excuse for a cake i the office,

There have been major steps Laken w
improve the service we offer our customen:
Iy Ageril 200% we commenced the use of
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paperiess direct dehits, This has micang thar s
Gt aewe tahe detailsover the phene at poine
ol fnitial contact, Furthenmore, we niow hive
nivelise down of our sestomewhen we cint
enter new direcrdebit deails and have seena
farge reduction in the mumber of inscructions
vatied We alse elininated all the prollens
wherehy atstomers have remurned instrzerions
and they have net been reccived in imeor
Jiave been "lost in che post”,

[n the Last yean giro bank payments have
been auramared. Proviousty a pavment had
ter b posieally inpun by cashiers and was
a labaur infensive procedure. We hase also
introduced the facilinr o pav online for

corcd] tax and non doanestic rres snd have
an autamared relephone payment syseem,
Pavmens can be made 24 hours o day seven

diavs & weel using a credic or debic card

Wi now recetve all payiaeits fromm o
enforcement agents, Bristow and Sutor
clectronically and these can be aummarically
peested to accounts, W also decironically
subimit our new cises o them, ineaning they
are inszancly pur on their system wichone che
nevd o inanuatly inpue cach case. Bristow and
supeir e issue oue 14 day letters and ehis has

i
rable eerrn
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Concenirie on erher ares of work,

The increduction of @ new docament
maragement system from Cominegin June
2005 has been the biggese project we have
undirtaken in the lasp year This has seen a
dramatic impriwenent in the service we can
prowide our customers. Previously we had an
archive system tor revenues and paper files
Foar Benelis: Same [les weee retained ina
difterent building, i another wown, 1n the
inirial srages we cansulred with our neighbour
aathorite Fast Suatfordshive Boroueh Council
andt valued rheir help and suppore, We have
seen many benefies with the intmoduetion

of the Comming systene We save thine nor

searching for paperwork and having all che
nfarmagion necded in one place. we can

deal with our customets more quickly and
elficiently, it improved the dme we ke o

deal wirth paperwork and collection rates bave

“A small team has
shown that targets
can be achieved
and expectations

exceeded”

Nicola Begley is
Recovery Manager at
Lichliatd Dastrict Council,

improved despite ar ansicipated Jdrop while
arrears have reduced. We all work 1o the same
standard and implementing Comina gave gs
the opporiuty o improve cur procedises
and our documents, leteers and forms

Bur we have notstopped there. In arder
imiprove we agreed procedures and practices
with our magistraces coures, improved
working relurionships with buildiog control
roensure wee submit accumre ind speedy
sibmyizsions to the Valuaton Oiffice, updaced
and improved the information available
ahour couneil rax and non-domestic rares
on our websire and
nmaigitaned our
invebvement with
the awdic family
benchmarking
group, This
mieins wie bave o
comprehensive
group of best
practive maps which
we have adopred. We
alsi liaised with the Local Land and Properry
Ceazetteer othcer in the cross referencing and
preparation needed far Valuehill, working
closely with our local valuation otficers and
we pricle ourselves dn being able o assisoous
neighhouring aurhnorities with varions projects
whenever possible,

A small tem has showe thiat by remaining
focised and being commirred, budlding yood

: :
wisrking ref

tonships within and ourside an
authority and having fun together, rargess can
b achieved and expectirions exceeded. By
using our experietce and knowledge we have
helped these who work with us and around
us: We have embraced change and o

LHE,

challenging the way we work and serring firm
foundations: for the fuose

W are very proud o hive recctved duwe
aceolade af being Revenues leam of the vear
and rhe acknowledgement of the hard wirk
winderiaken by the et Ie bas also given us

thie impetus o continue looking for ways o

improve, mew icdeas andd initiatives and ooostrive
T FCITHLN 4 Top performaer. W




