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Overview

Chief Executive’s report

Our statutory purpose is enshrined in the Local Government Act 2003
(5.105). Our aim at the Valuation Tribunal Service (VTYS) is to support the
Valuation Tribunal for England (VTE) and to provide the most effective
service we can to those involved in local taxation appeals. Our people,
structure and systems are designed to facilitate this.

Our successes for 2023-24 have been built on the strong foundation of the
VTS and VTE working towards a single aim. The building blocks we have
put in place have greatly contributed to strengthening the way we work to
support the VTE and tribunal users through their appeal journey.

This year, we have continued to modernise our systems and processes and championed consistency
in the format we receive appeals. We have also integrated our digital systems to better facilitate

the exchange of appeal information from parties. This ensures that the tribunal has all the

information it requires at the front-end to provide better effective decision-making. As a tribunal
governed by legislation, processes and requirements can sometimes appear daunting. Many of our
non-represented tribunal users will be ‘one-time’ users of our service, so it is important that we

(the VTS) offer guidance and assistance at the front-end to help navigate their journey leading to

the tribunal. We have introduced animated videos on our website (www.valuationtribunal.gov.uk) to
guide our users through the steps required. We are partnered with the Plain English Campaign (PEC)
to ensure our information is understandable and meets their crystal mark standard.

Our statutory function is to support the VTE, and its members are key to what we do. Their
dedication in giving their time freely to hear local taxation disputes is very important to the continued
success of this appeal system.

The VTE sits outside of the wider Ministry of Justice (MoJ) tribunals, and this can sometimes feel alien
to new appointees recruited through the Judicial Appointments Commission (JAC). In September
2023, we engaged a Membership Engagement Lead as a dedicated focus in better understanding the
engagement of VTE Members. Through surveys and forums, we have gained a better understanding
of the challenges our members face in balancing their work/life balance with their commitment to
providing a voluntary public service, recognising that such conflicts on their time can lead to lack of
engagement. Finding ways that we can increase engagement has been a primary focus during the
year. Our work in this area is beginning to see an increase in engagement levels, but there is still more
work to be done. | pay tribute to each and every member of the VTE for the time they give to this
public service. It is only through the continued commitment of our VTE Members that we are able
to deliver.


https://www.valuationtribunal.gov.uk
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| would also like to record my appreciation to the VTS team who continue to navigate through the
many challenges faced in achieving what we have.

We continue to work with the Mo in facilitating a wider exposure regarding future recruitment
campaigns so that we can attract the diversity in skill sets required in dealing with the types of
appeals within the local taxation environment, particularly in attracting more valuation expertise. In
March, we concluded a recruitment exercise for senior members (chairmen), resulting in 43 new VTE
Members joining us. We continue to plan for future recruitment campaigns with the JAC and in July
2024 launched a recruitment campaign specifically focussing on 12 senior members (chairmen) and |8
members for 2025 appointments.

We have continued to invest in technological developments that assist in improving our customer
service. Our agile approach to such changes provides that necessary assurance that the end product
adds value to our operations. This year, our delivery of the Application Programming Interface (API)
has provided a much welcomed facility to lodge multiple appeals through our digital appeals portal.
This has been a well-received development by the rating agent community.

Antonio Masella
Chief Executive and Accounting Officer
Valuation Tribunal Service
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Our services and what we do

The Valuation Tribunal Service (VTS) is an administrative statutory body', which supports the
Valuation Tribunal for England (VTE)?.

The VTE's jurisdiction covers appeals on:

B business (Non-domestic) rates
B council tax (liability, valuation and support)
B completion notices

B penalty notices for failure to provide requested information

The VTS is an executive non-departmental public body (NDPB), sponsored by the Ministry
of Housing, Communities & Local Government (MHCLG). The VTE is a tribunal NDPB also
sponsored by MHCLG.

In supporting the VTE, the VTS's statutory role includes arranging and administering hearing

days, training VTE Members, providing general advice and assistance to appellants and their
representatives, and issuing statutory notices. The VTS also provides hearing clerks to advise the lay
panels at hearings on practice, procedure and any legal issues, and to draft the decisions arrived at by
the panels for their approval.

The President of the VTE has a statutory duty to ensure that arrangements are made for appeals to
be determined in accordance with the Regulations’.

An appeal arises when the Valuation Office Agency (VOA in the case of business rates or council tax
valuation) or the council (for other council tax matters) does not agree with a ratepayer’s or council
taxpayer’'s contention and the ratepayer or council taxpayer seeks an independent resolution to

the matter.

| The VTS was established under the Local Government Act 2003 and created on | April 2004

2 The VTE was established by the Local Government and Public Involvement in Health Act 2007, which amended the 2003 Act; it
came into being on | October 2009

3 Valuation Tribunal for England (Council Tax and Rating Appeals) (Procedure) Regulations 2009 SI 2009 No 2269 as amended
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Our Values

We act with integrity, honesty
and openness in exercising our
statutory functions, to maintain
confidence in us as a public service.

N

SIUNOJDY pue 3J40day [BNUUY 3JIAJSS [BUNqId] UOIEBN[BA Y|

We deliver on commitments by
applying high levels of expertise,
conduct and personal responsibility
and developing our skill base.

Professional

People We are responsive to the needs of our

focussed users in taking care to get things right.

N

We actively embrace change and
bring new ideas to deliver excellent . .
value for money services for our Efficient
users, demonstrating agility and
flexibility in our approach.
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Our year’s highlights

807

560 hearings
— days were
L www -J scheduled

We improved the
animated videos on
our website to
better assist user

experience

We launched a

user-friendly

complaints
portal

=

We introduced changes
to submission of evidence

6,130 8,668

appeals
appea‘ls were bundles to create greater EP listed
received in efficiencies for hearings, }Ne ﬁ ste
the year assisting a better focus or hearing

on issues in dispute
and better decision
making

We developed and
launched the ability for
rating representatives to

lodge multiple appeals
at the same time and
provided an improved
appeal fee payment
platform

We introduced a
workflow telephone
monitoring system to

provide speedier

response times for
our users

87% 2,623

We developed and

of appeals cleared launched online tribunal
were received before guidance booklets to determinations
| April 2023 help users through were issued

their appeal journey

We re-engineered the turnaround
of our training programme for
newly appointed members to the
Tribunal to provide the essential
tools required within a

three-month period

We welcomed 43 new
chairmen following a
recruitment campaign by
the Judicial Appointments
Commission
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Key risks and issues

Our key risks are:

B Engagement of VTE Members — VTE Members able to give their time in meeting their sitting
requirements on a voluntary basis is key to the local taxation appeal process. Not having the
required engagement levels means that hearing days are reduced which creates an unnecessary
backlog to workload volumes. This year we have redefined our member engagement strategy
by holding focus groups with members in understanding their personal drivers, and rebalancing
sitting requirements with their business/personal commitments to maximise involvement. The
appointment of a Membership Engagement Lead has provided a dedicated resource to facilitate
this area of work. The aim is for this work to translate into an increased level of engagement.
We will be testing this work by steadily increasing the number of hearing days and keeping under
review the number of cancelled hearings due to member cancellations. There is still more work to
do as we establish benchmarking to provide a better gauge for levels of engagement.
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B Recruitment of VTE Members — Current VTE recruitment process undertaken through the JAC
impacts on the VTE's ability to recruit non-fee paying posts. Following our proposal for changes
dated February 2023, we have been engaging with our sponsoring Department, JAC and Mo)
officials in ways to diversify VTE Membership outside of the current lawyer cohort to directly
encourage membership from the valuation profession and to those with experience of the local
taxation environment. This has resulted in launching an outreach programme designed to cast
awareness of our recruitment net wider and beyond the usual JAC channels. The first of this was
launched on |7 July 2024 which captured interest from a number of non-legal professional bodies
involved in local taxation. The next step will be to see the impact of this on applications received
for the campaign launched in July. Appointments are expected in April 2025.

B Workload expectations from the closing of the 2017 Rating List — The expectation has always
remained that with the closure of the 2017 Rating List on 31 March 2023, and due to the
regulatory timescales surrounding check, challenge and appeal introduced on | April 2017, the true
impact on appeal volumes of a new 2017 regime would not fully materialise until around mid-2024.
We have begun to see an increase in 2017 appeal receipts in May (295) and June (622).

Going concern

The financial statements have been prepared on a going concern basis.

The Statement of Financial Position shows a net surplus of £5.523m at 31 March 2024 (£5.964m at
31 March 2023). This reflects the inclusion of pension liabilities falling due in future years which, to
the extent that they are not to be met from the VTS's other sources of income, may only be met by
future grants or grants in aid from the sponsoring Department. This is because, under the normal
conventions applying to parliamentary control over income and expenditure, such grants may not be
issued in advance of need.
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Performance summary

The VTS completed 14 of the |7 actions set out in its Business Plan for 2023-24. Of the three
outstanding objectives, two were partly completed, and one was not achieved. The objective not
achieved relied upon participation and active engagement by the Valuation Office Agency (VOA).
Due to VOA changes, this area of work was no longer pursued by the VOA. We remain in discussion
regarding a future timeline for this delivery given the circumstances.

Further details appear in the performance analysis section from page 1.

Of the 14 key performance indicators (KPls) identified for 2023-24, the VTS achieved or exceeded
the targets for nine of them (see page 19).

As a service delivery body created by statute with the purpose of supporting the Valuation Tribunal
for England (VTE), our strategic objectives remain static, whilst our aims and priorities will change to
reflect priorities identified. We will continue to ensure that we are able to respond positively to any
regulatory changes introduced within the non-domestic rating and council tax environment to enable
us in continuing to deliver our statutory functions required from us within the Local Government Act
2003. This we will do whilst contributing to public sector finance initiatives and continuing to operate
within the financial envelope delegated to us by our sponsor.

Our plan for the coming financial year is to continue to be the best we can as experts within our field
and continue in being flexible in meeting any challenges head on. We periodically review our staffing
structure to ensure we are aligned to our business aims and that we continue as a forward-thinking
organisation, presenting solutions to challenges.
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Performance analysis

Volumetrics

Over /7,700 appeals were brought forward in April 2023 and almost 6,000 were received in the year.
The table below shows the details of these figures by appeal type:

Table |

Brought Carried

forward Received Cleared forward
Appeal Type | Apr 2023 2023-24 2023-24 31 Mar 2024
Council Tax: Completion Notice /0 350 300 120
Council Tax: Penalty Notice 0 20 20 0
Council Tax: Liability 590 740 830 500
Council Tax: Notice of Invalidity 80 50 110 20
Council Tax: Reduction 390 580 550 420
Council Tax: Valuation 1,650 2,730 2,600 1,780
Non-domestic: Completion Notice 40 170 180 30
Non-domestic: Penalty Notice 0 0 0 0
Non-domestic: Transitional Certificate 0 150 140 10
Non-domestic: Notice of Invalidity 2010 480 0 480 0
Non-domestic: Rating List 2010 2,500 20 2,520 0
Non-domestic: Rating List 2017 1,930 1,300 1,400 1,830
Non-domestic: Rating List 2023 0 20 0 20
Total 7,730 6,130 9,130 4,730

Note: Figures in the table are rounded to the nearest 10. Some “Brought forward” figures differ slightly from the “Carried
forward” figures reported last year due to the rounding, added to the fact that the statistics are based on a “snapshot” of data
at a fixed point in time. This can change over the course of a day, because of reinstatements or clearances of appeals.

During the year, we scheduled 807 hearing days (830 in 2022-23) to which we listed 8,668
appeals (9,856 in 2022-23); and issued 2,624 tribunal determinations (3,013 in 2022-23). In line
with VTE protocols, 98% of hearings (97% in 2022-23) were held remotely using video or
telephone conferencing facilities. |15 hearings (22 in 2022-23) were scheduled in person due to
exceptional reasons.

The difference in performance between years reflects the impact of the risk identified regarding the
drop in engagement levels of VTE Members, which has impacted on our overall appeal clearance rate
against last year. In 2023-24, 65 scheduled hearings were cancelled due to not being able to convene
a suitably constituted hearing panel.
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We have been steadily increasing our monthly hearing allocation to our optimum number of 75 per
month by October. However, the success of this will depend heavily on how VTE Members respond
to the engagement programme introduced.

Chart |
Appeals process and headline workload figures

Ratepayer or council taxpayer seeks
a change from the VOA or council

VOA or council makes
and issues a decision

Ratepayer or council taxpayer
disagrees with the decision and
appeals to the VTE

7,730 appeals carried over
from 2022-23

6,130 appeals received
during 2023-24

Y

807 hearing days scheduled,
with 8,668 appeals listed

2,624 decisions issued for cases
argued before a Tribunal panel

9,130 appeals cleared
in total
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Achievement of business objectives and key performance indicators

The VTS Business Plan for 2023-24 sets out the objectives for the organisation. The Board and our
sponsoring team receive a performance report quarterly. This report is aligned to our objectives and
details our performance in each of the key strategic areas, as shown below in Chart 2 and Table 2.

Chart 2
Our Strategic Objectives
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Table 2

Business Plan Objective Achievement

To work with the VTE
President in identifying any
changes required to the
Consolidated Practice
Statement (CPS) to reflect
new ways of working
following feedback from user
forums.

Evaluate the current
recruitment process that will
attract the widest range of
candidates and remains
responsive and proportionate
to the needs of a non-fee

paid tribunal. PARTLY MET

Recognising the key risk
regarding VTE Member
engagement, in conjunction
with the VTE President, we
will review approaches that
will enable the VTE to handle
those appeals where
legislation provides no
prospect of success more
speedily and fairly.

Comments

The revised CPS was launched on | April
2023 with the major change of providing
greater efficiencies at hearings regarding
non-domestic rating evidence bundles
submitted. This new requirement of the
CPS has made it an easier process for
VTE Members to assimilate evidence
during hearings, which in turn leads

to speedier and more effective
decision-making.

This is part of ongoing discussions with
our sponsoring Department, the Ministry
of Justice (MoJ) and Judicial Appointments
Commission (JAC) to investigate the
scope for improving the VTE recruitment
process. A further paper was developed
by the Chief Executive for MHCLG
focussing on five key areas of
improvement that the Judicial
Appointments Commission (JAC) could
put in place, which was shared with the
Ministry of Justice in January 2024.

In balancing the challenges of VTE
Member engagement versus clearance of
appeals, we have reviewed possible ways
of achieving clearances without involving
a hearing. In doing so, we re-engineered
the regulatory strike out process.

This was applied to a number of council
tax hearings which has resulted in the
clearing of 147 appeals without involving
a hearing. This also resulted in the
postponement level being reduced from
24% to 14%.
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Business Plan Objective

Work with the VTE
Members to maximise sitting
days.

Review and improve the
current onboarding
programme for VTE
Members to provide a faster
journey through training.

Implement a standard policy
for Clerks on key ingredients
of a decision.

Continue to research, and if
appropriate, implement
software interactive solutions
to assist users (subject to
capital spend approval).

Achievement

Comments

We employed a VTE Membership
Engagement Lead, a new role created to
provide a dedicated focus on VTE
Member engagement. The VTE
Membership Engagement Lead provided
a comprehensive report and action plan
to the Board on 24 January 2024.
Engagement increased above 65% (from
60%) following interim changes to the
hearing allocation process and tribunal
scheduling. This is an ongoing matter as
engagement remains key to success.

We have revised the induction training
programme to bring newly appointed
members onboard quicker and
implemented a revised modular training
plan that can be achieved within a three-
month period.

A paper authored by the Chief Executive
on the impact of concise decision writing
was published internally. This was
followed up with face-to-face training on
14 September 2023 to test
understanding. This has assisted in Clerks
focussing on salient matters in developing
their drafting of reasons for decisions.

The changing environment post
pandemic has placed a greater reliance
on digital engagement. This has
necessitated the need to be open to
other avenues and solutions to increase
our user satisfaction. A capital business
case was approved by the Board and our
sponsoring Department in May 2024 to
further investigate our thinking on
Intelligent Automation solutions that
remain proportional.
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Business Plan Objective

Review and, if appropriate,
introduce recording of
telephone calls.

Continue to modernise our
systems and processes to be
exemplary and as effective as
possible. Remain responsive
to challenges of any legislative
process changes and deal
with appeals more speedily.

Champion consistency in the
format we receive appeals,
allowing system to system
appeal data exchange with
Respondents to ensure the
VTE has all information it
requires to assist effective
decision-making.

Continue to develop a
leadership and management
learning programme based
on experiences of 2022 to
build a pool of leaders for
the future.

Achievement

NOT MET

Comments

Tiger Prism software was introduced to
provide a better insight on call
monitoring, which is providing a holistic
overview. This also gives a better insight
on call volumes and the level of
interaction by call handlers.

Through consultation with the VTE,
changes were identified and developed.
This included triaging and active case
management changes. These changes

were released in a relaunch of the revised
CPS on | April 2024.

We had hoped to work with the
Valuation Office Agency (VOA) in the
development of their Business System
Transformation Programme (BST).
However, following rescoping by the
VOA, this project has not progressed and
is not likely to do so until 2024-25.

We are very keen in nurturing and
developing identified talent within the
organisation, including leadership and
management development. Following the
successful launch of the Institute of
Learning & Management (ILM)
programme, we launched the second
|8-month programme with the
Chartered Management Institute (CMI).
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Business Plan Objective

Providing opportunities to
bring colleagues togetherin a
learning environment.

Look at ways to assist
recruitment and retention of
staff.

Getting employee views on
their perspective as an
employee.

Achievement

Comments

A full staff face-to-face event took place
in July 2023 and again in February 2024.
These events highlighted the need to
work in collaboration rather than
isolation and the importance of improving
virtual communication in a homeworking
environment. We provided similar face-
to-face events for VTE Members to build
on our engagement work. During the
year we held two such events:
Birmingham in June 2023 and London in
February 2024. We will now be holding
all VTE face-to-face events in London.

Following the return to normality post
pandemic, a recruitment and retention
strategy was reviewed and agreed by
EMT and the Board. This was further
implemented by adding trainee
opportunities to build greater resilience
into our succession planning for Clerks,
who remain our specialist front-line staff,
432 applications were received for three
trainee roles.

We also looked at focussing more on
non-pay benefits when recruiting to
show the full benefits and rewards of
being a VTS employee.

With the health pandemic having greatly
impacted on changing attitudes and
behaviours towards the workplace, we
conducted a staff survey to understand
what these feelings were. The findings
were reviewed by the Board in
September 2023 and the Head of HR &
Training has implemented an action plan.
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Business Plan Objective

Engage with our staff and
VTE Members to respond to
the changing patterns of work
post pandemic and review
how we operate so that we
can continue to work as
smartly as possible in
delivering our service.

Creating a budget focus team
with regular reviews.

Continue in looking at ways
to streamline the finance
function.

Achievement

PARTLY MET

Comments

Aligned with the staff survey, the Chief
Executive launched a Smarter Working
Policy to set out expectations and
working environment for office-based
staff. This has introduced a 60% working
time within the office. We have also
worked on better member engagement
and building towards providing tools to
VTE Members for a better engagement
experience.

Monthly budget holder meetings in place
to support and work with budget holders
to minimise underspends, including
addressing supplementary returns.

Internal changes approved and
implemented to improve reporting cycle.
Liaison continues with FSSD but actions
remain outstanding to align services to
meet VTS needs.
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Key performance indicators

We published 4 key performance indicators (KPIs) in our Business Plan for 2023-24, Table 3

reflects the outcome of these KPIs at year-end. Nine were exceeded or met with five falling short
of our targets. The KPIs falling short relate to a timeframe of determination within six months of
receipt. This timeframe has been impacted by our focus on earlier appeals received during the health
pandemic that remained outstanding, as well as challenges in constituting hearing panels.

These challenges were expected and to enable us to better monitor our true performance against
these challenges, we have introduced more granular performance measures as an internal process
— this measures data covering seven, eight, nine and |12 months of receipt to listing timeframes
(see Table 3a).
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Table 3

Business Plan KPlIs

Performance Target in

measure 2023-24 Achieved Comments

Support the VTE by administering a fair, efficient and accessible appeals system

Council Tax (CT) appeals 80% 37% There has been an increase in appeals being

determined within 6 months
of receipt

submitted with incomplete documentation.

This has required further contact, which has
impacted on response times to list within 6

months.

Council Tax (CT) decisions
issued within | month of
the hearing

92%

99%

2,125 of the 2,147 CT decisions issued
during the year were issued within | month
of the hearing. We continue to ensure that
once an appeal is heard a decision is issued
within one calendar month.

Council Tax (CT) appeals
resolved at first time of
listing

82%

80%

3,338 out of 4,187 appeals were resolved at
the first listing.

Non-domestic Rating
(NDR) 2017 appeals
determined within 6 months
of receipt

85%

56%

The ability to list and determine NDR 2017
appeals has been significantly impacted by
cases awaiting judgments from the Upper
Tribunal.

Non-domestic Rating
(NDR) 2017 decisions
issued within | month of
the hearing

90%

98%

315 of the 322 NDR decisions issued in the
year were issued within | month of the
hearing.
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Performance Target in

measure 2023-24  Achieved Comments

Non-domestic Rating 82% 76% 666 out of 878 appeals were resolved at

(NDR) 2017 appeals the first time of listing.

resolved at first time of

listing

Enhance the quality and consistency of our service to all stakeholders

Complain“lcs resolved at 80% 80% Ve rgceived |0 complaints during the year,

stage | with no further of which 8 were resolved at stage | and 2

escalation were escalated.

Tribunal _notices issued 90% 98% .45,3| | out of 4§,432 hearing notices were

electronically issued electronically.

NDR appeals lodged gsing 90% | 00% 100% .Of NDR appeals received since

our online appeal service | April 2023 were received through the
online portal.

Convened hearings rgsult in 82% 86% We mairjtain a focuslon using hearing time

2 or more appeals being as effectively as possible. 607 out of 706

heard on the day convened hearings resulted in two or more
cases being determined.

Cu§tomer§ surveyed 65% 70% O\{er tvyo—thirds of our users.have in;licated

satisfied with the overall satisfaction with the pre-hearing service

service (pre-hearing) provided by the VTS. We continually

review feedback from our annual user
survey to build in further improvements in
our processes and approach.

Satisfaction level has increased from 59%
in 2022-23.

Build capacity and capability in our staff, learning from their experience and from their feedback

Short-term sickness absence 3.6 3.08 Short-term sickness levels have fallen from

maintained at or less than
the previous years

days or less  days 3.6 days last year.

On average staff to receive 5 7.8 Staff received an average /.8 days' training
5 days or more training and days days or more using online modules provided by
development in the year our Learning Management System.

Operate with financial and organisational initiative and efficiency

Undisputed invoices are 90% 88% 385 out of 437 undisputed invoices
paid promptly within 5 days processed over the |2-month period, were
of receipt paid within 5 working days.

20




PERFORMANCE REPORT

Table 3a
Granular performance data

Performance
measure

Achieved

Comments

Council Tax (CT) appeals
determined within /7 months of
receipt

54%

2,250 out of 4,187 appeals were determined within
/ months.

Council Tax (CT) appeals
determined within 8 months of
receipt

72%

3,008 out of 4,187 appeals were determined within
8 months.

Council Tax (CT) appeals
determined within 9 months of
receipt

79%

To reflect what is becoming a much more regular
occurrence of incomplete documentation being
received, we have introduced an internal 9-month
response time to better reflect the changing
environment. As can be seen, within a 9-month
period, we achieved 79%.

Council Tax (CT) appeals
determined within 12 months of
receipt

89%

3,728 out of 4,187 appeals resolved in the year
were dealt with within 12 months. Our ability to
hold hearings has been impacted by member
engagement issues.

Non-domestic Rating (NDR)
2017 appeals determined within
7 months of receipt

69%

604 out of 8/8 appeals were determined within 7
months.

Non-domestic Rating (NDR)
2017 appeals determined within
8 months of receipt

72%

629 out of 878 appeals were determined within 8
months.

Non-domestic Rating (NDR)
2017 appeals determined within
9 months of receipt

74%

As a result of appeals being affected by superior
court judgments, we monitor internally a 9-month
response time.

Non-domestic Rating (NDR)
2017 appeals determined within
|2 months of receipt

80%

/05 out of 8/8 appeals were determined within 12
months. Some appeal listings are awaiting superior
court judgments.
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Financial Performance

The financial statements, as set out on pages 6/-/0, have been prepared in accordance with the
Government'’s Financial Reporting Manual (FReM).

The operating expenditure for the period remained within the allocated budget, was £5.2m
(2022-23: £54m). The largest area of expenditure was staffing costs and accounts for 65.03% of the
total operating expenditure (2022-23: 65.89%). The below chart provides a breakdown of how we
have utilised our resources.

Chart 3

Percentage of Actual 2023-24 Percentage of Budget 2023-24

1% 2% 1%

Key:

[ Board & Corporate
Capital Projects
[l Employee costs

[ Finance, HR, Training &
professional services

T

[ Office costs
[ Operations
B VTE

The defined benefit pension fund closing position is net surplus of £4.814m (2022-23: £5.446m), an
overall loss of £0.632m from the previous financial year after applying a Net Asset Ceiling of £4.411m.
This is primarily due to changes in financial assumptions, changes in demographic assumptions and
interest on assets and partly offset by the loss from invested assets and changes in the projected
benefit obligations.

The overall loss in the pension fund reduced the Statement of Financial Position from Net Asset of
£5.964m (2022-23) to £5.523m (2023-24), a decrease of 74%.
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Training
Staff

With 60% of our staff now operating from home, our training and development strategy has been
tailored to meet the changing needs of our workforce. In recognising this new way of working, we
have placed a significant emphasis during the year on promoting employee wellbeing. We have also
introduced a blend of traditional and digital learning methods to ensure maximum engagement and
effectiveness for all staff. We also increased the frequency of contact events with the aim of bringing
staff together to provide opportunities for skills development and to facilitate knowledge sharing
across teams, as well as developing our business planning priorities for 2024-25, and understanding
the collective goals to achieve success.

We continue to invest in the career development of our staff by offering qualification sponsorship
funding where applicable.

During the vear, we recruited three Trainee Clerks and are working with them towards achieving
their professional qualifications.

A key performance indicator was to achieve an average of five days' training and development per
member of staff. We achieved an average of 7.8 days.

Valuation Tribunal for England (VTE) Members

Recognising constraints on VTE Members' time, we set out to provide at least two days' training to
each VTE Member, whether remotely or face-to-face. During the year we have provided a varied
programme of online webinars addressing key issues facing the tribunal, as well as virtual drop-in
sessions with the VTE President. We also held two contact events: one in Birmingham and one

in London, both focussing on peer learning, networking, and enriching our members' professional
development experience. 65% of VTE Members engaged in training this year.

Maintaining a London face-to-face event has proved to be most popular and a more effective training
location. A further 43 chairmen were introduced to a robust training programme delivered using

a mixture of the online learning, observations, and mentoring after their appointment by the Lord
Chancellor (following a JAC recruitment exercise).
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Our user survey

Receiving feedback from our users is important to us. During the year we continued to engage with
an external specialist to carry out a survey of non-represented tribunal users to allow us to better
understand their experience of the service we provide.

Our user survey is based on four pillars of the Procedural Justice Theory:

Fairness
capturing views
on the fairness
of a legislative
process

Impartiality
was the hearing
impartial in
decision-making?

Voice
did they feel they
had opportunities
to be heard?

Transparency
were they aware
of expectations?

Adopting this methodology, we are able to distinguish between the service the VTS provides pre-
hearing and that of the VTE at the hearing itself (post-hearing).

We have seen an increase in pre-hearing satisfaction levels for 2023-24 (70%) (59% in 2022-23),
which reflects some of the changes we have made to our website, information leaflets and processes
during the year. We have also seen an increase to 51% (44% in 2022-23) in satisfaction levels at the
hearing itself.

We continue to learn from our survey findings and to respond to recommendations identified.

Complaints

The VTS maintains a register of complaints received. Our Customer and Service Charter and
Complaints Policy documents were reviewed during the year and published on the VTS website for
those dissatisfied with the service they receive from our administration.
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During the vear, we registered |0 formal complaints about the administration (20 in 2022-23), five
of which were upheld (two in part). In all, eight of the complaints were resolved at the first stage of
our two-stage complaints process. No complaints were investigated by the Parliamentary and Health
Service Ombudsman (PHSO) during the year.

Efficiencies

As a service delivery organisation, we continue to look at ways of achieving financial as well as
operational efficiencies. The migration to remote hearings continues to provide significant financial
and operational efficiencies.

Estate matters

We occupy a single London based office with a lease expiry of 31 October 2025. We are in
discussion with our sponsoring Department to co-locate our office premises within the Crown
estate at 2 Marsham Street, London.

External venues for hearings

The move to remote hearings has significantly reduced the number of external venues previously
hired to conduct hearings. We now limit any external hire to situations where appellants are unable
to participate in remote hearings, and where such applications have been approved by the VTE
President. During the year, we have hired |2 venues outside of our estate.

Health and safety

We operate a Health and Safety Committee to review all health and safety needs within the
organisation. During the year, this Committee met on three occasions. As the VTS has only one
office, our number of office-based staff is now around one third of our workforce. For those who
continue to work within the London office, we operate on the basis that 60% of available time must
be spent within the office. Given the evolving nature of the split between the number of home-based
and office-based workers, the focus of our health and safety obligations is changing. We now have a
greater emphasis on the health and safety of our large cadre of home-based workers. For example,
during the year we embarked on an initiative to encourage staff to meet with each other and their
managers more regularly (often locally or at convenient central points). The intention is to ensure that
feelings (or the risk) of social isolation is minimised for homeworking staff. All homeworking staff were
encouraged to do this and also visit the London office when they felt the need arose.

Accidents and near misses

There were no accidents or near misses recorded in the year.
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Training

We continued to provide a focus on mental health as we emerged from the health pandemic, as
our staff became more comfortable returning to work either in the office or from home. Staff have
access to training on the learning management system that tackles areas such as stress awareness,
good mental health, wellbeing at work and anxiety awareness.

We launched an online Display Screen Equipment (DSE) module for staff to assess their home and
office set up which allowed us to identify any equipment needs. We also launched a module on lone
working to reflect the changing work patterns post pandemic.

Portable Appliance Testing

We commission portable appliance testing every two years on VTS equipment held by staff, whether
at home or in the office. We conducted this exercise in February 2023 and the next testing will
be in 2025.

Homeworking risk assessments

We conducted homeworking risk assessments for staff transitioning to homeworking or new
employees working from home to assess their needs and working environment.

We continued to review our first aiders and fire marshals to ensure we had sufficient numbers to
meet our needs; retraining was provided where necessary.

Sustainability reporting and environmental impact

As a small non-departmental public body, we recognise the importance of playing our part in
contributing to sustainability and the wellbeing of our environment. As a body supporting a judicial
tribunal, we continue to hear the majority of our hearings online, as well as conduct the majority of
our training online (for both staff and VTE Members). We are a minor occupier in a non-government
managed building located in London (Leman Street) and are not in direct control of utility providers
or making changes to the building to provide greater environmental benefits. However, we will be
migrating our presence to 2 Marsham Street at lease end on 3| October 2025. In the meantime, all
of the measures that we can implement will positively contribute to reducing our greenhouse gas
emissions across the organisation.

Sustainability has been a key focus for our Programme Management Board over a number of years
and continues to be a driving factor when developing digital solutions. We have eliminated paper
bundles from the appeal process relying solely on electronic submissions.

We select suppliers adopting the Crown Commercial Services contracts wherever possible as
this provides assurance that such identified suppliers meet the sustainable and environmental
expectations of government.
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We have successfully championed a paperless office, which has resulted in reduced purchase of paper
over various years. This year we purchased no reams of paper compared to /5 reams (37,500 sheets)
of paper during 2022-23 and 470 reams (235,000 sheets) during 2019-20 (pre-pandemic).

Recycling plastics, paper and other forms of waste are also encouraged not just within the London
office, but also in homes.

Whilst our office printing has greatly reduced, we do continue with our partners, Hewlett Packard's
(HP) Planet Partners recycling programme, to recycle toner cartridges and inviting staff to bring their
personal/home cartridges to the office for recycling. It is recognised that this collective behaviour has
created a more effective impact in helping the planet than individual action. HP's website suggests
that more than 875 million original HP ink and toner cartridges have been recycled by customers in
partnership with HP Planet Partners.
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As an organisation, and reflecting what is within our control, we continue to maintain a focus in the
following key areas:

Greenhouse gas emissions

Contribute to the reducing of our overall footprint by
continuing to hold online hearings

Conduct the majority of our training online (for both
staff and VTE Members)

Investigations into further staff moving to home-based
contracts

© ®© 0O

Reducing waste sent to landfill

Raising awareness and championing the importance
of shredding and recycling of our paper waste

Continue to recycle toner cartridges via Hewlett
Packard’s (HP) Planet Partners recycling programme

© ® 06

Continue to utilise catering companies who share our
sustainability commitments

Woater

@ Hybrid working has produced a lower office
occupancy level and this has resulted in reduced
water consumption

Paper

@ Continued investment in technology, such as the
business-to-business API solution, has contributed
to the elimination of paper bundles from the
appeal process

@ Continue to maintain a focus on paperless when
investigating new |T/digital solutions

Travel

@ Staff and VTE Members are now carrying out much
of their training online via the Learning Management
System rather than travelling to training venues

OIOICICXO)
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Climate change adaptations

Our London office continues to be risk assessed for exposure to flooding and such factors are taken
into consideration within our business continuity plan.

Equality, Diversity and Inclusion

Our greatest asset is the different skills and experience that our diverse workforce bring. We have
continued to look at ways of further encouraging diversity awareness and inclusion within our
workforce, reviewing policies to ensure that we meet our statutory obligations regarding Equality,
Diversity and Inclusion (EDI) as an employer and as a public body.

During the past year, we again assessed our progress against the objectives (i.e. our three-year EDI
Action Plan), launched as part of our original EDI Framework (launched in 2020-21) to promote EDI
within the workplace. In 2023-24 we carried out a formal review against our original objectives and
produced a new draft three-year Action Plan for Board approval. This revised document addresses
any areas where we considered we fell short in our previous three-year Plan and introduces some
new objectives in certain areas to drive forward EDI for the forthcoming three-year period.

During 2023-24, we also built upon the initial progress made by our first EDI working group (the
Working Group was established in 2021-22) introducing a standing group of employees to develop
new initiatives and create a forum for challenging colleagues constructively to improve EDI. The
resultant EDI Strategy Group was constituted with clear terms of reference and a requirement to
meet a minimum of three times each year — which is proportionate to the VTS's size.

The EDI Strategy Group is designed to stimulate staff ownership and commitment in driving forward
and promoting EDI within the workplace. Advising on the development of policy is also part of

the Group'’s remit. From the start of 2024-25 this will lead to changes to VTS policies in respect of
the Protection from Redundancy (Pregnancy and Family Leave) Act 2023. This Act modifies the
Employment Rights Act 1996 and introduces safeguards for a wider group of individuals (and for

a longer period) when they are on pregnancy, maternity, adoption or associated family leave. The
Carers Leave Act 2023 also introduced the right for an employee to take one week of unpaid leave
for caring activities.

The EDI Strategy Group contains representative members from across all the VTS’s main
departments to ensure that collective ownership is emphasized across all organisational groups.
Membership is regularly reviewed to ensure that it contains individuals with an interest in promoting
a positive environment for EDI, for championing EDI initiatives within local teams, and for being willing
to make their voice heard. Further training for team members is being arranged (possibly through
ACAS) so that individuals have a greater personal understanding of EDI. Members of the Group will
be involved in cascading training down to the wider organisation during 2024-25.

Staff are able to access wide-ranging EDI modules on the Learning Management System (LMS) that
will broaden their knowledge of EDI issues, including Active Bystanders, Disability Inclusion and
LGBTQI+ Inclusion. They are also able to access a suite of modules called “The Uncomfortable
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Series” which included “The Uncomfortable Truth" and ‘Uncomfortable Conversations' In addition to
the content above, we added a module to staff learning plans which is a mandatory requirement for
completion covering Equality, Diversity, Inclusion and Belonging.

In addition to all of the above, we also made progress on the following initiatives:

B creating a more distinct EDI section and archive on IRIS (intranet), regularly updated with topics
that are being discussed, upcoming events, mental health etc., to assist in staff becoming more
aware about EDI

B offering learning and mentoring opportunities with senior and middle management
B EDI has become a standing item on team meeting agendas

B we have introduced management development opportunities/Chartered Institute of Management
(CMI) training to grow our future managers from our existing talent pool

B we constantly assess the impact of changed working patterns on both EDI and any impact on
recruitment and retention

Further work will also be undertaken during 2024-25 to ensure that the VTS remains compliant with
(and addresses) new statutory initiatives such as the Worker Protection (Amendment of Equality Act
2010) Act 2023 which places additional responsibilities on employers to prevent sexual harassment.
This came into force in October 2024.

We continue to offer the service of translating our guidance booklets and VTE decision documents
into other languages, Braille or large print. No such requests were received during the year.

During the year we received one request for a British Sign Language interpreter. There were
five requests for interpreters (four in 2022-23) to assist appellants. During the year under review,
we arranged interpreters for Spanish, Cantonese, Turkish, Somali and Tamil speakers to assist at
tribunal hearings.

Our website includes a link enabling the public to download, free of charge, Reachdeck software.
This reads out the contents of any webpage, PDF file or Word document. In addition to reading the
contents of the website in a variety of languages and accents, this software contains a facility that
explains the meaning of any word for the user and enables MP3 files to be created. This year, we
logged around 4,805 toolbar loads and 325 speech requests for Reachdeck.

Freedom of information and data protection

In 2023-24 there were 55 requests (/7 in 2022-23) under the Freedom of Information Act for
information not readily available.

22 subject access requests were received (21 in 2022-23). None were referred to the Information
Commissioner (ICO) as complaints regarding our handling of these requests.
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Antonio Masella
Chief Executive & Chief Operating Officer
Valuation Tribunal Service

12 November 2024
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Accountability report

The Accountability report gives details of the governance arrangements in place in the Valuation
Tribunal Service (VTYS), that underpin the organisation’s strategy and decision-making process. The
Directors’ report lists those responsible for making decisions and includes a report from the Senior
Information Risk Owner (SIRO). Risk management and the significant risks and issues form a key part
of the Accounting Officer's governance statement.

Corporate governance report

The Directors’ report
VTS Chair — Harry Rich

VTS Chief Executive & Chief Operating Officer and Accounting Officer — Antonio Masella
In 2023-24 the Board comprised:

B Neil Buckley (term of office expired 30 November 2023)

B Stephen Chappell

B Kevin Everett (reappointed to 31 August 2025)

B Gary Garland (Valuation Tribunal for England (VTE) President, ex-officio Member)
B Alison Griffiths

B Suzanne McCarthy (Deputy Chair) (Interim Chair 10 May 2024, term of office extended to
31 December 2024)

B Lola Moses (term of office expired 7 February 2024)
B Harry Rich (Chair — term of office expired 9 May 2024)

A register of Board Members' interests is maintained, reviewed annually and is available for
inspection; a summary appears on our website at: https://valuationtribunal.gov.uk/about-vts/vts-
board-management-and-team/register-of-interests/

Data security and information risk

Data handling and information security meetings take place quarterly, chaired by the Board's SIRO
and attended by all VTS Information Asset Owners (IAO) and the Data Protection Officer (DPO).
This provides a forum for promoting compliance with information risk policy and process, promotes
discussion on information risk issues and effective management across all VTS operational and head
office functions.

Cyber security continues to be a primary focus for us during this financial year. We conducted
an awareness campaign for our staff and Board on how to report cyber incidents, spot phishing
attempts and reminding them to create strong passwords. In addition, given that we share our IT


https://valuationtribunal.gov.uk/about-vts/vts-board-management-and-team/register-of-interests/
https://valuationtribunal.gov.uk/about-vts/vts-board-management-and-team/register-of-interests/
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platform, MHCLG have been testing awareness of cyber fraud by launching phishing email tests as
part of an internal anti-phishing education campaign.

We continue to be proactive in raising awareness and providing guidance to staff on data security
and information risk. We have mandatory online training modules in cyber security, data protection
and fraud prevention for all staff to complete.

All security and information risks have been recorded in our risk register and evaluated, with
proportionate controls and mitigations in place. Any non-compliance with guidelines or instructions
has been captured in the Data Protection and Information Security Events and Actions log. Where
necessary, controls are strengthened to prevent reoccurrence.

With effect from 3 June 2024, the role of Board SIRO has transferred from Lee Anderson, Director
of Operations & Development, to Keung Wong, Finance Director.

Statement of Accounting Officer’s responsibilities

Under the Local Government Act 2003, Schedule 4, the VTS is required to prepare for each financial
year a statement of accounts giving a true and fair view of the state of affairs and the use of funds
delegated to the VTS (see Accounts Direction 90). The accounts are prepared on an accruals basis
and must give a true and fair view of the state of affairs.

In preparing the accounts, the Accounting Officer is required to comply with the requirements of the
Government Financial Reporting Manual (FreM) and in particular to:

B observe the Accounts Direction issued by the Secretary of State, including the relevant accounting
and disclosure requirements, and apply suitable accounting policies on a consistent basis

B make judgements and estimates on a reasonable basis

B state whether applicable accounting standards as set out in the FReM have been followed, and
disclose and explain any material departures in the accounts

B prepare the accounts on a going concern basis and

B confirm that the Annual Report and Accounts as a whole is fair; balanced and understandable and
take personal responsibility for the Annual Report and Accounts and the judgements required for
determining that it is fair, balanced and understandable

The VTS Chief Executive is also the appointed Accounting Officer. Funding is delegated to the VTS
Accounting Officer by the Principal Accounting Officer of Ministry of Housing, Communities & Local
Government (MHCLG). The responsibilities of the Accounting Officer include responsibilities for
the propriety and regularity of the public finances for which the Accounting Officer is answerable,
for keeping proper records and for safeguarding VTS assets, as set out in Managing Public Money
published by HM Treasury.
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As the Accounting Officer, | have taken all the necessary steps to make myself aware of any relevant
audit information and to establish that VTS auditors are aware of that information. So far as | am
aware, there is no relevant audit information of which auditors are not aware.

| confirm that the Annual Report and Accounts as a whole is fair; balanced and understandable
and that | take responsibility for the Annual Report and Accounts and the judgements required for
determining that it is fair, balanced and understandable.

The accounts are prepared on an accruals basis and must give a true and fair view of the state of
affairs of VTS and of its income and expenditure, Statement of Financial Position and cash flows for
the financial year.

Governance statement

The purpose of my governance statement is to provide a clear and honest review of the financial
year, highlighting risks and issues, providing assurance, and to demonstrate to our sponsor and users
of our service how |, as Chief Executive & Chief Operating Officer and Accounting Officer for the
VTS, have discharged my responsibilities in managing and controlling the resources under my remit.
| am fully responsible for the day-to-day management of the VTS, and for having in place effective
systems of governance, risk management and internal control. | share responsibility with the Board
for complying with the Framework Agreement agreed with MHCLG, our sponsor. This sets out
our relationship and how the VTS and MHCLG intend to operate and, in particular, ways in which
the VTS provide the necessary assurances on the adequacy, effectiveness, efficiency, control and
governance of our systems and processes. This governance statement reflects and reports this
assurance.

In light of all the assurances provided to me across the organisation, | am able to conclude that the
VTS is operating effectively and that there are no significant issues or weaknesses.

Governance framework, Board structure, attendance and coverage

Established under the Local Government Act 2003 and created on | April 2004, the VTS provides
or arranges for the provision of the services required for the general discharge of the VTE's functions
and gives general advice about procedure relating to proceedings before the tribunal. The Act
requires the VTS to do anything which it considers is “calculated to facilitate the carrying out of its
functions” and that it shall carry out its functions “in the manner it considers is best calculated to secure
the VTE's efficient and independent operation”. In providing this support, the VTS must ensure that
public money is safeguarded, properly accounted for and used economically, efficiently and effectively
at all times. The VTS is assisted in this aim by the Finance Director.

Under its governing legislation the VTS has a non-executive Board, the majority of whom must be
Senior Members (serving chairmen) of the VTE. This majority is currently made up of three VTE
Senior Members and the VTE President, who is an ex-officio Member of the Board. The Chair and
Members of the Board (other than the VTE President) are appointed by the Secretary of State for
MHCLG, in accordance with the Code of Practice of the Commissioner for Public Appointments.
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The recruitment process for Board Members falls under the remit of the Office of the Commissioner
for Public Appointments (OCPA). On 7/ February 2024, Lola Moses retired from the Board as a

VTE Senior Member following her appointment by the Lord Chancellor as a Vice-President of the
Valuation Tribunal for England. On 9 May, Harry Rich retired as Chair of the Board. The following
Board Members were reappointed to a further term of office:

B Suzanne McCarthy (Deputy Chair) was reappointed for a further term expiring 31 December
2024. Following the vacancy created by the retirement of Harry Rich, Suzanne McCarthy took up
the role of Interim Chair on 10 May 2024.

B Kevin Everett was reappointed for a year from | September 2024 to 31 August 2025.
The term of appointments for all Board Members are set out in Table 4 below.

The Framework Document, agreed in December 2018, governs the relationship between the VTS
and our sponsoring Department. MHCLG schedule a number of Accounting Officer meetings during
the year, usually quarterly, where financial progress against allocated budgets, issues impacting on
service delivery, the risk register, key performance indicators (KPls) and achievement of objectives
against our Business Plan are reviewed and discussed. Our sponsoring team receives all Board
minutes and papers and has a standing invitation to attend all Audit & Risk Assurance Committee
(ARAC) and Board meetings scheduled as observers.

Our relationship with our sponsoring team continues to be one of mutual respect and is one that
acknowledges the various pressures and risks faced by our respective organisations, recognising the
impact any may have on ministerial and government priorities and the achievement of our aims and
objectives as a statutory body.

The Board is collectively responsible for setting out the strategic direction of the organisation and
monitoring delivery against its approved Business Plan. My Chief Executive’'s Report, together with
other papers prepared for each Board meeting, provides information and updates on key activities
and outcomes and is an important source of information and assurance. | attend all meetings of the
Board, except for those Part 2 meetings when matters of my employment are considered.

The separate statutory positions of the VTS and the VTE are set out by legislation, but our working
relationship is set out in a protocol document and forms the basis of our relationship and our
respective governance arrangements. The VTE President and | collaborate in the consideration of
judicial and administrative matters and this assists in providing a single focus and direction for the two
separate organisations.

Board performance, assessment and effectiveness

The Board met formally on five occasions during the year.

Board agendas are structured to differentiate between reports for information and those for
decision. The Board receives prompt, regular and meaningful management information on costs,
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efficiency, quality and performance to track progress and value for money. This information is of

a quality that enables the Board to determine whether the VTS is on track to meet its strategic
objectives and is acting within its risk appetite. Standing items include reviews of the management
accounts, strategic risk register and reports from the Chair, the VTE President, the Chairs of the
various Board Committees and myself. The Board receives quarterly reports on performance against
objectives, KPls and workload data.

During the year, the Board also discussed:

B May 2023: VTS draft budget 2023-24 (revised); Business Plan achievements 2022-23; Business Plan
2023-24; H&S Statement 2022-23; Stakeholder Engagement Strategy; Data Protection & Security
Annual Report; Code of Conduct; User survey 2022-23; Working arrangements post pandemic

B July 2023: Business Plan achievements to Quarter |; VTS budget 2023-24 (revised); Business Plan
KPIs; Incident Response & Business Continuity Plan

B September 2023: Approval of Business Plan; VTS budget 2023-24 (revised); Staff survey;
Assurance Map

B November 2023: Business Plan achievements to Quarter 2; Annual Report & Accounts 2022-23;
VTE Member engagement; Stakeholder management; Future Options discussion paper

B January 2024: Business Plan achievements to Quarter 3; Business Plan Priorities 2024-25; VTS draft
budget 2024-25; Annual Report & Accounts 2022-23; Standing Financial Instructions; VTE Member
engagement
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Board Members’ dates of expiry of appointment, Committee membership and attendance =1
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meetings Committee Finance Service 3
(5 Board (ARACQ) Committee Committee >
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M Chair

B Member — Where a number is shown in brackets, this indicates the maximum number of meetings the member could have
attended during their period of appointment.

37




ACCOUNTABILITY REPORT

Chart 4
Our Corporate Governance Structure

CHAIRMAN

ACCOUNTING
OFFICER

DATA aNDLING
& INFORMATION
SEcuRiTYy GrROV®

Three committees support the Board in the effective governance of the VTS:

The Audit & Risk Assurance Committee (ARAC) provides the Board with an independent
view of the assurance framework, overseeing the risk management strategy through scrutiny of

the various risk registers to ensure that processes in place are effective and robust. | attend the
Committee’s meetings to provide an update to the strategic risk register and present various reports.
The Finance Director and Director of Operations & Development also attend. The Committee met
five times during the year: It comprised four Members of the Board, one of whom is appointed by the
Board as the Committee Chair, and an independent member.
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External and Internal Auditors also attend meetings and representatives from our sponsoring team
have an open invitation to attend meetings. At the end of every meeting, the Committee has a
private session with the auditors, without staff. The Chair has confirmed to me that no matters of
concern were raised at these meetings.

Our audited 2022-23 statutory accounts were laid before Parliament on 30 January 2024, with a
clean audit opinion.

In addition to recommending to the Board the adoption of the 2022-23 year end financial statements
and the audit completion report, this Committee has reviewed and approved revised policies on
Risk Management, Procurement, Data Handling, Whistleblowing and Fraud. It also reviewed the

VTS Assurance Map and considered all internal audit reports and monitored progress against
management responses to action plans for the various recommendations. Risks relating to the
recruitment and engagement of VTE Members were matters the Committee focussed on over the
year. The Committee also reviewed its terms of reference.

The Finance Committee monitors the financial aspects of the VTS and supports me, as the
Accounting Officer, and provides assurance to the Board on financial planning and management. In
addition to reports on the management accounts and finance risks, the Committee also discussed
the draft budget for 2024-25. Until 30 November 2023, this Committee, comprised of three Board
Members. Since November this has comprised of two Board members. This Committee has met
twice during the year under review. The Finance Director attends these meetings with me.

During the year the Finance Committee reviewed its terms of reference on 22 March 2024.

The Remuneration & Terms of Service Committee determines policy on executive
remuneration and terms and conditions of service. This Committee of four Board Members exercises
oversight on matters relating to my performance and pay. During 2023-24 the Committee met

twice and recommended to the Board and the sponsoring Department the level of performance
considered appropriate for the Chief Executive.

There are three management committees that have provided me with additional support
during the year:

B Executive Management Team (EMT) — This group is made up of the Directors and myself.
Its role is to assist and share in my decision-making by providing accurate information, to advise
in the delivery of the VTS's aims and to provide strategic direction to staff. The EMT met on ||
occasions during the year.

B Senior Operational Management Team (SOMT) — This management group comprises the
Director of Operations & Development (as Chair), Registrar & Chief Clerk, Planning Manager and
the Performance Manager, and is responsible for reviewing operational activity and for improving
business processes to enhance service provision. | attend these meetings as appropriate. The
SOMT met on eight occasions during the year
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B Valuation Tribunal Interface Group (VIG) — This forum comprises the Director of
Operations & Development, myself, the President of the VTE and the Registrar & Chief Clerk to
provide a more focussed interface between the operational and judicial aspects of the Service.
This forum also informs the VTE Risk Register. | chair these quarterly meetings as Chief Executive.

For the purpose of ensuring that any business-related process changes identified by VTS staff and/or
the VTE President may be discussed, costed, evaluated and benefits analysed prior to implementation
through projects, a Change Approvals Board (CAB) is in place. The CAB comprises the Director
of Operations & Development (as Chair), the Business Engagement Lead, the Business Development
Analyst, the Business Development Officer and Finance Director. | also attend any meetings where
my engagement may be of assistance, or | require more detailed information to make an assessment.

On my behalf, the Finance Director prepares and submits an annual budget to the Board for approval
prior to the start of the new financial year. Financial performance against budget is monitored at
every Board meeting. The Finance Director is also responsible for the detailed finance protocols,
procedures, guidance and training to budget holders and other staff, and is responsible for maintaining
and reviewing a contracts register. The VTS's budget is devolved to individual budget holders under
written and signed delegated authority.

Corporate governance compliance

The Board observes Corporate governance in central government departments: Code of good practice
and its principles insofar as they are relevant to a small non-departmental public body (NDPB).
There are no material departures. It complies with the Code’s requirements for the Board, though
the Board's particular composition is set out in the Local Government Act 2003, and the VTS Board
does not have a nominations and governance committee because of its size. It directs the business

of the VTS in as effective and efficient way as possible with a view to the long-term health and
success of the VTS and VTE. Board Members are aware that they should not stray into the executive
management of the VTS.

The Board supports the Accounting Officer in the discharge of obligations set out in Managing Public
Money and its Standing Orders and Scheme of Delegations show those matters reserved for Board
decision. The Board acts corporately and objectively when discharging its responsibilities, and Board
Members act in the public interest in keeping with the Nolan principles of public life. [ts meetings are
recorded, and summary minutes are published on the VTS website. At the beginning of every Board
and Committee meeting, members are asked to declare any potential conflicts of interest, which are
then noted in the minutes along with any action necessary to address them. An annual declaration of
Board Members' interests is required and made available for inspection.

The Board reviews its corporate governance framework annually to ensure it remains robust. It
includes the Standing Orders and Scheme of Delegations, Standing Financial Instructions, the Board
Code of Conduct and its Ways of Working.
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Board Members, with the exception of the VTE President, are appraised annually by the Chair; who
is appraised by the sponsoring Department. These appraisals assess individual performance, which in
turn translate into the collective effectiveness of the Board.

Risk management and risk profile

We maintain a culture where risk management is not just a process but is integral to the decisions
we make. Risks are identified in a variety of ways, including the continuous review of operations

and the evaluation of new challenges and opportunities. All reports to the Board include a section
on risk implications. The Risk Management Policy, which is published on our intranet, sets out the
key features of risk management and provides guidance for staff on their role in the process. | am
responsible to the Board for ensuring that risks are managed effectively. There are a number of more
detailed operational risk registers underpinning the strategic risk register. Each risk register owner
takes responsibility for their own area of operation and reports on the processes of risk assessment,
management actions to mitigate risk and highlights the possibility of risk failure. The registers clearly
identify risk owners and mitigating strategies ensuring risk owners respond quickly. Risk registers are
submitted to me quarterly. | carry out my assessment of the overarching strategic risk register with
the EMT at each of its meetings.

The review of the strategic risk register is a standing agenda item at Board and ARAC meetings, with
the ARAC maintaining an overview of risk management. The Committee receives presentations in
respect of other departmental risk registers as an assurance that the risk management process is
universal throughout the VTS.

We use an assurance map alongside the register that identifies whether we have controls in place at
the appropriate level (operational management; governance and oversight; independent/external) to
monitor and mitigate risks. This is reviewed by ARAC and the Board quarterly.

The Director of Operations & Development was the Senior Information Risk Owner (SIRO) until 3
June 2024. This role is now being filled by the Finance Director. The SIRO apprises me of any matters
which may affect information assurance and data security. The SIRO provides me with an assurance
statement, which is drawn from similar assurances confirmed by each IAO. Whilst much of the data
the VTS produces and manages is in the public domain, the VTS operates within the demands of the
Cabinet Office’s security policy framework and the requirements of the data protection legislation,
as well as respecting the public access rights in the Freedom of Information Act. No incidents were
escalated to the ICO during the year by the VTS. We have annual mandatory online awareness
training on data protection for all staff.

The VTS Data Protection Officer (DPO) provides a focus in ensuring staff understand their
responsibilities and that the VTS is compliant with the 2018 legislation and any new regulations and
guidance issued.
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As Accounting Officer, | also receive an annual assurance statement from the Finance Director
providing assurance to me over the effectiveness of finance systems and adherence to procedure to
identify and report fraud.

Two incidents of data security were reported to me.

The first incident was reported to the SIRO on 19 February 2024. This involved, during June and July
2023, a third party setting up two fraudulent accounts under the VTS's name and issuing invoices
totalling approximately £8,000. As the receipt of invoice was considered an unusual approach (BT
invoices are normally posted on a portal), the Finance Team were able to review and interrogate the
invoices and stop any payments from being made. BT and Action Fraud have been notified and are
investigating this incident.

The second incident was reported on |/ June 2024, which highlighted that a VTE Member was able
to inadvertently view all appeals information rather than only the evidence relating to the appeals
they were assigned to hear. As soon as this was highlighted, our IT partner was able to control the
permissions more tightly for all VTE Members to allow limited access to necessary information only.

The VTS has a Whistleblowing Policy and | have not been notified of any whistleblowing incidents,
nor have | been made aware of any such reports being raised in 2023-24.

Sources of assurance

Throughout the year | also gain assurance regarding the performance of the VTS through a number
of other sources:

Internal Audit: TIAA is the Internal Audit provider appointed from | April 2023. The Head of
Internal Audit provides me with assurance on the systems of internal control. All audit reports are
reviewed at the ARAC meetings to ensure appropriate challenge. All agreed audit recommendations

are logged and progress against implementation is monitored and reported at every EMT and
ARAC meeting.

During the vear, Internal Audit conducted audit work totalling 30 planned days based on the 2023-
24 plan. ARAC received a total of three reports: Performance Monitoring (Substantial Assurance),
Recruitment (Substantial Assurance) and ICT Follow-on (Reasonable Assurance) which produced
five recommendations and five Operational Effectiveness Matters (OEMs) which have all been
implemented. The overall audit opinion for the year was reasonable assurance.

Working with the Board: | maintain a very transparent style of working. | ensure the Board
remains up to speed on any significant issues and developments. Board meetings are structured so
that members are able to provide appropriate challenge as well as support.
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Accounting Officer meetings: | meet with both the Finance and Policy teams with MHCLG

at quarterly meetings and this provides opportunities to discuss a variety of matters, including a
review of the strategic risk register and performance against KPls, as well as carrying out ‘deep

dives' in a number of areas. For each meeting | provide the risk register, management accounts

and performance reporting to assist our discussions. In 2023-24 we met on three separate occasions
with our sponsors.

Executive Management Team (EMT): The EMT is presented with performance reports
at each meeting and considers the risk implications of all proposals that are brought before it. |
encourage and expect members of the EMT to keep lead staff briefed on significant issues and
developments, and to seek feedback.

Data Handling & Information Security Group: This Group, under the chairmanship of the
SIRO, maintains an overview of data and security matters, compliance with statutory requirements
and risks across our information assets, projects and communications.

Personal assurance: | gain personal assurance by speaking informally and directly with front-line
staff, enabling me to keep in touch with operational delivery.

Significant risks and issues
VTE Members

The most significant risk continues to be the engagement of VTE Members as they are critical to our
hearing programme and the clearance of appeals. As part of terms of their appointment, VTE Senior
Members are required to commit a minimum of |5 days per annum and VTE Members |2 days per
annum. In reality, business and personal commitments interfere with this requirement, which leads to
cancellation of hearings where the requirements of a tribunal hearing panel are not met.

In September 2023, we appointed to a new role a Membership Engagement Lead to provide a
dedicated focus in addressing the engagement levels experienced and to better understand the
work/life balance challenges that impact time commitment from our appointed members.

The expectations envisaged in last year's annual report are now beginning to materialise. With

the closure of the 2017 Rating List, and due to the regulatory timeframe, we are beginning to see
increased levels of activity on appeal receipts with 295 received in May 2024 and 622 received in
June. The expectation is that over the next months we will see further high numbers being received
as the full impact of VOA decisions regarding challenges versus appeals becomes evident. How
quickly we can list these appeals is naturally impacted by member engagement.

SIUNOJDY pue 3J40day [BNUUY 3JIAJSS [BUNqId] UOIEBN[BA Y|

43



44

ACCOUNTABILITY REPORT

Remuneration and staff report

Remuneration

Board Members’ emoluments and expenses

Board Members are appointed by the Secretary of State and receive an annual fee based on the
fixed number of days in attendance at Board and other Board-approved meetings. All member posts
are non-executive, and all members' emoluments are non-pensionable.

The VTE President is an ex-officio Member of the Board and is in receipt of a salary for up to three
days per week but is not an employee of the VTS.

Chair’s term of office
Harry Rich retired on 9 May