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Our Highlights
• We met our operational key performance indicators (KPIs) for the year and are on
target to achieve our three year KPI.
• This year we cleared over 24% more rating appeals than in 2011-12.
• We jointly ran 17 Business Rate Retention workshops with Department for
Communities and Local Government, attended by over 750 Local Authority
representatives.
• The VOA’s data was included in the Consumer Prices Index for the first time, forming
around 15% of the new measure, fulfilling a Coalition Agreement commitment.
• To support the debate around the postponement of the Non-Domestic Rating
Revaluation 2015 we published high level aggregate estimates of rental and rating
assessment movements in England since the last Revaluation.
• Property Services was appointed to the Government Procurement Service Framework
for Estates Professional Services.
• We continued to simplify our processes, reducing the number of process maps in NonDomestic Rating and Council Tax from over 100 to fewer than 40.
• Our people engagement score rose slightly from 44% to 46%, but we are still 12%
below the Civil Service average, so we have room for improvement.
• Civil Service Reform – we were an early adopter of the new Civil Service Performance
Management System and Competency Frameworks.
• We reduced our estate by 4,800 m2 saving £3.0m.
• Over 100 of our people gained professional qualifications.
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About Us
“Our core purpose is to provide
valuations and property advice to
support taxation and benefits.”

We are an executive agency of HM Revenue and
Customs (HMRC) with an Investors in People
accreditation. Our head office is Wingate House,
93 – 107 Shaftesbury Avenue, London W1D 5BU.
Our vision is that “The VOA’s customers have
confidence in its valuations and advice. As a modern
professional organisation, with expert and committed
people, it acts fairly, consistently and efficiently.”
Our core purpose is to provide valuations and property
advice to support taxation and benefits. To help us
achieve this, we have four strategic objectives:
-

Income
£145m
£12m
£16m
£10m
£9m
£0.3m

CLG
DWP
Property
Services
HMRC
Welsh Govt.
Other

Expenditure
£134m
£17m

Accommodation

£16m

Other running
costs
IT

£13m

IT includes Telephones

Staff Costs

£9m

Depreciation,
amortisation,
and impairment

£0.1m

Early Departure
Scheme

Target and achieve customer trust
Drive quality and consistency through improved processes
Develop and sustain the right capabilities
Sustainably reduce our costs and improve value for
money.

These objectives run through all of our work in our
day-to-day activities. This includes our change and
transformational work, which aims to modernise the
services we provide for our stakeholders and clients.
For more information, please refer to:
www.voa.gov.uk
www.gov.uk
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NDR

Non-Domestic
Rating (NDR) and
Council Tax (CT)
Business Stream
Structure

North West
North East
Wales
Central

CT

East
South West
London
South East

North
Wales
West

East
South

What we do

How we are organised

Our main work supports local Billing Authorities, which
collect Council Tax (CT) and Non-Domestic Rates (NDR)
in England and Wales. The Department for Communities
and Local Government (DCLG) and the Welsh Government
fund us to deliver this work. Our valuations underpin the
collection of £47bn p.a. of local taxation revenue and
support the accurate payment of housing benefits.

We employ 3,480 people, based on average full
time equivalents. Over 90% are in frontline jobs
directly serving our customers from our 72 offices
based in England, Wales and Scotland.

- For NDR we compile and maintain the valuations in the
rating lists. This involves about 1.8 million properties in
England and 100,000 properties in Wales. We maintain the
lists by making any necessary changes.
- For CT we compile and maintain the valuation lists for about
23 million properties in England and 1.3 million properties in
Wales.
We support the Department for Work and Pensions (DWP)
in Housing Benefit and Local Housing Allowances by:

Our two main business streams in England and Wales are:
- Non-Domestic Rating; and
- Council Tax and Housing Allowances.
Within each business stream we have regional
business Units. This operational structure helps us
deliver our planned changes for the years ahead. It
also helps us deliver our vision by allowing us to:
- focus on our customer groups to better understand their
needs and adjust what we do accordingly;
- make the best and most flexible use of our skills, ensuring
our people have the right skills and are in the right roles; and
- provide a consistent service to our customers.

- determining allowances in over 150 Broad Rental Market
Areas;
- dealing with nearly 300,000 Housing Benefit referrals each
year; and
- determining approximately 60,000 Fair Rent cases.

We have four Network Support Offices dealing with
our centralised processing work. By centralising
work we improve consistency, are more efficient
and deliver better value for money.

We support HMRC’s work on Capital Gains and
Inheritance Tax and other areas of tax compliance.

Our other business streams have people located
throughout England, Wales and Scotland. They provide:

We also provide:

- valuation advice for Inheritance Tax and Capital Gains Tax;
and
- other property valuation and surveying advice.

- a range of valuation and surveying services to over 2,200
other customers in the wider public sector, including central
and local government; and
- valuation advice to Ministers.

Our corporate services operate nationally, with people
located mainly in our head office and in some local offices.
For details of our local offices, please refer to: 		
www.voa.gov.uk/corporate/contact/index.html
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Meet Our Directors

Penny Ciniewicz
Chief Executive

Dyfed Alsop

Christina Duncan

Mary Hardman

Director, Strategy,
People and Change

Director, People
and Engagement

Director, Non-Domestic
Rating

(left 7 June 2013)

Helen Kettlewell

Philip Macpherson

Craig Pemberton

Guy Richardson

Director, Non-Domestic
Rating - Operations

Chief Information Officer

Chief Finance Officer

Director, Council Tax
and Housing
Allowances

(appointed 18 March 2013)

(left 30 April 2013)

Alex Jablonowski
Non-Executive Director

Elizabeth McLoughlin CBE
Non-Executive Director

Chris Sharp

David Subacchi

Niall Walsh

Director,
Property Services

Director, National
Specialist Unit

Chief Operating Officer
and Chief Valuer

Janet Grossman
Non-Executive Director

Directors who left during the year: Colin Bailey, Chief Finance Officer (left 30 January 2013)
Directors who started after year end: David Ede, Director, People and Engagement (started 3 June 2013)
			
Adrian Ball, Director, Information and Analysis (started 3 June 2013)
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The Chief Executive’s Review
This year we continued to build on the foundations
we put in place in 2011-12 through our change
programme. Our major organisational change - the
move to national business streams - has been in place
for over a year now and colleagues across the Agency
have concentrated on embedding our new structures
and new ways of working. The changes have certainly
helped us focus more effectively on the needs of our
customers, delivery partners and client departments.
In particular we set ourselves a very ambitious target for
increasing the number of Non-Domestic Rating (NDR)
appeals we dealt with. Colleagues across our operations
cleared over 236,000 NDR appeals, which is 24% more
than we cleared last year. We achieved this by:
- increasing the number of people working on appeals;
- significantly increasing productivity; and
- working together more effectively in business streams
across geographical boundaries.
Very many of the appeals we handle are withdrawn, struck
out by the Valuation Tribunal before a hearing, or dismissed or
confirmed by the Tribunal. But we recognise the importance of
giving certainty to businesses as soon as we can and continue
to strive to do so. We aim to resolve as many appeals as
possible through discussion, speeding up clearance times and
reducing the numbers of appeals with the Valuation Tribunal.
And we prioritise hardship cases, seeking a swift resolution
or working with the Tribunal to facilitate an early listing.
We also worked closely with our client, the Department
for Communities and Local Government (DCLG), and Local
Authorities (LAs), to support Business Rates Retention (BRR)
in England. We put relationship managers in place to help
build strong links with the 328 LAs involved. During the
year colleagues from across the Agency worked with DCLG
colleagues to deliver workshops to over three quarters of
these LAs, exploring how best we can support them.

To support the debate around the postponement of the NDR
Revaluation 2015, we published high level aggregate estimates
of rental and rating assessment movements in England since
the last Revaluation. The Growth and Infrastructure Bill received
Royal Assent on 25 April 2013, and we re-directed the people
released from Revaluation to support appeals clearance and
BRR.
Property Services (PS), a not-for-profit team within the Agency
which needs to cover its costs, also had a strong year. As PS’
work comes from the wider public sector, its income had
reduced recently. But thanks to great teamwork and focused
leadership, PS exceeded its income target, and underlined
its importance as a shared service by its appointment
as a supplier on the Government Procurement Services
framework for Estates Professional Services. That means PS
is now a recognised supplier for the whole public sector and
our agreement will run for four years to 31 March 2017.
In our Council Tax (CT) operations, colleagues responded to
double the usual number of telephone enquiries and near
double the number of emails at the end of the financial
year. This ensured that customers were able to get the
information and advice they needed to help them with
changes to CT Benefit and CT Reduction Schemes as well as
understand their banding as LAs issued council tax bills.
It’s not just responsiveness like this that makes me
confident we have the foundations in place to make
further improvements in the service we provide. We also
invested in developing our capability throughout the year.
We are making plans for our future as we review our
long term strategy to ensure we are resilient and able to
provide the service our clients and customers need.
As part of our focus on improving our capability we
were pleased to be an early adopter of the new Civil
Service Performance Management and Competency
Frameworks; a key part of Civil Service Reform. We rolled
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“This year we continued to build on the
foundations we put in place in 2011-12 through
our change programme. Our major
organisational change - the move to national
business streams - has been in place for over a
year now and colleagues across the Agency have
concentrated on embedding our new structures
and new ways of working.”

them out to our people in April 2012 and they’re already
having a positive effect, helping enable a stronger focus
on outcomes and behaviours and helping ensure the
development needs of our people are identified and met.
We also devoted considerable effort to ensuring our
corporate services had the right skills to support our
transformation. We carried out organisational reviews of:
-

IT;
HR;
Information and Analysis;
Customer Services; and
local support functions.

These reviews brought efficiencies as we centralised some key
activities. They also gave us greater expertise to support our
delivery and transformation. We still have some way to go to
fill all the gaps we identified but are working hard to do so.
In line with our commitment to learning and development we
were very pleased with the success of the Agency’s Information
Communications Technology professional apprenticeship
scheme, which is groundbreaking across Government.
The scheme helped us build IT capability, brought a fresh
perspective and 20 young people developed valuable skills.
We continued to take the steps necessary to put in place
a modern pay system. Our current system is not aligned
with the rest of the Civil Service and we will be changing
this over the next few years. This is causing some concern
amongst staff but in time we shall have a pay and reward
strategy which allows us to recognise the efforts of all
our people more appropriately. This is important because,
above all, it is the resilience of colleagues across the Agency
that enabled us to achieve so much in the last year.
2013-14 and beyond will no doubt present more
challenges but we are ready to respond, continually
asking ourselves how we can improve and develop
to benefit our people and our customers.

Penny Ciniewicz
Chief Executive
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How We’ve Performed
“A key focus this year has been on
assisting businesses and reducing
the number of outstanding NDR
appeals.”

Introduction
Our operational performance has again been very
strong this year. The national business streams we
introduced in November 2011 for Non-Domestic
Rating (NDR) and Council Tax (CT) have continued
to evolve, underpinning performance and delivering
improvements in the service we provide our customers.
In March 2012, we experienced severe technical issues with
our telephony systems and had to quickly develop work
around processes. This not only stabilised the service for
customers but, importantly, has enabled us to gain much
better data on call volumes. This additional information is
helping us to better meet future capacity and customer
needs. A senior working group is considering how we
can enhance the customer experience by dealing with a
higher proportion of calls at the first point of contact.

Non-Domestic Rating
A key focus this year has been on assisting businesses by
reducing the number of outstanding NDR appeals. While
around three quarters of appeals settled on the 2010 list
resulted in no change to the rateable value, we recognise the
uncertainty associated with having an appeal outstanding.
This is why we are working very hard to clear appeals.
We have increased productivity on appeals clearance and
transferred people from other work streams onto settling
appeals. We cleared nearly 24% more appeals than in the
previous year (236,000 in 2012-13 from 190,000 in 201112) and increased value for money performance across the
Agency by 7.3%. Over the past 12 months we have cleared
appeals on the 2010 rating lists at a faster rate than we
received them, so the volume of outstanding appeals is
in steady decline. There were just over 201,000 appeals
outstanding on the 2005 and 2010 rating lists at the year end.
We also initiated three trials to test different approaches
to our initial handling of NDR appeals to try and improve
our response times to ratepayers and their agents. Two of
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these trials provided valuable evidence for our wider process
improvement. These indicated that agents had limited
capacity to engage early and give us the information we need
to review and respond to their appeal more quickly. Therefore
the trials would not deliver real improvements if implemented.
The third trial is exploring how we handle rating appeals
more efficiently. It aims to allow us to prioritise cases, such
as hardship cases, and to concentrate our efforts where
we believe changes in the assessments may be required or
where ratepayers or their representatives wish to actively
discuss the appeal. If the trial shows we can reduce the
time we spend on appeals that result in no change to
the rating lists, we should then be able to dedicate time
to more complex and urgent appeals. We are evaluating
the results of this trial and will be considering whether
to implement the approach throughout our network.

Cleared NDR appeals
2011-12

190,000
2012-13

235,000

24%

Increase

We continued to make sure that the rating lists are
up to date to reflect changes to properties. We have
reviewed over 249,000 cases and have made over 190,000
amendments to rating assessments to maintain the lists.
We did this in an average of 11 days, while at the same
time improving on quality and consistency. However,
we took a conscious decision to flex our performance
on timeliness on these cases in order to preserve high
levels of performance in other key areas, as shown in
the table on page 13. As a result, our overall timeliness
performance declined in comparison to last year by 2.7%.

Council Tax and Housing Allowances

During the year we also rolled out improved and
more standardised processes for NDR. Following this
launch, we held a series of workshops throughout the
network to identify ways of enhancing our processes
to achieve better quality, consistency and value for
money. The workshops also captured a number of
ideas that will help to inform future improvements.

In CT, we have been working to improve and standardise
our processes to enhance our customer service. Following
feedback from customers and our people, we are reviewing
the letters we issue to make sure we use clear language
to better meet our customers’ needs. During the year
ahead we aim to improve our communications and
provide much simpler explanations for CT payers.

Throughout the year, the Agency worked with the Department
for Communities and Local Government, local government
and their representative bodies, to support Business Rates
Retention by LAs. We have added resources through a number
of key roles to meet the increased interest and requirements
we anticipate from some LAs on our NDR work. We have
appointed a team of Local Authority Relationship Managers,
who are working proactively with LAs to provide information
and support to help them understand and manage the
impacts of changes in the local rating and council tax lists. In
April and May 2013, we also delivered experimental statistical
releases aimed at assisting LAs with financial planning.

We planned carefully for the initial increase in contact from
council tax payers that the introduction of the local CT
Reduction Schemes from 1 April 2013, combined with the
annual issuing of council tax bills, would generate during
February, March and April. For some of our customers this
means paying council tax for the first time. For others it
means seeing a council tax exemption that they previously
received either reduced or removed. We worked closely
with Local Authorities to understand the impacts in their
area. To meet our customers’ needs, we prepared our people
to respond to a range of different scenarios to answer
the volume of telephone, email and website enquiries.

In October 2012, the Government included measures
in the Growth and Infrastructure Bill to postpone
the NDR Revaluation in England to 2017. The Welsh
Government also included a clause enabling them to
postpone Revaluation in Wales to 2017 and announced
a postponement to 2017 in March 2013.

We implemented a new call handling strategy to
mitigate the impact of increased enquiries on customer
waiting times and service. This included an automated
call management system for very busy periods. Through
training, we enabled our call handlers to resolve a greater
number of general enquiries at first point of contact.
During March, telephone calls into our switchboards
increased by around 100%, as did emails to business
Unit inboxes, and website hits increased by over 80%.

The Agency was in the early stages of preparing for the
Revaluation in October 2012 and we have subsequently
diverted these resources to clearing rating appeals
and supporting the Business Rates Retention Scheme.
The bill received Royal Assent on 25 April 2013.

It is extremely pleasing that we kept the impacts of
this considerable spike in work to a minimum. We
maintained our high levels of operational performance
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in terms of both timeliness and
quality of responses to customers.
We continued to meet our targets of
responding to appeals (proposals) from
taxpayers within two months, well inside
the legal requirement of four months.

“During March,
telephone calls
into our
switchboards
increased by
around 100%,
as did emails to
business Unit
inboxes, and
website hits
increased by
over 80%.”
Increase
Calls to
switchboards

100%

Increase
Website
hits

We also made sure that the council tax
lists are up to date, where properties had
changed, by responding to requests from
Billing Authorities and customers. We dealt
with over 400,000 of these cases, resulting
in amendments to existing bandings or
banding for the first time, for just under
300,000 properties. Similar to NDR, we
do these changes within an average of 11
days from receiving the information.
During the year we delivered all Local
Housing Allowances rates on time and
carried out the Broad Rental Market Area
reviews required of us by statute. Housing
Benefits referral work continues to decline
as customers move to Local Housing
Allowances. Managing this decline in
work volumes, we refocused our approach
from individual valuations towards the
acquisition, management and analysis of
residential lettings data. The decline also
accounts for the increase in average staff
costs referred to in the table opposite.
We have further developed our reputation
in the residential lettings market through a
continuing programme of engagement and
interaction with residential lettings groups.
Our Rent Officers have developed the UK’s
most comprehensive source of contractual
residential lettings information. We worked
with colleagues in the Office for National
Statistics to extend the Consumer Prices
Index (CPI) to include housing costs. This will
fulfil a Coalition Agreement commitment
to accelerate the inclusion of housing
costs in the CPI measure of inflation.
This work also improved the private rent
components for both CPI and the Retail
Prices Index (RPI) inflation measures.

Property Services and
Statutory Valuation Team
80%

Our Property Services business stream
continues to provide a range of property
advice and expertise to the wider public
sector. Most of this work is awarded
to us through a tender process.
We have seen an increase in demand for
this shared service as clients recognise the
value for money of using existing skills
within Government. Our independence,

impartiality and specialism across the
public sector continue to be highly
valued. We continually seek to make
sensible reductions to running costs
to make sure we maintain a costeffective solution for our customers.
During the year, Property Services’ activities
generated an income of £16.1m on a
cost recovery basis. This was a small but
welcome increase on the previous year.
Property Services was recently appointed
to the Government Procurement Service
Framework for Estates Professional
Services. This will assist Property Services
in further developing and expanding the
support it provides to public bodies.
Our Statutory Valuations Team (SVT)
works closely with HMRC to provide
valuations that support the administration
of national taxation in England, Scotland
and Wales. The team also supports the
localism agenda through its work on the
Community Infrastructure Levy (CIL),
where it has a dispute resolution role.
In Scotland the team supports local
communities by providing valuations
for all right to buy applications. It also
supports the administration of benefits for
claimants in England, Scotland and Wales
through the provision of capital valuations
of claimants’ interests in property assets.
Timeliness is an important factor for this
work and the teams have met or exceeded
their targets for the service we provide
to taxpayers, while handling an increase
of around 3-4% in workflow volume.

Network Support Offices
Throughout the year our Network
Support Offices (NSOs), which support
the whole Agency, consistently operated
to a high level while maintaining a
strong focus on customers’ needs.
They improved workforce planning to
ensure sufficient and responsive staffing
levels. This provided a more stable platform
on which to implement the further
centralisation of a number of administrative
processes that were previously carried
out across our network of offices.
We rigorously prioritised work to enable
us to successfully scale centralised tasks
up or down in response to periodic and
variable levels of customer demand
in the different business streams.
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Performance Data
Our Input and Impact Indicators are set out in our
published Business Plan. This is only the second year we
have reported against these measures. Our performance
against these Input and Impact Indicators is set out below.

Input Indicators (Annual Measures)

2011-12

2012-13

Average staff cost of dealing with a case for Business Rates

£139.00

£112.00

Average staff cost of dealing with a case for Council Tax

£53.60

£52.40

Average staff cost of dealing with a Housing Benefits referral

£5.40

£6.60

Average staff cost per case for Capital Taxes casework

£350.10

£338.70

Impact Indicators (Annual Measures)

2011-12

2012-13

Compiling and maintaining lists to support overall Council Tax and
Business Rates receipts (£bn)

£46bn1

£47bn

Proportion of VOA Service meeting timeliness service levels

97.4%

94.7%

Proportion of VOA Service meeting quality standard levels

99.9%

100%

Proportion of VOA Service meeting accuracy levels

100%

100%

The Agency will operate within its budget reduction of 20% (in real
terms) over the Spending Review period

5.3%

10.0%
(cumulative
15.3%)

1 Last year’s reported figure was £52bn, which was the potential total revenue excluding reliefs and allowances. We are now reporting the net

cash receipt figure consistent with Table 4.7 in the Office for Budget Responsibility’s Economic and Fiscal Outlook (March 2013).
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Our performance indicators, which have previously
been reported as Key Performance Indicators (KPIs),
are shown in the table below for information.
Year
Operations

Value for
Money

Data
Security

2011-12

2012-13

To contain reductions in the 2010 rating lists to a maximum of
3.6% of the total compiled list rateable value, over the entire life of
the lists.

0.4%

1.0%

On
Target

To ensure 96% of new council tax bandings are right first time.

98.0%

98.4%

Met

To determine 95% of Housing Benefit claims where no inspection is
required in 3 working days.

99.9%

99.9%

Met

To enable prompt issue of tax assessments by clearing all HMRC
initial appraisal cases within an average of 3 working days.

3 days

3 days

Met

Improvement on overall value for money on local taxation work by
3% for 2011-12.
[Previously - Improvement on overall value for money on local
taxation work by 3% a year over a three year period to 2010-11.]

5.4%

7.3%

Met

To achieve full cost recovery reflecting a 5% reduction in budget for
the year on all work for HMRC.

Met

Met

Met

To achieve income from non-statutory services of at least £15.0m.2

£15.5m

£16.1m

Met

Nil

Nil

Met

To have zero data incidents reportable to the Information
Commissioner.

2 The target figure of £15.0m was £14.8m in 2011-12.

Complaints
NDR Complaints

We take all complaints seriously and place great importance
on delivering a service which drives improvements, builds
customer trust and enables us to learn from mistakes.
In 2012-13 we received 1109 complaints about
Non-Domestic Rating compared with 1643 during
2011-12. This is an overall reduction of 33%.

2011-12

1,643
2012-13

1,109

33%

Reduction

One of the key themes concerns the length of time
it takes us to deal with some Non-Domestic Rating
appeals. We fully understand the concerns of businesses,
especially small ones, about the uncertainty an outstanding
appeal may bring. We cleared 236,000 Non-Domestic
Rating appeals this year and to support ratepayers we
prioritise cases where there is evidence of hardship.
The number of Council Tax complaints we received also fell
this year from 1,027 in 2011-12 to 871 during 2012-13. This
is a reduction of 15%. The key themes from these complaints
concern:
- the level of banding compared with that of neighbouring
properties;
- provision of sales information that we use to support our
banding decisions.
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Where we have been unable to resolve matters
to their satisfaction, our customers have the
opportunity of the further independent scrutiny of the
Adjudicator and the Parliamentary Ombudsman.

Member of Parliament to refer it to the Ombudsman on
their behalf. In 2012-13, one case was formally referred
to the Ombudsman. This case currently remains under
investigation with the Parliamentary Ombudsman’s office.

In 2012-13, ten complaints were investigated
by the Adjudicator’s Office. There were no
specific trends to report and of these:

Our focus for 2013–14

- 1 was substantially upheld
- 9 were not upheld.

Priority areas for the year ahead will include:
- helping businesses through the efficient clearance of 		
Non-Domestic Rating appeals;

For a complaint to be considered by the Parliamentary
Ombudsman the customer is required, by law, to ask their

- supporting the implementation of Local Business Rates
Retention (LBRR);
- supporting welfare reform and council tax reliefs and 		
exemptions changes, working with taxpayers, local 		
authorities and other organisations;

CT Complaints

- managing changing workloads and processes, while
maintaining high performance levels;
- supporting the Department for Work and Pensions (DWP) in
the introduction of Universal Credit, and in particular the
introduction of a new role for Rent Officers relating to Social
Housing Payments;
- maintaining and developing our lettings information 		
database to ensure continuing high confidence in Local
Housing Allowances (LHA) rates across all Broad Rental
Market Areas (BRMAs);

2011-12

1,027
2012-13

871

15%

Reduction

- in Housing Allowances (HA), continuing to manage a decline
in casework and redeployment of resources while 		
maintaining high levels of performance; and
- continuing to increase the amount of data we make 		
available while maintaining our support for the Consumer
Prices Index (Housing) and other established outputs for our
data.
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Improving our Capability
“As part of our IT strategy and
encompassing principles from the
Civil Service Reform Plan around
building professional capability,
we reviewed the IT function.”

Introduction
As well as delivering strong operational performance
in 2012-13, the Agency continued to invest in the
changes required for the longer term. In particular,
and following the move to national business streams
in operations in 2011-12, we focused on:
- reviewing the capability of, and processes in, key 		
corporate functions;
- continuing our Reward and Recognition Review;
- rolling out the new Civil Service Performance 		
Management Frameworks and processes for which we
were an early adopter;
- investing in the development of our people;
- improving our leadership and communication capability.
This was necessary to ensure we moved towards
our vision and implemented key aspects of Civil
Service Reform. It also helped us embed the
capability necessary for our transformation.

Building our Organisation
As part of our IT strategy and encompassing principles
from the Civil Service Reform Plan around building
professional capability, we reviewed the IT function.
The new organisational design took account of the
need to deliver the Agency’s future digital agenda
and provide better value for money, while addressing
historic under-investment in our internal capability. The
result is a new design for the IT organisation and an
ongoing recruitment exercise to bring in the right skills
to support and transform the Agency’s IT. Bringing these
skills into the Agency will be critical to delivering our
modernisation agenda and investment in new systems.
The Agency has also invested in its analytical skills and
capability, which has included:
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- re-designing our Information and Analysis function to
ensure we have the professional skills we need to help
drive better decision making, support our clients and
delivery partners, and contribute to the Government’s
transparency agenda;
- providing statistical information to other government
departments to inform their policy making and 		
understanding of the role that property values play in the
wider economy. This has included contributing to the
Government’s new measure of inflation, the Consumer
Prices Index (Housing) – CPIH;
- improving the frequency, quality and accessibility of our
published Official Statistics; and
- carrying out primary research to collect feedback from
those who come into contact with us, and using that
feedback to deliver effective and evidence based change
to the way we deal with taxpayers, their agents, and Local
Authorities.
We also completed the organisational design by reviewing
corporate activities previously embedded in operations. The
review aimed to:
- align Unit administration, HR and Business Services
functions – driving better delivery to the front line;
- align our delivery models with those being introduced by
Civil Service HR and the Civil Service Reform Plan;
- centralise HR administration in line with Civil Service HR
targets;
- look at the role of our Business Managers and introduce
new Unit support teams.
We created a centralised HR Service team in Leeds
and redesigned a number of other HR teams. We also
introduced HR Advisors to provide direct support
and upskilling for our operational managers.
A new team of regional Facilities Managers will support
the management of our accommodation. We have
reviewed many local support roles and appointed an
Office Head for each location. We also put a new
Customer Service structure in place and have undertaken
initial work to review local IT support roles.

Reward, Recognition and
Performance Management
During 2012-13 we implemented the first stage of
our comprehensive review of reward and recognition
arrangements. On 1 August the Agency moved to a new
pay system. This, together with this year’s pay award, has
focused on tackling long-standing problems including
pay progression and overly long pay scales. We have
also introduced reward policies that better support
our business needs. In 2013-14, the next stage of the
review will concentrate on better aligning our reward
and grading system with the rest of the Civil Service.
During the year, the Board took the difficult decision to
freeze the pay of all staff on pay band maximums, which

affected around two thirds of our people. However, this
enabled us to award pay increases to staff below the
band maximum and increase pay band minimums while
keeping within our overall 1% budget increase for pay.
Over the past two years the Agency has succeeded in
almost halving the length of our longest pay scales (from
around 40% to just over 20%). This means the structural
cost of paying ordinary progression will fall significantly,
making our pay system more sustainable and affordable.
From April 2012, we became early adopters of the new
Civil Service Performance Management System and the
Civil Service Competency Framework. These are key
elements of the Civil Service Reform Plan. To support
this development we delivered training to all our line
managers in March 2012, which included focusing on the
new Civil Service Managing Poor Performance policy.

Wellbeing and Health & Safety
This year saw a slight increase in our average short term
sickness absence rate – from 3.6 to 3.7 days (against a
target of 4.0 days per person per year). Our average long
term sickness absence rate went up from 3.3 days to 3.5
days (against a target of 3.0 days per person per year).
We are investigating the reasons for the increase. We
are also reinforcing the support we give our people.
The number of accidents reported in the Agency has
continued in the downward trend of recent years.
There was a slight increase in the total number of health and
safety reports received during the year because of thermal
comfort issues in one office.
However, following a serious health and safety incident, the
Board took immediate steps to understand and improve the
management of the Agency’s health and safety risks. We:
- commissioned HMRC’s Health, Safety and Wellbeing team
to carry out a management review to make sure we
focused on the right areas;
- took immediate steps to increase people’s awareness of
the issues; and
- made sure our people were clear about their 		
responsibilities and know how to get the support and
equipment they need.
During the year there were three injuries where recovery took
more than seven days. The RIDDOR (Reporting of Injuries,
Diseases and Dangerous Occurrences Regulations 1995)
requires us to report these incidents to the Health and Safety
Executive (HSE). There were 88 non-reportable injuries.
We have strong diversity and equal opportunity
policies and are committed to the employment and
development of people with disabilities. As part of
our commitment we operate a guaranteed interview
scheme for anyone with a disability whose application
meets the minimum criteria for the post.
We also ensure our managers support and develop
employees with disabilities and that our HR service
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team provides advice on putting in
place reasonable adjustments. When
implementing workplace changes we
undertake Equality Impact Assessments
to make sure we embed diversity and
equality into everything we deliver.
We match or exceed statutory
requirements in offering our people a
range of flexible working contracts.

Engagement
“The Agency’s
Board was
pleased our
engagement
score from the
annual Civil
Service People
Survey increased
from 44% in
2011 to 46% in
2012. Although
still 12% below
the Civil Service
average of 58%, it
was encouraging
that we have
reduced the gap.”
2011-12

44%

The Agency’s Board was pleased our
engagement score from the annual
Civil Service People Survey increased
from 44% in 2011 to 46% in 2012.
Although still 12% below the Civil Service
average of 58%, it was encouraging
that we have reduced the gap.
A key driver was the improvement in our
support for learning and development.
Directors were also more visible and
communicated more effectively with
our people: visiting more offices; taking
part in ‘back to the floor’ days; and
holding Board meetings in the network.
We improved our internal communication
channels. This included a complete
overhaul of the Agency’s approach to
change communication, with better
planning and a dedicated change intranet
site. We also made improvements
to local communications between
managers and our people by refreshing
our primary face-to-face discussion
and feedback channel, VOA Compass.
This takes the form of a bulletin for line
managers, written in a conversational
tone with discussion points.
We recognise how important it is to
listen and act on the feedback we now
routinely gather from across the Agency
and to make sure we continue to improve
our leadership and communication.

Development
One of the key areas of focus for the
Agency in 2012-13 has been to build the
capabilities of our people. This work has
included:

2012-13

- conducting a ‘skills check’ of our people;

46%

- putting in place a number of technical 		
development schemes;
- engaging with the centralised Civil 				
Service Learning team to ensure our 			
people receive relevant training, at the 		
right level and the right time;

- enabling a number of individuals to 			
participate in Civil Service Local 					
development programmes.
Our 2012 People Survey results for
Learning and Development improved by
5% overall to a 39% positive score.
We offer training to our people to gain
professional qualifications. This applies
not only to those in operational roles
undertaking surveying qualifications,
but also to specialists in other
Professions such as IT, HR, Analysis
and Finance, who are also undertaking
qualifications relevant to their profession.
Congratulations to over 100 colleagues
who achieved a qualification this year.
We have supported our Chief Operating
Officer and Chief Valuer, as Head of
Profession for surveying in the Agency,
by working with the Government
Property Asset Management profession
to develop our surveying colleagues’
professional skills and capability.
We have begun to support operational
colleagues, including those who identify
with other Civil Service professions,
by appointing a Head of Operational
Delivery profession to engage with the
Whitehall wide profession and identify
opportunities for us to introduce
the profession into the Agency.
For the second year, the Agency
recruited apprentices to work towards
an ICT Professional Apprenticeship
qualification. In recognition of the
need to recruit more IT experts, as we
modernised this area of work, we worked
with training providers in London and
Worthing to design a programme for
Level 2 (equivalent to five GCSEs) and
Level 3 (equivalent to two A levels). The
programme is continuously assessed and
gives the apprentices a challenging and
varied introduction to real IT. We are
the first across Government to recruit
apprentices to this particular programme.

Recruitment
On 24 May 2010 the Coalition
Government announced a freeze on all
external recruitment in the Civil Service.
The Chief Executive has delegated
authority to recruit frontline staff for
the Agency and exercised this authority
a number of times during the year.
Our organisational design work also
identified a shortage of key corporate
and specialist skills within the business to

19

support our reorganised structure and deliver our strategic
objectives, especially in the areas of change and programme
management, finance, IT and analysis. Having exhausted
cross-government recruitment stages we have also sought
and received approval for some targeted and limited
external recruitment to fill some of these specialist posts.
In 2012-13 the Agency made external appointments
of 149 people to the frontline and 24 to specialist
roles. Some are short term appointments while we
continue to carry out permanent recruitment.
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Sustainability Report
“We are committed to sustainable
development and, as part of this,
to reducing the environmental
impact of our operations.”

Introduction
We have continued during the year to embrace the need
to adapt the way we operate to minimise our impact on
the environment and help mitigate climate change.
Our working practices have to meet our customers’ needs.
However we are committed to sustainable development and,
as part of this, to reducing the environmental impact of our
operations. We conduct these to reflect, as far as practicable,
best environmental, social and economic sustainability.
In particular we have:
- procured goods and services from suppliers who take a
strong approach to sustainable operations;
- regularly reviewed our activities and operations to identify
environmental aspects and prioritise action to address their
impacts; and
- monitored and reported on progress against the Cabinet
Office’s cross-government Greening Government 		
Commitments.
In the future we will look to:
- support our clients in developing policies that have 		
embedded sustainability principles;
- develop and maintain an environmental management system
to pursue sustainability, continual improvement and the
prevention of pollution; and
- raise our people’s awareness of our sustainable operations
agenda across the Agency through specific training and
encourage people to participate where appropriate.
As part of major office refurbishment in Gloucester and
Swansea we are piloting the use of energy efficient lighting.
If our reviews are as positive as we expect, we’ll extend
this to other schemes where possible in 2013-14.
We have continued to make sure that we routinely consider rural
aspects as part of the planning and decision making process.
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Summary of Performance
We set a target to reduce greenhouse gas emissions mainly
based on reducing our estate and controlling official
travel. We had notable success in delivering our overall
target. However, some of the individual elements actually
increased our emissions in comparison to last year.
In our Carbon Abatement Plan for 2012-13, we
estimated that we would save 159 CO2 tonnes in energy
usage. The prediction was based solely on two major
office rationalisation plans. In reality we achieved a
significantly higher reduction of 884 CO2 tonnes as a
result of reducing our accommodation by over 8.5%.

Summary of Future Strategy
We are committed to reducing our estate further during 201314 and we have set a target of releasing a further 7,500m2. This
equates to approximately 14% of our office space and should
have a significant impact on our carbon emissions. In many
cases, we have plans to relocate to existing civil estate. This will
make a significant saving in financial and sustainability terms.
We are committed to working with HMRC to modernise
our existing sustainability plans. We will share their expertise
to make sure we meet Government targets and address
the wider business and people awareness issues.
At a practical level we will:
- incorporate sustainable options in our major estates projects;
- analyse specific business streams’ travel data to look for
opportunities to introduce improved working practices and
reduce travel;
- look for improvements by installing modern controls on hot
water heaters, dispensing with kettles and removing fan
heaters to reduce energy consumption; and
- expand our recycling schemes to give 100% coverage across
our locations.

“We are committed to reducing
our estate further during 2013-14
and we have set a target of
releasing a further 7,500m2.”
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Greenhouse Gas (GHG) Emissions
Our total emissions indicate a downward trend that we
anticipate will continue into 2013/14 and beyond.
Greenhouse Gas Emissions
NonFinancial
Indicators
(000’s
tCO2e)

Related
Energy
Consumption
(000’s kWh)

2011-12

2012-13

Total gross emissions

5,613

4,559

Total net emissions

5,348

4,386

Gross emissions Scope
1 (direct)

194

144

Gross emissions Scope
2 & 3 (indirect)

5,419

4,415

Electricity: NonRenewable

4,546

2,980

505

331

Gas

2,668

3,395

Oil

917

1,171

-

-

850

629

Graphical analysis

6,000

Electricity: Renewable

4,000

2,000

5,000

3,000

Whitehall District
Heating
Financial
Indicators
(£’000)

Expenditure on Energy

1,000

1,000

CRC Licence
Expenditure

-

Expenditure on
accredited offsets
(e.g. GCOF)

-

Expenditure on official business travel

2011-12
2012-13

600

200

3,362

3,843

4,000

2011-12
2012-13

3,000
2,000
1,000

Performance commentary (incl measures)
The Greening Government Commitment is to achieve a 25% reduction in carbon emissions by 2015, from a 2009-10
baseline. By 2012-13 we had reduced emissions by 35.8%. We plan to continue reducing our emissions by rationalising the
estate and monitoring travel.
Controllable impacts commentary
The main direct impacts for the Agency are in its electricity, gas and oil consumption. The changes to the business and the
impact on the estate will continue to deliver significant savings, but as we have seen in 2012-13 the climate can affect the
outcome as shown by the increase in gas and oil usage despite estate rationalisation reductions.
Overview of influenced impacts
We are continuing to work with our Private Finance Initiative (PFI) accommodation provider, Mapeley, to examine
opportunities to reduce greenhouse gas emissions and improve our sustainable performance.
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Waste
We have continued to expand recycling schemes
across the network which, coupled with our estate
rationalisation, have reduced our overall waste output.
Waste

2011-12

2012-13

350

242

-

-

Landfill

173

88.2

Reused/Recycled

176

154

Incinerated with
energy recovery

-

-

Incinerated without
energy recovery

-

-

Total disposal cost

21

19

-

-

Landfill

15

10.5

Reused/Recycled

6

8.6

Incinerated with
energy recovery

-

-

15

Incinerated without
energy recovery

-

-

5

Total waste

NonFinancial
Hazardous waste
Indicators
(tonnes) Non-hazardous
waste

Financial
Indicators
Hazardous waste
(£’000)
Non-hazardous
waste

Total

Graphical analysis

350
250
150

Total

50
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Performance commentary (incl measures)
Our total waste output has fallen by 30.8% but significantly the landfill percentage has reduced by almost 50%.
Proportionately the level of recycling has increased. Our costs relating to waste have increased as a result of rises in
landfill tax and waste disposal charges.

Use of Resources - Water
We reduced our water consumption per FTE by 22% over the
last 12 months. This figure reflects savings from our reduced
estate. However, it doesn’t factor in a major underground water
leak recently reported in one of our locations. This year we will
Finite Resources Consumption – Water
Non-Financial
Indicators (m3)

Non-Financial
Indicators (m3)

Financial
Indicators
(£’000)

Water
Consumption
(Office Estate)
Water
Consumption
(Office Estate)

Supplied

also be working in partnership with HMRC to identify strategies
that will support behavioural changes for 2013-14. We aim
to improve staff awareness and collective responsibility for
conserving resources so that the downward trend continues.

2011-12

2012-13

20,722

15,161

-

-

13.8

10.74

Graphical analysis
25,000
15,000

Abstracted
Per FTE

Water Supply Costs
(Office Estate)

2011-12
2012-13

5,000
15
9

2011-12
2012-13

3

78

59

80
60
40
20

2011-12
2012-13

Performance commentary (incl measures)
We will look to review methods for reducing our water consumption going forward. We will build on behavioural change
to drive towards the Government target of a 25% reduction on 2004-05 baseline figures by 2020.
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Use of Resources - Paper
Our usage of paper has fallen by 10.9% over the past
year. Modernising our IT systems and developments in
behavioural change should continue this trend going forward.
Resource Consumption – Paper
Non-Financial Indicators
(A4 Reams Equivalent)

Copier
paper

2011-12
35,305

2012-13
31,461

Graphical analysis
40,000
30,000
20,000

2011-12
2012-13

10,000

Financial Indicators
(£’000)

Copier

82

72

100

2011-12
2012-13

60
20

Performance commentary (incl measures)
During the year, as changes to IT develop, we will look to set targets for future years.

Climate change adaptation
and mitigation
HMRC, our sponsor department, is working towards
publishing an Estates Climate Mitigation Policy, with
the intention of significantly minimising impact on
the environment. The vision will be ‘to have greener
operations’. We will adopt this policy where possible. This
will cover all the sites where we procure energy directly.

Biodiversity and natural environment
We have no sites of scientific interest and locations with
green areas account for less than 5% of our estate.
Having identified Colchester and Shrewsbury as sites where
we have control over green areas, we are engaging with our
PFI providers to promote, conserve, and enhance biodiversity.
The steps we can take towards supporting and promoting
biodiversity are limited. However, we are committed
to exploring opportunities for promoting it, especially
where we share space in HMRC buildings.

Sustainable procurement including food
Our Procurement Framework promotes the principles of
sustainable procurement to generate social, economic and
environmental benefits and opportunities. The framework will:
- make sure we comply with Government sustainability 		
requirements;
- outline the minimum standards we expect from all our 		
suppliers; and
- cover our suppliers’ approach to a range of sustainability
issues relating to their environmental, social and ethical
performance.

We will introduce the framework by July 2013 and will
document our future approach for all contracting activity.
The framework will encourage sustainable considerations
as standard, for example environmental accreditations,
reductions in costs and use of sub-contractors to support
the Small and Medium-sized Enterprise agenda. This will
ensure that we establish our procurement and eventual
contract documents on the back of sustainable evaluation.
We will continuously develop the knowledge and skills of
our procurement people to support this new approach.
Our Procurement professionals will keep abreast of
all sustainability requirements and considerations as
part of their continued professional development.
The Flexible Framework for Sustainable Procurement is a
recognised and effective method to improve sustainable
activity. To date the Agency has not implemented
it but we plan to move to this approach following
the launch of the procurement framework.

Sustainable construction
Mapeley, our PFI accommodation provider, carries
out most of the major refurbishment within our
locations. Our agreement with Mapeley complies with
our departmental environmental requirements and
enables sustainable construction by making sure:
- all records are auditable and comply with ISO 14001;
- all wood is from an independently-verified sustainable
source;
- all spent fluorescent tubes and rechargeable batteries are
recycled;
- there is a system to ensure legal compliance with all duty of
care legislation for all waste streams;
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- procurement follows environmental procurement guidelines
(PUG 177/97);
- all service providers comply; and
- no peat is used at any of the sites.
Additionally when the refurbishment cost is more than
£250,000 we stipulate that work is carried out to a ‘very
good’ or ‘excellent’ BREEAM rating, including making sure:
- there is no venting of recoverable ozone-depleting or global
warming substances from any equipment used on our behalf;
and
- that substances are recovered for recycling or destruction
using appropriate technology.
At all other times Mapeley will, so far as is reasonably practicable:
-

conserve resources;
reduce pollution;
protect bio-diversity; and
support the Government’s vision of sustainable development.

People
We are committed to promoting our people’s wellbeing
by enhancing the working environment, with better
finishes, improved heating, cooling and lighting. We are
working to reduce the space we use in accordance with
the Government Property Unit standards while retaining a
balanced and comfortable environment through good space
planning and sensible ergonomic design. Environmental
design and sustainability are key deliverables in all office
refurbishments/refits and space rationalisation projects.

Environmental Management
System (EMS)
We are developing an Environmental Management
System to provide an overall framework to establish
systems and processes necessary for the systematic
management of energy. This will ultimately make sure we:
- improve our energy efficiency;
- reduce costs; and
- reduce greenhouse gas emissions.

“Our Procurement Professionals
will keep abreast of all
sustainability requirements and
considerations as part of their
continued professional
development.”
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Remuneration Report
Directors’ remuneration
Executive Directors are members of the Senior Civil Service
and are subject to the terms and conditions applicable
across our sponsor department, HM Revenue & Customs
(HMRC). HMRC determines their remuneration within
Senior Civil Service pay policy guidelines. There is a separate
remuneration committee within the Agency which inputs
to performance moderation and objective setting but the
Main Pay Committee in HMRC makes the final decisions.
Specific objectives are set for the Executive Directors
using the Senior Civil Service performance management
processes. Objectives are regularly reviewed and formally
reported on at the end of each year. The Chief Executive
also has regular reviews with the Non-Executive Directors.
The Chief Executive of HMRC reviews the performance
of the Agency’s CEO against agreed objectives.

Contracts, notice periods and
termination periods
The majority of our people, including the Executive
Directors, are employed on a permanent basis and are
subject to statutory and Civil Service conditions of service.
The Non-Executive Directors are on renewable three year
fixed-term contracts, with the assumption that we will
not renew their contracts more than once. We employ a
small number of our people on short-term contracts.
We did not make any awards to past managers this year or in
previous years.
We did not make non-cash awards to Board members this year
or in previous years.

Salary and pension entitlements
The following section details the remuneration and
pension interest of our most senior people.
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Salaries
These include:
-

gross salary;
overtime;3
reserved rights to London weighting or London allowances; 4
recruitment and retention allowance; and
Private Office allowances and any other allowance to the
extent that it is subject to UK taxation.5

Bonus payments
These are based on the performance level an
individual achieves and are part of HMRC’s appraisal
process. The bonuses reported in 2012-13 relate
to performance in 2011-12. We pay performancerelated pay and bonuses in line with the scheme which
applies to the Senior Civil Service as a whole.
Benefits in kind
The monetary value of benefits in kind covers any benefits an
employer provides and HMRC treats as a taxable emolument.
The benefits in kind in the table on pages 29 and 31 for
Board members relate to travel and subsistence expenses.
Members incurred these expenses when it was necessary for
them to be at a second or more permanent place of work.
One Board member receives childcare vouchers, paid for
through a salary sacrifice scheme.
Compensation / third party payments
We did not make compensation payments to former
senior managers this year or in previous years.
We did not pay any amounts to third party entities for
Directors’ services during the year (2011-12 £nil).
Civil Service pensions
Pension benefits are provided through the Civil Service
pension arrangements. From 30 July 2007, civil servants
may be in one of four defined benefit schemes: either a final
salary scheme (classic, premium or classic plus); or a whole
career scheme (nuvos). These statutory arrangements are
unfunded with the cost of benefits met by monies voted by
Parliament each year. Pensions payable under classic, premium,
classic plus and nuvos are increased annually in line with
Pensions Increase legislation. Members joining from October
2002 may opt for either the appropriate defined benefit
arrangement or a ‘money purchase’ stakeholder pension with
an employer contribution (partnership pension account).
Employee contributions are salary-related and range between
1.5% and 3.9% of pensionable earnings for classic and 3.5% and
5.9% for premium, classic plus and nuvos. Increases to employee
contributions will apply from 1 April 2013. Benefits in classic
accrue at the rate of 1/80th of final pensionable earnings for
each year of service. In addition, a lump sum equivalent to three
years initial pension is payable on retirement. For premium,
benefits accrue at the rate of 1/60th of final pensionable
earnings for each year of service. Unlike classic, there is no
automatic lump sum. Classic plus is essentially a hybrid with
benefits for service before 1 October 2002 calculated broadly as
3-5 No such payments were made during 2012-13.

per classic and benefits for service from October 2002 worked
out as in premium. In nuvos a member builds up a pension based
on their pensionable earnings during their period of scheme
membership. At the end of the scheme year (31 March) the
member’s earned pension account is credited with 2.3% of
their pensionable earnings in that scheme year and the accrued
pension is uprated in line with Pensions Increase legislation.
In all cases members may opt to give up (commute) pension
for a lump sum up to the limits set by the Finance Act 2004.
The partnership pension account is a stakeholder pension
arrangement. The employer makes a basic contribution
of between 3% and 12.5% (depending on the age of the
member) into a stakeholder pension product chosen by the
employee from a panel of three providers. The employee
does not have to contribute, but where they do make
contributions, the employer will match these up to a limit of
3% of pensionable salary (in addition to the employer’s basic
contribution). Employers also contribute a further 0.8% of
pensionable salary to cover the cost of centrally-provided risk
benefit cover (death in service and ill health retirement).
The accrued pension quoted is the pension the member is
entitled to receive when they reach pension age, or immediately
on ceasing to be an active member of the scheme if they are
already at or over pension age. Pension age is 60 for members of
classic, premium and classic plus and 65 for members of nuvos.
Further details about the Civil Service pension
arrangements can be found at the website:
http://www.civilservice.gov.uk/pensions
Cash Equivalent Transfer Values
A Cash Equivalent Transfer Value (CETV):
- is the actuarially assessed capital value of the pension
scheme benefits which a member accrues at a particular
point in time. (The benefits valued are the member’s
accrued benefits and any contingent spouse’s pension
payable from the scheme);
- is paid by a pension scheme or arrangement to secure
pensions benefits in another pension scheme or 		
arrangement, when the member leaves a scheme and
chooses to transfer the benefits accrued in their former
scheme;
- is calculated in accordance with The Occupational 		
Pension Schemes (Transfer Values) (Amendment) 		
Regulations; and
- does not take account of any actual or potential reduction
to benefits resulting from Lifetime Allowance Tax, which
may be due when pension benefits are taken.
The pension figures shown relate to the benefits that
individuals accrued as a result of their total membership
of the pension scheme, not just their service in a senior
capacity, to which disclosure applies. The figures include
the value of any pension benefit in another scheme or
arrangement, which the individual has transferred to the
Civil Service pension arrangements. They also include any
additional pension benefit accrued as a result of the member
buying additional pension benefits at their own cost.
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Real increase in CETV is the increase that the employer funds.
It does not include:
- the increase in accrued pension due to inflation; nor
- contributions paid by the employee (including the value of
any benefits transferred from another pension scheme
or arrangement) and uses common market valuation factors
for the start and end of the period.

Travel and Subsistence reimbursements
Board members received payments to reimburse the
out of pocket expenses they incurred in carrying out
their duties as set out in the table on page 29.
Except where identified as such, the payments in the
table on page 31 do not form part of remuneration.

Pay multiples
The pay multiple of the remuneration of the highest-paid
Board member compared to the average remuneration
of the workforce is in the table on page 29.
The banded remuneration of the highest-paid Board member in
the Agency in 2012-13 was: £135-140k (2011-12: £120-125k).
This was 5.20 times (2011-12: 4.50) the average remuneration
of the workforce, which was: £26,438 (2011-12: £27,248).
Total remuneration includes:
-

salary;
non-consolidated performance-related pay;
benefits in kind; and
any severance payments.6

It does not include employer pension contributions
and the cash equivalent transfer value of pensions.
The ratio of the remuneration of our highest-paid Board
member to the average remuneration of our people has
increased since 2011-12. This is largely due to the following:
- the total remuneration of our highest-paid Board 		
member (the Chief Operating Officer and Chief Valuer) has
increased from £120-125k in 2011-12 to £135-140k in
2012-13; and
- the average remuneration of the workforce has decreased
from £27,248 in 2011-12 to £26,438 in 2012-13.
In 2012-13:
- one (18 in 2011-12) employee received remuneration in
excess of the highest-paid Board member. All earned a salary
below that of the highest-paid Board member, but 		
had larger total remuneration in the year due to one-off
severance payments.

6 No such payments were made during 2012-13.
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- including severance, remuneration ranged from £14,100 to
£165,000-170,000 (2011-12: £13,000 to £230,000-		
235,000); and
- excluding severance, remuneration ranged from £14,100 to
£135,000-140,000 (2011-12: £13,000 to £120,000-		
125,000).
For comparison purposes we have estimated equivalent
contractor salaries from their day rates. Where practical,
we have taken into account the different terms that
contractors have compared to civil servants.
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The information in this table is subject to audit.
Board Members’ Remuneration Information

Penny Ciniewicz
Chief Executive

2012-2013

2011-2012

Salary
Bonus Benefits
Total
£’000 Payments in kind remuneration
£’000
(to
£’000
nearest
£100)

Salary
Bonus Benefits
Total
£’000 Payments in kind remuneration
£’000
(to
£’000
nearest
£100)

100 – 105

5 – 10

-

110-115

100 - 105

-

-

100 – 105

70 – 75

5 – 10

-

75 - 80

70 – 75

-

-

70 – 75

-

-

65 – 70 (80
– 85 full year
equivalent)

80 – 85

5 – 10

-

90 – 95

0-5
(90-95
full year
equivalent)

-

-

0-5
(90-95 full year
equivalent)

-

-

-

-

Mary Hardman
Director, Non-Domestic
Rating

65 – 70

-

34,700

100-105

70 – 75

5 – 10

33,100

110 – 115

Alex Jablonowski
Non-Executive Director

10 - 15

-

-

10 - 15

10 – 15

-

-

10 – 15

-

-

5 – 10 (10 –
15 full year
equivalent)

Dyfed Alsop
Director, Strategy, People
& Change

Colin Bailey
65 – 70
Chief Finance Officer
(80 – 85
(from 1 April 2012 to 30 full year
January 2013)
equivalent)
Craig Pemberton
Chief Finance Officer
(from 18 March 2013)

Elizabeth McLoughlin
Non-Executive Director
Philip Macpherson
Chief Information Officer

10 – 15

-

-

10-15

5 – 10
(10 – 15
full year
equivalent)

85 – 90

-

-

85-90

70 – 75

-

-

70 – 75

25 – 30
(60 – 65
full year
equivalent)

-

13,200

40 – 45 (75
– 80 full year
equivalent)

Guy Richardson [1]
Director, Council Tax and 50 – 55
(60 – 65
Housing Allowances
full year
(from 1 April 2012 to 30
equivalent)
January 2013)

-

13,200

60-65 (70 75 full year
equivalent)

Niall Walsh
Chief Operating Officer
& Chief Valuer

-

54,900

135 - 140

80 – 85

-

37,300

120 – 125

-

-

5 – 10
(10 – 15 full
year equivalent)

-

-

-

-

80 – 85

Janet Grossman
5 – 10
Non-Executive Director (10 – 15
(from 11 October 2012) full year

equivalent)

Band of Highest
Paid Director’s Total
Remuneration (£’000)
Median Total
Remuneration (to
nearest £1)
Ratio

135-140

120 – 125

26,438

27,248

5.20

4.50

[1] Guy Richardson served as Director, Council Tax and Housing Allowances, for the whole of 2012-13 but stepped down from
the Board on 30 January 2013. The information in the above table reflects his remuneration for the period in which he was a
Board member.
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The information in this table is subject to audit.
Board Members’ Pensions

Penny Ciniewicz
Chief Executive

Real increase
in pension and
related lump sum
at pension age

Accrued pension at
pension age - as at
31-3-13 and related
lump sum

£’000

£’000

CETV at
31-3-12

CETV at
31-3-13

Real increase
in CETV

£’000

£’000

£’000

0 – 2.5 plus
2.5 – 5 lump
sum

20 – 22.5 plus
62.5 – 65 lump
sum

321

352

10

0 – 2.5 plus
0 – 2.5 lump
sum

7.5 – 10 plus
27.5 – 30 lump
sum

99

112

6

0 – 2.5 plus
0 – 2.5 lump
sum

27.5 – 30 plus
82.5 – 85 lump
sum

431

457 [3]

3

0 – 2.5 plus
0 – 2.5 lump
sum

25 – 27.5 plus
75 – 77.5 lump
sum

429

457

3

Alex Jablonowski
Non-Executive Director

- [1]

- [1]

-

-

-

Elizabeth McLoughlin
Non-Executive Director

- [1]

- [1]

-

-

-

2.5 – 5 plus
10 – 12.5 lump
sum

17.5 – 20 plus
57.5 – 60 lump
sum

224

283

45

0 – 2.5 plus
2.5 – 5 lump
sum

15 – 17.5 plus
50 – 52.5 lump
sum

231

262 [4]

17

0 – 2.5 plus
0 – 2.5 lump
sum

22.5 – 25 plus
70 – 72.5 lump
sum

326

352

4

Craig Pemberton
Chief Finance Officer
(from 18 March 2013)

-

10 – 12.5

- [2]

170

-

Janet Grossman
Non-Executive Director
(from 11 October
2012)

- [1]

- [1]

-

-

-

Dyfed Alsop
Director, Strategy,
People & Change
Colin Bailey
Chief Finance Officer
(from 1 April 2012 to
30 January 2013)
Mary Hardman
Director, Non-Domestic
Rating

Philip Macpherson
Chief Information
Officer
Guy Richardson
Director, Council
Tax and Housing
Allowances (from
1 April 2012 to 30
January 2013)
Niall Walsh
Chief Operating Officer
& Chief Valuer

[1] Fee paid Non-Executive Director – not in Civil Service Pension Scheme. [2] Craig Pemberton commenced employment on
18 March 2013 and the CETV at this date was £169k. [3] Colin Bailey left the VOA on 30 January 2013 and the £457k CETV
relates to this date. [4] Guy Richardson stepped down from the Board on 30 January 2013, but continued to serve as Director,
Council Tax and Housing Alowances, until 30 April 2013. The £262k CETV is as at 31 March 2013.
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The information in this table was not subject to audit.

Non-taxable expenses not
a part of remuneration
(£)
Penny Ciniewicz
Dyfed Alsop
Colin Bailey
Janet Grossman
Mary Hardman
Alex Jablonowski
Philip Macpherson
Elizabeth McLoughlin
Craig Pemberton
Guy Richardson
Niall Walsh

Chief Executive
14 June 2013

Total expenses reimbursed
during 2012-13
(£)

210

0

210

1,294

25

1,319

139

0

139

0

0

0

1,031

20,503

21,534

89

0

89

139

0

139

606

0

606

0

0

0

823

7,774

8,597

908

27,303

28,211

The monetary value of benefits in kind covers any benefits
an employer provides and HMRC treats as a taxable
emolument. The benefits in kind in the table above for
Board members relate to travel and subsistence expenses.
Members incurred these expenses when it was necessary for
them to be at a second or more permanent place of work.

Penny Ciniewicz

Taxable expenses included
in remuneration
(£)
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Financial Commentary
Introduction

Financial Commentary
Actual

Budget

Var

Income

191,947

192,938

991

Pay

133,591

135,028

1,437

Non-pay

56,199

57,910

1,711

Surplus

2,157

-

2,157

Capital

3,969

4,362

393

We finished the year with a £2.2m underspend.
Income was £1.0m less than budget as we agreed
a reduction with a major client, partially off-set by
higher than forecast income from Property Services.
Pay bill was under budget because we were unable to
recruit to fill vacancies as expected. The underspend in
non-pay was largely because we could not complete
all our planned IT work due to unfilled vacancies,
and to an unexpected credit in accommodation.

Our financial performance is set out in the accounts attached to
this report.
The changes which we had made during 2011-12 enabled us to
continue to reduce our costs in a sustainable way in 2012-13.
2012-13 was the second year of the 2010 Spending
Review (SR10) and our principal financial objective
was to break even. We finished the year with a small
surplus of £2.2m, 1.1% of our operating income.

Income
Our income for 2012-13 was £191.9m.
This was £12.5m (6.1%) less than the previous year and
continues to deliver on our year-on-year SR10 commitment.
Our 2012-13 income included £16.1m from our Property
Services division, which represented a small but welcome uplift
since last year.

Managing costs
Our total spending for 2012-13 was £189.8m.
Pay costs were 70.5% of our total costs, which
was a slight increase and due to:
- our 2011-12 scheme to resolve our equal pay issues being
implemented; and
- the 1% pay remit effective from August 2012.
Despite these two costs our pay bill increased only
slightly, from £131.6m to £133.8m (1.7%).
In 2012-13 we reduced our accommodation costs by
£3.0m compared to the previous year. This was as a result
of our continued rationalisation of accommodation where
opportunities arose and did not adversely impact on our
delivery. The cost savings we generated by nine office
closures in 2011-12, helped to reduce our accommodation
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costs from £20.3m to £17.4m. This
included some one-off savings such as
the reversal of a £1m accrual relating
to a potential tax liability on one of our
old buildings. We have now received
confirmation that this will not crystallise.
Our telephony costs rose by £0.4m (26%) to
£1.7m in 2012-13. We incurred extra costs
to maintain our customer contact after a
fault developed in our telephone system.
Our IT costs rose by £0.9m (7%) to £12.9m
compared to 2011-12. This was due to
increasing demands for network capacity
and improvements to the availability
of our online customer systems.
Our depreciation and amortisation charge
for 2012-13 increased by £1.4m (18%)
to £9.4m. This was after an impairment
review of our IT software assets against
our IT modernisation strategy. The result of
this review reduced the life of our assets.
Last year we made a provision of just under
£1m to cover the possible redundancy costs
of 12 colleagues without a permanent role,
following last year’s Agency restructuring.
We made every effort to find suitable roles
for these people. Eight were successful in
securing a permanent role. As a result we
did not need £0.8m of the provision.
During the year seven colleagues left on
voluntary exit terms or redundancy at a cost
of £0.4m after we reorganised part of our
corporate services and closed some offices.
Over 2012-13, the fair value of our
pension scheme assets rose by £9.5m. The
present value of the unfunded liabilities
has increased by £13.7m, increasing the
liability on the Statement of Financial
Position from £28.8m to £33.0m.
In terms of financial transparency
each month we publish details of our
spending on items over £25,000.

Controlling cashflow
Work in progress (work performed but not
yet billed) in our Property Services division fell
again in 2012-13 to £2.0m at 31 March 2013.
This is a 10% reduction from 31 March 2012,
as a result of our improved billing processes.
Our cash levels remain positive
with £11.7m at year end.
Our cash forecasting is working effectively.
We aim to pay all invoices within five days
of receipt of the goods and a valid invoice, in
line with guidance issued by the Department
of Business, Innovation and Skills. This year

we paid 87% of our invoices within five
days and our trade creditor days was one.

Investing in the Agency
During 2012-13 we continued to invest in
our infrastructure - in IT and accommodation.
We further reduced our accommodation
by 4,800m2, an 8.5% reduction.
We invested £4.0m in capital assets in 201213. This was below our planned budget due to
our decision to focus on planning our future IT
transformation. £0.6m of our 2012-13 capitalspend was on IT software to support NonDomestic Rating (NDR) Revaluation 2015.
Although Government has now postponed
this in England and the Welsh Government
has also announced its intention to similarly
postpone, we will be able to use this software
to support the Revaluation in 2017.

Financial Outlook
Although we have agreed income figures
for 2013-14, there are a number of
uncertainties which could impact on our
financial position in 2013-14 and beyond.
The principal uncertainties are around:
- the impact of the 2015-16 Spending 				
Review;
- our ability to recruit into key vacancies 			
which impacts ability to deliver;
- a continuing risk that clients may further 		
reduce funding; and
- our ability to successfully make the case for
capital investment required to deliver our IT
modernisation.
We will continue to work closely with our
clients to monitor and manage the position.
We are planning to:
- stabilise our IT infrastructure; and
- modernise our IT business applications.
To do this we are boosting capability in our IT
and Information and Analysis teams. This will
require some external recruitment, which will
increase our pay costs in the medium term.

Adoption of Going Concern
We have prepared our accounts on a
Going Concern basis. There is no reason to
believe we will not continue in operational
existence for the foreseeable future.

“During 201213 we
continued to
invest in our
infrastructure
- in IT and
accommodation.
We further
reduced our
accommodation
by 4,800m2, an
8.5%
reduction.”
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Statement Of The Accounting
Officer’s Responsibilities
Under the Government Resources and Accounts Act 2000
HM Treasury has directed the Valuation Office Agency to
prepare, for each financial year, a statement of account
in the form and on the basis set out in the Accounts
Direction. The account is prepared on an accruals basis
and must give a true and fair view of the state of affairs
of the VOA and of its income and expenditure, changes in
taxpayers’ equity and cash flows for the financial year.
In preparing the account, the Accounting Officer is required
to comply with the requirements of the Government
Financial Reporting Manual and in particular to:
- observe the Accounts Direction issued by HM Treasury,
including the relevant accounting and disclosure 		
requirements, and apply suitable accounting policies on a
consistent basis;
- make judgements and estimates on a reasonable basis;
- state whether applicable accounting standards as set out in
the Government Financial Reporting Manual have been
followed, and disclose and explain any material departures in
the financial statements; and
- prepare the financial statements on a going concern basis.
The Permanent Secretary and Principal Accounting Officer
of HMRC has appointed the Chief Executive of the Valuation
Office Agency as Accounting Officer for the VOA. The
responsibilities of an Accounting Officer, including responsibility
for the propriety and regularity of the public finances for
which the Accounting Officer is answerable, for keeping
proper records and for safeguarding the VOA’s assets, are set
out in Managing Public Money published by HM Treasury.
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Governance Statement
As Accounting Officer and Chief Executive I place great
importance on our governance and control environment. We
must deliver our business while meeting the standards of integrity,
regularity and propriety that the Government expects of us. This
statement details our formal governance, which controls how we
manage risk and how we comply with the Code of good practice.

Board and Committee
Governance Structure
Overall responsibility for the VOA rests with me as Chief
Executive. I chair the VOA Board. Membership includes key
Executive Directors and Non-Executive Directors. The VOA Board
is the main decision-making body at Agency level. It is responsible
for the VOA’s strategic direction; performance management
(including Finance); and risk assessment and management.
To support our Board we have ten other Boards and
Committees; nine were in existence last year. You can
find more details of their work later in my statement.
Our Operating Framework sets out the Board’s purpose in areas
such as strategic clarity; efficiency; capabilities; performance
and risk. It outlines what issues the Board explicitly governs,
for example setting the Agency’s strategy; approving the
operational performance targets and so on. It also details my
responsibilities as Chair and those of the Non-Executive Directors.
The strategic issues that the Board discussed during 2012-13
include:
-

IT (in particular telephony)
Accommodation
Operational performance
Risk
Governance
Pay
Non-Domestic Rating Revaluation
VOA2015 – our change programme
Our long-term strategy
Financials
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Board composition and attendance
Director

Position

Attendance at meetings

Penny Ciniewicz

Chief Executive

15/15

Dyfed Alsop

Director, Strategy, People & Change

12/15

Colin Bailey7

Chief Finance Officer

11/12

Janet Grossman8

Non-Executive Director

Mary Hardman

Director, Non-Domestic Rating

13/15

Alex Jablonowski

Non-Executive Director

15/15

Philip Macpherson

Chief Information Officer

14/15

Elizabeth McLoughlin CBE

Non-Executive Director

12/15

Craig Pemberton9

Chief Finance Officer

Guy Richardson10

Director, Council Tax and Housing Allowances

12/13

Niall Walsh

Chief Operating Officer and Chief Valuer

15/15

6/6

1/1

7 Resigned 30 January 2013
8 Appointed 11 October 2012
9 Appointed 18 March 2013
10 Stepped down 30 January 2013

Jason Clarke, Head of Communications, has attended the Board meetings since 2 May 2012 as an observer.

Our formal Board and Committee governance structure has
incurred minimal change in the last year. However one year
after its inauguration, at the end of 2012, we commissioned
Internal Audit to review the effectiveness of our Committee
structure and governance. Their findings indicated that the
numbers of Committees are excessive in relation to the
size of the Agency and that there is some overlap. We are
currently reviewing our Committee governance structure
and will implement changes by the end of the first quarter.

During 2012-13 the Board membership changed. The most
significant change was that our longest serving member,
the Chief Finance Officer, resigned from the Agency.

Board composition and attendance

Board’s performance and effectiveness

Our Board meets every month except for August.

At the beginning of the year, the Board agreed behaviours
and standards plus seven objectives for themselves.

As we are an Executive Agency, I chair the Board and
not the Secretary of State as recommended by the Code
of good practice. The other Board members include six
Executive Directors and three Non-Executive Directors.
We have not appointed a lead Non-Executive Director as the
Non-Executives have unfettered access to me and feed back
on my performance annually to the Chief Executive, HMRC.
The Non-Executives agree that, as they have many
opportunities to challenge areas of concern, they will not
provide a separate report within this annual report.

We also recruited a Non-Executive Director with
extensive experience of business transformation
through information technology (IT). These skills will be
important to the Agency’s future IT development.
Our Board’s gender balance is now 40% women and 60% men.

We made considerable progress on our behavioural
aim to improve Directors’ communication. Through
our Hot Seat channel, each Director has answered
questions from people in the Agency on a range of
matters such as pay, IT, operations, people and so on.
Our Directors have made a substantial number of office
visits and held Board meetings in various Agency locations.
In September 2012 the Board spent two days in Leeds and
surrounding offices. In March 2013 we visited Plymouth and
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Audit Risk Committee composition and attendance
Member

Position

Attendance at meetings

Alex Jablonowski

Non-Executive Director

6/6

Alison Hewett

Non-Executive Member

3/6

Ken Hunt11

Non-Executive Member

1/2

Gary Reader

Non-Executive Member

5/6

Mike Reardon12

Non-Executive Member

3/4

11 Appointed 20 February 2013
12 Resigned 20 February 2013

surrounding offices for another two days. All of these office
visits have provided Directors with valuable feedback.

Executive Members and invites the Chief Executive and Chief
Finance Officer to attend. It meets at least four times a year.

This has been positive and highlighted areas for
improvement, such as developing our line manager
capability to lead change locally, which will enable us
to effectively communicate key messages or issues
of concern, such as pay reform, to our people.

During the year, the Committee:

Several Directors have also spent time going ‘back to the floor’
providing useful insights into operations and corporate services.
In October 2012, the Board used the National School of
Government Board Maturity Model framework to assess its
strengths and weaknesses. The results showed that the Board
regarded itself as developing or moving towards maturity in
most areas.
The Board agreed that it is important to submit clear and more
concise papers to:

-

reviewed the Annual Report and Accounts;
reviewed the whistle-blowing policy;
carried out an annual assessment of fraud risk;
appraised the risk assurance framework;
examined Internal Audit recommendations; and
agreed the Internal Audit Plan for 2013-14.

Throughout the year, the Committee reviewed the Strategic
Risk Register and carried out in-depth risk reviews of:
-

change risks;
people risks;
Non-Domestic Rating; and
IT and Disaster Recovery.

- aid our decision making, and
- give us an unambiguous understanding of forthcoming Board
issues.

Design Committee
This Committee meets every month, except August,
to approve business designs, which are imperative
to support the future demands of the Agency.

Board members have already participated in a training day for
writing papers for Boards and Committees. We will implement
a roll-out of this training to other colleagues by the end of the
first quarter.

This year the Committee approved new organisational
designs for Customer Service, IT, and Human Resources,
and centralisation of our Information and Analysis.

The Board recognised the need to continually improve.
We will carry out a formal review of Board business
twice a year to consider if we have addressed the right
issues at the right time. In addition, Board members will
participate in specific workshops on issues outside their own
business area to improve their cross-business expertise.

Highlights of Committees’ work
Audit and Risk Committee
This Committee advises the Board and the Accounting Officer
on the strategic processes for risk, control and governance.
Chaired by a Non-Executive Director, it has three Non-

Information Committee
This Committee, which meets bi-monthly:
-

sets information and data handling policy and strategy;
oversees how we implement the policy and strategy;
oversees information risk and how we manage it; and
aims to make sure we have a proper policy and 		
framework to protect the availability, confidentiality, 		
quality and integrity of data.

It meets every two months to monitor the Agency’s
performance against the Information and Security
Performance Indicators. It does this by considering all
aspects of information management and assurance.
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“Board members will participate
in specific workshops on issues
outside their own business area to
improve their cross-business
expertise.”
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Investment and Finance Committee
This Committee meets every month, except August, to
approve significant investment proposals and business
cases. It scrutinised the financial plans for 201314 and made recommendations to the Board.
A Non-Executive Member from the Audit and Risk
Committee attends to bring an independent challenge.
People and Engagement Committee
This Committee meets every month, except August,
to advise the Board on people related strategic
policies and processes. A Non-Executive Director
attends to bring an independent challenge.
This year the Committee reviewed and approved several
Civil Service Employee Policies for implementation.
Examples are: managing poor performance; grievance;
and Reserve Forces Policy. It also carried out a review
of the Agency’s People strategy; the People Survey
results; and our Health and Safety incidents.
Performance Committee
This Committee meets every month, except August, to
assure operational performance against business objectives.
This includes major risks to operational delivery and possible
impacts of policy changes, including ensuring that the
Agency was fully prepared to support the Business Rates
Retention Scheme and the Welfare Reform Act 2012.
Programme Board
The Programme Board generally meets every month,
except August, to focus on and assure the delivery of
the VOA2015 change programme, in particular on:
- business process improvements for Council Tax and NonDomestic Rating;
- completion of the organisational design for phase 1 of the
VOA2015 change programme; and
- centralisation of our more straightforward processing and
administrative functions.
Senior Appointments, Remuneration
and Talent Committee
We formed this Committee as an alternative to the
Nominations and Governance Committee outlined
in the Code of good practice. We agreed that owing
to the size of the Agency, the Board is in the best
position to manage our governance. The Chair of
this Committee is a Non-Executive Director.
The Committee scrutinises Directors’ performance and
our approach to talent management and succession
planning at Director level and feeder grades.
Workforce Change Committee
This Committee focuses on people-related
aspects of organisational change, for example
the approach to accommodation changes and
requests for exceptions to the recruitment freeze,
in accordance with Cabinet Office guidance.
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Information and security management
and the integrity of our data
This year the Information Committee made sure that we:
- created an Information Asset Register, which incorporates
our retention and disposal decisions and makes sure we
comply with the Freedom of Information Act and the Data
Protection Act. We will implement the disposal decisions in
2013-14;
- have controls in place to include: governance; the managed
data transfer process; guidance; training; risk-based technical
and physical access controls; and proactive incident 		
management;
- published further guidance and security awareness material
to enhance our existing controls, improve our security
culture and reduce the risk of data loss or unauthorised
disclosure. We are working closely with Government to
implement the new Government Security Classification
Policy, which is due to take effect from April 2014.

“We use an intranet ‘Hot Seat’ so
that our people can ask Directors
questions on any work related
topic, which we publish with the
responses. This is one means by
which, along with office visits, we
gain valuable qualitative
information about performance
issues.”

To input into HMRC’s annual security risk management
overview (SRMO) we carried out a full review of our security
risk management. We used the Information Assurance Maturity
Model, the Security Policy Framework and Information
Assurance Standard 6 to produce an Agency SRMO report
for the Cabinet Office, which HMRC’s Departmental Security
Officer countersigned. HMRC’s Internal Audit carried out an
independent assessment and confirmed that our approach
was robust and in line with Cabinet Office guidelines.
The current self assessment against the CommunicationsElectronic Security Group Information Assurance
Maturity Model shows the VOA to be at either Level
1 (initial) or Level 2 (established) for all areas. We
continue to carry out security improvement activities
focusing on increasing our maturity level.
Our security team worked with HMRC accreditors to
make sure all our IT systems retain accreditation. We are
working with HMRC Security and Information Directorate
to make sure that our accreditation strategy meets HMRC
requirements and does not pose any unacceptable risk.
We continue to work with HMRC and ASPIRE, our IT service
provider, to improve security reporting metrics under the
ASPIRE contract.

How we manage data on our performance
The Board receives monthly summary reports on
performance and finance using data from a wide variety
of sources. This helps us to develop and support options
for change and operational policy. We are investing in
ways to strengthen our data and analytical capability.
We have started preliminary work to create a new Agency
Performance Framework. This will improve the quality of the
insights the Board receives and help us to deliver improved
value for money and drive customer trust. To support and
inform this we are trialling a new approach to the Agency’s
operational performance management. This will use data

from across all areas and aims to increase our focus on
outcomes and the underlying causes of performance issues
using KPIs visually in a monthly performance hub.
We use an intranet ‘Hot Seat’ so that our people can
ask Directors questions on any work related topic,
which we publish with the responses. This is one means
by which, along with office visits, we gain valuable
qualitative information about performance issues.

Governance culture
Our governance culture determines the effectiveness
and efficiency of our internal policies, procedures and
controls to effectively manage and mitigate our risks. This
includes the integrity of our people and systems to:
- deliver our objectives;
- comply with Managing Public Money; and
- make sure that we adhere to our propriety, regularity and
value for money principles.
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Directors sign an annual delegated letter of authority.
In this they confirm the resources they are accountable
for and their appropriate levels of delegated authority
including financial, project and commercial authorities.
In 2012-13 our Directors had no significant outside interests.
The Agency has processes in place to comply with
Cabinet Office Spending Controls. These cover:
-

external recruitment;
advertising;
marketing and communications;
IT;
property;
learning; and
consultancy.

For external recruitment, all requests require a supporting
business case. This is approved by the Director responsible
for the business area, followed by the Workforce Change
Committee and finally the Agency’s Chief Executive.
External recruitment requests for non-frontline business
critical posts follow the same process but the final
decision is made by HMRC’s Chief Executive.
For other areas, monitoring is currently undertaken by a
specific Spending Control Manager, who acts as gatekeeper
for the controls on behalf of the Chief Executive and
ensures approvals are sought and received where required.

Internal controls and stewardship
This year the Audit and Risk Committee (A&RC)
advised on the development and implementation of
a Risk Assurance Framework. This framework aims
to give the Directors and the Committee a cohesive
overview of the organisation’s risk profile and how
adequate our sources of assurance are. It comprises:
- a detailed breakdown of our processes and controls in
each of the business areas, linked to the business risk; and
- an assessment of the sources of assurances to confirm the
adequacy of those controls.
We have further defined the sources of assurance
against key criteria in three specific areas - known
as the three lines of defence model. The first line of
defence is business management; the second is corporate
oversight; and the third is independent assurance.
The efficiency and effectiveness of our internal controls
is essential to maintaining good stewardship of the
business. Our continued scrutiny this year includes:
- having a revised IT programme and project governance
framework, which we introduced to align our approval and
funding processes with our investment control framework;
- improving cost controls and checks on Property Services and
Statutory Valuation Teams; and
- introducing flexibility into manpower resourcing to enable us
to respond to changing operational needs.

How we manage risk
The Board regularly reviews and discusses the risks from the
Strategic Risk Register, and reviews the Agency Risk Appetite
every six months. Our risk appetite, risk management policy
and guidance are on the intranet. We define risk appetite as the
amount and type of risk we are willing to pursue, retain or take.
The A&RC also considers the wider implications of risk
management through ‘deep dive’ discussions into key strategic
risks in particular aspects of the business. This year these
covered:
-

change risks;
people risks;
Non-Domestic Rating; and
IT and Disaster Recovery.

Following an internal audit review of our risk management
in operations, risk is now a mandatory standing agenda
item at all team meetings. We continue to promote risk
management through experienced risk managers leading
risk related discussions at team meetings and our annual
programme of in-depth reviews of all risk registers. We have
registers at team, divisional and Director level, which we
routinely review locally and centrally. This allows us to assess
how often we update the registers and their effectiveness
in reducing risks to an acceptable level. Directors receive
feedback from the central reviews twice each year.
The Annual Assessment of Fraud Risk was presented
to the Audit and Risk Committee. This assessment
considers the adequacy of our systems and
controls for identifying and preventing fraud.
We supported this further by completing the Financial
Systems Risk Review using the HM Treasury toolkit. For this
review we continued to apply the ‘Gold Standard’ which
is the highest level of assurance. It involved us carrying
out an independent internal review of the relevant endto-end processes and of our capability to manage the risk
of financial loss. We have cleared the remedial actions
from 2011-12, and we have developed plans to correct a
small number of issues identified in the 2012-13 review.
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The Audit and Risk Committee agreed that the
assessment, supported by the review, provided
an acceptable level of assurance on the Agency’s
management of fraud risks and controls.
Within a service level agreement, HMRC’s Internal Audit
carries out an extensive programme of reviews on our
behalf. We base these reviews on key risk areas, which the
relevant Director agrees. The Audit and Risk Committee
advises on the final programme, which the Board ratifies.
The Chief Finance Officer and I receive copies of all the
reports. The Audit and Risk Committee receives and
discusses the quarterly summary report. The Audit and Risk
Committee also reviews areas of potential higher risk.
Compliance with our policies, processes and controls
can only provide a reasonable level of assurance.
The checks that take place annually include:
- mandatory e-learning for all our people on Security, Fraud
Awareness, the Bribery Act and VOA Business Awareness;
- business continuity and disaster recovery plans for all
offices;
- a programme of asset management compliance audits and
a year-end asset verification exercise;
- controls on the transfer of personal data to outside 		
organisations, for example, pension data to My Civil 		
Service Pension and the Local Government Pension Fund;
- compliance with the Cabinet Office Spending Controls
including procurement, recruitment, marketing and 		
technology;
- mandatory e-learning on Non-Domestic Rating (NDR)
transitional arrangements and independent peer quality
assurance checks on cases where we make adjustment to
the rateable values in the NDR lists;
- an audit programme of Property Services (PS) reports and
processes for monitoring cashflow forecasts and controls
for PS work in progress;
- maintaining and updating our Bribery Act and whistleblowing arrangements and making sure our people are
aware of the process; and
- Internal Audit meets the A&RC ahead of its quarterly
meetings.

Principal risks and issues
We understand that the impact of an increased and/
or backdated non-domestic rates bill, following an
alteration made by the VOA to a rating assessment,
is a concern for any business. To mitigate this risk
we have a range of measures which include:
- actively engaging clients and sector representatives;
- giving advanced notice of significant changes and allowing
time for consultation before making the alteration;
- using risk and issue escalation procedures; and
- aiming to have clear customer focused communication.
The Business Rates Retention Scheme will increase demands
on the Agency due to:

- a probable increased volume of Billing Authority (BA)
requests to review the assessments of existing and new
properties;
- the need to support BAs and build relationships at senior
levels in BAs; and
- greater calls for VOA statistical data.
Through our engagement with stakeholders, we realised that
they have an increasing need for more statistical information.
But the relative immaturity of our statistical and analytical
capability has meant that it’s difficult for us to supply this
information as quickly as we would like to. We released
the first experimental statistics to support Business Rates
Retention in April and May 2013 and will regularly supply
updated information in future. During this experimental
period we asked for feedback on the usefulness of these
statistics with a view to developing and improving them.
Changes to Council Tax (CT) Benefits and the introduction
of CT Reduction Schemes may put additional customer
and operational demands on the Agency. This year we
focused strongly on contingency planning to make sure
that any impact on our performance was minimal.
There is a risk that we will not be able to attract people
with the necessary skills to deliver the changes we
envisage quickly enough. This has been partly addressed
by the reforms we have made to our pay system
but still remains a significant cause of concern.
Health and Safety at Work
We took immediate steps to remedy serious health
and safety risks which occurred this year. An individual
member of staff suffered an injury that could have
been serious whilst inspecting a property. To understand
the key risks we asked HMRC’s Health, Safety and
Wellbeing team to carry out a management review.
As an interim measure, pending their report, we
published an intranet message to remind our
people of their legal duties to keep safe at work.
We also reissued operational instructions.
Customer Contact
The sustainability and robustness of our telephony
service remains a concern. While we work with our
main supplier to resolve issues, we have used an
alternative supplier for our customer facing telephony.
We have made significant improvements to the way
we manage calls and to our customer service by:
- adopting standard telephony industry tools and working
practices such as forecasting and scheduling; and
- assessing the possibility of answering more enquiries earlier
in the process.
Pay
There is a risk that we cannot recruit and retain people due
to our existing pay structure being out of alignment with the
rest of the Civil Service. During 2012-13 we implemented
the first phase of our pay strategy. This focused on reforming
our system and tackling two of the biggest problems:
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- the length of our pay scales; and
- the lack of pay progression.
The Board took the difficult decision to
freeze the pay of all of our people on pay
band maximums - around two thirds of
our workforce. This allowed us to target
our 1% pay remit on giving significant
increases to people below the maximum
and on increasing pay band minimums.

“We put in
place a number
of technical
development
schemes and
established our
talent at our
senior levels. A
number of
individuals
participated in
Civil Service
Local
development
programmes.”

Over the past two years the Agency has
succeeded in halving the length of our
longest pay scales (from around 40%
to 20%). This means that the structural
cost of paying ordinary progression has
fallen significantly, making our pay system
more sustainable and affordable.
People capabilities
One of our key areas of focus in 2012-13
was to build the capabilities of our people.
We put in place a number of technical
development schemes and established
our talent at our senior levels. A number
of individuals participated in Civil Service
Local development programmes.
The Agency was an early adopter of
two key elements of the Civil Service
Reform Plan: the Civil Service Policy’s new
Performance Management System and the
Competency Framework. To support our
April 2012 roll-out we delivered training
to all line managers in March 2012. This
included delivery of the new Civil Service
Managing Poor Performance policy.
Geographical Information System
Following the previous year’s decision to
write off an IT programme (Geographical
Information System), we conducted a
review of lessons learned. This included
an assessment against the Office of
Government Commerce’s common causes
of failure and reviewed all our current IT
and non-IT projects against these criteria.

Head of Internal Audit
Opinion
Government Internal Audit Standards
(GIAS) require Internal Audit to provide
me, as the Accounting Officer, with an
objective evaluation of, and opinion on,
the overall adequacy and effectiveness
of our framework of governance,
risk management and control.

In the areas of governance, risk
management, and controls,
Internal Audit base their opinion
on four levels of assurance:
-

Strong assurance;
Reasonable assurance;
Limited assurance; and
Weak assurance.

Having reviewed the Committee
structure, Internal Audit gave a
reasonable assurance on Governance.
Internal Audit gave a reasonable
assurance around Risk Management.
There were examples of an effective
application of risk management. But
more can be done to leverage full
benefit from existing risk management
and assurance mapping processes.
The health and safety incidents
that occurred during the year were
disconcerting, but steps have been taken to
address the control weaknesses. There are
no ‘red’ status Internal Audit reports and in
view of the progress made in implementing
‘amber’ status reports, Internal Audit gave
a reasonable assurance on Controls.
Internal Audit are content this Governance
Statement is consistent with their opinion.

Penny Ciniewicz
Chief Executive
14 June 2013
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The Certificate and Report of the
Comptroller and Auditor General
to the House of Commons
I certify that I have audited the financial statements of
the Valuation Office Agency for the year ended 31 March
2013 under the Government Resources and Accounts Act
2000. The financial statements comprise: the Statements
of Comprehensive Net Expenditure, Financial Position,
Cash Flows, Changes in Taxpayers’ Equity; and the related
notes. These financial statements have been prepared
under the accounting policies set out within them. I have
also audited the information in the Remuneration Report
that is described in that report as having been audited.
Respective responsibilities of the
Chief Executive and auditor
As explained more fully in the Statement of the Accounting
Officer’s Responsibilities, the Chief Executive as Accounting
Officer is responsible for the preparation of the financial
statements and for being satisfied that they give a true
and fair view. My responsibility is to audit, certify and
report on the financial statements in accordance with
the Government Resources and Accounts Act 2000. I
conducted my audit in accordance with International
Standards on Auditing (UK and Ireland). Those standards
require me and my staff to comply with the Auditing
Practices Board’s Ethical Standards for Auditors.
Scope of the audit of the financial statements
An audit involves obtaining evidence about the amounts
and disclosures in the financial statements sufficient to
give reasonable assurance that the financial statements
are free from material misstatement, whether caused by
fraud or error. This includes an assessment of: whether the
accounting policies are appropriate to the Valuation Office
Agency’s circumstances and have been consistently applied
and adequately disclosed; the reasonableness of significant
accounting estimates made by the Valuation Office Agency;
and the overall presentation of the financial statements.
In addition I read all the financial and non-financial
information in the Annual Report to identify material
inconsistencies with the audited financial statements. If I

become aware of any apparent material misstatements or
inconsistencies I consider the implications for my certificate.
I am required to obtain evidence sufficient to give
reasonable assurance that the expenditure and income
recorded in the financial statements have been applied
to the purposes intended by Parliament and the financial
transactions recorded in the financial statements
conform to the authorities which govern them.
Opinion on regularity
In my opinion, in all material respects the expenditure
and income recorded in the financial statements have
been applied to the purposes intended by Parliament
and the financial transactions recorded in the financial
statements conform to the authorities which govern them.
Opinion on financial statements
In my opinion:
- the financial statements give a true and fair view of the state
of the Valuation Office Agency’s affairs as at 31 March 2013
and of the net operating surplus for the year then ended; and
- the financial statements have been properly prepared in
accordance with the Government Resources and Accounts
Act 2000 and HM Treasury directions issued thereunder.
Opinion on other matters
In my opinion:
- the part of the Remuneration Report to be audited has been
properly prepared in accordance with HM Treasury directions
made under the Government Resources and Accounts Act
2000; and
- the information given in the sections of the Annual Report
entitled About us, The Chief Executive’s Review, How We’ve
Performed, Sustainability Report and Financial Commentary
for the financial year for which the financial statements are
prepared is consistent with the financial statements.
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Matters on which I report by exception
I have nothing to report in respect of the following
matters which I report to you if, in my opinion:
- adequate accounting records have not been kept or returns
adequate for my audit have not been received from branches
not visited by my staff; or
- the financial statements and the part of the Remuneration
Report to be audited are not in agreement with the 		
accounting records and returns; or
- I have not received all of the information and explanations I
require for my audit; or
- the Governance Statement does not reflect compliance with
HM Treasury’s guidance.
Report
I have no observations to make on these financial statements.

Amyas C E Morse
Comptroller and Auditor General
18 June 2013
National Audit Office
157-197 Buckingham Palace Road
Victoria
London
SW1W 9SP
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Statement of Comprehensive Net Expenditure
for the year ended 31 March 2013
2012-13
Excluding
Equal Pay
settlement
scheme
Note

Equal Pay
settlement
scheme

£'000

£'000

2011-12

Total

Excluding
Equal Pay
settlement
scheme

£'000

Equal Pay
settlement
scheme

£'000

£'000

Total
£'000

Programme Costs:

Income

5

191,947

-

191,947

204,402

-

204,402

Staff costs

3a

(133,763)

172

(133,591)

(131,616)

(7,800)

(139,416)

Early departures

3b

(139)

-

(139)

(3,875)

-

(3,875)

Impairment of non-current
assets

8

-

-

-

(3,241)

-

(3,241)

Depreciation and
amortisation

4

(9,361)

-

(9,361)

(7,960)

-

(7,960)

Other operating costs

4

(46,699)

-

(46,699)

(48,466)

-

(48,466)

(189,962)

172

(189,790)

(195,158)

(7,800)

(202,958)

1,985

172

2,157

9,244

(7,800)

1,444

Net gain on revaluation
of property, plant and
equipment

-

-

-

146

-

146

Net gain/(loss) on
revaluation of intangible
assets

294

-

294

238

-

238

Gross operating cost
Net Operating Surplus /
(Cost)
Other Comprehensive
Expenditure:

Actuarial gain/(loss) on
pension fund

16

(3,969)

-

(3,969)

(17,760)

-

(17,760)

Contributions to Local
Government Pension Scheme
by DWP

16

-

-

-

11

-

11

(1,690)

172

(1,518)

(8,121)

(7,800)

(15,921)

Total Comprehensive Net
Income/(Expenditure)

The notes on page 50 to page 87 form part of these accounts.
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Statement of Financial Position as at 31 March 2013
31 March 2013
Note

31 March 2012

£'000

£'000

ASSETS
Non-current assets
Property, plant and equipment

6

9,379

11,341

Intangible assets

7

20,579

24,661

Prepayments

9

120

286

30,078

36,288

Total non-current assets
Current assets
Trade and other receivables

9

5,902

5,846

Work in progress

10

1,953

2,175

Cash and cash equivalents

11

11,721

16,509

Total current assets

19,576

24,530

Total assets

49,654

60,818

LIABILITIES
Current liabilities
Trade and other payables

12

(9,662)

(20,587)

Amounts payable to the Consolidated Fund

15

(220)

(131)

Total current liabilities

(9,882)

(20,719)

Total assets less current liabilities

39,772

40,100

Non-current liabilities
Provisions

14

(13,071)

(16,059)

Pension liability

16

(33,036)

(28,810)

Liability in respect of PFI assets

12

(397)

(525)

Total non-current liabilities

(46,504)

(45,394)

Total assets less total liabilities

(6,732)

(5,294)

(8,089)

(7,061)

1,357

1,767

(6,732)

(5,294)

TAXPAYERS’ EQUITY
General Fund
Revaluation Reserve
Total Taxpayers’ equity
The notes on page 50 to page 87 form part of these accounts.

Penny Ciniewicz
14 June 2013
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Statement of Cash Flows for the year ended 31 March 2013
2012-13
Note

2011-12

£'000

£'000

Cash flows from operating activities
Net operating surplus

2,157

1,444

Adjustments for:
Depreciation of property, plant and equipment

6

3,887

3,510

Amortisation of intangible assets

7

5,474

4,450

Net loss on disposal of non-current assets

4

84

20

Net loss/(gain) on revaluation of non-current assets

4

(16)

(15)

Net loss on impairment of non-current assets

8

-

3,241

Creation and reversal of provisions

14

(663)

508

Use of provisions

14

(2,404)

(8,950)

Unwinding of the discount on provisions

14

68

111

Change in the discount rate on provisions

14

12

5

Notional auditor’s remuneration

4

80

80

Movements on pension liability charged to operating costs

16

1,255

418

Cash contributions to pension fund not charged to operating costs

16

(998)

(1,230)

Decrease in trade and other receivables

9

110

750

Decrease in work in progress

10

222

398

Increase/(Decrease) in trade and other payables

12

(10,964)

7,020

2,113

5,921

417

17,681

(2,139)
(3,114)
(5,253)

(3,542)
(2,042)
(5,584)

-

1,000

89

131

-

(5,585)

Capital element of payments in respect of on balance sheet PFI assets

(41)

(37)

Net cash outflow from financing activities

48

(4,491)

(4,788)

7,606

less movements in payables relating to items not passing through operating costs
Net cash inflow from operating activities
Cash flows from investing activities
Purchase of property, plant and equipment
Purchase of intangible assets
Net cash outflow from investing activities

6
7

Cash flows from financing activities
Cash received from the Consolidated Fund
Receipts on behalf of the Consolidated Fund

15

Payments to the Consolidated Fund

Net increase/(decrease) in cash and cash equivalents in the period
Cash and cash equivalents at the beginning of the period

11

16,509

8,903

Cash and cash equivalents at the end of the period

11

11,721

16,509

The notes on page 50 to page 87 form part of these accounts.
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Statement of Changes in Taxpayers’ Equity for the year ended 31 March 2013
2012-13
General
Fund
Note

Opening balance

Revaluation
Reserve

£’000

2011-12
Total
Reserves

£’000

General
Fund

£’000

Revaluation
Reserve

£’000

Total
Reserves

£’000

£’000

(7,061)

1,767

(5,294)

7,643

1,904

9,547

Net gain on
revaluation of property,
plant and equipment

-

-

-

-

146

146

Net gain/(loss)
on revaluation of
intangible assets

-

294

294

-

238

238

2,157

-

2,157

1,444

-

1,444

Changes in Taxpayers’
Equity for the period
Comprehensive Net
Expenditure

Operating surplus for
the year
Actuarial gain/(loss) on
pension fund

16

(3,969)

-

(3,969)

(17,760)

-

(17,760)

Contributions to Local
Government Pension
Scheme by DWP

16

-

-

-

11

-

11

(1,812)

294

(1,518)

(16,305)

384

(15,921)

704

(704)

-

521

(521)

-

4

80

-

80

80

-

80

15

-

-

-

-

-

-

-

-

-

1,000

-

1,000

Total recognised
income and expense
for the year

(1,028)

(410)

(1,438)

(14,704)

(137)

(14,841)

Balance carried
forward

(8,089)

1,357

(6,732)

(7,061)

1,767

(5,294)

Total Other
Comprehensive Net
Expenditure
Transfers and other
reserve movements
Realised and transferred
to General Fund
Notional charges auditor's remuneration
Transactions with
Consolidated Fund
Repayable to the
Consolidated Fund
Received from the
Consolidated Fund

The notes on page 50 to page 87 form part of these accounts.
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Notes to the VOA’s Accounts
1.

Statement of accounting policies
As the VOA is a Government entity, we have prepared these financial statements in
accordance with the 2012-13 Government Financial Reporting Manual (FReM) issued by
HM Treasury. The accounting policies contained in the FReM apply International Financial
Reporting Standards (IFRS) as adapted or interpreted for the public sector context.
Where the FReM permits a choice of accounting policy, we have selected the
accounting policy which is most appropriate for giving a true and fair view. Our
accounting policies are described below. They have been applied consistently
in dealing with items that are considered material to the accounts.

1.1 Accounting convention
These accounts have been prepared using the historical cost convention,
modified to account for the revaluation of property, plant and
equipment, and intangible assets (see Notes 1.2 and 1.3).
The accounts have been prepared on a going concern basis.

1.2 Property, plant and equipment
Initial Recognition
On initial recognition, we recognise property, plant and equipment assets
at cost, including all costs directly attributable to making them available for
use. Cost is the amount of cash or cash equivalent paid or the fair value of
any consideration given to acquire the asset or during its construction.
We carry the costs of the refurbishment of office accommodation on the
Statement of Financial Position as non-current assets where the work
results in additional and/or extended service potential to the VOA.
Subsequent measurement
In subsequent periods, we account for these assets using their fair values.
Land and buildings are valued professionally on an existing use basis every
five years, supplemented by such interim valuations as are necessary to
ensure that the recorded values of the assets materially reflect their fair
values.
The fair value of all other assets is assessed annually using a relevant revaluation
index. Where the difference between the fair value and carrying value is
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material, we recognise this movement in the Statement of Accounts. The
difference in 2012-13 was not material and so no adjustment was made.
Treatment of changes in valuation
We recognise increases in asset value in the Revaluation Reserve within Taxpayers’
Equity. Any subsequent revaluations of these assets are matched off against
the amount of the reserve relating to the asset. However if the devaluation
exceeds the amount in the Revaluation Reserve an impairment results; see Note
1.4. 							
When we dispose of revalued property, plant and equipment, any remaining value
attributable to the asset held in the Revaluation Reserve is transferred to the General Fund.
Depreciation
We depreciate property, plant and equipment over its estimated useful life in order to write
it down to its estimated residual value. A straight line method of depreciation is used. The
useful lives of property, plant and equipment are detailed in the accompanying table.
We review the assets’ residual values, useful lives and method of depreciation
at each financial reporting year end, and adjust them if appropriate.
Recognition
Threshold

Estimated useful life

£15,000

4 years or period of lease, whichever is shorter

Office Equipment

£1,500

3 - 7 years

IT Hardware

£1,500

Up to 5 years

Furniture & Fittings

£1,500

Up to 10 years

Telecommunications equipment

£1,500

5 years

Asset class
Accommodation Refurbishments

All VOA buildings recorded as assets are held under a PFI contract (see Note
1.12 below). Buildings are depreciated over the shorter of the estimated
useful economic life of the building or the remaining lease term. Lease
terms and estimated useful lives are set out in the table below.
Office

Lease Term at inception
(remaining at 31/3/2013)

Estimated useful
life at 31/3/2013

Colchester

20 years (8 years)

28 years

Shrewsbury

20 years (8 years)

13 years

Edinburgh

42 years (1 month)

34 years

Ulverston

42 years (3 months)

13 years

1.3 Intangible assets
Our intangible assets consist of developed software and software assets
under construction. We recognise an intangible asset only if:
- it is technically and economically feasible to complete the asset;
- we intend to complete the asset; and
- we are able to use the asset generated by the project.
Initial Recognition
On initial recognition, we value intangible assets at the directly
attributable costs incurred to bring them into use.
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Subsequent measurement
In subsequent periods, we account for developed software (intangible assets) on a fair
value basis using modified historical cost. This involves applying a revaluation index
using appropriate indices from the Office for National Statistics (please see note 1.18).
Indices are applied annually on 31 March. The treatment of changes in valuation is
the same as that used for property, plant and equipment (see Note 1.2 above).
Amortisation
We amortise intangible assets over their estimated useful lives in order to write them
down to their estimated residual value. A straight line method of depreciation is used.
The useful lives of intangible assets are detailed in the accompanying table.
Asset class
Developed Software – new projects

Recognition
Threshold

Estimated useful life

£15,000

Up to 10 years

nil

As per the enhanced asset

£1,500

5 years

Developed Software - enhancements
Software Licences

We review intangible assets’ residual values, useful lives and methods of amortisation at
each financial reporting year end, and adjust them if appropriate. During 2012-13 we revised
the remaining useful lives for a number of systems to reflect changes to our IT strategy. This
resulted in an increase to the amortisation charge for the year, which is reflected in Note 7.
Assets under construction
The costs of our assets under construction are accumulated until the asset is
completed and ready to be brought into service, at which point the asset is
transferred to the relevant asset class and depreciation commences.

1.4 Impairment of non-financial assets
We consider events and changes of circumstances annually and review property,
plant and equipment and intangible assets for potential impairment losses whenever
there is an indication that the carrying amount may not be recoverable. We review
intangible assets that are not yet ready for use annually. An impairment loss occurs
when the carrying amount of the asset exceeds its recoverable amount. The asset’s
recoverable amount is the higher of its net selling price or its value in use. For
the purposes of assessing impairment, assets are grouped at the lowest level for
which there are separately identifiable cash flows or future service potential.
Where an impairment results from a loss in economic value or service potential,
the loss is recognised as an operating cost in the Statement of Comprehensive Net
Expenditure. Any Revaluation Reserve balance associated with the impaired assets is
then released to the General Fund. Impairment losses that do not result from such
consumption of economic benefits are first applied against any existing amounts in the
Revaluation Reserve before any remaining loss is recognised as an operating cost.

1.5 Financial assets
We recognise a financial asset when we gain a contractual right to the asset.
The exception is where the financial asset is consideration from customers for
services provided. In these cases we recognise the financial asset when our revenue
recognition criteria are met (set out in Note 1.14). We remove a financial asset
from our Statement of Financial Position when we no longer have a contractual
right to the asset, or when the asset is transferred to another party.
Our financial assets other than cash and equivalents are classified as loans and receivables
and on initial recognition are measured at fair value. Subsequent to initial recognition they
are measured at amortised cost.
Our financial assets consist of cash and equivalents, trade and other receivables, accrued
income and work in progress.
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We regularly review our allowance for doubtful debts. Invoices which are more than
six months overdue are provided for unless they are covered by credit balances.

1.6 Impairment of financial assets
We assess, at each reporting date, whether there is objective evidence that our financial
assets are impaired. Assets are impaired if the future cash flows associated with the asset
have been reduced by events before the reporting date, and if the effect on future cash
flows can be reliably estimated. Events that could trigger impairments include a breach
of terms or default by a counter-party on a contract, significant financial hardship of a
counter-party or an emerging pattern of lower than expected recovery on a class of assets.
We measure the amount of impairment loss as the difference between the asset’s carrying
amount and the revised recoverable amount. The amount of the loss is recognised in
the Statement of Comprehensive Net Expenditure in the period of impairment.

1.7 Work in progress
Our work in progress is classed as a financial asset. It is valued at amortised cost. It
represents income recognised due to progress on work that is not yet complete (see
Note 1.14). The cost is calculated using records of time spent on the work and our
hourly charge rate which reflects the estimated full cost of the service, as required by
Managing Public Money. Work in progress is measured net of provisions for foreseeable
losses on current contracts and for irrecoverable amounts (see Note 10).

1.8 Cash and cash equivalents
Cash and cash equivalents represent cash balances in hand and cash balances
held in the Government Banking Service or with commercial banks.

1.9 Financial liabilities
We recognise a financial liability when we become a party to the contractual provisions
of the financial instrument. The exception is any liability related to the purchase
of goods or services in the normal course of business. In these cases the financial
liability is recognised when, and to the extent that, the goods or services are provided.
We remove a financial liability from the Statement of Financial Position when it is
extinguished, i.e. when the obligation in the contract is paid, is cancelled or expires.
Our financial liabilities are our trade payables and accruals.
On recognition they are measured at fair value.

1.10 Other liabilities
Our other liabilities consist of PFI-related liabilities, provisions and statutory liabilities,
as well as any trade payables, accruals or deferred income that are not financial
liabilities. On initial recognition they are measured at fair value. Subsequently,
accruals and trade payables are measured at amortised cost and deferred income is
measured at cost. The treatment of PFI related liabilities is described in Note 1.12.
Our statutory liabilities consist of our obligations to make payments into the Consolidated
Fund and to pay over National Insurance and tax relating to our employees. They are shortterm in nature and are held at fair value until paid. If material, liabilities that fall due after
one year of the reporting date are discounted to take account of the time value of money.
We make provisions for liabilities and charges where, at the reporting date, a
legal or constructive liability (a present obligation arising from a past event)
exists, for a probable transfer of economic benefits and for which a reasonable
estimate can be made. Where obligations are less certain, or cannot be reliably
estimated, we disclose them as contingent liabilities in Note 20.
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1.11 Employee benefits
Pensions
We operate two different pension arrangements.

			

Principal Civil Service Pension Scheme (PCSPS)
The majority of past and present permanent staff members are part of the PCSPS, to which
the conditions of the Superannuation Acts 1965 and 1972 and subsequent amendments
apply. The PCSPS is accounted for as a defined contribution scheme despite being a defined
benefit scheme. Owing to the largely unfunded, multi-employer nature of the scheme,
it is not possible to identify the assets and liabilities associated with any one employer.
Actual contributions to the scheme are used as the basis for the charge to the Statement
of Comprehensive Net Expenditure. We do not recognise any PCSPS assets or liabilities.
Pension scheme members who first joined the Civil Service pensions arrangements
by 30 July 2007 have their benefits calculated as a fraction of their final salary.
Members first joining the arrangements after this date are entitled to benefits
based on career average salary. The Civil Service also offers the option of definedcontribution stakeholder pension arrangements. Employer contributions to these
arrangements are expensed in the period in which the employee earns them.
Local Government Pension Scheme (LGPS)
We merged with The Rent Service in April 2009, taking on staff who
are members of the LGPS. This is a funded defined benefit scheme.
Entitlement to benefits is based on a scheme member’s final salary.
The LGPS is accounted for in accordance with IAS 19 – Employee Benefits. The Statement
of Financial Position includes an LGPS liability, which is the present value of the defined
benefit obligation to staff minus the fair value of the scheme assets attributable to the VOA.
Independent actuaries value the defined benefit obligation using the projected
unit method – an assessment of the future payments that will be made
in relation to retirement benefits earned to date by employees.
The scheme managers carry out a formal valuation of the scheme’s assets and
liabilities for the purpose of setting employers’ contributions every three years.
We charge current service costs, interest on the scheme liabilities, gains and
losses on settlements or curtailments and the expected return on assets as
operating costs on the Statement of Comprehensive Net Expenditure in the
period in which they occur. Past service costs are charged to the Statement
of Comprehensive Net Expenditure immediately after they arise.
Actuarial gains and losses arising from experience adjustments and changes in
actuarial assumptions are recognised in reserves in the period in which they arise.
Annual leave and other short-term employee benefits
We recognise employee entitlements to untaken annual leave when
they accrue to employees. We provide for the estimated liability for
leave earned but not taken by employees at 31 March each year.
Until 2010-11 our people were allowed to transfer up to ten days of leave per
year into a ‘bank’. Such banked leave may be held indefinitely for use at a future
time or may result in pay in lieu of the leave when the employee leaves. We have
withdrawn the right to add further leave to the bank, but the historical bank balance
remains, and forms the majority of our leave liability. As a result there is substantial
uncertainty as to the timing and value of the outgoing future economic benefits
that will settle this liability. We therefore record the liability as a provision.
Early departure costs
Costs of early departures are recognised when we are committed to the departure
without reasonable possibility of withdrawal. They are disclosed in Note 3b. The increased
pension liabilities in respect of LGPS members due to early departures are recognised
within the pension liability (Note 16). Liabilities in respect of other departures are
recognised in the provision for early departure and additional pension commitments.

55

1.12 Private Finance Initiative (PFI) transactions
HM Treasury has determined that Government bodies shall account
for infrastructure PFI schemes ‘on balance sheet’ where:
- we control the service provided using the infrastructure; and
- we control a significant residual interest in the infrastructure at the end of the 		
arrangement; or
- the arrangement meets the definition of a finance lease under IAS 17 - Leases.
‘On balance sheet’ means that an asset and corresponding liability appear in our
Statement of Financial Position. We have consequently recognised four ‘on balance
sheet’ PFI assets together with liabilities to pay for them. The services received under
the contract are recorded as operating expenses. We continue to treat ‘off balance
sheet’ PFI-procured assets as operating leases, and do not recognise assets and liabilities
in respect of them. The land elements of all leases are treated as operating leases.
For ‘on balance sheet’ PFI schemes, we separate the annual payments into the following
component parts, using appropriate estimation techniques where necessary:
- repayment of the principal element of the imputed financing arrangement;
- interest charged on the imputed principal outstanding; and
- the remaining expenditure, including contingent rents, rents for land and charges for
services associated with the buildings.
				
The first element is treated as repayment of financing and used to write down
the PFI liability in the Statement of Financial Position. The final two elements are
charged to the Statement of Comprehensive Net Expenditure. PFI assets are treated
in the same way as other property, plant and equipment, as discussed above.
Details of our PFI arrangements can be found in Note 19.

1.13 Leases 			
Our non-PFI leases are all operating leases (i.e. the risks and rewards of ownership
remain with the lessor). Rentals paid under operating lease agreements are charged to
the Statement of Comprehensive Net Expenditure over the period of the lease term,
in order to reflect the consumption of economic benefit. The future obligations for
the lease rentals for the period ended 31 March 2013 are disclosed in Note 18.

1.14 Operating income
Operating income comprises fees and charges for services provided to
other Government departments, agencies, non-departmental public bodies
and external customers and is recorded net of Value Added Tax.
We recognise revenue when:

		

- the amount of revenue can be reliably measured;
- it is probable that future economic benefits will flow to us; and
- the services for which the revenue is receivable or has been received have been performed.
We set our charges for our statutory and non-statutory work in order to recover the full cost
of services from clients. We recognise revenue as we incur the costs of providing the services.
For most statutory work, our service level agreements with our customers
are for year-long periods matching our reporting years. We recognise the
revenue for an agreement in the year to which the agreement pertains.
For non-statutory services and a small amount of statutory work, we record the
time worked on each customer contract and recognise as revenue an amount equal
to the estimated fully-absorbed cost of each hour of work as the hour is recorded.
Where there is indication that costs incurred on a contract will not be recoverable,
for example if costs exceed the value of a fixed price contract, further revenue is not
recognised. Revenue is measured net of an estimate of foreseeable losses on current
contracts and of an estimate of amounts that we are unlikely to recover from clients.
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1.15 Administration and programme expenditure
As a net-funded agency, the VOA’s expenditure does not fall inside
the administration budgets set in the 2010 Spending Review. All our
expenditure is therefore classified as programme expenditure.
Operating costs are recognised when, and to the extent that, the goods
or services for which they are incurred have been provided.

1.16 Value Added Tax
Apart from some Property Services income, most of our activities are outside the scope of
VAT. In general output tax does not apply and input tax on purchases is not recoverable.
Some input VAT on a restricted number of services is recovered under Section 41(3) of the
VAT Act 1994 and in accordance with the HM Treasury ‘Contracting-out Direction’. Section
41(3) is intended to remove any disincentive to Government departments of contractingout activities performed ‘in-house’ where there is a sound basis for doing so. In addition,
we recover a portion of the VAT on our inputs calculated to reflect the portion of our
output services which are within the scope of VAT. We charge irrecoverable VAT to the
relevant expenditure category or include it in the capitalised purchase cost of fixed assets.

1.17 Civil penalties
We levy civil penalties for the failure to submit Forms of Return deemed essential for the
assessment of rateable values. We do not account for receipts of these penalties in the
Statement of Comprehensive Net Expenditure as we have no claim on them and must
surrender them to the Consolidated Fund. Therefore they are recognised as a liability
on the Statement of Financial Position and shown as receipts and payments in the
Cash Flow Statement. 					

1.18 Critical accounting judgements and key
sources of estimation uncertainty
The preparation of the financial statements requires the use of estimates and assumptions.
Although we base judgements and estimates on our best knowledge of current events
and actions, actual results may differ from our assumptions. The most significant
estimates and areas of management judgement made in the accounts relate to:
- Provisions for legal claims and early departures (Note 14)
Concerning legal claims, judgement is required to estimate the likelihood of a case being
found against us and to estimate the most likely amount that we would be required to pay.
Both estimates are made based on past experience and the advice of our legal advisors.
Regarding early departures, there is not normally any doubt that the liability exists, but
it is necessary to estimate the future cashflows based on quotes from our pensions
administrator. From past experience, cashflows vary from forecast on average by 21%.
Cashflows are also subject to a discount factor. We apply the Treasury pensions discount
rate, currently 2.35%. In certain cases there may be doubt as to whether past events create
an obligation on us to pay early departure costs. We consider the status of our plans,
announcements to staff and other factors and use our judgement to determine whether
we have an obligation. At 31 March 2013 £829k (2011-12: £845k) of costs are provided
where judgement has been used to determine that a constructive obligation exists.
- Estimation of recoverability and foreseeable losses on work in progress (Note 10)
We estimate the extent to which work in progress will not be recovered by referring to
historical trends which indicate that balances relating to cases that have not been worked on
for more than six months are unlikely to be billed and recovered. A 10% error in the estimate
of unrecoverable amounts would alter the overall work in progress balance by less than 1%.
Similarly, an estimate is made for foreseeable losses on fixed term contracts by considering past
performance on such contracts. A 10% error in estimating foreseeable losses would alter the
overall work in progress balance by 1%.
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- Treatment of the STEPS and ASPIRE contracts (Note 19)
Both contracts are complex and it has been necessary for us to use judgement
in determining the economic substance of the arrangements.
A number of judgements have been made regarding the treatment of the STEPS contract.
The extent of our residual interest in the properties beyond the end of the contract is a
matter of judgement, as the contract gives us some rights. We have judged that for all but
three properties these rights do not grant significant control. In addition, the classification
of properties between on and off balance sheet requires judgements to be made about the
useful lives of the buildings and the extent of the other rights that the leases grant us.
Addressing the ASPIRE contract, the principal judgements are that the contract does
not give us the use of particular assets and that it does not give any continuing right
to use any assets throughout and beyond the contract period. The contract is therefore
not accounted for on balance sheet. More details can be found in Note 19.
- Measurement of the LGPS pension liability (Note 16)
The present value of our net pension obligation under the LGPS depends on a number
of factors which are actuarially determined on the basis of a set of assumptions. Key
assumptions include the discount rate to be applied, inflation forecasts, long-term
changes in member salaries, future return on assets and member mortality.
Assumptions are determined annually with the advice of the scheme actuary.
Financial assumptions are made on the basis of market conditions at the reporting
date. Mortality assumptions are made using the Club Vita longevity analysis.
The net liability is particularly sensitive to variations in the discount rate and in
mortality. A change in the discount rate assumption by 0.1% would change the
net liability by £2.4m. A one year increase in the mortality age would increase
the net liability by £4.4m; a one year decrease would reduce it by £4.4m.
- Revaluation of assets using indices (Notes 6 and 7)
In previous years, all assets other than land and buildings were revalued using appropriate
indices from the Office for National Statistics. In 2012-13 we have only applied
indexation to developed software to ensure consistency with the approach followed
by HMRC. Software has been indexed using the K5EX (Employment & Earnings –
Average Weekly Earnings – Information & Communication) which is published on
the Office for National Statistics’ website at: http://www.statistics.gov.uk/statbase/
tsdtimezone.asp. We have used the average of the monthly index across 2012-13.
The impact of not revaluing the non-software assets in 2012-13 is not material.
- Measurement of the provision for employee leave liability (Note 14)
We use an employee-by-employee breakdown of actual leave balance and salary to calculate
our liability for employee leave. The principal uncertainty is in respect of when the banked leave
balance will be used. In the absence of information on the timing of staff members’ future use
of their leave, we neither discount the liability nor include any forecast of future salary increases.

2. Operating segments for the year ended 31 March 2013
In accordance with IFRS 8, we have identified four key factors to distinguish our
reportable operating segments. These are:		
- that the reportable operating segment engages in activities from which we earn revenues and
incur expenses;
- that the reportable operating segment’s financial results are regularly reviewed by the chief
operating decision maker to make decisions about allocation of resources to the segment and
assess its performance;
- that the reportable operating segment has discrete financial information; and
- that the reportable operating segment provides a distinct service to its customers.
We consider our chief operating decision maker to be our Board. The segmental
information below is based on the information presented to the Board. The
Board reviews financial information based on four reportable segments:
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Non-Domestic Rating and Council Tax
Compilation and maintenance of the rating and council tax lists that support the collection of
council tax and non-domestic rates.
The major client for this service is the Department for Communities and Local Government,
which contributes £141m, or 94% of the segment’s income. The Department for
Communities and Local Government are also a major customer of other segments, as
described below, contributing overall £144.6m, or 75%, of our total income.
Statutory Valuation Team
Delivery of valuation advice for national taxes, principally inheritance tax and capital gains tax,
to HMRC; for the operation of Right To Buy and Community Infrastructure Levy provisions for
the Department of Communities and Local Government (£1.2m) and for the assessment of
entitlements to benefits from the Department for Work and Pensions.
Property Services
Delivery of valuation services and property advice to other public sector bodies.
Local Housing Allowances & Fair Rents
Rent assessment services which are used for assessing Housing Benefit claims and for
determining fair rents in accordance with the Rent Act 1977. The segment’s principal
client is the Department for Work and Pensions with additional work done for the
Department of Communities and Local Government (£2.4m).		
Financial information presented to the Board is issued before all adjustments made for financial
reporting purposes have been completed. Assets and liabilities are not normally reported to
the Board. A reconciliation of the differences between the segmental information presented
to the Board and the results shown on the primary financial statements is presented below.
NonDomestic
Rating &
Council Tax
Income from external customers
Reportable segment surplus/(deficit)

Statutory
Valuation
Team

Property
Services

Local
Housing
Allowances
& Fair Rents

Total

£’000

£’000

£’000

£'000

£’000

150,475

11,586

16,096

13,790

191,947

(161)

720

1,287

311

2,157

Charges in respect of depreciation and amortisation are apportioned between operating
segments according to IT user points (for IT assets) and headcount (for all other assets).
We do not recognise revenue for goods or services provided by one segment to
another. Transactions of this sort are accounted for in segmental information
through adjustments to the allocation of costs to the segments.

Reconciliation of operating segment results to entity results
Total reported by
operating segment
Income from external customers
Net surplus/(deficit)

Adjustments during financial
reporting process

As reported for entity in
primary financial statements

£’000

£’000

£’000

191,947

0

191,947

2,157

0

2,157
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Adjustments during the financial reporting process consist of minor
errors corrected after management reports had been issued.
Segmental information for 2011-12 is as shown below:
NonDomestic
Rating &
Council Tax

2011-12

Income from external customers

Statutory
Valuation
Team

Local Housing
Allowances &
Fair Rents

Property
Services

Total

£’000

£’000

£’000

£'000

£’000

161,801

11,933

15,429

15,190

204,353

1,258

(211)

(29)

434

1,452

Reportable segment surplus/(deficit)

2011-12 Reconciliation of operating segment results to entity results
Total reported by
operating segment
Income from external customers
Net surplus/(cost)

Adjustments during
financial reporting process

As reported for entity in
primary financial statements

£’000

£’000

£'000

204,353

49

204,402

1,452

(8)

1,444

The £3,141k impairment loss on IT software described in Note 8 was
charged to the Non-Domestic Rating & Council Tax segment.

3. Staff Numbers and Related Costs
(a) Staff Costs and Numbers
2012-13
Average number of persons employed:

Permanently
employed
staff

Total

2011-12

Others

Permanently  
employed
staff

Total

Others

The average number of full-time equivalent
persons (including senior management)
employed during the year was as follows:
Non-Domestic Rating and Council Tax

2,959

2,898

61

2,937

2,910

27

Property Services and Statutory Valuation
Team

328

327

1

396

395

1

Local Housing Allowances and Fair Rents
(former Rent Service)

193

193

-

230

230

-

-

-

-

1

1

-

3,480

3,418

62

3,564

3,536

28

Payment of Local Authority Rates

It is not possible to split staff numbers between Property Services and the Statutory
Valuation Team as the work is performed by an overlapping pool of staff.
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Staff costs comprise:

2012-13

Total

Permanently
employed staff

2011-12

Others

Total

Permanently
employed staff

Others

£’000

£’000

£’000

£'000

£’000

£’000

105,852

103,728

2,124

104,921

103,199

1,722

Social security costs

8,048

7,985

63

7,891

7,861

30

Other pension costs

20,009

19,832

177

18,984

18,919

65

133,909

131,545

2,364 131,797

129,979

1,818

(146)

(146)

(181)

(181)

-

133,763

131,399

2,364 131,616

129,798

1,818

(172)

(172)

7,800

7,800

-

133,591

131,227

2,364 139,415

137,598

1,818

Wages and salaries

Less recoveries in respect of
outward secondments

Equal Pay settlement scheme
Total staff costs

-

-

Pension past service cost
A number of our people are members of the Local Government Pension Scheme.
Details of this scheme can be found in Note 16 to these accounts.
Civil Service pensions
The majority of our people are members of the Principal Civil Service Pension Scheme
(PCSPS). The PCSPS is a largely unfunded multi-employer defined benefit scheme. We are
unable to identify our share of the underlying assets and liabilities. The scheme actuary
valued the scheme as at 31 March 2007. Details can be found at http://www.civilservice.
gov.uk/pensions. The accounts of the scheme will be published on http://www.officialdocuments.gov.uk, within the Cabinet Office Civil Superannuation Resource Accounts.
For 2012-13, employer’s contributions of £18,679,898 (2011-12: £18,487,798), were
payable to the PCSPS at one of four rates in the range 16.7% to 24.3% of pensionable
pay, based on salary bands. The scheme’s Actuary reviews employer contributions,
usually every four years following a full scheme valuation. The contribution rates are
set to meet the cost of the benefits accruing during 2012-13 to be paid when the
member retires and not the benefits paid during this period to existing pensioners.
Employees can opt to open a partnership pension account, a stakeholder pension with
an employer contribution. Employer’s contributions of £70,173 (2011-12: £71,463)
were paid to one or more of the panel of three appointed stakeholder pension providers.
Employer’s contributions are age-related and range from 3% to 12.5% of pensionable
pay. We also match employee contributions up to 3% of pensionable pay. In addition,
employer’s contributions of £4,964, 0.8% (2011-12: £4,988, 0.8%) of pensionable
pay, were payable to the PCSPS to cover the cost of the future provision of lump
sum benefits on death in service and ill health retirement of these employees.
Five employees have retired on ill-health grounds during 2012-13, with total
additional accrued pension liabilities of £5,021 (there were none in 2011-12).
Senior managers’ remuneration
More detailed information on the pension benefits earned by our senior
managers can be found within the Remuneration Report, on page 26.
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(b) Early departure costs
2012-13

2011-12

£'000

Additional provisions made

£’000

34

1,022

Costs during the year - new schemes

446

2,608

Costs during the year - previous schemes

344

129

Unwinding of one year's discount

68

111

Change in the discount rate

12

5

(765)

-

139

3,875

Unused amounts reversed
Total in-year costs

Details of the opening and closing balances of the provision for early
retirement and pension obligations can be found in Note 14.
The table below sets out the number of formally agreed exit
packages in the year, divided into bands of cost.
2012-13

2011-12

No.
compulsory
redundancies

No. other
departures

Total no. exit
packages by
band

No.
compulsory
redundancies

No. other
departures

Total
no. exit
packages
by band

< £10,000

-

-

-

0

1

1

£10,001 - £25,000

1

1

2

11

18

29

£25,001 - £50,000

-

-

-

4

20

24

£50,001 - £100,000

-

6

6

0

13

13

£100,001 - 150,000

-

3

3

0

4

4

Total no. exit packages
by type

1

10

11

15

56

71

14

793

807

328

2,424

2,752

Exit package cost by
band

Total operating cost
(£'000s)

Redundancy and other departure costs have been paid in accordance with the
provisions of the Civil Service Compensation Scheme, a statutory scheme made
under the Superannuation Act 1972. Exit costs are accounted for in full in the year
they become an obligation on us. Where we have agreed early retirements, the
additional costs are met by us and not by the Civil Service Pension Scheme. Ill-health
retirement costs are met by the pension scheme and are not included in the table.
The numbers included in the table above include departures of staff who are members
of the Local Government Pension Scheme. Their compensation arrangements are
outside the scope of the Civil Service Compensation Scheme. The cost of their
early retirements reflects the cost of providing any lump sum due on retirement
together with the cost associated with the increase in liability to pay future
pensions. These latter costs are shown as losses on curtailments in Note 16.
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Non-staff programme costs for
the year ended 31 March 2013
2012-13
Note

Accommodation costs
PFI finance charges
Accommodation excluding non-domestic rates
Accommodation - non-domestic rates

Running costs
HM Revenue & Customs service charges
Capgemini IT service charges
Other computing costs
Management and IT consultancy
Telephone charges
Travel and subsistence
External training
Printing, stationery and distribution
Subscriptions
Postage and couriers
Rentals under operating leases
Legal claims and services (excl movement in provisions)
Contracted-out services
Losses and special payments
Sundry costs

Non-cash costs
Legal claims and compensation (movement in provisions)
Auditors' notional remuneration
Net loss/(profit) on revaluation of non-current assets
Net loss/(profit) on disposal of non-current assets
Increase/(decrease) in provision for doubtful debt

19

19

21

6&7

2011-12

£’000

£’000

85
14,187
3,098
17,370

137
16,716
3,482
20,335

3,821
11,754
1,098
26
1,696
5,161
416
440
982
1,177
329
124
657
101
1,204
28,986

4,289
10,734
1,313
65
1,344
4,807
332
560
808
920
368
46
644
276
1,380
27,886

250
80
(16)
84
(54)
343

80
(15)
20
160
245

46,699
-

48,466
3,241

3,887
5,474
9,361

3,510
4,450
7,960

56,060

59,667

Other operating costs
Impairment of non-current assets

8

Depreciation and amortisation
Depreciation of property, plant and equipment
Amortisation of intangible assets

6
7

Total non-staff programme costs

We are audited by the Comptroller and Auditor General, who has not carried out any nonaudit work for us and whose remuneration for such work is therefore £nil (2011-12: £nil).
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5.

Operating Income for the
year ended 31 March 2013
2012-13

2011-12

£'000

Non-Domestic Rating and Council Tax

£’000

150,475

161,801

Statutory Valuation Team

11,586

11,933

Property Services

16,096

15,478

Local Housing Allowances and Fair Rents (former
Rent Service)

13,790

15,190

191,947

204,402

We must disclose performance results for the areas of our activities where fees and
charges are made. This information is provided for Fees and Charges purposes and
not for IFRS 8 purposes. The financial goal of all our fees and charges is to recover the
full cost of providing the service, in accordance with Chapter 6 of Managing Public
Money (http://www.hm-treasury.gov.uk/psr_mpm_index.htm). Where we charge for
access to our information, we comply with Treasury and National Archives guidance.

2012-13

NonDomestic
Rating &
Council Tax

Statutory
Valuation
Team

Property
Services

Local
Housing
Allowances
& Fair Rents

Total

£’000

£’000

£’000

£'000

£’000

Income from fees and charges

150,475

11,586

16,096

13,790

191,947

Full cost of providing services

150,636

10,866

14,809

13,479

189,790

(161)

720

1,287

311

2,157

Surplus/(deficit)

2011-12

NonDomestic
Rating &
Council Tax

Statutory
Valuation
Team

Property
Services

Local
Housing
Allowances
& Fair Rents

Total

£’000

£’000

£’000

£'000

£’000

Income from fees and charges

161,801

11,933

15,478

15,190

204,402

Full cost of providing services

160,524

12,144

15,458

14,832

202,958

1,277

(211)

20

358

1,444

Surplus/(deficit)
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Property, plant and equipment

Buildings

£’000

Accommodation
refurbishments

£’000

Assets under
construction

Information
technology
hardware and
telecommunications
equipment

£’000

£’000

Furniture,
fittings
and office
equipment
£’000

Total

£’000

Cost or valuation:
At 1 April 2012

2,658

8,053

1,406

8,248

4,173

24,538

1,299

590

2

1,892

Additions

-

Disposals

(270)

(105)

-

-

(49)

(424)

Write-offs

-

(1)

(390)

-

-

(390)

Impairments (see
Note 8)

-

-

-

-

-

-

Reclassifications

-

1,084

(1,471)

648

346

606

Revaluations

-

-

-

-

-

-

2,388

9,032

845

9,486

4,472

26,223

2,048

5,258

-

4,216

1,675

13,197

85

1,829

-

1,572

401

3,887

(150)

(49)

-

-

(41)

(240)

-

-

-

-

At 31 March 2013

Depreciation:
At 1 April 2012
Charged in the year
Disposals
Write-offs
Impairments (see
Note 8)

-

-

-

-

-

-

Revaluations

-

-

-

-

-

-

1,983

7,037

-

5,789

2,036

16,844

At 31 March 2013

405

1,995

845

3,697

2,436

9,379

At 31 March 2012

610

2,795

1,406

4,032

2,498

11,341

At 31 March 2013

Net Book Value:

Our buildings (£405k) are PFI financed. All remaining property, plant and
equipment are owned. We held no donated assets during the year (2011-12:
nil). Our buildings were valued by Property Services, a Unit of the VOA, on 31
March 2009. Two of the four buildings on our Statement of Financial Position
were valued by Property Services at 31 March 2010. An interim valuation was
obtained at 31 March 2012 and did not result in any revaluation in 2011-12.
We over accrued for £259k of accommodation costs at 31 March
2012, which were included within assets under construction. This
has been corrected in 2012-13 by writing the amount off.

65

There is no material difference between the gross value of buildings disclosed
above and open market value. Net book values reflect the remaining periods of
the leases. Our accounting policy for revaluation is described in Note 1.2.

Buildings

£’000

Accommodation
refurbishments

£’000

Assets under
construction

£’000

Information
technology
hardware and
telecommunications
equipment
£’000

Furniture,
fittings
and office
equipment
£’000

Total

£’000

Cost or
valuation:
At 1 April 2011

2,658

6,503

1,998

7,057

3,560

21,776

Additions

-

-

1,771

881

-

2,652

Disposals

-

(4)

-

(10)

(22)

(36)

Impairments
(see Note 8)

-

-

-

(101)

-

(101)

Reclassifications

-

1,343

(2,363)

416

596

(8)

Revaluations

-

211

-

5

39

255

At 31 March
2012

2,658

8,053

1,406

8,248

4,173

24,538

At 1 April 2011

1,952

3,449

-

2,907

1,288

9,596

Charged in the
year

96

1,716

-

1,313

385

3,510

Disposals

-

(2)

-

(7)

(8)

(17)

Impairments
(see Note 8)

-

-

-

-

-

-

Revaluations

-

95

-

3

10

108

At 31 March
2012

2,048

5,258

-

4,216

1,675

13,197

At 31 March
2012

610

2,795

1,406

4,032

2,498

11,341

At 31 March
2011

706

3,054

1,998

4,149

2,272

12,179

Depreciation:

Net Book
Value:
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Intangible assets
Developed Software

Assets Under Construction

Total

£’000

£’000

£’000

39,749
1,249
(6)
2,133
567
43,694

2,932
827
(388)
(2,740)
632

42,682
2,077
(6)
(388)
(606)
567
44,326

Amortisation:
At 1 April 2012
Charged in the year
Disposals
Impairments (see Note 8)
Reclassifications
Revaluations
At 31 March 2013

18,020
5,474
(4)
257
23,747

-

18,020
5,474
(4)
257
23,747

Net Book Value:
At 31 March 2013

19,946

632

20,579

At 31 March 2012

21,729

2,932

24,662

Cost or valuation:
At 1 April 2012
Additions
Disposals
Write offs
Impairments (see Note 8)
Reclassifications
Revaluations
At 31 March 2013

Developed Software

Assets Under Construction

Total

£’000

£’000

£’000

Cost or valuation:
At 1 April 2011
Additions
Disposals
Impairments (see Note 8)
Reclassifications
Revaluations
At 31 March 2012

40,230
40
(3,660)
2,752
387
39,749

3,214
2,462
(2,744)
2,932

43,444
2,502
(3,660)
8
387
42,681

Amortisation:
At 1 April 2011
Charged in the year
Disposals
Impairments (see Note 8)
Reclassifications
Revaluations
At 31 March 2012

13,954
4,450
(518)
134
18,020

-

13,954
4,450
(518)
134
18,020

Net Book Value:
At 31 March 2012

21,729

2,932

24,661

At 31 March 2011

26,276

3,214

29,490
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Assets under Construction at 31 March 2012 included £606k of assets that were
incorrectly classified as intangibles. These were reclassified to property, plant & equipment
when they were brought into use during 2012-13. There was no impact upon depreciation.
The Developed Software assets above are held at revalued amounts. If they had been held
at historic cost their carrying value would have been £18,874k (2011-12: £23,832k).
The following material assets are included within developed software:
Central Database (CDB)
CDB is the suite of applications, interfaces and tools which support the data
access, retention and processing needs of our core valuation activities. The carrying
value of these assets at 31 March 2013 is £6.1m (2012: £5.2m). The estimated
remaining useful lives of CDB assets are between two and five years.
Enterprise Resource Planning
These assets represent the customisation and implementation costs of moving our
organisation onto an integrated Finance and HR IT system shared with our sponsor
department, HMRC. Subsequent enhancement costs are also included. The carrying
value of £2.8m at 31 March 2013 (2012: £3.3m) includes only costs borne by us. The
estimated remaining useful lives of ERP assets are between four and five years.
Revaluation 2010
These assets represent the software used to maintain the 2010 Non-Domestic Rating
list during its life. The carrying value of these assets at 31 March 2013 is £4.1m (2012:
£5.1m). The estimated remaining useful life of Revaluation 2010 assets is four years.
Revaluation 2015
These assets represent the software used to prepare the 2015 Non-Domestic Rating
list. The carrying value of these assets at 31 March 2013 is £1.7m (2012: £1.1m).
The estimated remaining useful life of Revaluation 2015 assets is nine years.
Review of Useful Lives
We are currently in the process of updating our long term IT strategy which will result
in the replacement of a number of key systems. During 2012-13 we reviewed the
estimated useful lives for all our software assets and have reduced those for a number
of systems to be more in line with shortening support periods in the IT industry. This has
resulted in an increase to the amortisation charge for 2012-13, as summarised below.
2012-13
£’000

2011-12
£’000

Amortisation charge for year based on existing useful lives

3,861

4,450

Increase due to review of asset lives

1,613

-

Amortisation charge to Statement of Comprehensive
Net Expenditure

5,474

4,450
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Impairments
Impairment charged to operating costs
£’000

Intangible assets

-

Property, plant and equipment

-

Impairment charged for the year ended 31 March 2013

-

Intangible assets
Property, plant and equipment
Impairment charged for the year ended 31 March 2012
Intangible assets impaired in the prior year relate to a Geographical Information
System (GIS) that we commissioned to be developed by our IT suppliers. The system
was intended to give fast and effective access to geo-spatial information in our
property database by visualising it on maps. However, after extensive development
effort and a pilot across parts of the Agency, we have decided that the system will
not deliver the intended benefits and cost savings and that further expenditure
on the project was not an effective use of taxpayers’ money. The project was
therefore abandoned. This decision was made by our Board on 2 April 2012. All
assets associated with the system were fully impaired, at a cost of £3,141k.
The impairment of tangible assets in the prior year related to telephony equipment which
was capitalised in 2010-11 at an estimated value. The accurate final costs were £100k less
than the estimate. The assets were impaired to their actual value. Impaired tangible assets
in 2010-11 consisted of furniture and fittings in five offices that we had announced would
be closing. Assets were therefore impaired to reflect their reduced recoverable amount.

3,141
100
3,241
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9.

Trade receivables and other current and non-current assets
31 March 2013

(a) Trade receivables and other current assets:
Trade receivables
Other receivables
Allowance for doubtful debt
Prepayments

Non-current financial assets:
Prepayments

31 March 2012

£’000

£’000

4,213
329
(182)
1,542
5,902

4,563
346
(235)
1,172
5,846

120

286

6,022

6,132

Receivables:
Current

Receivables:
Non-current

(b) Intra government balances:
Balances with other central government bodies
Balances with local authorities
Balances with NHS Trusts
Balances with public corporations and trading funds
Balances with bodies external to government
At 31 March 2013

£'000

£'000

1,938
1,182
680
26
2,076
5,902

120
120

Balances with other central government bodies
Balances with local authorities
Balances with NHS Trusts
Balances with public corporations and trading funds
Balances with bodies external to government
At 31 March 2012

2,132
1,156
710
24
1,824
5,846

286
286
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10. Work in progress (WIP)
2012-13

2011-12

£’000

Opening
Written-off
Movement in WIP
Movement in provision for foreseeable losses and
irrecoverable amounts
Closing

£’000

2,175

2,573

(66)

(130)

(174)

(508)

17

240

1,953

2,175

i. As at 31 March 2013 we have a policy of not invoicing for work in progress where a period
of thirty-six months has elapsed since we last did work on the specific case and the
monetary value of the work-in-progress is less than £100, or the case worker is of the view
that the client will not pay if invoiced. In line with this policy and due to other exceptional
situations we have written off £66k for the year ending 31 March 2013 (2011-12: £130k).
ii. As at 31 March 2013 we carried out a review of the current fixed price contracts. The
purpose of this review was to ascertain if any of these contracts were likely to realise less
than the cost of the work required to complete them and to estimate the potential loss.
As a result of this review, we have recognised a provision for future losses on these
contracts of £102k (2011-12: £212k).
iii. As at 31 March 2013 we also carried out a review of work in progress that relates to
contracts on which work has not been carried out for more than six months. It is
estimated that £147k of this balance may not be recoverable and we have recognised this
sum as impairment in the year (2011-12: £54k).
More information about the nature and profile of WIP can be found in Note 13.

11. Cash and cash equivalents
2012-13
£’000

2011-12
£’000

Balance at 1 April

16,509

8,903

Net change in cash and cash equivalent balances

(4,787)

7,606

Balance at 31 March

11,721

16,509

11,721

16,484

-

25

11,721

16,509

The following balances as at 31 March were held at:
Government Banking Service
Commercial banks and cash in hand
Balance at 31 March

The cash balance disclosed above includes £220k (2011-12: £131k) of civil penalties
which have been collected on behalf of the Consolidated Fund (see Note 1.17). We have
no claim on these receipts and will pay them into the Consolidated Fund in due course.
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12. Trade payables and other current
and non-current liabilities
31 March 2013
(a) Current financial and other liabilities:

31 March 2012

£’000

£’000

Trade payables
Accruals and deferred income
VAT
Current liability in respect of on balance sheet PFI assets

103
9,102
429
27
9,662

5,215
15,234
95
43
20,587

Amounts payable to the Consolidated Fund

220
9,882

131
20,718

397

525

397

525

10,279

21,243

Payables:
Current

Payables:
Non-current

Non-current financial and other liabilities:
Non-current liability in respect of on balance sheet PFI assets

(b) Intra government balances:
Balances with other central government bodies
Balances with local authorities
Balances with NHS Trusts
Balances with public corporations and trading funds
Balances with bodies external to government
At 31 March 2013

£’000

£’000

4,762
41
51
0
5,028
9,882

397
397

Balances with other central government bodies
Balances with local authorities
Balances with NHS Trusts
Balances with public corporations and trading funds
Balances with bodies external to government
At 31 March 2012

13,901
125
27
53
6,612
20,718

525
525

13. Financial instruments risk management
Our financial risk is categorised as follows:
- Credit risk;
- Liquidity risk; and
- Market risk.
Credit risk
Credit risk is the risk of loss of value of financial assets due to counterparties failing
to meet all or part of their obligations. Of our trade receivables balance of £4.2m,
£2m is due from other Government Departments and Agencies. Therefore the risk of
counterparty default is low and our exposure to credit risk is minimal. There is higher risk
associated with our £2.1m of trade receivables due from other bodies. With regards to
risk concentration, 5%, (£221k) of our trade receivables balance is due from one specific
counterparty. However due to the fact that this counterparty is a Central Government
agency, the credit risk associated with this concentration is very limited. As part of our
strategy to manage our trade receivables, we have put in place policies and practices to
ensure that we accurately invoice our clients and that this is done in a timely manner.
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All our cash balances are held with the Government Banking Service and
are available on demand. The probability of default is insignificant.
Our financial assets (trade receivables, work in progress and cash deposits) that are
neither past due nor impaired are of high credit quality. This is because they are
principally due from other UK Government bodies. We have assessed our trade and
other receivables for possible impairment and have recognised a £182k provision
(2011-12: £235k) for debts which may not be recoverable. We have performed a similar
assessment of our work in progress and recognised a £249k (2011-12: £266k) provision.
The following table provides information regarding the ageing of trade receivables
that are past due at the financial reporting date but that are not impaired.
Receivables past due but not impaired at 31 March 2013
<2
months
overdue

Trade receivables

2-6
months
overdue

6 - 12
months
overdue

> 12
months
overdue

Total

£’000

£’000

£’000

£'000

£’000

671

266

-

-

937

Receivables past due but not impaired at 31 March 2012
<2
months
overdue

Trade receivables

2-6
months
overdue

6 - 12
months
overdue

> 12
months
overdue

Total

£’000

£’000

£’000

£'000

£’000

853

568

-

3

1,424

Our policy is to recover all of our work in progress costs. Our work in progress, gross of
provisions for impairments, as at 31 March 2013 is presented in the table below, aged by
the date the work began. Forty-five per cent of our work in progress relates to contracts
that commenced over twelve months ago. A significant proportion (£702k or 72% of the
balance older than one year) of this is due to transport sector cases, which have a lengthy
resolution process between us (on behalf of the Highways Agency) and the third party.

Work in progress at 31 March 2013, gross of impairment and aged by commencement date
<3
months

Work in progress (gross)

3-6
months

6 - 12
months

12 - 18
months

> 18
months

Total

£’000

£’000

£’000

£'000

£’000

£’000

640

302

285

171

804

2,202

Work in progress at 31 March 2012, gross of impairment and aged by commencement date
<3
months

Work in progress (gross)

3-6
months

6 - 12
months

12 - 18
months

> 18
months

Total

£’000

£’000

£’000

£'000

£’000

£’000

580

410

338

248

865

2,441
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The tables below are an analysis of our work in progress based on its monetary
value and its ageing since the last time work was undertaken for the client
on the specific case. Cases for which there has been no activity for over 12
months account for 1.1% (2011-12: 0.7%) of our work in progress balance.
Work in progress at 31 March 2013, gross of impairment and aged by date last worked on
<3
months

Work in progress (gross)

3-6
months

6 - 12
months

12 - 18
months

> 18
months

Total

£’000

£’000

£’000

£'000

£’000

£’000

1,814

241

122

18

7

2,202

Work in progress at 31 March 2012, gross of impairment and aged by date last worked on
<3
months

Work in progress (gross)

3-6
months

6 - 12
months

12 - 18
months

> 18
months

Total

£’000

£’000

£’000

£'000

£’000

£’000

2,163

225

35

16

2

2,441

The table below presents the age of the work in progress balance, net of a £147k
(2011-12: £54k) provision for possibly irrecoverable amounts and a £102k
(2011-12: £212k) provision for foreseeable losses on fixed price contracts.
Work in progress at 31 March 2013, net of impairment and aged by date last worked on
<3
months

Work in progress (net)

3-6
months

6 - 12
months

12 - 18
months

> 18
months

Total

£’000

£’000

£’000

£'000

£’000

£’000

1,814

139

-

-

-

1,953

Work in progress at 31 March 2012, net of impairment and aged by date last worked on
<3
months

Work in progress (net)

3-6
months

6 - 12
months

12 - 18
months

> 18
months

Total

£’000

£’000

£’000

£'000

£’000

£’000

1,950

225

-

-

-

2,175

Liquidity risk
Liquidity risk is the risk that we will not be able to meet our financial obligations as
they fall due. Over 85% of our income for the year is from chargeable work for the
Department for Communities and Local Government, the Department for Work and
Pensions and the Welsh Government. As part of our agreement with these clients, they
are required to make specific payments on a regular basis and by specified dates. We
would be exposed to severe liquidity risk in the event that the agreed payments from
these clients were not received or were received substantially later than agreed.
Additionally, our liquidity is at risk if substantial levels of work in progress are not billed
and collected in a timely manner. Though the impact would be less severe than a delay in
payment from a major client, it could nevertheless force us to delay some payments.
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The objective of our liquidity risk management policy is that we maintain sufficient
financial resources to be able to meet our obligations as they fall due. Key aspects
of the risk management policy include having an agreement with our key clients
for payments to be made to us on a regular basis. We ensure that we invoice our
major clients accurately and promptly. The process is supervised by senior members
of the finance department. In addition, we have an adequately staffed credit control
function, which has the responsibility for recovering balances that are overdue.
We have a cash management process that is overseen by a senior member of the finance
function as well as the active management of creditor payment days. In addition our cash
balances are on deposit with the Government Banking Service and are available on demand.
The expected payment profile of undiscounted financial liabilities as at 31 March 2013 is as
follows:
< 1 year
2012-13
Trade payables

> 1 year

£’000

£’000

Total
£’000

(103)

-

(103)

Accruals

(8,787)

-

(8,787)

Total

(8,890)

-

(8,890)

(5,109)

-

(5,109)

(11,325)

-

(11,325)

16,434

-

16,434

2011-12
Trade payables
Accruals
Total

Market risk
Market risk is the risk of adverse financial impact due to changes in fair values
of future cash flows of financial instruments from fluctuations in interest rates,
foreign currency exchange rates, equity prices and property prices. We have
an insignificant exposure to market risk as our cash balances are held in the
Government Banking Service and interest is not paid on these deposits.
The assets held by the London Pension Fund Authority in our LGPS pension fund (see
Note 16) are subject to market risk. However, assets held in the fund are selected
with the long term goal of funding member pensions as they are paid. While shortterm market value changes are reflected on our statement of financial position, they
do not normally significantly affect the long-term funding of our pension liabilities.
Classification of financial assets and liabilities
In accordance with IAS 39, our financial assets other than cash have
been classified as loans and receivables. They are measured at fair value
on recognition. An analysis is presented in the table below:
31 March 2013
£’000

31 March 2012
£’000

Work in progress

1,953

2,175

Trade receivables

4,083

4,381

Other receivables

277

346

Cash and cash equivalents

11,721

16,509

Financial assets

18,034

23,411
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In accordance with IAS 39, our financial liabilities are measured at
amortised cost and an analysis is presented in the table below:
31 March 2013

31 March 2012

£'000

Trade payables

£'000

(103)

(5,109)

Accruals

(8,787)

(11,325)

Financial liabilities at amortised cost

(8,890)

(16,434)

14. Provisions
(a) Movements in provisions
Accrued
employee
benefits

Early departure
and additional
pension
commitments

Provision for
legal claims and
compensation

Total

£’000

£’000

£’000

£’000

Balance at 1 April 2012

9,904

5,310

845

16,059

Increase/(decrease) in provision

(185)

34

491

340

Provisions not required written back

-

(765)

(238)

(1,003)

Provisions utilised in the year

-

(2,136)

(268)

(2,404)

Change in the discount rate

-

12

-

12

Unwinding of discount

-

68

-

68

9,719

2,524

829

13,071

Balance at 31 March 2013

Accrued employee benefits
The provision for accrued employee benefits represents our liability for paid leave
earned by employees but not taken at the reporting date. It is not possible to reliably
predict when employees will use their accrued leave. It is not possible to distinguish
utilisation of this provision, due to leave being taken, from increases in the provision due
to entitlement to leave being accrued. A single net figure is therefore shown above.
Provisions for early departure and additional pension commitments
The detailed accounting policy for early departure costs is set out in
Note 1.11, the costs are expected to fall due as shown below in Note
14b, and the total in-year costs are detailed in Note 3b.
Provisions for legal claims and compensation
There is uncertainty regarding the timing of the transfer of economic benefits in
relation to the legal claims due to risk of appeals and counter appeals, which delay
the final outcome. As many of the cases included in the provision are still undecided
we do not provide details in case this prejudices the outcome. These provisions are
short-term in nature and are expected to be used within the next two years.
The write back of unused amounts is a result of more cases than expected being
resolved without cost, or being resolved at lower cost than expected.
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(b) Expected payment profile of early departure and additional pension
commitments
31 March 2013
£'000

31 March 2012
£'000

Early retirement and pension commitments fall due:
Within one year

1,190

2,886

Between one and two years

675

1,160

Between two and five years

524

1,085

After five years

135

179

2,524

5,310

15. Consolidated Fund income and amounts payable
to the Consolidated Fund at 31 March 2013
31 March 2013
£'000

Operating receipts payable to the Consolidated
Fund

31 March 2012
£'000

-

-

Civil Penalties receipts on behalf of the
Consolidated Fund

220

131

Total Payable to the Consolidated Fund

220

131

We hold sums payable to the Consolidated Fund in respect of civil penalties. Our
Valuation Officers impose civil penalties for failure to submit Forms of Return deemed
essential for assessment of rateable value. We collect these penalties as an agent of
the Consolidated Fund and have no claim on the amounts received (see Note 1.17).

16. Pension benefit obligations
We merged with The Rent Service on 1 April 2009, taking on employees who are
members of the Local Government Pension Scheme. The fund is administered
by London Pension Fund Authority (LPFA) and the trustees are appointed by the
Mayor of London. The scheme provides defined benefits to members (retirement
lump sums and pensions), earned as employees work for us. The Local Government
Scheme is accounted for as a defined benefit scheme. The Annual Report and
Accounts of the LPFA can be found on their website, www.lpfa.org.uk.
The accounting entries in respect of the year ended 31 March 2013 have been
made using information supplied by the scheme actuary, Barnet Waddingham LLP.
The actuary prepared this information by rolling forward the value of the employer’s
liabilities calculated at the last formal valuation, performed as at 31 March 2010 and
completed in March 2011. The actuary allows for the different financial assumptions
required by IAS 19. To calculate the asset share, the actuary has rolled forward our
share of the scheme’s assets at the last formal valuation, allowing for investment
returns and the effect of payments in and out of the fund. Current service costs
have been estimated using contribution information supplied to the actuary.
In 2012-13, we made contributions at a rate of 22.2% (2011-12: 22.2%) of pensionable
salary. In 2013-14 we will make contributions at 22.2% of pensionable salary. This
rate includes a 3.5% deficit contribution rate. The total cash contribution that we
expect to make to the LGPS scheme in the year to 31 March 2014 is £2,776k.
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Transactions relating to the Local Government Pension Scheme
Recognised as operating costs
2012-13
£000s

2011-12
% of pay

£000s

% of pay

Current service cost

1,102

25.8%

889

20.1%

Interest cost on scheme liabilities

5,336

124.9%

5,580

126.5%

Expected return on scheme assets

(5,183)

-121.4%

(6,051)

-137.1%

Past service cost / (gain)

-

-

-

Losses on curtailments and settlements

-

-

-

418

9.5%

29.4%

1,255
Actual return on scheme assets

12,487

892

The current service cost is the increase in scheme liabilities as a result of employees’
service within the year. Interest cost is the increase in the present value of the scheme’s
liabilities due to moving one year closer to payment. The expected return on scheme
assets is an estimate of the annual investment return attributable to us - further
details of this are given below. Past service costs are costs relating to members’
service, arising due to current year decisions, but pertaining to past years’ service.
Losses/gains on curtailments and settlements are costs incurred in relieving us of
liabilities, or the results of changes which affect expected future service or benefits.
Recognised in Statement of Changes in Taxpayers’ Equity

Actuarial gains / (losses)

2012-13

2011-12

2010-11

2009-10

2008-09

£000s

£000s

£000s

£000s

£000s

(3,969)

(17,760)

9,411

(14,423)

(16,456)

-

-

-

-

-

(3,969)

(17,760)

9,411

(14,423)

(16,456)

(43,645)

(39,676)

(21,916)

(31,327)

(16,904)

Increase / (decrease) in irrecoverable surplus from membership
Actuarial gains / (losses) recognised in Statement of
Changes in Taxpayers’ Equity
Cumulative Actuarial Gains and Losses

Actuarial gains and losses may arise on both scheme assets and liabilities. For
assets, the gains and losses are as a result of the differences between the actual
and expected return. This figure may be volatile from year to year because of
sensitivity to the market values of scheme assets at 31 March each year.
Actuarial gains and losses on liabilities arise because of differences
between actuarial assumptions and actual experience during the
period, and the effect of changes in actuarial assumptions.
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Assets and Liabilities relating to the Local Government Pension Scheme
Amounts recognised in the Statement of Financial Position
31 March 2013
£000s
Fair value of scheme assets
Present value of funded liabilities
Present value of unfunded obligations
Unrecognised past service cost
Net Liability in the Statement of Financial Position

31 March 2012
£000s

98,655
(131,371)
(32,716)
(320)
(33,036)

89,169
(117,690)
(28,521)
(289)
(28,810)

31 March 2013

31 March 2012

Reconciliation of fair value of the scheme liabilities

Fair value of liabilities at 1 April
Current service cost
Interest cost
Contributions by scheme members
Actuarial (gains) / losses
Past service costs
Losses on curtailments
Liabilities extinguished on settlements
Estimated unfunded benefits paid
Estimated benefits paid
Estimated fair value of scheme liabilities at 31 March

£000s
117,979
1,102
5,336
287
11,274
(16)
(4,271)
131,691

£000s
103,060
889
5,580
291
12,599
(23)
(4,417)
117,979

Reconciliation of fair value of the scheme assets
31 March 2013
£000s
Fair value of assets at 1 April
Expected return on assets
Contributions by scheme members
Contributions by the employer
Contribution in respect of unfunded benefits
Actuarial gains / (losses)
Assets distributed on settlements
Unfunded benefits paid
Benefits paid
Estimated fair value of scheme assets at 31 March

£000s
89,169
5,183
287
971
27
7,305
(16)
(4,271)
98,655

Employer contributions shown above for 2011-12 included £11k of contributions made
to the scheme by the Department for Work and Pensions regarding additional pension
costs for employees of The Rent Service who took early retirement before that agency
merged with the VOA. There were no such contributions in respect of 2012-13.
Indemnity for pension liability from DWP
We have a service level agreement with DWP, who have accepted that if the pension
scheme liability was to crystallise then they would be liable. They also accept that if
the DWP cannot meet these costs they will seek additional funding from HM Treasury
to address any shortfall. We are effectively therefore indemnified against this liability.

31 March 2012
91,188
6,051
291
1,217
23
(5,161)
(23)
(4,417)
89,169

79

History of surplus or deficit in the scheme
31 March
2013

31 March
2012

31 March
2011

31 March
2010

31 March
2009

£000s

£000s

£000s

£000s

£000s

Fair value of employer assets
Fair value of defined benefit obligations
Surplus/(deficit) in the scheme

98,655

89,169

91,188

90,041

70,493

131,691

117,979

103,060

123,348

87,372

(33,036)

(28,810)

(11,872)

(33,307)

(16,879)

7,305

(5,161)

(3,166)

16,061

(24,515)

(28)

(6)

11,071

14,845

10

Experience gains/(losses) on assets
Experience gains/(losses) on liabilities
Financial assumptions

31 March 2013

31 March 2012

% per year

% per year

RPI Increases

3.3%

3.3%

CPI Increases

2.5%

2.5%

Rate of increase of salaries

4.2%

4.2%

Expected return on assets

5.9%

5.9%

Discount rate

4.1%

4.6%

The scheme guarantees that pensions will increase by the rise in the
Consumer Prices Index. The discount rate is the yield on the iBoxx AA
rated over 15 year corporate bond index at 31 March 2013.
Composition of scheme assets

Equities

31 March 2013

31 March 2012

£000s

£000s

%

%

72,018 73.0%

65,093 73.0%

Target return funds

9,866 10.0%

10,700 12.0%

Alternative assets

14,798 15.0%

12,484 14.0%

Cash
Corporate Bonds

1,973

2.0%

892

1.0%

-

0.0%

-

0.0%

98,655

89,169
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Demographic and statistical assumptions
The following life expectancy assumptions are used by the
actuary in calculating the accounting entries:
Life expectancy from age
65 (years)

31 March
2013

31 March
2012

Males

21.5

21.4

Females

24.0

23.9

Males

23.5

23.4

Females

25.9

25.8

Retiring today:

Retiring in 20 years:

The post retirement mortality is based on the Club Vita mortality analysis, projected
using the medium cohort projection and allowing for a minimum rate of improvement
of 1%. In addition, it has been assumed that members will exchange half of their
commutable pension for cash at retirement and that active members will retire
one year later than they are first able to without reduction in pension benefits.

17. Capital Commitments
31 March 2013

31 March 2012

£’000

£’000

140

90

-

330

140

420

At 31 March the following future capital
commitments had been authorised and
contracted:
Property, plant and equipment
Intangible assets

81

18. Commitments under leases
Operating leases
Total future minimum lease payments under operating leases (excluding PFI contracts), analysed according to the
period in which the payments fall due.
31 March 2013
£000s
Obligations under operating leases comprise:
Land and buildings
Not later than one year
Later than one year and not later than five years
Later than five years
Other
Not later than one year
Later than one year and not later than five years
Later than five years

We have no right to purchase the leased land and buildings above, or to compel the
landlord to extend the leases, but may negotiate an extension with the landlord.
The commitments presented in this note do not include our commitments
with regard to the STEPS PFI contract for accommodation services or the
ASPIRE contract for IT services. These are discussed in Note 19.

31 March 2012
£000s

3,939
5,486
69
9,495

4,393
9,097
675
14,165

106
5
111

237
112
349
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19. Commitments under PFI contracts
Our sponsor department, HMRC, has entered into a PFI contract with Mapeley Estates
Limited for the provision of office accommodation and facilities management. The VOA
is not itself a party to the contract, which was negotiated by HMRC, but, as part of the
sponsor department, we are effectively bound by the contract’s terms. As such we record
liabilities and commitments in respect of the buildings we are responsible for. The contract
commenced in April 2001 and ends in March 2021. The estimated capital value of the
contract in respect of VOA is £2.421m, as measured at the inception of the contract.

(a) On balance sheet

			

Four of our office buildings under the PFI contract with Mapeley Estates Limited
are treated as our assets in accordance with IFRIC 12 and IAS 17. For two of these
buildings, we have both control over the services provided using the assets and
control of their residual interest. In accordance with IFRIC 12 the assets are treated
as our assets. For the two additional buildings accounted for on our Statement of
Financial Position, the arrangement constitutes a finance lease under IAS 17.
31 March 2013

31 March 2012

£’000

£’000

106
426
319
851
(426)

175
614
614
1,403
(835)

425

568

31 March 2013

31 March 2012

£’000

£’000

28
169
228
425

44
162
362
568

Total obligations under on balance sheet PFI contracts for the
following periods comprises:
Not later than one year
Later than one year and not later than five years
Later than five years
Less interest element
Liability on Statement of Financial Position (Note 12)

Present value of total obligations under on balance sheet PFI contract
for the following periods comprises:
Not later than one year
Later than one year and not later than five years
Later than five years
Liability on Statement of Financial Position (Note 12)
Upon transfer, we received a consideration from the PFI provider of £1.5m in
respect of the transferred assets. The remaining capital value of the assets resulted
in a PFI prepayment of £921k. This was immediately offset against the opening
liability in respect of the relevant properties, rather than being capitalised and
amortised over the period of the contract. This prepayment has therefore resulted
in reduced interest and capital repayment costs over the life of the contract.
In addition to the commitments disclosed above, we are committed to
further expenditure in respect of rent for land, service charges and contingent
rent (in the form of past RPI increases) as shown in the table below. We do
not include future contingent rent amounts in our commitments.
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31 March 31 March
2013
2012
Total further commitments relating to on balance sheet PFI
contracts, analysed by period due:
Not later than one year
Later than one year and not later than five years
Later than five years

£’000

£’000

39
39

347
44
391

The commitments above consist of the minimum lease payments for
each property, over the term running from the reporting date to the
earliest date that we can vacate the property without penalty.
For the properties accounted for under IFRIC 12, we have the right to require
that a new lease be granted so that it can remain in occupation beyond the
end of the STEPS agreement. For the other properties, we have no right to
purchase the leased land and buildings above, or to compel the landlord to
extend the leases, but may negotiate an extension with the landlord.
We disposed of the Alnwick office in May 2012. This had previously been recognised
in the Statement of Financial Position under IFRIC 12. The associated asset, held at
a value of £122k at 31 March 2012, was disposed of. The associated creditor, £102k
at 31 March 2012, was extinguished on the termination (without penalty) of the
lease, and the resultant gain offset against the loss on disposal of the asset.

(b) Off balance sheet
The total payments we are committed to make in respect of off balance sheet PFI
properties, analysed by the period in which they are due, are set out below:
31 March 31 March
2013
2012
Total commitments, analysed by period in which they are
due:
Not later than one year
Later than one year and not later than five years
Later than five years

£’000

£’000

5,485
3,660
9,145

7,509
6,663
381
14,553

The commitments above consist of the minimum lease payments for
each property, over the term running from the reporting date to the
earliest date that we can vacate the property without penalty.
Our STEPS lease payments increase with the Retail Prices Index (RPI).
In line with a change in our sponsor department’s policy, we no longer
include these future contingent rent amounts in our commitments.
We have no right to purchase these properties at the end of the STEPS
agreement, but may negotiate an extension to the leases if required.
In the year to 31 March 2013, we paid £7,281k (2011-12: £7,688k) to the STEPs
contractor in respect of off balance sheet properties and service charges. In addition to
the STEPS scheme described above, we occupy space in buildings procured under PFI
schemes by HMRC and the Department for Work and Pensions. Lease commitments
to other Government bodies in respect of these buildings are included in Note 18.
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(c) Total charge to the Statement of Net Comprehensive
Expenditure and future commitments
The total charge to the Statement of Net Comprehensive Expenditure in respect of:
- service charges;
- rent for off balance sheet land and buildings; and
- interest and contingent rent for on balance sheet properties
was £7,805k (2011-12: £8,212k). Future commitments in
respect of these payments are analysed below:
31 March 31 March
2013
2012
Total commitments, analysed by period in which they are
due:
Not later than one year
Later than one year and not later than five years
Later than five years

£’000

£’000

5,603
3,916
91
9,610

7,985
7,159
632
15,776

The commitments above consist of the minimum payments for each
property, over the term running from the reporting date to the earliest
date that we can vacate the property without penalty.

(d) The ASPIRE contract for the provision
of IT services and equipment
We outsourced the management of some of our IT services as part of a HMRCwide arrangement in 2004. This Public Private Partnership (PPP) agreement, known
as ASPIRE, involved us selling some of our IT hardware to a consortium who then
provided a managed service using those assets. The initial term of the arrangement
was 10 years, but the contract has since been extended until June 2017.
In 2007 the ASPIRE arrangement was amended to allow better use of the overall
asset base. Essentially it allowed the provider to allocate asset usage in such a
way as to maximise efficiency and deliver savings on the overall contract. The
managed service continued but the asset base was no longer specified.
Effectively our former assets became fungible elements of a much larger
asset pool which is almost entirely devoted to the activities of HMRC.
We have estimated our share of that pool to be less than 2%.
On the introduction of IFRS from 1 April 2008, preparers of accounts were directed
to consider assets involved in such arrangements for inclusion on the Statement of
Financial Position. However, the structure of the ASPIRE contract is such that it has not
been possible to reliably identify the specific assets within the overall pool which are
used to provide services to the VOA. Nor has it been possible to gain any assurance that
we have a continuing right to the use of particular assets within the pool, as is required
by IFRIC 12 if assets are to be included on the Statement of Financial Position.
We have therefore concluded that the accounting treatment that most accurately
reflects the substance of the arrangement is to treat the costs of the service provided
through the ASPIRE contract as operating costs recognised as the services are consumed.
Amounts paid to the ASPIRE consortium for the development and construction of assets
are capitalised in accordance with the accounting policies set down in Note 1.
During the year to 31 March 2013, we paid £12,068k (2011-12: £11,122k)
in service charges in respect of the ASPIRE contract. While we currently
plan to incur £10,050k in operating expenditure for ASPIRE services
during 2013-14 there is no commitment to expend these sums.
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20. Contingent liabilities at 31 March 2013
Our contingent liabilities are as follows:
a) We are involved in several legal actions arising from our statutory activities.
If we lose these cases we are generally not liable for compensation but could
be liable for the other party’s costs if the court so decides. Often cases pass
through several levels of appeal before final resolution and subsequent hearings
to assess costs are not uncommon. Cases are currently under consideration by
tribunals ranging from the Valuation Tribunal to the European Court of Justice.
We are confident of success in those cases which are not accounted for within our
provisions. This is often because we have already won in a lower court or because we
have received legal advice confirming the strength of our position. We cannot easily
assess third party costs in these cases. Due to this, it would be misleading to quantify
these contingent liabilities though we acknowledge the potential for them to crystallise.
b) We are occasionally liable to compensate staff for dismissal for health related
issues under the PCSPS. Also on occasion current or former staff may sue us for
discrimination or unfair dismissal. At present there are several cases where there
is a potential liability, which we estimate at £39k (2011-12: £54k) in total.
c) We occupy several properties where, under the terms of their leases, we may be asked
to “make good” the property when the lease expires. This creates a potential liability.
However there are circumstances where these clauses cannot be enforced and in all cases
the amounts involved are highly uncertain until fairly near the time of the lease expiry. We
therefore do not provide for these costs, but consider them to be contingent liabilities.

21. Losses and Special Payments
We have incurred losses and made special payments as shown below.
2012-13
No. payments

£’000s

2011-12
No. payments

£’000s

Losses
Losses of pay

13

14

3

-

Fruitless payments

2

2

1

1

Claims abandoned

15

10

8

2

Constructive losses

-

-

1

4,521

30

26

13

4,524

Special payments

-

-

-

-

Ex-gratia payments

7

2

12

3

47

73

20

86

-

-

2

184

54

75

34

273

Special payments

Compensation payments
Special severance payments

Losses and special payments are shown in their own line in Note 4.
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The constructive losses in 2011-12 consisted of one loss. We impaired our Geographical
Information System developed software assets, at a cost of £3,141k, as described in
Note 8. This value is the depreciated value of the asset; its gross value was £3,660k. We
also incurred operating costs in 2010-11 and 2011-12 for the running of the project.
The total constructive loss associated with this project is analysed as follows:
£’000s
Operating costs 2010-11
Operating costs 2011-12
Impairment of asset

713
667
3,141
4,521

Included in 2010-11 Capgemini IT service charges in Note 4.
Included in 2011-12 Capgemini IT service charges in Note 4.
Charged as intangible asset impairment in Note 8.

Losses and special payments are defined in Annexes 4.10 and 4.13 to Managing Public
Money, which can be found at http://www.hm-treasury.gov.uk/psr_mpm_index.htm.

22. Related Party Transactions for the year
ended 31 March 2013
The Valuation Office Agency is an Executive Agency of HM Revenue and Customs
(HMRC). HMRC is a related party and we had a significant number of material
transactions with it during the year. Reported income in the year includes £9,576k
earned from HMRC and expenditure includes £19,805k invoiced to us by HMRC.
Current assets include £19k of debt due from HMRC and current liabilities include
£2,306k due to HMRC. (These figures exclude transfers of tax, national insurance
and pension contributions that result from HMRC acting as our payroll provider.)
We are controlled by the UK Government and have a significant number of
material transactions with other UK Government departments. Most of these
transactions have been under service level agreements with the Department for
Work and Pensions, the Department for Communities and Local Government and
the Welsh Government. To 31 March 2013 income was invoiced to these parties
under SLAs as follows:						
Department for Work and Pensions
£12,192k 		
(2011-12: £13,657k)
Department for Communities and Local Government
£144,608k		
(2011-12: £155,475k)
Welsh Government
£9,151k		
(2011-12: £9,515k)
We had material transactions with pension schemes providing benefits to our
people, the Principal Civil Service Pension Scheme and the Local Government
Pension scheme as administered by the London Pension Fund Authority.
These transactions are discussed in Notes 3 and 16 respectively.
During the year, no Board Member has undertaken any material transactions with
the VOA. We had no material transactions with any party related to us because
of a Board member’s interest in it or influence over it. One Board member has a
close family member who is also employed by the VOA. The individual concerned is
remunerated according to the normal scale and policies for their grade. There is no
direct supervision by that director of his family member and our procedures do not
allow that director to significantly influence the family member’s remuneration.

23. Events after the Reporting Period
These accounts were authorised for issue on 18 June 2013.
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24. Standards in issue but not yet effective
These accounts have been prepared according to the 2012-13 Financial Reporting Manual.
This manual typically applies the standards and interpretations that are effective for the
accounting period to which it refers. New and revised standards and interpretations have
been issued but are not yet effective, and have not therefore been adopted in this account.
The following new standards may affect our accounts when they become effective:

IFRS 9 Financial
Instruments

This standard is effective from 1 January 2013, but has not yet been adopted by the
EU. If adopted in the future, it will apply to these financial statements in place of the
current IAS 39. We do not currently hold assets or liabilities which would be affected by
this change and do not anticipate doing so in future.

IFRS 13 Fair Value
Measurement

This standard is effective from 1 January 2013, but has not yet been adopted by
the EU. This standard would provide guidance on all fair value measurements across
IFRS, discussing measurement techniques and disclosure requirements. Fair value
measurement is used in our accounts as follows:
- property, plant and equipment, and intangible assets, are held at their fair values;
- financial assets and liabilities are recorded at fair value on initial recognition; and
- the assets and liabilities that form the net LGPS pension liability are held at fair value.

IAS 1 Presentation of
Financial Statements
(amended by
Improvements to IFRS
2010)

The amended standard is effective from 1 June 2012, but has not yet been adopted by
the EU. It would require that items of Other Comprehensive Net Expenditure be grouped
in the Statement of Comprehensive Net Expenditure according to whether or not they
may be reclassified as part of Net Operating Surplus in a future period. None of our
Other Comprehensive Net Expenditure is subject to such reclassification.

IAS 19 Employment
Benefits
(as amended June 2011)

This revised standard is effective from 1 January 2013 and has yet to be adopted for
use in the EU. It revises the treatment of employee benefits, relevant to our accounts as
follows:
- it changes the recognition criteria for termination benefits for voluntary exits and
redundancies so that the expense is incurred when the employer can no longer
withdraw the offer.
- it increases the level of disclosure required regarding funded defined benefit obligations,
such as our liability in respect of the Local Government Pension Scheme (LGPS). In
particular, details of the expected maturity profile of the obligation will be required, as
will sensitivity analysis for each significant actuarial assumption.
- anticipated return on pension scheme assets will no longer be recognised in net
comprehensive expenditure. Instead, interest cost will be calculated on the pension
liability net of scheme assets, rather than on the gross liability as now. As our LGPS has a
net liability, this will increase the total charge to the Statement of Comprehensive Net
Expenditure.
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Payment of Local Authority
Rates (POLAR)
Introduction
The Valuation Office Agency (VOA) is responsible for
administering the POLAR scheme for the Foreign &
Commonwealth Office (FCO). The Chief Executive Officer of
the VOA is the Accounting Officer for POLAR. The POLAR
accounts are included within the HMRC consolidated
resource accounts and are audited as part of the overall
HMRC audit. It does not form part of the VOA accounts
and is not audited as part of the VOA audit. Therefore the
following information has not been subject to audit.
Background
POLAR is a scheme by which local billing authorities in the
UK are compensated by central Government for the nondomestic rates due on properties occupied by a mission
with diplomatic status. As per the Vienna Convention
on Diplomatic Relations 1961 and Diplomatic Privileges
Act 1964, all states and other bodies sending diplomatic
representatives to another state are exempt from all national,
regional or municipal dues and taxes in respect of premises
of the mission. Under the scheme, diplomatic missions are
encouraged to contribute an amount known as the Beneficial
Portion. This is to take account of the extraneous services
such as the fire service and street lighting. The Beneficial
Portion is currently set at 6% of the overall rates bill.
VOA Responsibilities
The VOA administers the POLAR scheme. Essentially
the VOA’s role is to liaise with local billing
authorities, diplomatic missions and the FCO.
The VOA pays 100% of the rates liability to the billing
authorities and then seeks to recover the Beneficial Portion
from the mission. In cases of arrears FCO writes to the
missions encouraging them to pay the Beneficial Portion
– although there is no legal obligation to pay this.

Facts and Figures
In 2012-13 there were 193 diplomatic missions in the UK
covering 472 properties. Of these all were in England except
26 in Scotland, three in Wales and three in Northern Ireland.
Rateable values ranged from less than £500 to £7 million and
a total of 30 billing authorities are involved in the POLAR
scheme, mainly in Greater London. During 2012-13 the
POLAR scheme required £56 million of funding (2011-12:
£50m). The net Beneficial Portion collected was £3.3 million
(2011-12: £2.8m). The inherent risk of the POLAR scheme is
low. The main areas of uncertainty are vacation of properties
without FCO knowledge and changes in the rateable value
of properties due to refurbishments etc. These issues can
sometimes take several years to come to light and can lead
to sudden demands for backdated rates or indeed refunds.
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