
MEETING

CUSTOMER AND SUPPORT GROUP CONTRACT REVIEW MEMBER WORKING GROUP

DATE AND TIME

MONDAY 25TH JULY, 2016

AT 7.00 PM

VENUE

HENDON TOWN HALL, THE BURROUGHS, LONDON NW4 4BQ

Dear Councillors,

Please find enclosed additional papers relating to the following items for the above mentioned 
meeting which were not available at the time of collation of the agenda.

Item No Title of Report Pages

1.  CONSIDERATION OF WRITTEN SUBMISSIONS 

The Working Group received an additional written submission at the meeting on 
25th July 2016 which is enclosed.
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Helen Sunderland  020 8359 3790  helen.sunderland@barnet.gov.uk
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Capita Contract Review 
25 July 2016 
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Commitments 
Performance 

Cost 
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Commitments 

• To what extent has anyone checked against the 324 contractual commitments 
made 

• T2-6 Agile workspace – yet we are still in building 4 which I thought was due to be 
handed back  T2-34 not met 

• T2-11 staff survey what were the results  

• T2-15 Access to Capita’s Learning & Development academy 

• T2-32 Leadership Panel who are they have they ever sat asked about them at the 
last meeting and you said the composition of the panel was being reviewed who 
has sat on it they don’t publish minutes who are they 

• T2 -39 Innovation partners 

• T2-64 Employee discount scheme 

• T3-8 Local Supply Chain Champion & T3-10 Opportunity matching for SME’s 

• T3-31 How many staff have achieved Institute of Customer Service  professional 
accreditation – Linked to £904k investment in transferring staff has that happened. 
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Commitments 

• T3-43 conflict between what that says and the contract variation published on 18 
July but relating to a DPR decision taken in October 2015 to: 

 The Council wish to procure through Capita a service provided by Inform CPI Ltd 
using their Analyse Local software to identify missing or undervalued NNDR 
properties and for forecasting the impact of rateable value (RV) appeals. The 
service provided by Inform CPI Ltd has been used on a London contract 
administered by Capita and has to date been successful in increasing the tax base 
and is a service that Capita can recommend. 

• T3-103 payroll accuracy problems still seem to be occurring 

• T3-105 absence and sickness failed in the data provided at the last PCM committee 
how often is it failing 

• T3-184 Reduction in gas electricity & water 

• I note that in a recent DPR 
http://barnet.moderngov.co.uk/documents/s33627/Monthly%20Table%20List%20
of%20Actions%20Taken%20Under%20Summary%20DPRs-%20June%202016.pdf 
one contract monitoring post has been converted to a quality in care advisor – 
authorised by James Mass. Given the complexity of the contract I cannot see how 
reducing the number of contract monitoring staff at this time makes any sense. 
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Telephony Performance 

• Telephony satisfaction targets are apparently  
being met  - question how it is measured 

• Telephony performance mixed picture 

• Virtual assistant skews results  

• Need to examine the detail  
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Who is getting short changed?  
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Other Performance 

• Links to audit committee  - example this week’s audit 
committee has a poor review for parking permit 
administration which is administered by Capita. 
There is a real concern that under performance is 
batted between the two committees and dealt with 
by neither. There is also a concern around the 
tracking of underperformance and what follow up 
measures are taken no just at the next meeting but 
over a longer period to identify trends. 
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Page 49  NSCSO Model Contract Final - October 2013 v24 

Cost 
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Contracted vs Spend to Date  
 

£millions 

Capita (CSG) 2013-14 2014-15 2015-16 Total 

Contracted 35.96 24.48 26.67 87.11 

Actual YTD 46.68 37.02 36.85 120.55 

Difference 10.72 12.54 10.18 33.44 

Special Projects, Gainshare & Contract Variations 
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Special Projects 

• Projects like the Sport and Physical Activity 
Review, Waste Depot Relocation and Libraries 
Strategy 

• Paid at consultancy rates 
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