
Summary
The current CSG contract, under clause 10.3, allows for a fundamental review in year three 
of the contract. The contract commenced on 1 September 2013 and the contract states that 
the review should take place within 40 days of 1 September 2016. The review is designed 
to give both parties an opportunity to review performance; consider what is going well and 
areas for improvement; in the context of the changing needs and priorities of the council.

This paper brings forward recommendations on conducting this review, key stakeholders to 
engage and key areas to focus on.

Recommendations 
That the Performance and Contract Management Committee agree to:

1. Undertake the fundamental review of the Customer and Support Group 
contract; 
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2. Create and appoint to a working group of the Committee for the purpose of 
conducting the review (as set out in section 1.5.3 of this report) and reporting 
its findings to the main Committee on conclusion; and

3. Endorse the proposed timetable of the review as set out in section 1.5.5 of this 
report. 

1. WHY THIS REPORT IS NEEDED 

1.1 Executive Summary
1.1.1 The CSG contract commenced on the 1 September 2013 and allows for a 

fundamental review at the end of year 3. The contract states that the review 
should take place within 40 business days of 1 September 2016. 

1.1.2 The review is designed to give both parties an opportunity to consider what is 
working well, areas for improvement and to consider the changing needs and 
priorities of the council.

1.1.3 Clause 10.3 of the contract states:
Within forty (40) Business Days of the 3rd anniversary of the Service Transfer 
Date, the Authority shall conduct a full review of the Services and the 
performance of the Service Provider in fulfilling its obligations under this 
Agreement in order to identify any improvements or savings the Authority may 
wish to implement in respect of the Services (Year 3 Outcome Review).

1.1.4 This report sets out the process that is proposed to be followed in order to 
undertake the review.

1.2 Context
1.2.1 The CSG contract has seen significant successes and resulted in savings and 

changes in the way services are delivered in Barnet. At a headline level the 
partnership is still on track to deliver £126m of savings over the length of the 
contract through a combination of reduction in expenditure on core services, 
procurement savings across the council, reduction in single person discount 
and an increase in council tax collection.

1.2.2 Services within the scope of the CSG contract have fundamentally changed; 
with new systems in finance, HR, estates and customer services and for 
some, services delivered outside of Barnet. With the exception of HR Core, 
these changes have been implemented well with new systems being 
implemented successfully and the impact on service delivery managed well. 
The management of this level of change in such a short period of time has 
been a considerable achievement.

1.2.3 The contract started in September 2013 with an interim arrangement in 2012. 
The procurement process started in 2010 and the environment in which the 
contract is operating is very different to that of June 2011 when the OJEU 
Notice was published. Some of the changes that need to be considered are:

 The Council has a new corporate plan; 
 The context within which local government operates nationally 

continues to evolve with further reductions in grant funding 



alongside a long term shift towards business rates replacing central 
government grant funding; 

 The relationship with residents continues to shift, with greater 
expectations on services; and 

 Continued demand pressure on services due to changing 
demographics, leading to an ever greater imperative for Councils to 
reduce demand on services. 

 
1.2.4 The factors mentioned above provide the context against which the 

fundamental service review needs to operate. The challenges of local 
government are continuing and the on-going success of the partnership with 
Capita is integral to the delivery of Barnet’s corporate plan, and is also key in 
enabling Capita to continue to build its presence in the local government 
sector.

1.2.5 The current performance of the contract is being presented to Performance 
and Contract Management Committee alongside this report in a separate 
report.

1.3 Strategic Direction of the Partnership
1.3.1 The Spending Review and Autumn Statement 2015 makes it clear that, for 

Local Government, there will continue to be significant pressure on resources. 
The council’s strategy in meeting this challenge is as follows:

 Capital investment in infrastructure to ensure that Barnet remains a 
place where people want to live and work;

 Maximising the revenues we generate locally through growth and 
investment, including a focus on employment and skills as well as 
housing and regeneration;

 Transforming the way we design and deliver services;
 Promoting community participation and resilience;
 Managing demand for services.

1.3.2 The strategic partnership with Capita in providing services though the CSG 
contract are integral in allowing the council to achieving the priorities identified 
in the corporate plan over the next five years. The most important of these 
are:

Customer Transformation and Demand Management
1.3.3 Most public sector bodies have struggled to keep up with developments in the 

banking and retail sectors in respect of digital engagement with customers. 
This provides a huge opportunity for the council to reduce both face to face 
and telephone contact and reduce costs across the CSG contract and retailed 
council services, while at the same time driving up satisfaction.

1.3.4 CSG customer and first contact services can help facilitate demand 
management across the council by better signposting and getting things right 
the first time. Supplying insight will be crucial in aiding services to target 
service users earlier and to enable the council to better focus its preventative 
activities. More broadly, the CSG finance service needs to work in a more 
integrated way across the council, customer services and insight to better 
model how effective demand management strategies are. The CSG IT service 



will be crucial in driving these changes but their technical and project capacity 
will need to be further expanded. 

1.3.5 Whilst some progress has been made on customer services improvement, 
there is more to be done, and customers and customer satisfaction has to 
continue to be at the centre of the strategic direction of the partnership over 
the coming years. 

Housing Development and Strategic Estates Management
1.3.6 Housing and development is a key priority across London given the shortage 

in supply of affordable housing in the capital, and this priority is relevant to 
Barnet as well. Increasing the supply of housing in Barnet also increases the 
council tax base and provides opportunities for business growth. Achievement 
of this increase in council tax base and businesses has been factored into the 
council’s medium term financial strategy and allows the council to reduce its 
savings target to other services by just over £10m over the four years to 2020 
in order to close the budget gap.

1.3.7 While development is included within the Re contract, enabling work in 
bringing sites forward, valuation of those sites, rationalising the estate through 
the strategic asset management plan and working with partners (particularly 
the NHS and DWP) to identify new sites is undertaken by the estates team in 
CSG.

1.3.8 It will be crucial that the estates team have the capacity and quality to focus 
on this agenda over the coming years. This also needs to be a focus of the 
partnership over the coming years.

Business Rates
1.3.9 As the council will see the revenue support grant phase out as a main 

component of its funding, it will have a greater reliance on the council tax and 
business rates collected. The Spending Review and Autumn Statement 2015 
announced changes to business rates retention that would see Local 
Government retain 100% of business rates collected by 2020. 

1.3.10 Although the details of how this will be baselined or how the system will work 
have not been outlined and it is not yet clear whether there will be a cap on 
retained business rates or whether a degree of redistribution across the 
system will occur, it will be crucial for the CSG revenues and benefits team to 
start modelling the impact of this on the council, using its links with other 
authorities to gain insight and having a greater focus on businesses and 
business rates. 

1.4 Operational Considerations
1.4.1 At a more tactical level there are a number of other elements that the 

fundamental contract review will need to consider. These are:

1.4.2 The current Key Performance Indicator (KPI) regime: the majority of KPIs 
have been delivered since contract commencement and service quality has 
generally been good. However, it is important to check whether the current 
KPIs are the right ones, or whether some may need replacing.



1.4.3 The quality of the service being provided: qualitative elements of the service 
are harder to measure through KPIs so will be important to ensure a service 
by service discussion with relevant Delivery Unit representatives and council 
leads in undertaken. The review needs to ensure that the right level of quality 
is being delivered and that scope and roles and responsibilities are clear.

1.4.4 Financial objectives: The CSG contract helped reduce the cost of the 
services within the scope of the contract, however the contract needs to 
continue to enable savings to be delivered across the council as well. Along 
with procurement savings included in the CSG contract, there is £500k 
earmarked in the medium financial strategy linked to the delivery of the 
customer access strategy. Further savings will need to be achieved through 
the CSG contract to enable the council to balance the budget to 2020.

1.4.5 Project and programme capability: the council has a large and ambitious 
set of programmes to deliver over the coming years. The CSG programmes 
team has delivered some high quality projects, however CSG need to ensure 
all projects are delivered within this framework and to this standard.

1.4.6 Flexibility and change: As further alternative delivery models (ADM) 
continue to come on stream, the contract with CSG needs to be reviewed to 
ensure that it is flexible to deal with these changes. Where these ADMs buy 
back services from CSG, this is more straight-forward, however, where this 
isn’t the case, it will require the council to review the scope of the output 
specification. 

1.4.7 Through the course of the review there may be other operational and tactical 
areas that are identified for consideration. These will be included as part of 
the findings.

1.5 Timetable and engagement
1.5.1 It is proposed that the process will run like a ‘dialogue’ process that conducts 

a series of discussions between CSG and the council which will result in a 
revised set of proposals which will then be presented to Performance and 
Contract Management Committee in order to change the existing contract.

1.5.2 There will need to be wide engagement as part of this process with the 
various stakeholders, indicated below:

 Members: will be engaged as a working group of the 
Performance and Contract Management Committee;

 Council staff: all staff will be engaged through the annual 
satisfaction survey, senior management and super users of 
services in delivery units will be further engaged through 
discussions and workshops to identify concerns and solutions 
and the council’s senior responsible officers for each of the 
services will be involved in the review;

 Views of residents, partner organisations and wider 
stakeholders will also need to be considered.



1.5.3 Member involvement will be an important element of the review process. 
Performance and Contract Monitoring Committee is asked to nominate a 
politically representative working group of between three to five members. It is 
proposed that this working group would then agree and finalise the work plan 
in order to conduct the review.

1.5.4 The working groups work plan will focus on how the strategic partnership with 
CSG can be refined to align with the Corporate Plan and MTFS to 2020. The 
working group should also consider the themes set out in section 1.3, with 
sessions to focus on: Customer Transformation and Demand Management; 
Housing Supply and Strategic Estates Management; and Business Rates. 
The focus should also be on performance and quality and financial savings 
and ensuring the contract meets the needs of the council and key partners 
over coming years.

1.5.4 An overarching timetable for conducting the review is set out below:

Month Activity
November 2015 Initial preparation (timetable, process)

December 2015 Discussions with SROs, CSG management team on 
issues and scope of fundamental review. 
Consultation and engagement commences more widely

January 2016 Report to Performance and Contract Management 
Committee agreeing format and timetable of review

February 2016 Dialogue 1 between LBB and CSG

March 2016 Draft 1 of contract changes

April 2016 Dialogue 2 between LBB and CSG

May 2016 Final changes and amendments

June 2016 Sign off 

2 REASONS FOR RECOMMENDATIONS 

2.1 A key element of effective financial management is to plan ahead to ensure 
the council is well placed to meet future challenges. The recommendations in 
relation to conducting the CSG contract fundamental review will ensure it 
continues to deliver savings and is aligned to the council’s future strategic 
objectives. 

3 ALTERNATIVE OPTIONS CONSIDERED AND NOT RECOMMENDED



3.1 None.

4 POST DECISION IMPLEMENTATION

4.1 Following approval of these recommendations, work will commence to follow 
the timetable as set out in para 1.5.3. The outcome of this review will be 
brought back to this committee for agreement in order to change the current 
CSG contract.

5 IMPLICATIONS OF DECISION 

5.1 Corporate Priorities and Performance
5.1.1 The council’s corporate plan for 2015-20 sets the vision and strategy for the 

next five years based on the core principles of fairness, responsibility and 
opportunity, to make sure Barnet is a place: 

 Of opportunity, where people can further their quality of life;
 Where people are helped to help themselves, recognising that 

prevention is better than cure;
 Where responsibility is shared, fairly;
 Where services are delivered efficiently to get value for money for the 

taxpayer.

5.2 Resources (Finance & Value for Money, Procurement, Staffing, IT, 
Property, Sustainability)

5.2.1 The CSG contract, including managed budgets, has a value of £365m over 
the life of the contract.  

5.3 Social Value
5.3.1 The Public Services (Social Value) Act 2013 requires people who commission 

public services to think about how they can also secure wider social, 
economic and environmental benefits.  Before commencing a procurement 
process, commissioners should think about whether the services they are 
going to buy, or the way they are going to buy them, could secure these 
benefits for their area or stakeholders.  

5.3.2 The potential to achieve social value will be addressed in the review process.

5.4 Legal and Constitutional References
5.4.1 The Council’s Constitution, in Part 15 Annex A, Responsibility for Functions, 

states the functions of the Performance and Contract Management Committee 
include (amongst other responsibilities):

a) Overall responsibility for quarterly budget monitoring, including 
monitoring trading position and financial strategy of Council Delivery 
Units.

b) Monitoring of Performance against targets by Delivery Units and 
Support Groups including Customer Support Group; Re; the Barnet 
Group (Including Barnet Homes and Your Choice Barnet); HB Public 
Law; NSL (Parking Contractor); Adults and Communities; Family 
Services; Education and Skills; Streetscene; Public Health; 
Commissioning Group; and Assurance.

c) Receive and Scrutinise contract variations and change requests in 



respect of external delivery units.
d) To make recommendations to Policy and Resources and Theme 

Committees on relevant policy and commissioning implications arising 
from the scrutiny of performance of Delivery Units and External 
Providers.

e) Specific responsibility for the following function within the Council:
a. Risk Management
b. Treasury Management Performance

f) Note the Annual Report of the Barnet Group Ltd.

5.4.2 Regulation 72 (1) of the Public Contracts Regulations 2015 says that 
“Contracts…may be modified without a new procurement procedure… in any 
of the following cases:

(a) Where the modifications, irrespective of their monetary value, have been 
provided for in the initial procurement documents in clear, precise and 
unequivocal review clauses, which may include price revision clauses or 
options, provided that such clauses
(i) State the scope and nature of possible modifications or options as 

well as the conditions under which they may be used, and
(ii) Do not provide for modifications or options that would alter the 

overall nature of the contract…’

5.4.3 Clause 10.3 of the CSG contract expressly provides for this year 3 outcome 
review and expressly allows for modification to the contract resulting from that 
review. Therefore, any agreed changes to the contract will not breach the 
Public Contract Regulations 2015 as long as the changes do not alter the 
overall nature of the contract.

5.4.4 The contract changes agreed will need to be documented in a Deed of 
Variation or similar legal form to ensure that they are legally binding on both 
parties.

5.5 Risk Management
5.5.1 The council has taken steps to improve its risk management processes by 

integrating the management of financial and other risks facing the 
organisation. 

5.5.2 The council’s future savings proposals as set out in its Business Planning 
report require a fundamental change in the way the council’s services are 
delivered. Ensuring the contract with CSG remains aligned to the priorities of 
the council will ensure key services like Human Resources continue to 
support staff in the organisation. Otherwise there is a risk that the contract 
becomes inflexible to the needs of the organisation. 

5.6 Equalities and Diversity 
5.6.1 The Equality Act 2010 requires organisations exercising public functions to  

demonstrate that due regard has been paid to equalities in:
 Elimination of unlawful discrimination, harassment and victimisation and 

other conduct prohibited by the Equality Act 2010.
 Advancement of equality of opportunity between people from different 

groups. 



 Fostering of good relations between people from different groups. 

5.6.2 The Equality Act 2010 identifies the following protected characteristics: age; 
disability; gender reassignment; marriage and civil partnership, pregnancy and 
maternity; race; religion or belief; sex and sexual orientation. 

5.6.3 In order to assist in meeting the duty the Council will: 
 Try to understand the diversity of our customers to improve our services.
 Consider the impact of our decisions on different groups to ensure they 

are fair.
 Mainstream equalities into business and financial planning and integrating 

equalities into everything we do.
 Learn more about Barnet’s diverse communities by engaging with them.

This is also what we expect of our partners.

5.6.4 This is set out in the Council’s Equalities Policy together with our strategic 
Equalities Objective - as set out in the Corporate Plan - that citizens will be 
treated equally with understanding and respect; have equal opportunities and 
receive quality services provided to best value principles.

5.7 Consultation and Engagement
5.7.1 Engagement will take place as set out in paragraph 1.5.2 of this report.

5.8 Insight
5.8.1 The use of benchmarking data, where relevant and available, will be used to 

conduct the review.

6 BACKGROUND PAPERS

6.1 Approval of NSCSO full business case: 
http://barnet.moderngov.co.uk/documents/s6649/NSCSO.pdf
 

 

http://barnet.moderngov.co.uk/documents/s6649/NSCSO.pdf

