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Recycle outstanding 
Liability Orders
With four months to go until year-end, pressure on Revenues Departments 
to maximise collection is greater than ever. In an effort to chip away at  
their arrears many councils already reissue their returned council tax 
Liability Orders, but if the second enforcement company just mirrors the 
approach taken by the first, the amount raised will likely be minimal.

Working in partnership
At The Money Charity, we know that there are many parts of the financial  
and credit sectors which may not always be the most popular, but they  
are ultimately required.
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The importance of  
process serving
Service of documents is a crucial aspect of the justice system, governed 
by the Civil Procedure Rules (CPR), and requires compliance with specific 
procedures for different types of documents.
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CIVEA goes to the poll
Building on previous polls, CIVEA commissioned YouGov to survey  
public attitudes to civil enforcement. 

The polling results provide empirical evidence to support CIVEA’s 
positions in public debates and discussions – including as a response  
to populist campaigns. 
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Debt Collected Fairly
Through a comprehensive Fairness 
Framework and award-winning 
Vulnerability Management Strategies.

National Scale
Enhanced efficiency through national scale 
and investment in advanced technology, 
and analytic tools.

Operational  
Excellence
Our collection and enforcement services  
are delivered from three centres of excellence 
led by experienced industry specialists.

CDER Alt Ad.indd   1CDER Alt Ad.indd   1 01/11/2024   15:5301/11/2024   15:53



 

Welcome To ENFORCEMENT NEWS 

Welcome to the winter 2024 edition 
of Enforcement News
The election of a new governing party and policy 
programme is an opportune time to review CIVEA’s 
political activity over the past 12 months. 

CIVEA has had a strong year of political engagement, 
including securing a commitment from the Ministry of 
Justice to uplift fees. Whilst the decision to delay the 
outcome is disappointing, there is scope to push for it 
to be passed in the next Parliament. 

The establishment of the Enforcement Conduct 
Board has secured buy-in from the industry and 
government and, despite some teething problems,  
is helping to strike the right balance between reform 
and over-regulation. The ECB is our response to 
concerns expressed by the debt advice sector that were 
enjoined by a cohort of campaigning MPs to lobby for 
additional regulation. 

CIVEA has extensively engaged with policymakers 
and influencers to ensure that the industry voice is 
heard, and we are at the table when decisions are being 
made. We hosted a ‘meet the bailiff’ Parliamentary 
drop-in, which had a significantly higher turnout 
than expected. Several events have involved political 
engagement, including our conference, with the 
Minister’s speech and attendance of Lord Lucas, and 
the Enforcement Law Review Group last year that 
hosted Alex Cunningham MP, Shadow Courts Minister. 

In Wales, a backbench draft bill on the regulation 
of debt collectors was proposed by Jack Sargeant 
MS and predicated on his concerns about the use of 
‘bailiffs’ to force-fit prepayment meters in the homes 
of vulnerable people. Thankfully, this didn’t gain any 
further traction after extensive lobbying by CIVEA and 
meetings with a range of members of the Senedd. 

The new Labour government has defined itself by 
two words – change and growth. The first Labour 
budget in 14 years was a gamble that a big cash 
injection for public services over the next two years  
will turn performance around and that extra borrowing 
will be worthwhile.

Of interest to CIVEA members is the investment of 
£262m to fund 1,800 HMRC debt management staff 
to raise £2bn annually by 2029/30. A total of £154m 
will also be invested to modernise HMRC’s debt 
management systems. The government is increasing 
its spending on credit reference agency data by 
£12m, which may be an indication that it places more 
confidence in data. 

The new Fair Repayment Rate caps deductions 
made through Universal Credit at 15% of the standard 
allowance, which is cut from 25%. This may mean 
that public debt collection becomes harder and that 
local authorities need to turn to other forms of debt 
recovery, including civil enforcement. The Chancellor 
also announced support for HMRC’s collection efforts 
with an increase in the interest rate on unpaid tax debt 
to ensure people pay on time.

In opposition, it has been easy for Labour figures to 
criticise how the government recovers debt from those 
who, for one reason or another, have not responded 
to extensive attempts to make contact and resolve 
their situation at an early stage. It has also been more 
challenging to engage with Labour figures, even those 
who had shadow ministerial briefs.

The new government has inherited the challenge 
of local authorities that are in a financial crisis, which 
is a situation likely to worsen. A survey by the Local 
Government Information Unit earlier this year found 
around 28 local authorities – about one in ten – were 
likely to have to effectively declare bankruptcy this 
financial year. And around half, or 160, said they were 
likely to go bust during this Parliament unless Local 
Government funding is reformed.

CIVEA will be implementing a strategy to engage 
with Government Ministers, select committee 
chairman and backbench MPs so that we demonstrate 
the significant value offer provided by the enforcement 
sector. 

For example, of the 700,000 unregistered vehicles 
on our roads, over half of those recovered by 
enforcement agents were found to be unroadworthy 
and dangerous. There are over 6.5 million untaxed 
vehicles in the UK and £120 million is lost revenue  
to the DVLA as a result of untaxed vehicles.

Enforcement agents also identified 351,000 
vulnerable people who had lost contact with their 
council and unknown to anyone, were struggling  
with their payments. This intervention can be crucial  
in preventing the escalation of financial or 
psychological harm to the debtor, which would 
otherwise go undetected. 

When the Justice Select Committee published its 
inquiry into the conduct of bailiffs in April 2019, it was 
unable to ascertain the facts on matters such as the 
volume of complaints. CIVEA and the local government 
ombudsman reported low numbers compared to debt 
advisers’ claims of huge volumes. We set up the ECB 
in collaboration with the debt advice to get to the 
bottom of these issues based on evidence.

The ECB has recently published the results of 
an independent analysis of over 600 body-worn 
video recordings, which found that 94% of visits 
were conducted well with people treated fairly and 
respectfully during an enforcement visit. 

We still have work to do to stamp out pockets of 
poor practice, but the evidence is testament to the 
professionalism of enforcement agents who do a 
difficult job with respect and consideration. We set up 
the ECB to lift the bonnet on our industry and look for 
repairs. The survey indicates that the engine is in good 
condition with some minor tuning.
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CSJ report ‘Still Collecting Dust’ calls for  
new ECB powers
The Centre for Social Justice has published an update to its 2020 
report on government debt collection. The report uses two large 
survey datasets, the UK Household Longitudinal Survey and the  
Debt Need Survey by the University of Essex and Money and  
Pensions Service, combined with a freedom of information request  
to local authorities.

It concludes that local authorities should be encouraged to pursue 
a non-invasive means of collection in the first instance, either by 
requiring the pursuit of a non-invasive collection method first or 
removing the need for a liability order for an attachment of earnings, 
allowances, and benefits. Crucially, the government should remove 
the sanction of imprisonment as a punishment for nonpayment from 
legislation.

Local authorities should also seek to avoid the use of enforcement 
action against those in receipt of Council Tax Reduction. The report 
recommends that the government should ensure local authorities  
are using data provided to them by the Department of Work  
and Pensions to contact potentially eligible recipients of Council  
Tax Reduction. 

It also recommends the Enforcement Conduct Board is given 
statutory powers to create rules and guidance, including to impede 
agents’ ability to obtain a certificate.

For more news go to the CIVEA website 
www.civea.co.uk/news-and-media
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NEWS in this Quarter

Money and Mental Health Institute launches 
campaign to end the Council Tax Trap 
A report by the Money and Mental Health Institute  ‘In the Public 
Interest’ shows that 6.2 million people across the UK are behind on 
payments owed to national or local government, such as council 
tax, and that people with mental health problems are more than 
twice as likely to be behind on council tax payments as those 
without such conditions.

The report says that public sector debts escalate rapidly, leading 
to spiralling costs and legal action. The use of enforcement agents 
often leaves people feeling terrified, powerless and alone and 73% 
of people in council tax arrears who were referred to a bailiff have 
experienced a mental health problem. 

The report recommends that local authorities and public sector 
creditors get ahead of the government by implementing changes to 
ensure people are given more time before they are required to pay 
an annual council tax bill and raise the standards for debt collection 
across the board. The report suggests that good practice would 
include moving away from extensive use of enforcement agents.

Kemi Badenoch, Minister of State (Housing, Communities 
and Local Government), Minister of State (Foreign, 
Commonwealth and Development Office), Minister for 
Women and Equalities, Shadow Secretary of State for 
Housing, Communities and Local Government: To ask 
the Secretary of State for Housing, Communities and Local 
Government, pursuant to the Answer of 18 September 2024 to 
Question 5229 on Empty Property and Second Homes: Council 
Tax, whether she plans to publish a response to the consultation; 
and what her planned timetable is for bringing forward  
(a) secondary legislation and (b) updated guidance to  
local billing authorities.

Jim McMahon, Minister of State (Housing, Communities  
and Local Government):
“Secondary legislation to introduce these regulations were laid before 
Parliament on 8 October and will come into effect from 1 April 2025. 
The Government intends to publish guidance prior to these regulations 
coming into effect.”

Priti Patel, Conservative, Witham: To ask the Secretary of 
State for Housing, Communities and Local Government, how 
many households receive a single-person discount on their 
council tax liability; and what the total value was of that  
discount in the latest period for which data is available.

Jim McMahon Minister of State (Housing, Communities  
and Local Government):
“The latest available data for October 2023 shows there were 
approximately 8.6 million households in receipt of a single-person 
discount. This data is available here: Council Taxbase 2023 in England. 
The Government does not collect data on the revenue foregone to 
provide the discount.”

Clive Lewis Labour, Norwich South: To ask the Secretary  
of State for Housing, Communities and Local Government, 
whether her Department has undertaken an impact  
assessment on the effect of removing the Council Tax  
discount for single people.

Jim McMahon, Minister of State (Housing, Communities and 
Local Government):
“The Government currently has no plans to change the single-person 
discount. Decisions on future local authority funding will be a matter 
for the next ‘Spending Review’ and Local Government Finance 
Settlement in which we are fully engaged.”

Jayne Kirkham Labour/Co-operative, Truro and Falmouth:  
To ask the Secretary of State for Housing, Communities and  
Local Government, what her planned timetable is for a decision 
on the use of Automatic Number Plate Recognition technology  
by local authorities as a parking enforcement tool to tackle  
non-compliance with parking charges.

Alex Norris, Parliamentary Under-Secretary (Housing, 
Communities and Local Government):
“Automatic Number Plate Recognition (ANPR) technology cannot  
be used by Councils to enforce parking contraventions once a vehicle 
has left the car park. A notice of a parking charge from a Council must 
be given by a civil enforcement officer affixing it to the vehicle.  
The Government has no plans to review this position.”

POLITICAL SCRAPS 

StepChange publishes new report on  
council tax collection 
A new report ‘Looking through the keyhole’ which dives into the 
experiences of StepChange debt advice clients facing council tax debt 
collection concludes that: 
•	 Council tax payments are an increasingly unaffordable burden for 

many of our clients
•	 Poor council tax debt collection practices aggravate financial 

difficulties and lead to worrying health outcomes
•	 Enforcement action is threatened and deployed too often where clients 

are in vulnerable situations and unable to repay council tax debt.
The report makes a raft of recommendations including a mandatory 
protocol for council tax debt collection; exemption from enforcement 
for those in receipt of Council Tax Support; and removal of the 
sanction of imprisonment for non-payment of council tax in England.

https://www.centreforsocialjustice.org.uk/wp-content/uploads/2024/08/CSJ-Still_Collecting_Dust-1.pdf
https://www.moneyandmentalhealth.org/wp-content/uploads/2024/09/In-The-Public-Interest.pdf
https://www.moneyandmentalhealth.org/wp-content/uploads/2024/09/In-The-Public-Interest.pdf
https://en.wikipedia.org/wiki/Spending_Review
https://www.stepchange.org/Portals/0/23/policy/keyhole/Looking_through_the_Keyhole-StepChange.pdf
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The past few months have been vibrant and transformative for 
our industry, marked by conference season, notable industry 
achievements and significant developments from the Enforcement 
Conduct Board (ECB). With events like the IRRV National Conference, 
the Money Advice Liaison Group Conference and the Credit and 
Collections Conference, we have witnessed our sector showcase a 
forward-thinking approach, underscored by award nominations and 
wins across several categories. It’s inspiring to see enforcement firms 
demonstrating professionalism and earning recognition from peers 
in the wider consumer and business credit and collection industry. 
Whilst this forward-thinking approach isn’t new, it is particularly 
timely, against a backdrop of a Labour government and increasing 
challenge from the consumer debt sector.

I hope by now you are aware that the Enforcement Conduct Board 
(ECB) has been tasked with driving up standards in the enforcement 
sector, building on the National Standards, monitoring performance 
and conduct in the enforcement industry and issuing firm and 
proportionate sanctions for non-compliance. Recently, the ECB 
conducted a comprehensive study of 650 randomly selected visits 
involving doorstep interactions from 12 randomly selected firms. 
The results are compelling: 94% of visits adhered to the Ministry of 
Justice’s National Standards. However, we recognise that continuous 
improvement is essential. The minority of cases requiring enhanced 
practices reinforces the value of the ECB’s oversight and the reason 
why we have supported its establishment. (The ECB was designed 
and is funded by firms that operate under the Taking Control of Goods 
Regulations – any sector not meeting that criteria is outside the scope 
of the ECB and there are other regulators for them).

The ECB’s contributions to strengthening the industry  
are extensive:
•	 Data Collection: The ECB has established a robust data 

collection system, with the goal of publishing comprehensive 
insights from 2025. This data will be essential for validating our 
standards and practices.

•	 New Standards: In 2025, newly published ECB standards will sit 
alongside and eventually replace the existing Ministry of Justice 
National Standards, establishing clear, behaviour-focused 
guidelines for enforcement agents. These standards take effect 
on January 1 for individual agents, while firms have until April 1 
to ensure full compliance with the operational changes.

•	 Complaints Process: A new complaints process is in 
development, set to go live in early 2025. This initiative aims to 
simplify and standardise complaint handling across debt types 
and creditors, including a consistent definition of complaints 
to ensure alignment across firms. It presents an exciting 
opportunity for a culture shift: moving away from viewing 
complaints solely as criticism and instead recognising them as 
valuable learning opportunities that drive industry evolution. 
However, this shift in perspective requires creditors to adopt 
a similar approach, rather than using complaints as a punitive 
measure. Given the nature of our work, we understand that 
some complaints may come hand in hand with the role. What 
matters most is how we handle these complaints – proactively 
addressing and learning from them to prevent recurrence and 
strengthen trust in our industry.

•	 Accreditation: Starting this November, in-house council 
enforcement teams will have the opportunity to apply for ECB 
accreditation. Doing so is fundamental to support consistency 
across public and private sector operations, and I urge all  
in-house teams to register their interest with Chris Nichols.  
Or if you have any questions reach out to us at ceo@civea.co.uk.

As we continue raising standards across the sector, it’s essential for 
enforcement firms to unite under CIVEA membership to protect 
against misleading publicity campaigns, particularly those from 
money advisers. 

CIVEA’s mission is to safeguard our industry from 
misrepresentation and promote fair, evidence-based representation. 
Central to CIVEA’s role is informing and lobbying government to 
shape policies that secure the industry’s future and uphold its 
integrity. To reinforce this mission, CIVEA aims to collaborate with 
organisations like the IRRV to address poorly researched reports and 
inaccurate statistics presented to ministers, ensuring policymakers 
have a clear, accurate understanding of enforcement processes.

Membership, alongside ECB accreditation, is recommended 
– not only because it helps firms navigate evolving regulations 
and government shifts but also because it’s committed to giving 
members access to a competitive, equitable market where we,  
as members can thrive.

Together with the ECB’s support, the industry is continuing 
to elevate standards and reinforcing a culture of integrity and 
accountability. I look forward to a future where enforcement services 
are recognised for what they are: transparent, professional,  
and committed to the highest standards.

A culture of integrity and accountability

PRESIDENT’s Welcome

Sarah Naylor  
President  
CIVEA

mailto:cea%40civea.co.uk?subject=


Now is the time to recycle outstanding  
Liability Orders

Hambury  
Tilmond 
Collecting the 
Uncollectable

Recycled Case Specialist
We are a leading provider of Enforcement 
services, for the collection of Council Tax 
and NNDR cases, previously returned as 
uncollectable. Our audited collection rate 
exceed 20% on recycled Council Tax cases 
with zero upheld complaints, and we can 
provide a balanced and ethical solution to 
increasing your collection rates.

Council Tax and NNDR
#1 Enforcement Agency (measured by value) 
for the collection of Council Tax and NNDR in 
over 90% of LA’s where more than one 
Enforcement Agency has been appointed.

Closed Accounts/Write Offs
Send your aged debt securely to Hambury 
Tilmond for a free/no obligation evaluation. 
We’ll cleanse, trace, contact append and 
financially profile your debt portfolio and 
provide a projected revenue report. 

HBOP and Sundry Debts
We have an audited collection rate in excess 
of 50%. If your HBOP and Sundry Debt is 
being collected as an ‘added value service’ 
it’s unlikely collections are being maximised, 
we have the solution.

Parking
We’re more than just ANPR. Increasing 
collection rates through intelligence and 
door step collections, recycled and expired 
Warrant service available.

Award Winning Enforcement Agents
Our agents are well trained, only work for 
Hambury Tilmond, and ethically renumerated, 
ensuring ethical collections are at the core of 
what we do. We were thrilled for our longest 
serving Enforcement Agent, Andy McGregor, 
winning the Outstanding Enforcement Agent 
award at the CIVEA 2024 Excellence Awards. 
Andy exemplifies everything we do, We’re 
extremely proud of our record of zero upheld 
complaints, and zero complaints to clients 
since 2018.

Award Winning Welfare and Vulnerability
We are thrilled to have won the CIVEA 
Excellence Award for Best Vulnerable Support 
Initiative (Tier 3), our holistic approach has 
made a real difference to the lives of our 
client’s customers. Contact us to find out 
more about how your customer’s can benefit 
from the market leading Welfare and 
Vulnerability support.

90 London Road,  
Southend on Sea,  
Essex, SS1 1PG

01702 436032
info@hamburytilmond.co.uk
www.hamburytilmond.co.uk

HAMBURY 
 TILMOND

Challenge Us
We enjoy a challenge, on a trial basis under a simple SLA you can appoint us to challenge 
your incumbent enforcement provider. We have a proven track record of outperforming 
incumbent providers with cases they have previously returned as ‘uncollectable’.

According to Government figures, as of 31 March 2024 Local 
Authorities (LAs) were owed more than £6 billion in council tax,  
and although the extra short-term funding announced in the  
budget will be of some assistance, the Local Government 
Association (LGA) states that councils and the services they provide 
to their residents still face a precarious short and long-term future.

With four months to go until year-end, pressure on Revenues 
Departments to maximise collection is greater than ever. In an 
effort to chip away at their arrears many councils already reissue 
their returned council tax Liability Orders, but if the second 
enforcement company just mirrors the approach taken by the first, 
the amount raised will likely be minimal. 

Following the update to regulations in 2014 and the operational 
changes forced upon enforcement agents (EAs) during the 
Pandemic, a sophisticated two-tier market has evolved, with a 
number of specialist companies developing new skills to collect 
second placement Liability Orders. These companies have adopted 
a hybrid approach utilising best practice taken from the Parking and 
Debt Collection sectors to profile caseloads in order to maximise 
the chances of success. Hambury Tilmond, for example, often 
collects 10-15% of recycled council tax Liability Orders returned  
by other firms as ‘uncollectable’!

One big advantage for companies enforcing council tax Liability 
Orders is having access to enhanced ‘Exempt from Consent’ 
financial profiling. By conducting in-depth propensity-to-pay 
profiling on each case at the start, a large proportion of each batch 
can be discounted. These cases will be returned to the LA together 

with the search results, which may provide additional information 
to pursue recovery through other methods such as attachment. 

By discounting cases at the start of the process, enforcement 
companies collecting second-placement Liability Orders can focus 
their resources on the remaining accounts which will have greater 
potential for collection. By filtering the caseload collections, staff 
and EAs are incentivised to pursue every case knowing there will 
be a reasonable chance of success. Whilst these returned cases 
represent the more difficult-to-collect end of the enforcement 
spectrum, telephone collectors and EAs have developed their skills 
in today’s challenging times to maximise collection. This may mean 
accepting lower payment offers and reinstating arrangements  
a number of times to get individual cases paid in full. 

These previously returned accounts may take longer to clear, but 
by passing them to a specialist enforcement firm the end result will 
be a reduction in total arrears and a small, but significant, addition 
to council funding at this critical point. With four months to go to 
year-end, now is the time to recycle any outstanding council tax 
Liability Orders! 

Adrian Bates  
Senior Business Consultant 
Hambury Tilmond Limited
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ECB report 
shows bailiffs 
behaving fairly 
In a unique study of over 900 visits,  
independent analysis of enforcement  
agents (EAs) showed that the vast majority of  
EAs are treating people fairly and respectfully.

The research, commissioned by the ECB  
and led by award-winning agency M.E.L  
Research, is the first comprehensive study  
of its kind. In an independent analysis of  
body worn video footage, 94% of visits were 
found to be conducted well with people  
treated fairly and respectfully during an  
enforcement visit. 

Researchers analysed a substantial, randomly  
selected sample of over 600 videos of interactions  
between EAs and members of the public at their  
homes or places of work. Twelve firms were selected  
to take part representing a range of businesses in  
England and Wales.

Welcoming the study, Russell Hamblin-Boone,  
Chief Executive of CIVEA, said: 

While the research identifies some infringement of the    
standards, it demonstrates that in 94% of interactions 
there is full compliance by enforcement agents.  

We still have work to do to stamp out pockets of 
poor practice, but the evidence is testament to the 
professionalism of enforcement agents who do a  
difficult  job with respect and consideration.

We set up the ECB to lift the bonnet on our industry 
and look for repairs. The survey indicates that the  
engine is in good condition with some minor tuning.

The research identified examples of good practice, as well as some 
episodes of EAs being abused and physically threatened by the 
people, they were trying to collect money from. The reviewed 
footage also revealed a number of breaches against the current 
National Standards.

 The most common breaches by EAs were those which breached 
privacy, demonstrated a lack of acknowledgement of evident 
vulnerabilities, occurred when enforcement took place outside of 
appropriate hours or the EA acted in ways that were deemed likely  
to be publicly embarrassing to the individual.

The research team that conducted the analysis of hours of  
video footage concluded that in the majority of instances where  
an EA encountered someone the research team felt could be 
considered vulnerable, they acted appropriately. The majority of 
interactions viewed by the research team were of EAs abiding by  
the Standards and undertaking a difficult job with professionalism 
and consideration.

Chris Nichols,  
ECB Chief Executive said: 

Our research shows that too many people are currently 
not being treated fairly during the enforcement process. 
Six% equates to tens of thousands of people being 
impacted every year. 

This is unacceptable – it must change, and the ECB 
will ensure that it does. Our new standards set a clear, 
measurable framework for how enforcement agents 
should conduct themselves and how firms should 
operate, placing requirements on them to have robust 
monitoring processes in place to pick up and address  
poor practice. 

Through these comprehensive new standards, our own 
robust monitoring process and forthcoming complaints’ 
service, the ECB will be here to stamp out any continuing 
bad practice and to ensure fairness for everyone who 
experiences enforcement action. 

Encouragingly, the research also identified plenty of 
examples of good practice – this now needs to become 
the norm for absolutely everyone who experiences 
enforcement action.

CIVEA Civil Enforcement Association  •  Winter 2024  •  ENFORCEMENT NEWS
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After months of research, consultation, and collaboration with 
stakeholders across the whole sector, the ECB has launched our 
new standards: an important milestone for the organisation, our 
stakeholders and those experiencing enforcement action. 

We are delighted these standards have launched with support from 
all our stakeholders and I want to thank all who have contributed to 
their development. Whether you joined a workshop, responded to 
our consultation, listened to us speak at events or shared your views 
informally, your input has been instrumental to us reaching this stage. 

The new standards set a clear, measurable framework for how 
enforcement agents should conduct themselves and how firms 
should operate, seeking to raise professionalism and reinforce ethical 
conduct. In short, they are a new benchmark for what modern, fair 
enforcement looks like, ensuring that agents, firms, and individuals 
understand their rights and obligations every step of the way.

You can find the full standards, and further information on our 
website: Standards-enforcementconductboard

It is in all of our best interests for the standards to be implemented 
as quickly as possible. Most of the new standards for enforcement 
agents working on behalf of ECB-accredited firms should be 
implemented by 1 January 2025, except for those that are dependent 
on changes at the enforcement firm level.

For enforcement firms, we fully understand and recognise that 
these standards go beyond changing behaviours and require changes 
to business processes and systems as well as deeper, cultural shifts 
and we appreciate that achieving that may take some time.

To help with that transition, we are asking firms to provide us with  
a self-assessment against our new standards by April 2025.  

These self-assessments should outline the firm’s current level of 
compliance, highlighting any areas where the standards have not yet 
been met, including any interdependent sections that apply to agents. 

We expect to see a clear plan for meeting the standards within a 
period of time to be agreed with the ECB.

Outside of self-assessments, we will proactively monitor 
compliance with the new standards in line with the oversight model 
that we recently consulted on. This includes using a risk-based 
approach to gather evidence from various sources, allowing for 
continuous assessments of each enforcement firm’s risk profile so we 
can identify and guide appropriate actions. 

We will be working with ECB-accredited firms to support them in 
this transition and will share further details soon.

 As 2024 draws to a close and we look back on another year, it’s 
clear that real progress had been made in establishing meaningful 
oversight and accountability in this sector. But we all know that there 
is much more to be done, and we look forward to working with you  
all in 2025 and in the years to come as we work towards achieving  
our mission.

 As always, you can get further updates on our work via our website 
and social media. 

Until next year! 

A major milestone in delivering our 
mission: The launch of the ECB’s new standards

Chris Nichols  
Chief Executive 
Enforcement Conduct Board

https://enforcementconductboard.org/standards/
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Less broken arrangement. How Open Banking AIS 
(Account Information Services) fixes the issues.
Account Information Services or AIS has had a bumpy ride since its 
launch in 2018.

Open banking’s Account Information Services (AIS) is a super-
efficient, very secure, and highly accurate method for conducting 
financial assessments and eligibility checks, sweeping aside manual 
processes. By allowing secure, real-time access to customers’ financial 
data with their consent, AIS streamlines assessments for grants, 
enhances accuracy and improves the overall user experience for both 
customers and organisations using it. 

So why has AIS not taken over, or has it already? I have seen this 
technology presented several times since 2018 and have cringed seeing 
early presenters get mauled by audiences who are negative to the idea 
that a customer would permit an organisation limited access to their 
bank account for retrieval of required information. But maybe those  
in the audience have not taken out vehicle finance or a mortgage in 
recent years?

AIS is now so commonly used for financial assessment and risk 
processes, that you may not get approval without agreeing to this type 
of process.

Enforcement processes still using manual processes for financial 
assessment and eligibility checks have much higher costs and are 
resource-heavy.

Today we want an instant decision for eligibility or approval for 
finance and services, not wait weeks for approval like the old days.  
In fact mortgage lenders and others advertise that they will give a 
decision in minutes.

The reality is that your own bank has been using AIS internally for 
years to give you a decision on a loan, and did so to remove all the 
cost from the process. Enforcement can do exactly the same for 
arrangement affordability. 

So how does it work in simple terms:
We know that the majority of the UK adult population now uses a 
mobile device to access financial services and 93% of adults use online 
banking. We also know that most adults don’t like filling in forms and 
when it comes to having all the details to hand like how much you spend 
on shopping, we can be in guessing territory. Finally and let’s face it, 
there could be a tendency to under/over play expenditure if you want 
approval regardless of the risks and long-term damage to your finances.

So if the resolution is to just give some essential information 
from the last month or maybe three, and you could get a decision in 
seconds, most will take it. AIS uses a text message or email sent to the 
customer’s mobile device. The customer simply opens the message 
and link. The message informs the customer what information it wants 
from your account. You either authorise it, or not. The customer stays 
in control.

 

The process takes a few seconds and it is complete. It can  
be conducted whilst the customer is on the telephone or on  
the doorstep. 
Here’s why AIS is superior to traditional manual methods:

One of the primary advantages of open banking AIS over manual 
processes is speed. Manually assessing an applicant’s finances requires 

gathering documents like bank statements, payslips, and tax records, 
a time-consuming process that can take days or even weeks. Open 
banking eliminates the need for physical documentation by enabling 
secure, instant access to a customer’s financial data from their bank 
accounts. This real-time data retrieval speeds up the assessment process 
significantly, allowing quicker decisions.

Additionally, the manual process often involves back-and-forth 
communication between customers and officers to clarify details.  
AIS reduces the need for this by providing comprehensive and accurate 
data directly, reducing admin and resources.

Reducing Human Error
Manual data collection is prone to errors. Misinterpretations, missed 
entries and calculation mistakes are common in a manual process.  
Open banking AIS minimises the risk of such errors by pulling data 
directly from bank accounts, ensuring it is accurate and up-to-date. 

With AIS, the assessment is based on verified transaction data,  
giving a full picture of the individual’s financial habits, income patterns, 
and expenditures. 

For customers, open banking AIS offers a much more convenient 
experience than traditional methods. With open banking AIS, customers 
can consent to share their financial data securely in a few clicks, without 
needing to provide physical documents. 

AIS gives customers greater control over their data by requiring their 
consent for each data-sharing instance. This transparency aligns with 
modern privacy expectations and improves trust between customers 
and official organisations.

Open banking AIS operates within a regulatory framework (FCA) that 
emphasises security and customer control. By contrast, manual data 
sharing involves greater security risks. Physical documents can be lost or 
mishandled, and email attachments can be intercepted. Open banking’s 
secure APIs and authentication protocols provide a safer alternative, 
offering peace of mind for both customers and enforcement staff.

Comprehensive Financial Insights
The information for the customer’s account is produced in customisable 
reports or scores making decision-making easy for officers to answer  
in seconds.

 

Open banking AIS offers a new approach to financial assessment and 
eligibility checks by enhancing speed, accuracy, customer experience, 
security and financial insight. In comparison to manual methods, AIS 
provides a streamlined and more secure way of accessing financial 
data, making it beneficial for both customers and institutions. As the 
adoption of open banking grows, AIS will likely become the standard for 
efficient, customer-friendly, and reliable financial assessments.

Enforcement can access these tools now with no significant 
investment or technical change. Where there is a will, there is a simple 
way forward to improving service delivery.

Daniel Pearce  
Director of Business Development 
Telsolutions Ltd
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“We are so pleased with the 
revenue generated from 
a batch of cases that was 
due to be written off, we 
also wish to thank you for 
the sensitivity shown to 
the customers achieving 
these collections with zero 
complaints received”

Royal Borough of   
Kensington & Chelsea

Get your free no obligation 
Income Projection Report 
today contact: 

Karl Smith
Email:  karl@whyte.co.uk
Direct Line:  01322 661747
Mobile:  07973 113649

Are those non-performing liability 
orders going to be written off 
- £££’s lost down the drain?
How to increase revenue for vital services 
without complaint in 4 simple steps:

These 4 simple steps Guarantee you will 
collect – with zero complaints

1 Confidential Consultancy
 Send them securely 
 to Whyte & Co

2 Evaluation and Planning
 We will cleanse and score them, placing them  
 in a bespoke process flow and provide you with  
 a Free Income Projection Report detailing what  
 income you can expect from your portfolio

3 Service Level Agreement
 Simple SLA drawn up to proceed with 
 recovering your revenue

4 Recovered Revenue
 Creating a predictable
 revenue stream 

Have you got 
aged liability 
orders awaiting 
write off?
Collection and Increased Revenue is in 
your hands

Proven award-winning system to 
collect aged non-performing debt….

£
WINNER
2020

Global
100

Innovation in Data Analytics

Unpaid Money Orders 210x146.indd   1Unpaid Money Orders 210x146.indd   1 04/05/2022   15:0004/05/2022   15:00

Ethical & Efficient
Enough Said

t: 01792 645544 
e: enquiries@ajenforce.co.uk
w: www.ajenforce.co.uk
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Michelle Highman   
Chief Executive   
The Money Charity

At The Money Charity, we know that there are many parts of the 
financial and credit sectors which may not always be the most 
popular, but they are ultimately required. Whether through 
challenging situations, changing circumstances or having made poor 
financial decisions, many people do find themselves in unhealthy 
or unsustainable situations with their money and sorting these 
situations out is important. That will involve championing the health 
and wellbeing of customers and clients while also ensuring companies 
and organisations can continue to operate effectively. However, that 
isn’t often likely to be a recipe for the warmest of public perceptions 
and glowing online reviews.

But while that might be a dream too far, what about a future where 
fewer people fall into the kind of money difficulties you encounter 
each day? And where those who do are supported, equipped and 
empowered to find their financial path forward in life, never having  
to face that situation again?

That’s the kind of future we work towards at The Money Charity, 
where for 30 years we’ve been the UK’s Financial Capability, with a 
vision of helping people of all ages and all stages of life to increase 
their financial well-being by managing their money well.

We do this through delivering our Financial Wellbeing and Financial 
Education Workshops and Webinars to groups of people across the 
UK who engage them; with seeing their money as something they 
can harness to achieve their life goals, rather than something that 
controls them. By helping people to not only develop their skills 
and knowledge, but moreover to recognise their underlying money 
attitudes and behaviours, we empower people to find ways to make 
the most of their money throughout their lives, so they can make the 
right financial decisions for themselves and their families.

Everywhere we deliver our sessions, whether that’s in workplaces to 
employees, schools and colleges, or charities and community groups, 
the goal remains to see more people feeling better equipped and 
enabled to face the financial challenges of life, making sensible and 
sustainable choices with their money.

In a curious way, enforcement agencies and charities  
share something in common; namely that in an ideal world neither 
would need to exist! Repayments would not be missed and need 
following up, while people would not need supporting out of their 
difficulties. Of course, we all know that isn’t the real world and are 
realistic that the enforcement sector fulfils a necessary purpose 
in society, while charities have to meet the gap of people’s needs, 
whether that’s bringing the ‘cure’ such as debt advice or the bigger-
picture, more preventative work that we do at The Money Charity.

That’s why The Money Charity is happy to work alongside and 
engage with funding partners where we can see their genuine 
commitment to the financial well-being both of their clients and 
people more widely. Indeed this sort of partnership is already working  

 
 
 
 
well for The Money Charity with the Bristow & Sutor Group, whom 
we’ve worked alongside for the last three years.

Over that time, they have very kindly provided us with much-
needed unrestricted income, helping us keep the charity running 
and ‘the lights on’ so to speak. They have also funded some of our 
workshops, both in schools and with adults in community groups. 
They have been supportive and flexible with us in terms of the 
unrestricted income and we in turn have tried hard to match their 
funding to delivery in areas of geographical interest for Bristow & 
Sutor, sometimes as part of social value commitments they have 
made or bids they are making. In addition, we have also recently 
joined their Sector Professionals Panel, acting as a critical friend,  
and seeing under the bonnet of the business, meaning that we can 
really start to influence some of their practices and procedures and 
ensuring financial well-being is front and centre of what they do.

Which brings us to your organisation, what are you keen to kick on 
with? Support for your enforcement staff in their own financial lives, 
or working towards improved financial well-being outcomes of those 
clients you work with? Well if you like the sound of what we do, why 
not find out more? Whether your organisation is looking for a charity 
partner to support, you’re working on a project or product you need 
financial well-being expertise and input for, or you’d like to explore 
bringing our workplace workshops/webinars to your workforce, you 
can find out more or get in touch on our website. We’d love to hear 
from you!

“	By helping people to not only develop 
their skills and knowledge, but moreover to 
recognise their underlying money attitudes 
and behaviours, we empower people to 
find ways to make the most of their money 
throughout their lives, so they can  
make the right financial decisions 
for themselves and their families.”

Working in partnership



IRRV CONFERENCES 
AND EXHIBITIONS 

2025

Contact: Vicki Chastney / Kate Lizio
Tel: 020 7691 8979 / 020 7691 8973
Email: sales@irrv.org.uk

Stands and sponsorships are selling fast, have you booked yet? 
Further details can be found at: 

irrv.net/exhibitions

Download our 2025 media pack at:
irrv.net/sponsorship

SPRING CONFERENCE & EXHIBITION 2025
Stadium MK, Milton Keynes, 24 & 25 June

SCOTTISH CONFERENCE & EXHIBITION 2025
Crowne Plaza, Glasgow, 3 & 4 September

ANNUAL CONFERENCE, AWARDS & EXHIBITION 2025
Telford International Centre, Telford, 1, 2 & 3 October



IRRV CONFERENCES 
AND EXHIBITIONS 

2025

Contact: Vicki Chastney / Kate Lizio
Tel: 020 7691 8979 / 020 7691 8973
Email: sales@irrv.org.uk

Stands and sponsorships are selling fast, have you booked yet? 
Further details can be found at: 

irrv.net/exhibitions

Download our 2025 media pack at:
irrv.net/sponsorship

SPRING CONFERENCE & EXHIBITION 2025
Stadium MK, Milton Keynes, 24 & 25 June

SCOTTISH CONFERENCE & EXHIBITION 2025
Crowne Plaza, Glasgow, 3 & 4 September

ANNUAL CONFERENCE, AWARDS & EXHIBITION 2025
Telford International Centre, Telford, 1, 2 & 3 October

CIVEA Civil Enforcement Association  •  Winter 2024  •  ENFORCEMENT NEWS 15

Building on previous polls, CIVEA commissioned YouGov to survey 
public attitudes to civil enforcement. 

The polling results provide empirical evidence to support CIVEA’s 
positions in public debates and discussions – including as a response 
to populist campaigns. 

Use of enforcement agencies 
Civil enforcement agents (formerly known as bailiffs) act on  
a warrant or Liability Order issued by the court for debts.  
Civil enforcement involves recovering unpaid taxes and fines  
on behalf of the central government and local  
authorities, as well as other public bodies. 

Would local services be put at risk if fewer people 
paid their council tax? 
There is little public appetite for a system where people can choose 
whether or not to pay their council tax  
without consequence. 

What would happen if councils were to stop using 
enforcement agents? 
The challenging financial situation that faces most councils  
across England and Wales, highlights the importance of efficient 
debt collection. 

Civil enforcement prevents losses to the public purse of an 
estimated £12 billion, and this necessity  
is understood by the general public – 

Who should pay for unpaid council tax? 
At a time when councils and public finances are most stretched, 
the idea of pushing these costs onto the taxpayer rightly raises 
concerns about fairness among the public. 

Enforcement Conduct Board
CIVEA has welcomed the creation of the Enforcement Conduct 
Board, the recently established independent oversight body for  
the enforcement sector. Our members have  
been working closely with the ECB since  
its inception.

CIVEA goes to the poll

Russell Hamblin-Boone  
CEO, CIVEA

When polled, 67% of the public worry that local 
services like social care would be put at risk if fewer 
people paid their council tax, whereas only 16% 
think they wouldn’t. Those proposing such a change 
run against the grain of public opinion, which 
widely recognises the importance of the role. 

42% of which believe fewer people would pay 
council tax if enforcement agents didn’t operate. 

When polled, 68% of the public believed the costs 
should be paid for by the person who has accrued 
them. This represents a significant majority of the 
public, who share CIVEAs view that enforcement is – 
and should always be – the ultimate option when all 
other attempts to recover for public services have 
been exhausted.

When asked about these functions, members of 
the public believe enforcement action is justified. 
For example, 61% of people believe enforcement 
agents should be used to collect unpaid  
magistrates’ court fines. 

Despite low awareness of the ECB, CIVEA polling 
found that, when independent oversight was 
explained, 42% of people felt more trust of 
enforcement agencies or are already trusting them, 
whereas only 27% of people did not. We support 
independent monitoring and the ECB powers for 
standard setting and complaints adjudication.  
It is an important feature for building confidence  
in civil enforcement. 



Please contact Anthony Quinn for further information
07966 207 881

Industry Leading Data Segmentation Tools 
Dedicated Vulnerability Partnership 

with Welfare Together
Circumstance-based collections

Reventus – Responsible Enforcement



With many CIVEA members facing frequent challenges from  
‘Freemen of the Land’, we asked two experts in enforcement law  
to give their thoughts.

For many years the Freeman of the Land fraternity, and similar 
followings, have sought to defeat the enforcement of liability 
orders in order to avoid paying council tax. Relying on outdated 
decisions and ancient instruments, such as the Magna Carta and 
the Bill of Rights, they argue that there is no agreement for them to 
pay, no deed of assignment and no contract they have entered into 
requiring them to make payment. 

They have not consented to pay [council tax] and Acts of 
Parliament do not (apparently) override common law. 

One oft quoted phrase is a [partial] quote from Chief Justice  
Holt in Ashby v White [1703]: “By the common law of England,  
every commoner hath a right not to be subjected to laws made 
without their consent”.

Unfortunately, the forums which promote this fail to note the 
text which follows, being: “and because such consent cannot be given 
by every individual man in person, by reason of number and confusion, 
therefore that power is lodged in their representatives, elected and 
chosen by them for that purpose ...”

The representatives in question being the members of parliament 
we elect to represent us.

Enforcement companies are commonly accused of breaching 
various Acts such as the Fraud Act, the Companies Act and the 
Protection from Harassment Act. One recent claim cited no less 
than 36 cases which were deemed as demonstrating breaches of 
established common law despite the fact they all predated, in some 
cases by centuries, the implementation of Part 3 of the Tribunals, 
Courts and Enforcement Act 2007. 

When the case of Wayne Leighton v Bristow & Sutor came to 
light, having succeeded in just one of the four claims being the 
production of evidence of the enforcement agent’s authority to 
enter premises, it was hailed by the anti-bailiff community as the 
ultimate panacea. 

While that judgment confirmed that a letter of authority to 
act from the local authority was not evidence of the enforcement 
agent’s authority to enter premises, it regrettably did not determine 
exactly what would constitute evidence. However, the confused 
Freemen stated it did and it was the liability order.

Debtors now routinely request a copy of the [individual] liability 
order. The problem is that liability orders are not ‘issued’ by the 
court as individual matters but ‘made’ by the court en-masse by 
pronouncement. 

The later decision of Kofa v Oldham confirmed that liability orders 
are ‘made’ and the manner in which they are made. That judgment 
addresses the constitutional arguments put forward by Freemen of 
the Land and must be read in conjunction with Leighton.

This meant that evidencing that the liability order was made 
would be evidence of the enforcement agent’s authority to enter 
premises as a liability order may be enforced using the Schedule 
12 procedure (regulation 45 of Council Tax (Administration and 
Enforcement) Regulations 1992) and, accordingly, paragraph 14(1) 
of Schedule 12 allows entry to relevant premises without a warrant.

So, where required, we now request from the authority the first 

and last pages of the hearing list together with the relevant page 
showing the debtor as the liable party. This is a clumsy and time-
consuming exercise and is not something that an enforcement 
agent can readily produce [without prior notice] at the doorstep;  
a laborious back-office solution at best.

Those who persist in their demands are now claiming that we 
must produce a liability order but as one is not issued by the court 
then we cannot – game over. 

Claims that the hearing list extracts are insufficient are weak  
and would likely fail based on Kofa v Oldham but are nonetheless 
time-consuming in dealing with them.

Some, including a recent one from Mr Leighton acting as an 
‘advisor’ for a debtor, have now begun asserting that only a ‘warrant 
of control’ can be evidence of an enforcement agent’s authority to 
enter premises [for council tax] and that a liability order is simply 
the precursor to that warrant in similar fashion to a judgment. That 
claim is often worded as “a liability order is nothing more than proof 
of a debt, just like a county court judgment. It is not, and never can be, 
the basis for entry into private premises”.

This is based on a misinterpretation of the ‘Rooftops’ judgment 
[2018 EWHC 2798 (QB)] regarding the lack of a warrant under 
paragraph 15 of Schedule 12 to enter specified [non-relevant] 
premises to take control of goods, which Mr Leighton and others 
appear to believe is now a requirement for all premises, including 
relevant premises. 

The fact, of course, is that a liability order is an enforcement 
power in the same way a warrant of control issued under the  
Traffic Management Act 2004 is. They are different enforcement 
powers in their own right as set out at paragraph 62, Part 3 of the 
Tribunals, Courts and Enforcement Act 2007 (“Schedule 12 applies 
where an enactment, writ or warrant confers power to use the 
procedure in that Schedule”).

  It is also pertinent that paragraph 14 of Schedule 12 is headed 
              ‘Entry without warrant’.

No matter the confused and  
often ridiculous assertions from the Freeman  
of the Land fraternity, Leighton has brought into 
 sharp focus the clumsy liability order system. 

It highlights the need for reform through a new and simple 
provision in Part 84 of the Civil Procedure Rules allowing a 
document to be printed from computer records as evidence  
that the liability order exists (evidence of the enforcement  
power) and consequently of the enforcement agent’s authority  
to enter premises.

Until such time as that is addressed, Leighton merely restates 
the obvious which is that evidence in respect of paragraph 26 of 
schedule 12 remains undefined and, until it is addressed, places  
an unnecessary administrative burden on both enforcement 
companies and local authorities. 

Freemen of the Land under scrutiny

“	Those who persist in their demands are 
now claiming that we must produce a  
liability order but as one is not issued by  
the court then we cannot – game over.”
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Mike Garland  
Group Director, Excel Civil Enforcement Ltd

AND Peter Felton Gerber  
Solicitor and Proprietor, Feltons Law Solicitors 
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Working in partnership with Local Authorities, Landlords and 
Private Businesses across England & Wales to deliver ethical and 

effective enforcement solutions
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Debt  Re covery

Advice Sector Approved

033 000 20705               info@penhamexcel.co.uk               www.penhamexcel.co.uk

Council Tax and Business Rates

Commercial Rent Arrears (CRAR)

High Court Enforcement

Road Traffic Debt

Persistent Evaders & Nuisance Vehicles

HGV Enforcement

Traveller Removals

Squatter Removals

Repossessions

Sundry Debts

Penham Excel Ltd, Ashley House, Siemens Road, Stafford, ST17 4DT.

Tel:  033 000 20705   Email: info@penhamexcel.co.uk   Website: www.penhamexcel.co.uk

WINNER

Outstanding Contribution 
Award 2020

 Unlawful Vehicle Research

Rundles is a leading provider of ethical 
enforcement services that works with you 
to design and deliver a fairer approach to 
debt resolution.

Our advantage builds on a long-established 
reputation for great service, fair resolutions 
and a one team approach. With us it’s simple, 
we provide excellent recovery rates, and 
the best customer service in the industry; 
delivered by dedicated experts, trained and 
qualified to the highest standards. With our 
commitment to fairness and recognising 
vulnerability early, our professionals act as 
part of your team, working to respond to 
your precise needs and achieving maximum 
recoveries together. 

rundles.org.uk  |  acollins@rundles.org.uk

01/02/24



Martin Lewis’ recent comments surrounding council tax recovery practices 
will no doubt be disheartening for an industry that has made significant 
strides in recent years. Even in my brief time in the industry, I’ve seen 
some major leaps forward that have raised standards across the board. 

There’s undoubtedly more work that can and must be done, but the 
most recent IRRV conference and excellence awards were a brilliant 
reminder of the amazing and varied work being done by local authorities 
and their partners to support residents. ReachOut by Sigma Connected 
has supported Folkestone and Hythe District Council (FHDC) over the 
last year, and we were so pleased to see them recognised at the awards 
for their efforts in social inclusion and welfare reform. 

Regardless of how you may feel about Martin Lewis’ comments,  
it is of critical importance that the industry’s collective efforts continue, 
with local authorities, enforcement firms, and wider organisations 
continuing to work closely with the debt advice sector to support those 
who need it most. 

Our time at the IRRV conference this year was incredibly encouraging. 
We had countless conversations with councils and other organisations 
who genuinely want to do all they can to improve their service to 
residents and who were interested in hearing more about what we do 
and how we work. These conversations have reinforced our optimism for 
the future and we’re confident that the industry will continue to make 
the improvements we all desire. 

Misconceptions 
The recurring issue we heard from councils was around the lack 
of engagement with residents before their debt escalates. From 
our experience supporting residents, we know that fear and 
misunderstanding are two of the major reasons why that engagement 
doesn’t happen. 

There’s a misconception of what can or will happen if residents do pick 
up the phone. One revenues and benefits manager we spoke to explained 
how they’ve spoken with residents who were afraid the council would 
take their children away from them because of their arrears. 

These misconceptions are especially disappointing when you consider 
the vast range of help councils have made available for those residents 
eligible for it, including benefits and debt advice, discretionary payments, 
food and fuel vouchers, help with household essentials like white goods, 
curtains, carpet, boiler servicing, and more. 

Our goal at ReachOut is to tackle these misconceptions by supporting 
local authorities to engage those harder-to-reach residents – all before 
a liability order and enforcement action become necessary. We’re there 
to increase that engagement and to promote the support residents 
can access directly from the council, restoring their confidence and 
willingness to speak with the council when they need to. 

Theresa, who we mentioned in the last edition of Enforcement News 
is a brilliant example of this. Theresa hadn’t engaged with previous offers 
of support from FHDC out of fear, but following our call, FHDC’s welfare 
team were able to provide her with essential practical support for the 
home and reduce her arrears, radically changing her perception of  
the council. 

We know that early intervention like this is key if we’re to increase 
engagement, change attitudes and reduce the financial impact of 
additional fees and enforcement action. 

Walsall Council 
We want to highlight the benefits of taking an alternative approach 
to engagement, whilst at the same time complementing the existing 
recoveries/enforcement process. Our recent work with Walsall Council 
has done just this – enabling the council to reach more people earlier 
in the recoveries process, helping the council to demonstrate they’re 
doing all they can to engage residents before proceeding with further 
enforcement action. 

Walsall made use of Ascendant Solutions’ Pathway Solution to identify 
their most vulnerable residents, mainly those struggling with multiple 
priority debts, and those registered with the Vulnerability Registration 
Service. These residents were then passed to ReachOut for our  
two-week contact strategy. Our aim was to: 
•	 Increase resident engagement earlier in the council tax recovery process 
•	 Help residents to resolve their debt with Walsall Council directly 
•	 Avoid further recovery action and fees 
•	 Raise awareness of Walsall Council’s specific support and forbearance 
•	 Understand individual circumstances/identify where extra help  

was needed 
•	 Share tailored information, help residents access grants, advice and 

support from specialist charities. 

Together, by the end of our two-week strategy we had achieved: 
•	 Overall positive engagement with 35% of residents (where we had  

a contact number) 
•	 21% of residents warm-transferred directly to Walsall’s team 
•	 41% positive engagement with residents without a liability order  

(pre-court) 
•	 29% positive engagement with residents with a liability order in place 

(post-court) 
•	 A £97k reduction in bad debt within the first month alone 
•	 525 referrals to third-party support, with 180 residents guided to  

32 different charities, including The Trussell Trust, Turn2us,  
Citizens Advice 

•	 Residents independently contacting the council following ReachOut’s 
communications 

•	 Insight on residents who didn’t engage 
•	 Reduced recovery action. 

To assess the impact of ReachOut on residents, a control group was 
also selected and monitored. These residents went through the typical 
recoveries process. 

In the first month alone Walsall found that those residents supported 
through ReachOut reduced 43% more debt than the control group. 

We were pleased to test and evidence that our engagement with  
‘pre-liability order residents’ yielded greater results than our engagement 
with residents after a liability order was issued (41% verses 29%).  
This suggests residents are less likely to engage with an organisation,  
or its partner, after they have incurred a fee. 

With increased engagement, Walsall Council has been able to help 
more residents manage their outstanding debt and access the support 
available to them, and before they incurred additional charges. They’ve 
also been able to respond to the more immediate and severe cases  
when flagged by the team at ReachOut. 

We’re excited for the year ahead,  
for the work we’ll be doing with  
our new and existing partners  
and would love for you to get  
in touch if you’re interested  
in hearing more. 

Early intervention leading 
to better outcomes
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Jonathan Shaw  
ReachOut Partnerships Manager 
Sigma Connected



The importance of process serving
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Service of documents is a crucial aspect of the justice system, 
governed by the Civil Procedure Rules (CPR), and requires 
compliance with specific procedures for different types of 
documents. Many organisations rely on process servers to ensure 
proper and impartial service, particularly in contentious matters. 
A process server provides formal legal proof of service, such as a 
Certificate of Service, Witness Statement, or Affidavit, which can  
be presented in court.

Process servers are often engaged in the debt recovery process, 
serving documents such as statutory demands, bankruptcy 
petitions, and orders to attend court. Public and private sector 
organisations, including central and local governments, utility 
companies, and solicitors, regularly use process serving services.  
In the current financial climate, with the Chancellor focused  
on plugging the £20 billion deficit, debt recovery has become  
even more vital for sustaining public services and supporting 
business growth.

Excel Civil Enforcement, a part of High Court Enforcement 
Group, offers process serving services nationwide. Excel is known for 
its ability to handle high volumes of serves and works in challenging 
situations to ensure service is carried out effectively. We won a 
major central government contract in 2018, serving approximately 
10,000 documents annually. 

When the contract was renewed in 2021 under the Debt 
Resolution Services Framework (RM6226), aligned with the  
cross-government debt management strategy, our parent company 
High Court Enforcement Group was appointed for process serving 
under Lot 14. Excel was successfully reappointed to undertake  
this work.

In addition to debt-related documents, Excel also serves  
legal documents outside of debt recovery, such as divorce  
petitions, possession proceedings, and injunctions. These are 
managed by our Commercial Services team, which also handles 
evictions of protesters, travellers, and trespassers through our 
National Eviction Team.

Process serving is just one element of Excel’s comprehensive debt 
recovery services. We also handle the recovery and enforcement 
of council tax, business rates, commercial rent, and parking fines. 
Additionally, we offer services related to transferring County Court 
Judgments to the High Court for enforcement under writs of control 
or possession, streamlining the procurement process for clients 
seeking debt recovery solutions.

Operating across England and Wales, Excel  
has a national team of field agents capable  
of handling high volumes of process serves,  
with an average of 30,000 serves per year  
and a high success rate. Excel also enforces  
a significant number of writs annually and  
is recognised as the largest independent  
enforcement company in the UK,  
committed to delivering ethical  
enforcement with integrity as  
a core principle of our operations.

Award-winning nationwide
enforcement for local authorities
Fast, fair and effective enforcement:

Council tax, business rates, arrest warrants, parking and traffic management

High Court enforcement for the recovery of money judgments and property/land

100% employed and fully qualified enforcement agents

For the best outcomes, get in touch today.

Contact the experts on

0330 363 9988
www.excelenforcement.co.uk

Laura Anne Smith  
Director of Client Relationships 
Excel Civil Enforcement,  
part of High Court Enforcement Group  

https://excelenforcement.co.uk/
https://hcegroup.co.uk/
https://nationalevictionteam.co.uk/
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Join the movement:

Join our growing commitment to provide support to individuals in achieving
their goals enabling a broader representation at all levels. Your support is vital
in helping us establish a foundation for our initiatives and future activities.

Contact sponsorship@wiregroup.org for more information and to express your interest.

Brand Visibility: 
Get recognised with your logo displayed
at WIRE events, in marketing materials,
and across our digital platforms.

Become a Corporate Member and Champion
Diversity, Equality and Inclusion

Corporate Membership Benefits

Corporate Social Responsibility: 
Strengthen your brand’s reputation as
a champion of gender equality,
diversity, and inclusion.

Women in Revenues and Enforcement

Find out
more!

Want to appear 
in our magazine?
We are looking for  
contributors for  
Enforcement News

If you are interested in writing  
an article, either as a one-off or a 
regular piece, please contact us at:

enfnews@wsacommunications.co.uk  
or call 01908 371177

The quarterly magazine from CIVEA, the Civil Enforcement Association
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DO YOU FOLLOW OUR CIVEA 
LinkedIn PROFILE? 

Follow us to see our latest official:

•	 press releases

•	 government news updates

•	 website blogs

...where we discuss industry topics and 
updates from the enforcement industry.

Our regularly released blogs focus on key 
topics being discussed in the enforcement 
industry from updates from the Ministry of 
Justice to Government enforcement updates 
and regulations.

LinkedIn:
www.linkedin.com/company/civil-enforcement-association-limited

Website:
www.civea.co.uk/CIVEA

PO Box 745
WAKEFIELD WF1 9RJ
Email: admin@civea.co.uk
Telephone: 0844 893 3922


