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1. Ms Catherine Atkinson 
 
Can you please tell me how many members of the public, other than 
Councillors and Council Officers, have had access to scrutinise this? 
 
All members of the public are able to scrutinise all the decision papers sent to 
Council committees, either via the Council’s website 
(http://barnet.moderngov.co.uk/), or by attending a committee meeting in 
person.  
 
This is the fourth time that the NSCSO project has been subject to an 
Executive decision in the last two years, and the fourth time it has been 
considered by an Overview and Scrutiny Committee.  
 
The current papers for Cabinet on 6 December describe all the major 
financial, legal and technical features of the contract and Capita’s delivery 
proposals. The Council has a responsibility to ensure that the public is 
consulted on any service changes that may impact on equality between 
people with protected characteristics and people without and will therefore 
share all change proposals where this may apply in order to obtain views to 
inform decision-making.  
 
Capita’s full Final Tender is not available for members of the public to view at 
this time because it contains commercially sensitive information but the 
Council and Capita will continue to share the information from it that is not 
commercially confidential, as has been the case to date, using staff briefings 
and the committee papers. 
 
 
2. Ms Catherine Atkinson 
 
Is it possible to see the impact statement about how this will affect people with 
learning disabilities? 
 
Yes, Appendix B of the Cabinet paper contains an Equalities Impact 
Assessment, which considers the impact of all of Capita’s proposals on 
people with a disability. 
 
Capita is not proposing to withdraw any of the services currently provided by 
the Council.  Face to face services for residents who access the Benefits 
service or Customer Services more generally are being maintained with the 
same staff numbers, location and opening hours.  There are, however, some 
service changes that have been proposed which could, if not managed 



effectively, have a negative impact on people with a learning disability. These 
are: 

• Greater use of automated and web self-service channels and social media 
(page 4 and 16-17 of the Equalities Impact Assessment available in 
Appendix B of the Cabinet Paper) 

• Loss of existing employees through restructures or relocations (page 5 
and 16) 

• Relocation of call handlers (page 6 and 21) 

• Rationalising the Council’s office accommodation (page 7 and 40) 
 
More specific equalities impact assessments will be completed once all 
service change proposals have been defined in more detail by Capita, prior to 
any decision about their implementation being taken. This will include any 
consultation required on those specific proposals.  
 
 
3. Mr Keith Martin 
 
At the House of Commons screening of the film THE BILLION POUND 
GAMBLE on 19 November, the MP for Sefton, Bill Esterson, described how 
the Sefton Council had been obliged to take back services from Capita after a 
failure to produce the savings promised. May I ask the Committee Chair 
whether the Barnet Cabinet studied this case, and does it still consider that 
Capita are a sensible choice? 
 
Whilst we do not think it wise to comment on the specific issues arising in 
other partnerships, the Council has studied a range of other relevant 
partnerships involving Capita and other firms and used this research to inform 
its thinking.  We do however note that the basis on which Sefton terminated 
was “convenience”, which would mean ‘no fault’ on the part of Capita.  We are 
confident in the commitments and guarantees made by Capita. 
 
 
4. Mr Keith Martin 
 
May I ask the Committee Chair whether the Cabinet aware that the Capita 
contracts require the careful study of more than 8,000 pages of detail? Does it 
consider that, as recommended by Stan Davison in the Barnet Press on 22 
November, the period of scrutiny before signature of the contracts should be 
extended to November or December 2013? 
 
The contracts have been scrutinised on our behalf by officers and advisors as 
part of the evaluation process.  Members have access to the contract to aid 
executive decision making and scrutiny processes. 
 
 
5. Mr Keith Martin 
 
May I ask the Committee Chair whether the Cabinet would agree that a 
goldsmith, if approached by a third party for valuation of a wedding ring, would 



be well advised to examine the ring to determine the authenticity of the 
hallmark? Does the Cabinet consider that a borough council should be 
similarly cautious in assessing whether guarantees promised by Capita have 
any validity, especially when the experience of other councils has found this 
not to be so? 
 
Capita’s ability to deliver this partnership for us was examined at the pre-
qualification stage of the procurement.  In partnerships with Councils under 
various political leaderships, they have won awards, delivered savings and 
been re-appointed to contracts or had them extended.   
 
 
6. Mrs Rifka Rhys 
 
What penalties are in the contract should Capita fail to deliver what has been 
promised? How soon do these kick in on failure?  
 
There are penalties for poor performance against a range of measures (Key 
Performance Indicators, or ‘KPIs’).  Capita have set a percentage of their fee 
at risk against these KPIs (12% apportioned to each of these indicators, but 
the total amount that can be deducted is capped at 8%). 
 
Some KPIs are measured monthly, the nature of others means that they can 
only be measured annually.  Deductions can be made the month following 
any such failure. 
 
 
7. Mrs Rifka Rhys 
 
Who will be monitoring the contract to ensure that the rate payers of Barnet 
are getting what has been contracted? How frequently?  
 
There are detailed provisions with regard to monitoring set out in the contract 
which have to be adhered to by the Service Provider.  Schedule 13 sets out 
the monitoring requirements and it is necessary for the Service Provider to 
provide monitoring reports on a monthly, quarterly and annual basis 
(depending upon the frequency at which the relevant Service Performance 
Level is itself measured).  Each report requires specific information to be 
contained in it and the Council is able to undertake its further monitoring as 
necessary in order to verify the content of the performance monitoring report 
submitted by the Service Provider.  
 
A new commercial team is being established as part of the Council’s new 
organisational structure to carry out day to day contract and performance 
monitoring. This information will be reported to new monthly operational and 
quarterly strategic governance boards with representation from senior officers 
and members.  Performance data will also be reported via the Council’s 
existing quarterly reporting mechanism, including the publication of data 
online and reporting to Cabinet Resources Committee and Overview and 
Scrutiny Committees on a quarterly basis. 



 
 
8. Mrs Rifka Rhys 
 
What are the key points that will be monitored?  
  
Monitoring will occur of all aspects to service performance specifically relating 
to those areas that have been allocated performance indicators or Service 
Performance Levels.   The council is able to request other matters or features 
to be monitored upon request and this is an obligation that the Service 
Provider must comply with. 
 
 
9. Mrs Rifka Rhys 
 
How frequently will the Council people meet with Capita to review 
performance against target?  
 
There will be Capita staff on site in council offices on a daily basis throughout 
the contract, and the NSCSO Partnership Manager is likely to meet with their 
Capita counterpart at least weekly. Performance issues will be dealt with as 
they arise, but it will be formally reported on a monthly basis. There will be 
monthly meetings of a Partnership Operations Board - chaired by the Council, 
with Capita attendees - to review performance and the delivery of promised 
benefits realisation. Meetings can be increased in frequency as required. 
 
 
 
10. Mrs Rifka Rhys 
 
Are the targets part of the contract? Is there provision to review and adjust the 
contract periodically? If so, when are these points? 
 
There are a number of key performance indicators (KPIs) within the contract 
which cover the range of services. Capita have set a percentage of their fee at 
risk against these KPIs (12% apportioned to each of these indicators, but the 
total amount that can be deducted is capped at 8%). There are also a series 
of performance indicators which do not have fee at risk, but which Capita are 
required to report on periodically. The Council has discretion to review these 
on an annual basis and promote PIs to KPIs if this is deemed to be 
necessary. 
 
 
11. Mr John Dix 
 
At point 7.12, page 21, the report states that the Council can voluntarily 
terminate the contract at 6 months notice. Please can the Chairman clarify if 
this termination can be done where no fault is attributed to the contractor. The 
clause also states that the contractor would have to be reimbursed for any 
investment AND the return the partner would otherwise have made. Please 



can the Chairman clarify what proportion of the investment would have to be 
returned and what precisely does “return the partner would otherwise have 
made” mean in financial terms? 
 
It is possible to terminate the contract where no fault is attributed to the 
contractor.  Such voluntary termination for the Council would result in 
payments to Capita for the following: 

1. Re-imbursement of “unamortised investment” (i.e. the value of 
investment made by the bidder which has not yet been paid for by the 
Council);  

2. Repayment of any discount to the service fee that the Council has 
benefited from during the early years of the contract, but is yet to 
repay; and 

3. Payment for loss of profit to Capita. This is capped at £1.8m in the first 
3 years, £900k in the following 4 years, and £552k in the final 3 years.  

 
 

12. Mr John Dix 
 
Please can the Chairman confirm how much of Capita’s ‘investment’ 
comprises redundancy payments to existing staff? 
 
None of the investment comprises redundancy payments.  
 
 
13. Mr John Dix 
 
Can the Chairman please explain why has external performance 
benchmarking been limited to only three occasions over the 10 year of the 
contract? Given that there are nine separate services included within this 
contract does this mean that at least six of the nine services will never be 
subject to external performance benchmarking? 
 
These benchmarking exercises will cover all services.  They will be extensive 
and independently verified exercises which will require considerable support 
from the partner, so it is sensible to ask them to make an assumption for a 
specific number of them within their bid price.  In addition Capita will 
benchmark the Barnet contract against their other partnerships as part of an 
annual service review and the Council can undertake its own benchmarking 
exercise at any time. 
 
 
14. Mr John Dix 
 
Capita has committed 12 per cent of its annual fee to the achievement of 
KPI’s.  Please can the Chairman confirm whether this means that if Capita fail 
to meet any of the KPI’s they will still receive 88 per cent of their annual 
management fee? 
 
No.  If Capita fail in the manner described, the contract would be terminated. 



 
 
15. Mr John Dix 
 
Given that Capita will take over procurement role, can the Chairman please 
confirm whether Capita will still be obliged to publish all supplier payments 
over £500? 
 
Yes, the Council will still be obliged to publish this information.  
 
 
16. Mr Julian Silverman 
 
May I ask has the Committee Chairman read the report: "Catalyst Councils" 
produced by Capita and 'Localis'? 
 
Do he believe that Oliver Letwin's statement [below] in the introduction 
 
1] has any application for Barnet Council? 
 
2] is an indication that the dire financial situation of Barnet and other councils 
is no mere calamity, but part of a deliberate government privatisation agenda? 
 
[Extract from introduction] "It is no longer good enough that some of our 
citizens should have to put up with unresponsive, underperforming and 
uniform services, designed and delivered by a top-down process 
with no regard to the nuances of local need, no flexibility to 
adapt to changing circumstances or no requirement to listen to and make 
room for the knowledge, experience and capacity of local people. 
That is why this Government is committed to the transfer of power and 
influence over how services are delivered – away from the center, and into the 
hands of those who use them." 
Oliver Letwin MP, [Minister of State, author of "Privatising the World"] 
 
I  would agree with the sentiment expressed in this quoted extract that our 
residents should expect high quality front line services, tailored where 
possible to individual or local needs.  To do this requires two things: 

(i) A redirection of resources to these services by delivering our support 
services as efficiently as possible; and 

(ii) Investment in our customer services to deliver a more personalised 
and informed service to our residents 

 
For clarity, this response in no way endorses or otherwise comments on the 
assertion that there is “a deliberate government privatisation agenda”. 
 
 
 
 
 
 



17. Mr Julian Silverman 
 
In any case, what steps are being taken to "make room for the knowledge, 
experience and capacity of local people." and to ensure that "the transfer of 
power and influence over how services are delivered... into the hands of those 
who use them."? 
 
This partnership will provide the improved customer contact infrastructure and 
personalised information needed to engage local people in the design and 
improvement of their services. 
 
 
18. Ms Janet Maddison 
 
What provision is being made to permit disadvantaged residents to address 
their issues face-to-face with someone in the borough after outsourcing, so 
that they are not effectively disenfranchised by this contract? 
 
This contract ensures that all face to face service provision currently offered to 
residents will be retained at the current level and the service will continue to 
operate fromcurrent locations.   
  
 
19. Ms Janet Maddison 
 
Where will residents take their complaints about inadequate service after 
outsourcing, and what guarantee is there that there complaints will be 
speedily and reasonably attended to and resolved? 
  
Residents will follow the statutory 3 stage process for Complaints, just as they 
do today;  
 
Stage 1 - initially contacting the service itself, then if not resolved, escalating it 
to 
 
Stage 2 – the head of the relevant service  
 
For the stages above, the service / service head could be the NSCSO partner, 
(which has contractual obligations and penalties  around the number and 
processing of complaints), or any Council’s internal services.  
 
Stage 3 – The corporate stage of the complaints process will be retained 
within the London Borough of Barnet, and actioned by the Corporate 
Complaints Officer (if still not resolved then the Customer can raise the matter 
with the Local Government Ombudsman). 
 
If in doubt about who to contact, the resident can contact the customer 
services department (NSCSO run) who will provide the appropriate 
information about who to contact. 
 



The preferred NSCSO bidder is implementing a new complaints management 
computer system on or before the end of the 7th month of the contract, which 
will provide a more robust means of logging, tracking and closing of 
complaints (and classifying all complaints so that we understand demand 
better than we do today). 
 
 
20. Ms Janet Maddison 
 
What provision is being made to measure whether those who most need the 
services which are being outsourced will be adequately supported?  Who is 
responsible for measuring it and to whom do they report? 
 
The services will transfer without any changes to the NSCSO provider (ie: the 
service provided on the first day of the contract will be identical to that 
provided by the Council the previous working day).  The appropriate Key 
Performance Indicators and other Performance Indicators to assure each 
service have already been specified during dialogue and the bidding process 
and built into the contract, so there should be no detrimental impact upon 
transfer to the new provider. 
 
The new contract will enable a far greater level of customer insight to be 
gathered than is currently the case. This will aid service improvement, better 
targeting of service delivery, and monitoring of service take up, identify 
highest users of our services, and so on. It will be achieved through the 
implementation of a ‘Single View of the Customer’ (effectively a list of all 
Barnet residents and their demographic information) and Customer 
Relationship Management (which will hold their service history). These 
systems will be implemented on or before month 12 of the new contract. 
 
Specifically, the new ‘Insight team’ of the NSCSO provider will be responsible 
for gathering the new management information. The NSCSO provider will 
make the data available to the Council.  
 
The Council and the NSCSO provider will work together to analyse the 
information available to pinpoint trends and potential improvements.  
 
In addition, the preferred NSCSO provider has made a formal contractual 
commitment to provide additional support for vulnerable residents, so that 
they receive a timely, high quality service in all cases. This would be 
substantial improvement on current practices.  They expect to have identified 
those who are deemed to be vulnerable on or before month 12 of the contract, 
and so will be able to act as advocates for the vulnerable from that time 
forward. 
 
Finally, it should be noted that any change to service delivery would require a 
dedicated Equalities Impact Assessment.  
  
 
 



21. Ms Janet Maddison 
 
What guarantees of quality of service to Barnet residents have been given by 
Capita when the services will be provided by staff who are not, and never 
have been resident in Barnet themselves? 
 
The Council does not recruit staff on the basis of where they live.  Rather, it is 
their ability to do the job for which they are applying for which is considered.  
Capita have contractually guaranteed, a put a proportion of their fee at risk 
against the achievement of, service quality targets. 
 
 
22. Ms Theresa Musgrove 
 
I refer the committee to the reports regarding the Capita bid, item 9.7 of 
Annex 1:  
 
"In addition to these savings on core services, the preferred tender includes 
guaranteed procurement savings of £46.9m over the contract term. These will 
be achieved by getting a better deal from those areas where the Council 
currently contracts services from third parties. Capita is also guaranteeing 
increased Council Tax collection rates, providing a further £8.4m over the 
contract term." 
 
The aspirational savings stated here represent nearly half of the total that 
Capita claims it will produce in the course of the contract term. 
 
Quite clearly these 'savings' could have been made by the council itself if, for 
example, the senior officers responsible had not presided over a culture of 
almost total incompetence in procurement and contracting, leading to an 
empire of non compliant contracts, some of whom are still in place, and which 
must have lost, and continue to lose, the council millions of pounds in 
inefficiencies. These senior officers will remain in post while ordinary council 
employees face redundancy.  Is this fair? 
 
Capita will be able to generate greater economies of scale to be able to 
deliver procurement savings greater than those that the Council would be able 
to make if the service remained in-house.  
 
 
23. Ms Theresa Musgrove 
 
Why do we need to spend millions of pounds on consultants in the course of a 
process to find a private company to pay to find the savings we should make 
ourselves? 
 
The Council has employed external commercial and legal consultants to 
ensure that the procurement process is robust and that the contract is robust.  
 
 



24. Ms Theresa Musgrove 
 
Is the truth that councillors have been duped by the senior management team 
into a facilitating the best interests of private companies rather than those of 
their electors? 
 
No.  Councillors make key Council decisions, and officers enact them as 
instructed. 
 
Due political process has been followed at every stage of the process of (a) 
deciding to procure a strategic partner for the NSCSO services and (b) the 
procurement process itself.  
 
 
25. Ms Theresa Musgrove 
 
Why did the council refuse even to consider an in house comparator 
alternative to outsourcing which could have achieved savings through the sort 
of efficiencies I have highlighted? 
 
The Council did consider an in-house solution as part of its options appraisal 
and rejected it.  The Council has been undertaking internal improvement 
across these services for a period of years but has reached the point where 
further improvements can only be achieved through the economies of scale 
that a partner like Capita, with its customer base and existing shared service 
centres, can bring. 
 
 
26. Ms Theresa Musgrove 
 
Will the committee recommend that the authority reject this bid and look at the 
example of Cornwall County Council, whose members have just ended a 
similar large scale programme of outsourcing, and are now exploring 
alternative ways of making savings, including the use of in house services? 
 
The Committee will decide upon comments and recommendations to be put 
forward to the Executive following discussion of the item at the meeting.  
 
27. Mr Roger Garratt 
 
Are any councillors or senior officers taking consultancy jobs with Capita? I 
note that John McArdle has a job with NSL, the firm running the parking 
fiasco. 
 
No Councillors or senior officers will be taking consultancy jobs with Capita as 
a result of this contract. Some senior Council staff will transfer to Capita as 
part of the operational management of the services.  These transfers are 
governed by exactly the same legislation as the transfer of other staff, 
primarily TUPE. 
 



 
28. Mr Roger Garratt 
 
The initial contact of social services clients is very important (it is important to 
be sent in the right direction, which is not always obvious). How can untrained 
staff with little knowledge of the area deal with it adequately from a call centre 
miles away? 
 
There are currently no plans to relocate the adult social care contact centre. 
 
Capita have committed to enable all their staff to handle the complex 
requirements of safeguarding and equalities legislation, so the staff taking 
these important initial contacts will never be untrained.  
 
It should be noted that the current service provided by Barnet council is 
staffed by individuals who may or may not have local knowledge when they 
join the organisation.  Training and support is currently provided to familiarise 
them with pertinent information about the area, as it would be by Capita. 
 
 
29. Mr Roger Garratt 
 
One of the continued problems of the car parking fiasco in Barnet is because 
there is a fixed contract. Is this not an indication that fixed contracts as 
proposed are unsuitable? 
 
This partnership is fixed in the sense that it has a planned minimum duration 
of 10 years.  However there are extensive termination provisions.  If Capita do 
not deliver for us then we would exercise a number of penalties and other 
mechanisms to ensure improved performance.  Ultimately, this would include 
termination the contract. 
 
 
30. Ms Ruth Kutner 
 
Referring to the preservation of terms and conditions for employees who will 
be transferred to Capita, how will those employees be protected when Capita 
chooses to sub-contract work? 
 
If Capita chooses to subcontract work staff will be protected by the TUPE 
Transfer of Undertakings (Protection of Employment) Regulations 2006.  
Should the contracting of work constitute a service provision change staff will 
follow the work to the new provider (the sub-contractor) as long as this is the 
principle purpose of their role. 
 
 
 
 
 
 



31. Ms Ruth Kutner 
 
The report lists Benefits for the Local Economy such as helping stalled and 
stagnated business.  How will outsourcing all functions to Capita help when it 
is the outsourcing of parking controls that has led to much of the quoted 
“stalling and stagnation”? 
 
The NSCSO functions comprise 13% of the council’s current total budget and 
15% of its staff. Of these staff, around 250 may be at risk of redundancy by 
the end of 2013, based on Capita’s current proposals. Of the staff that work 
within the NSCSO services, just over one third live in the borough of Barnet. 
Therefore we might estimate that 85 Barnet residents may lose their job as a 
result of this proposal. However, they may also be redeployed within Capita, 
and Capita’s average retention rate for local government employees 12 
months after transfer is approximately 90%. 
 
The NSCSO outsourcing will enable the Council to meet the huge financial 
pressures it is faced with as a result of reduced Government funding whilst 
also keeping council tax rises to a minimum. There are c140,000 households 
in Barnet that pay council tax and therefore this financial impact is likely to 
exceed any impact attributable to loss of jobs in the borough. 
 
Capita have also committed to supporting the Council with its economic 
growth agenda and have made a number of commitments in support of this: 

• Improving local business sustainability, measured via the survival rates of 
VAT registered businesses after 3 years, with fee at risk if this is not 
achieved. 

• Meet the London Procurement Pledge when placing contracts, helping to 
promote youth employment within the Borough through apprenticeships, 
graduate placements. 

• Facilitate Local Business Development Boards of local suppliers to 
increase the visibility of opportunities and encourage local business to 
work together to respond to these opportunities. 

• Provide training, mentoring, work experience and other education 
initiatives for school pupils to improve employability, and surveying them 
later to measure the impact 

• Work alongside other local government bodies/charities to identify 
revenue-generating ideas to improve the quality of services for the 
community (e.g. combined regeneration bids for grant money with local 
housing associations, lottery funding applications to support local 
children's charities). 

 
 
32. Ms Ruth Kutner 
 
How does “self service” and “self help” enhance the ability of customers to 
access and engage with the Council, especially if the Customer Services 
department is to be located in a place far from Barnet and by people who 
have no knowledge of the borough? 
 



Self- service and self- help enables customers to gain access to information 
and some transactions outside office hours, on a 24 hours a day, 7 days a 
week basis. It means they will not be dependent upon the opening hours of 
the Customer Services department in order to answer their questions or to get 
things done. 
 
With the exception of the face to face service points, which will continue to 
operate in their current locations within the borough, the contact centre will 
indeed be located outside the borough in due course.  
 
The geographical location will have no bearing on the quality of services.  It is 
currently the case that contact centre staff are desk bound and primarily 
require access to the relevant computer systems to be able to do their jobs.  
This will still be the case in a service run by Capita. 
 
For Customer Services, staff are not recruited on the basis of where they live, 
but on their ability to do the job they are applying for. It should be noted that 
the current service provided by Barnet council is staffed by individuals who 
may or may not have local knowledge when they join the organisation.  
Training and support is currently provided to familiarise them with pertinent 
information about the area, as it would be by Capita. 
 
 
33. Ms Ruth Kutner 
 
Although not all Councillors are financial experts any more than local 
residents, there are however Barnet residents who are financial experts.  Why 
have they not been permitted to scrutinise the documents that have been 
presented to councillors? 
 
In addition to utilising the expertise of Council officers, legal and commercial 
experts have been appointed to advise on this project.  While some 
information is protected for reasons of commercial confidentiality, the Council 
is committed to making as much information as possible publically available.  
This is in line with its Freedom of Information Act duties. 
 
 
34. Ms Ruth Kutner 
 
If Capita are investing only £8 million in a contract worth £750 million, why 
didn’t Barnet Council invest this small amount and thus avoid the risks 
connected with outsourcing? 
 
The value of the contract is £320m, not £750m.  The higher figure of £750m 
has been quoted elsewhere, as it was the ‘ceiling’ value included in the OJEU 
notice for this contract.  To be clear, Capita’s proposal is to provide services 
over 10 years for £320m. 
 
Capita’s total investment in the contract is £13.5m.  This is a significant 
investment which the Council would struggle to make itself. 



 
While there are risks associated with outsourcing, it should be noted that the 
alternatives are also associated with risks.  Capita have provided contractual 
commitments to levels of services and a guaranteed price reduction, whilst 
the Council would bear all the risk of delivering such benefits if we were to 
attempt to improve services and decrease costs in-house. 
 
 
35. Ms Ruth Kutner 
 
Section 5 of the Business Case refers to potential risks to core service 
performance/availability caused by inadequate specification and states 
“[these] have been reviewed by internal and external subject matter 
expertsJ”.  How much was paid to the external experts and what level of staff 
were the ‘internal’ experts? 
 
The external expert reviews were conducted by our implementation partners: 

o August 2011: Impower review of each output specification, focussing 
on readiness to use in procurement and identification of gaps (£8,125); 

o January 2012: Impower review of each output specification to update 
view on readiness for ongoing procurement and identification of gaps.  
This included a workshop with service leads and one-to-one support for 
that group of staff (£8,331) 

o May 2012: Agilisys review to address any outstandings gaps (£13,770). 
 
The output specifications were written by the senior managers in each service 
(normally one tier below Assistant Director).  These manager consulted their 
own management teams and other relevant staff during the drafting and 
review of the output specifications.  In addition, managers from frontline 
services reviewed the output specifications and provided feedback on 
omissions for correction. 
 
 
36. Mr Ron Cohen 
 
Precisely how will the online ‘portal account’ work? 
 
A customer will register and receive a user ID and password.  These will allow 
them to authenticate themselves and gain access their various ‘accounts’ with 
the council. 
 
When accessing the portal, residents will have access to up to date 
information about the services they receive.  This information will be 
personalised to themselves (or, where appropriate, their property). 
  
Residents will be able to track progress with existing queries, and review 
correspondence between themselves and the council. They should be able to 
raise service requests without having to contact customer services. 
 
 



37. Mr Ron Cohen 
 
Exactly how many Barnet residents have computers, how many have 
broadband connections and know how to use online accounts, and how many 
do not, and how do you know? 
 
Barnet, having a relatively affluent and educated population, is likely to have 
higher levels of internet use and broadband access than the national average. 
 
The following data is taken from the Cabinet Office, Digital Landscape Survey, 
August 2012 and their other research cited in their new digital strategy: 
 

o 82% of the UK population is currently online, and there is a clear 
opportunity to deliver services digitally to them. 

o 77% of adults in the UK now use the internet on a daily basis. 
o 92% of higher socio-economic groups are online 
o 28% of disabled people are NOT online (so 72% are) 
o 59% of people aged over 65 are on-line. 

 
Ofcom research from early 2011 found that broadband penetration in the UK 
was for 74% of all households. 
 
With the creation of a Single View of the Customer, to be delivered by Capita 
on or before month 12 of the contract, we will be able to survey our residents 
and store information about internet access, broadband access and 
interest/ability to use an online account. This will give us absolute data about 
Barnet residents, rather than the national information upon which we must 
currently depend. 
 
It should be noted that any change to service delivery will require a dedicated 
Equalities Impact Assessment.  This guards us against a movement to 
internet-based access to services inequitably affecting the accessibility of 
services for people with protected characteristics. 
 
 
38. Mr Ron Cohen 
 
People can choose whether or not to have an online account with their bank, 
utilities suppliers and stores. Has the Committee or Capita consulted all the 
residents of Barnet to see whether or not they want to have an online account 
with Capita, and will it be a matter of choice or will people be pressured into 
having something they do not want? 
 
This would be a matter of individual choice. 
 
Capita have committed to involving residents in any redesign of services, 
including the development of online accounts. 
 
 
 



39. Mr Ron Cohen 
 
The council will be the legal owner of the data that will be stored on Capita 
facilities. This will put the council as liable for any damage cause as result of a 
breach. How the council is intend to protect the data; what facilities the council 
will have in place to check the data integrity, and what facilities the council will 
have to check the safety of the data? 
 
Clause 36 of the Contract requires the Service Provider to comply with 
requirements of the Data Protection Act in relation to Personal Data.  The 
clause: 

o imposes restrictions on how information can be used, 
o how its accuracy is to be checked, 
o requires the Service Provider to put in place appropriate measures to 

ensure that destruction or unlawful dissemination of the information 
does not occur; 

o requires the Service Provider to comply with EU standards with regard 
to data protection (in addition to those imposed by UK legislation). 

 
Also the Council has ensured that the Services Provider cannot sub-contract 
its obligations with regard to the protection of data.  
 
 
40. Mr Dave Nyman 
 
The organisation APSE (Association for Public Service Excellence) is owned 
by its members, which are 300 local authorities across the UK & have great 
experience in local government. Their manifesto states that services should 
be subject to the maximum form of democratic control and scrutiny. 
Why did Barnet Council not use their expertise? 
 
There are many organisations that have experience in advising the public 
sector.  This is why the Council ran a tendering exercise in 2010 to choose an 
implementation partner. 
 
 
41. Mr Dave Nyman 
 
Cllr Cornelius has stated that if a contractor fails to provide a service, the 
Council can step in & take over the service.  How will this be implemented & 
financed? 
 
The contract provides for the Council to step-in temporarily.  The nature of 
how this would be implemented would depend on the particular circumstances 
but in all cases the partner would pay the Council’s reasonable additional 
costs of stepping-in. 
 
 
 
 



42. Frances Bryers 
 
Why go for a ten year contact? 
 
A ten year contract provides the optimum balance to meet short and longer 
term savings objectives whilst at the same time accommodating the need to 
finance the initial transformation costs. 
 
 
43. Frances Bryers 
 
How can you trust the officers to have covered everything about the 
contract after the money was put in to Iceland? 
 
The Council has employed a leading firm of contract lawyers, Trowers and 
Hamlins, to provide the expert advice required to draw up this contract. 
 
 
44. Frances Bryers 
 
How can you save Barnet from being sold off bit by bit by the bidder? 
 
The Council would have to agree any significant change to the method by 
which Capita delivered services.  This would include the sub-contracting of 
services. 
 
Equally, the Council would have to agree the sale of any public assets in the 
same way as it does now.  These arrangements are not changed by Capita 
running the Estates service on the Council’s behalf. 
 
 
45. Ms Janet Leifer 
 
For residents in need of help and support the first port of call is customer 
service.  I would like to know: 
 

• How will Capita ensure that it safeguards vulnerable residents, children 
and adults, who turn to customer services for help? 

 
Capita will benefit from all advances in safeguarding recently implemented in 
LBB. 
 
Capita have committed to training their staff, and to making the required tools 
available, to enable them to comply with safeguarding and equalities 
legislation when dealing with mainstream contact (identification, correct and 
prompt handling and escalation etc). 
 
Capita have also made a formal commitment to identify vulnerable residents, 
so that they can ensure that they receive high quality services whenever they 



contact the council. This additional support for vulnerable groups goes beyond 
current service provision. 
 

 

• What measures will be put in place to ensure that vulnerable residents 
needs have been properly met and to ensure that they have not been 
placed at risk? 

 
Upon service transfer, the services will be delivered exactly as they are today, 
by the same staff (for whom safeguarding is an area that has been covered 
extensively in training). 
  
Capita has contractually committed to their safeguarding and equalities 
responsibilities.  They have tools and techniques to ensure that these 
correctly achieved.  These tools and techniques include training, information 
databases, and robust performance monitoring systems (such as call 
recording).  These will support staff to operate to the best of their ability in 
respect of these statutory duties. 

 

• If something goes wrong and a vulnerable person is harmed who is 
responsible for ensuring steps are taken to rectify the situation and for 
holding the people/organisation who has caused the harm to account? 

 
This will depend on what has gone wrong, as customer interactions do not 
always occur in one area and a single customer query may span multiple 
services or even organisations. 
 
Assuming that the problem occurs in Customer Services, the NSCSO provider 
would be the responsible party.  The Council would hold them to account, and 
together in partnership they would need to ensure that the necessary steps to 
rectify the situation were taken. 
 
 
46. Tirza Waisal 
 
As it was revealed that Capita is the council's preferred bidder, can you 
please answer the following questions: 
 

1. Are the terms of the FOI Act 2000 covered in the contract, and will 
 Capita have the same FOI duties and responsibilities under the  
 contract as the Council currently does? 
 
The contract between the council and Capita includes clauses that address 
the processing of requests received under the Freedom of Information Act.  
These clauses state that the council is subject to the FOI Act and requires 
Capita to provide all necessary assistance in order to ensure that the council 
meets its obligation under the Act. 
 

2. If they are covered, please include in your reply the relevant clauses 
 of the contract. 



 
The relevant clauses and definitions are given below.  Please note that the 
clause numbering used below is not the same as that in the contract itself. 
 

FOIA means the Freedom of Information Act 2000 and any subordinate 

legislation (as defined in section 84 of the Freedom of Information Act 2000) 

made under the Freedom of Information Act 2000 from time to time together 

with any guidance and/or codes of practice issued by the Information 

Commissioner or relevant Government Department in relation to such Act;  

FOIA Code has the meaning given to it in clause 1.5 (Freedom of 

Information); 

 

Information has the meaning given to it under section 84 of the Freedom of 

Information Act 2000; 

 

1 Freedom of Information [Authority Policy Clause] 

 

1.1 The Service Provider acknowledges that the Authority is subject to the 

requirements of the FOIA and the Environmental Information Regulations, and 

shall facilitate the Authority's compliance with its Information disclosure 

requirements pursuant to and in the manner provided for in this clause 1 

(Freedom of Information). 

 
1.2 Where the Authority receives a Request for Information in relation to 

Information that the Service Provider is holding on behalf of the Authority and 

which the Authority does not hold itself, the Authority shall refer to the Service 

Provider such Request for Information that it receives as soon as practicable 

and in any event within five (5) Business Days of receiving a Request for 

Information, and the Service Provider shall: 

 
1.2.1 provide the Authority with a copy of all such Information in the form 

that the Authority requires as soon as practicable and in any event 

within five (5) Business Days (or such other period as the Authority 

acting reasonably may specify) of the Authority's request; and 

 
1.2.2 provide all necessary assistance as reasonably requested by the 

Authority to enable the Authority to respond to a Request for 

Information within the time for compliance set out in Section 10 of 

the FOIA or Regulation 5 of the Environmental Information 

Regulations. 

 
1.3 The Authority shall be responsible for determining in its absolute discretion 

and notwithstanding any other provision in this Agreement or any other 

agreement whether the commercially sensitive information and/or any other 

information is exempt from disclosure in accordance with the provisions of the 

FOIA or the Environmental Information Regulations. 

 
1.4 In no event shall the Service Provider respond directly to a Request for 

Information unless expressly authorised to do so by the Authority.  



 
1.5 The Service Provider acknowledges that (notwithstanding the provisions of 

clause xx – clause not included within this extract) the Authority may, acting in 

accordance with the Department of Constitutional Affairs' Code of Practice on 

the Discharge of Functions of Public Authorities under Part I of the Freedom of 

Information Act 2000 (the FOIA Code), be obliged under the FOIA or the 

Environmental Information Regulations to disclose Information concerning the 

Service Provider or the Partnership or the Services: 

 
1.5.1 in certain circumstances without consulting with the Service 

Provider; or 

 
1.5.2 following consultation with the Service Provider and having taken its 

views into account. 

 
1.6 The Service Provider shall ensure that all Information held on behalf of the 

Authority is retained for disclosure for at least six (6) years (from the date it is 

acquired) and shall permit the Authority to inspect such Information as 

requested from time to time. 

 
1.7 The Service Provider shall transfer to the Authority any Request for 

Information received by the Service Provider as soon as practicable and in any 

event within two (2) Business Days of receiving it. 

 
1.8 The Service Provider acknowledges that any lists provided to it listing or 

outlining Confidential Information are of indicative value only and that the 

Authority may nevertheless be obliged to disclose Confidential Information in 

accordance with clause 1.3.   

 
1.9 In the event of a request from the Authority pursuant to clause 1.2 above, the 

Service Provider shall as soon as practicable, and in any event within five (5) 

Business Days of receipt of such request, inform the Authority of the Service 

Provider’s estimated costs of complying with the request to the extent these 

would be recoverable if incurred by the Authority under Section 12(1) of the 

FOIA and the Fees Regulations. Where such costs (either on their own or in 

conjunction with the Authority’s own such costs in respect of such Request for 

Information) will exceed the appropriate limit referred to in Section 12(1) of the 

FOIA and as set out in the Fees Regulations (the Appropriate Limit) the 

Authority shall inform the Service Provider in writing whether or not it still 

requires the Service Provider to comply with the request and where it does 

require the Service Provider to comply with the request the ten (10) Business 

Days period for compliance shall  be extended by such number of additional 

days for compliance as the Authority is entitled to under Section 10 of the 

FOIA. In such case, the Authority shall notify the Service Provider of such 

additional days as soon as practicable after becoming aware of them and shall 

reimburse the Service Provider for such costs as the Service Provider incurs in 

complying with the request to the extent it is itself entitled  to reimbursement of 

such costs in accordance with its own FOIA policy from time to time. 

 



1.10 Notwithstanding any other term of this Agreement, the Service Provider 

hereby gives his consent for the Authority to publish the Agreement in its 

entirety or such information contained herein as determined by the Authority 

(but with any information designated as Commercially Sensitive Information 

and listed in Part 1 of Schedule 23 (Commercially Sensitive Information) and 

which is exempt from disclosure in accordance with the provisions of the FOIA 

redacted for the periods specified in that Part), including without limitation any 

charges to the Agreement, to the general public. 

 
1.11 The Service Provider hereby irrevocably consents that where the Authority 

pays any sum to the Service Provider, the Authority may publish the details of 

such payment pursuant to the Authority's interests of providing greater 

transparency including without limitation the following details: 

 
1.11.1 the Service Provider's full name; 

 
1.11.2 the Service Provider's registered number (as a company or charity); 

 
1.11.3 the Agreement identification number; 

 
1.11.4 the date of payment; 

 
1.11.5 the net amount paid to the Service Provider; 

 
1.11.6 the transaction number; and 

 
1.11.7 a description of the nature of the transaction.  

 
3.  If there are differences between the Council's statutory obligation 
 according to the FOI Act 2000 and these undertaken by Capita,     
 what are they? 
 
The council as a public authority is covered by and has an obligation under 
the FOI Act. Capita is a private company and has no obligations under FOI. 
The council takes its obligations under FOIA very seriously and this has been 
addressed in the contract. Capita is by contract required to assist the council 
in meeting its FOI obligations by providing information it holds on the council’s 
behalf in a timely manner. 
 
 
47. Mr Donald Lyven 

 
By what percentage will Capita increase Council Tax collection, and will this 
increase be achieved in the first year and maintained for 10 years – and, if 
not, by what percentage will the increase be achieved in each year? 
 
Capita have guaranteed an increase in overall Council Tax collection by 0.1% 
in year 1, 0.2% in year 2, and 0.3% in year 3 (all of these increases are 
against the 2009/10 collection rate).  The level of collection achieved in year 3 



will be maintained through to the end of the contract. The current collection 
rate is 98.5%.  
 
Correction – 12/12/2012 
 
Finance officers have advised that the current collection rate is 98.2 % 
not 98.5% 
 
 
48. Mr Donald Lyven 
 
If the rate of unemployment increases and more people in the borough are not 
liable for council tax, Capita will not necessarily collect an additional £8.4 
million in the contract period, so how can you use this specific as the basis for 
the total savings to be achieved 
 
Economic circumstances may impact the council irrespective of whether it has 
entered into a partnership or not.  The rate of unemployment is one such 
factor, as is the expected growth in households over the next 10 years.  
Capita are, by making a contractual guarantee to deliver increased Council 
Tax revenue, accepting the risk inherent to these external factors.  This is one 
example of how entering a Strategic Partnership transfers risk away from the 
Council. 
 
 
49. Rabbi Jeffrey Newman 
 
Given that such a large percentage (37 per cent) of the ‘guaranteed savings’ 
will come from procurement savings and that one of the largest areas of 
spend is adult social care, what are the contract provisions to stop Capita 
squeezing adult social care providers, to the point that it jeopardises the 
quality of care or the financial security of the care provider? 
 
Procurement savings proposed by Capita over the life of the contract must go 
through an approval process, with Council representatives having sign off of 
these proposals. Proposals must meet minimum acceptance criteria, covering 
issues such as their politically and reputational acceptability and their 
operational feasibility. 
 
The Council will retain the responsibility for specifying the standards of service 
and quality required from suppliers. 
 
 
50. Rabbi Jeffrey Newman 
 
How evidence-based is the Council's confidence that it will be able to exercise 
'step in' rights if so many aspects of the service are operated outside of the 
borough and the IT infrastructure is hosted on Capita’s platforms? 
 
Any council decision to use step-in as a remedy would take into account: 



 

• The nature of the failure; 

• The ability of the Council to self-manage the service; 

• The ability of alternative providers to offer the relevant service. 
 
For some service failures this would be relatively easy – for example there are 
firms that offer on-tap capacity to deal with emergency requirements across 
the types of services that are proposed for relocation. For other circumstances 
a temporary step-in may not be the most effective remedy but the Council has 
others at its disposal including the price performance mechanism, indemnity 
provisions (which allow the recovery of losses caused by the service failure) 
and ultimately termination, all of which would provide strong incentivisation to 
Capita to resolve a problem rather than let it continue. 
 
 
51. Rabbi Jeffrey Newman 
 
Given that a significant part of Capita’s cost reduction will be driven by the 
greater use of automated and web-based self-service channels and social 
media for customers, what specific protection has been built in to the contract 
to ensure that those residents who do not have access to the internet or find it 
difficult to use are not disadvantaged by this? 
 
Residents who find it easier to contact the council by telephone or through 
face to face contact will still be able to do so. The principle underpinning the 
council’s customer access strategy is to allow those who can to self-serve, 
whilst ensuring that those who can’t have the appropriate access channels 
available to them.  
 
Capita has committed to maintain the Council’s current arrangements for 
providing face to face services. It will not change locations, staff numbers or 
opening hours, and will maintain existing free internet access at public access 
points. Capita is also introducing an advocacy service for vulnerable 
customers to ensure they get the services they need without having to make 
repeat contact. 
 
No additional automation will be introduced to telephone access without an 
equalities impact assessment to ensure that any negative impacts are 
understood and can be mitigated. Capita has committed in the contract to 
undertaking equalities impact assessments and supporting the council to 
comply with the Public Sector Equalities Duty. There are several clauses in 
the contract that enforce this. 
 
Capita has also committed to introducing a ‘co-design process’ which, 
coupled with greater use of customer data, will enable it to design services so 
that they better meet the needs of all customers. 
 
 
52. Rabbi Jeffrey Newman 
 



Given that this contract is for 10 years, what democratic accountability will 
remain and what specifically will be the point of electing new Councillors?  
 
Members retain the same level of democratic oversight and accountability 
across the services as currently.  They will have the same responsibilities 
over service performance, resourcing and strategic direction.   
 
 
53. Mr Richard Logue 
 
I have worked within many organisations that have outsourced services such 
as London Underground, the BBC and BAA but each of them have kept the 
outsourced staff on site. Is the council not exposing itself to unnecessary risk 
by allowing Capita to scatter the departments around the country and 
therefore making it almost impossible to bring services back in house should 
the contract fail?  
 
This strikes me as a very bad deal for council taxpayers. 
 
Bringing back the services in-house should the contract fail is one option.  
Another would be to use an alternative service provider. 
 
 
54. Mr Richard Logue 
 
Most outsourcing companies make profit from contract variations for instance 
where policy changes - which may well occur in the ten years contract life. 
What safeguards have the council put in place to ensure council tax payers do 
not get ripped off with expensive contract variation charges? 
 
The contract has extensive change provisions and a detailed financial model 
on which Capita’s original service price calculation is based.  Price 
negotiations stemming from changes to the Council’s requirements can be 
verified using this model. 
 
  
55. Ms Fiona Brickwood 
 
The council states that 458 jobs will transfer to Capita, and that 284 of those 
458 jobs will transfer out of London - to Lancashire, Blackburn, Belfast, 
Carlisle, Banstead and Bromley.  
 
How many of the 458 jobs will transfer out of Barnet? 
 
203.17 full time equivalent (FTE) posts will be relocated outside of the 
borough by the end of December 2013.  By the end of the 10 year contract, 
192.3 FTE will be working outside of the borough.  Please note that the 
change between the 2013 and 2023 figures reflects the overall decrease in 
the number of people employed within the contract over its life, rather than a 
movement of staff back into Barnet. 



 
 
 
56. Ms Fiona Brickwood 
 
It seems likely that Capita will try to meet the requirements for cutting 
expenditure by laying off staff as soon as they can.  
 
(i)   For those staff who move with Capita outside the borough, what 
guarantees do they have of continued employment with Capita?  
 
If either a restructure, or the relocation of staff, leads to staff being put at risk 
of redundancy, Capita has an obligation to look at redeployment of the 
individuals affected. 
 
Capita is a large organisation with roles nationally and internationally, with 
46,500 employees.  There should consequently be more redeployment 
opportunities within Capita than if an individual was still employed by the 
Council. 
 
Capita will look at training and multi-skilling of staff to increase their chances 
of being redeployed.   
 
(ii)  For how long is Capita contractually obliged to continue to offer them 
employment? 
 
If either restructuring or relocating the services would result in potential 
redundancies, then Capita would need to follow legislation with regard to 
consultation and contractual notice periods. 
 
There is no guaranteed timeframe for employment specified in the commercial 
contract. 
 
 
57. Ms Fiona Brickwood 
 
How many of the 458 staff are unable or unwilling to move away, so will be 
made redundant? 
 
This information would not be available until Capita consult with staff on any 
changes post transfer. 
 
 
58. Ms Fiona Brickwood 
 
Of those who will be made redundant, how many are aged 40 or over?  
 
This information would not be available until Capita consult with staff on any 
changes post transfer. 
 



 
 
 
 
59. Ms Fiona Brickwood 
 
With the economy expected to continue flat-lining, most over-40’s who lose 
their jobs are likely to remain unemployed for the rest of their lives.  
 
Staff aged 40 will lose their salary and pension contributions for 25 years, and 
the government will have to pay them unemployment and housing benefits for 
25 years.   
 
So, although Barnet calculates that it will save £120 million over ten years 
(£12M pa), this figure needs to be offset by  
 

(i)  the cost to the government of paying unemployment and housing 
benefits to these ex-staff , probably for life, instead of collecting income 
tax, and  
 
(ii) the negative impact on Barnet’s economy of  
 (a) increased unemployment in the borough for the next 25  
 years.  
 
 (b) our council taxes being spent outside the borough, instead of 
 being spent by local staff supporting the local economy.   
 

What calculations has the council made for these factors (i) and (ii)?  
 
The Council does not share this prognosis for the employability of any staff in 
their forties who are made redundant as a result of this outsourcing. Of the 
250 staff that may be at risk of redundancy by the end of 2013, based on 
Capita’s current proposals, many will have the opportunity to be redeployed 
within Capita.  Capita’s average retention rate for local government 
employees 12 months after transfer is approximately 90%. 
 
Ultimately the council’s priority is maintaining good quality frontline services 
and keeping council tax affordable for its c140,000 council tax paying 
households. This outsourcing is the best option the council has for achieving 
those priorities. At the same time, the Council is running a range of activities 
to support staff through this period of change and uncertainty, including 
workshops on job hunting. Similarly Capita offers a comprehensive package 
of support and training for staff at risk of redundancy, which includes 
redeployment, skills assessments, support with CV writing and interviews, as 
well as support to obtain work through local recruitment agencies.  More 
details can be found on pages 50-54 of the Equalities Impact Assessment. 
 
Capita have also committed to supporting the council’s with its economic 
growth agenda and have made a number of commitments in support of this: 



• Improving local business sustainability, measured via the survival rates of 
VAT registered businesses after 3 years, with fee at risk if this is not 
achieved. 

• Meet the London Procurement Pledge when placing contracts, helping to 
promote youth employment within the Borough through apprenticeships, 
graduate placements. 

• Facilitate Local Business Development Boards of local suppliers to 
increase the visibility of opportunities and encourage local business to 
work together to respond to these opportunities. 

• Provide training, mentoring, work experience and other education 
initiatives for school pupils to improve employability, and surveying them 
later to measure the impact 

• Work alongside other local government bodies/charities to identify 
revenue-generating ideas to improve the quality of services for the 
community (e.g. combined regeneration bids for grant money with local 
housing associations, lottery funding applications to support local 
children's charities). 

 
 
60. Ms Fiona Brickwood 
 
Probably many staff won’t want to sell their houses and move hundreds of 
miles from their families to Belfast or Blackburn. Given that these staff are 
now faced with such a miserable choice, has the council entered discussion 
with them to see if the staff can think of better alternatives?  
 
If either a restructure, or the relocation of staff, leads to staff being put at risk 
of redundancy, Capita has an obligation to look at redeployment of the 
individuals affected. 
 
Capita is a large organisation with roles nationally and internationally, with 
46,500 employees.  There should consequently be more redeployment 
opportunities within Capita than if an individual was still employed by the 
Council. 
 
Capita will look at training and multi-skilling of staff to increase their chances 
of being redeployed.   
 
 
61. Ms Fiona Brickwood 
 
Will the council agree to have a detailed consultation with APSE before 
proceeding?  
 
No.  APSE are not appointed by the Council to assist with this project 
 
 
62. Ms Fiona Brickwood 
 



Cllr Brian Coleman says his fellow Tories feel “powerless to stop” this One 
Barnet “juggernaut” and are following their colleagues like “lemmings heading 
for the cliff” 
http://www.barnet-today.co.uk/news.cfm?id=38205   
 
If councillors believe this outsourcing to Capita is the wrong for the borough, 
what pressures will be put on them to vote for it? 
 
None. 
 
 
63. Ms Fiona Brickwood 
 
Will it be damaging to councillors’ careers if they vote against this outsourcing 
proposal?  
 
No. 


