
Capita Staff Briefings  



Mark Wyllie – Capita Partnership Director  

Welcome and Introduction 



Agenda for Today 
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• Welcome and Introductions  

•The TUPE process and Capita PeopleCare programme 

• Service Stream Overviews and Outcomes 

• Opportunity for Questions and Answers  
 



Capita StaffCare Programme 

4 

• Staff “Roadshow” briefings 
 

• Regular communication 
 

• Consultation with Trade Unions 
 

• HR support 
 

• Benefits briefings 
 

• Welcome pack with verification letter 
 

• Induction programme 
 

• Managers’ Guide & Capita system workshops 
 

 



For Consultation 
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• No change to contractual Barnet terms and conditions for the first 

12 months 
 

• Regular weekly consultation meetings with LBB, Capita and the 
Trade Unions to continue up until the transfer and then regular 
union dialogue to continue 
 

• Proposed that on transfer staff will be paid on the 27th of each 
month or the preceding working day where this is a weekend or 
Bank Holiday and circa 20th for December 
 
 

 
 
 
 

 
 

 



Timeline of Events 

Jan 

Q&A 
Process 

Launched 

Feb March April 
Pension & 

Benefit 
Roadshows 

Welcome 
Roadshows 

TUPE Consultation on Measures with Trade Unions 

Staff Bulletins and Consultation Updates 

Q & A 
Process 

Launched 

First 
Capita 
Payday 

Payroll 
Helpline 

Launched 

 
1st April 2013 Staff Transfer to 

Capita 
 

Verification 
Letters 

Manager 
Training 

Ask Capita/One to Ones TBC 



 You will be able to raise questions in confidence on areas such as 

TUPE,  the consultation, or anything that you want to know more 

about 

 An individual answer will be issued, and frequently asked questions 

will be placed in a bulletin that will be issued to all of you regularly.  

 Questions can be raised through your employee representative. 

 Feedback from consultation meetings will be via your rep or our 

update bulletins. 

 Questions can be raised to a dedicated email address 

Question and Answer Process 



 Gives you an opportunity to meet us and to discuss any HR queries 
that you may have about the transfer  - small group or 1-1 

 1-1 can have your employee rep a Capita Ops person and Capita HR 
rep. This will be held to discuss how the immediate transfer affects 
you and also how short-medium term plans affect you and what 
support is in place. 

 You can still raise questions through the Q&A email address 
 

One to Ones / Ask Capita 



 

 Before transfer you will all receive a welcome pack containing useful 
information about joining Capita 
 Regular information will be coming out to you through the staff bulletins 

and FAQs 
 We will issue you with a payroll guide, including an example of a Capita 

payslip 
 Our Integration team will be on site throughout transition to provide 

opportunities to ask us anything or just catch up with workstream leads 
 On your first Capita pay day we will be running a payroll helpline, for 

you to raise any queries  
 
 

 

Continued support and Information 



What will happen specifically in the Business Area including timing of moves  

Business Area Slide 



Customer Services 



Solution Overview – Customer Services                                  
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Key Aspects of the Solution 
• Customer Service Professionals delivering: 

• External calls (3 teams - People, Street & Property ) to be delivered 
from the new Contact Centre location  

• Adult Social Care Direct – remains in Barnet 
• Face to Face delivered locally through most appropriate locations 

and targeted at those residents most in need of one to one support 
• Improved web access requiring a re-design and creation of  transactional 

and information content, signposting, and effective integration 
 

• Delivering a multi-channel Customer Access Strategy highlighting which 
customer groups  require which services and by which channel, using 
Customer Insight - Needs & Preferences which supports identification of 
underlying need and informs a “life events” approach to service delivery 
 

• Enabling customers to self-help – portals and “Amazon Style” online 
account 
 

• Customer Advocacy across the Ecosystem – using  suppliers contracted to 
LBB, central government orgs, community groups to deliver services. 
Signposting. 

 
• Single customer and property view on new CRM system 
 

Key Outcomes 
 Co-design services with customers for customers 

 
 Improved end to end customer experience, and 

satisfaction, matching customer need to services and 
channels 
 

 Volume reduction  & demand management (through 
understanding points of failure & avoidable contact) 

 
 Channel Shift and Customers enabled to self-help (also 

signposting) 
 

 Consistent and efficient processes 
 

 Increased resolution at first point of contact 
 

 Customer Services as the advocate for the customer 
 

 Proactive and preventative interactions 
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Solution Overview  - Contact Centre 

Key Aspects of Our Solution  
 
 First six months following Service Commencement Date operation will 

remain in Barnet with service migration to new site from month 7 onwards 
 

 Blackburn with Darwen Contact Centre site – duplication of existing services 
from Barnet (following completion of Council CSO Transformation) with 
ongoing transformation thereafter 
 

• Handles Inbound, Outbound, Email, Social Media and Customer Services  
Post  

 
    Development of multi skilled Customer Service Professionals 
      -   Handling 3 tiers of customer service requests    
      -   Services grouped under People, Street and Property  

 
 Increased first call resolution, process improvement, operational 

efficiencies, channel shift  
 

 Operations Transition Team engage on site with Barnet colleagues and Dual 
running period of two months between 2 sites during service migration 
 

 Best practice tools and techniques introduced to operation  
 

 

Key Outcomes 

 
 Stabilised operation and smooth transition allowing 

completion of in flight improvement activities 
 
 Leverage significant contact centre capability  

 
 Supports multi channel integrated service  

 
 Improved levels of customer experience and increased 

first call resolution. Improved agent experience and 
engagement 
 

 Achieve Channel shift commitments, cost reduction and 
improved VFM for the council  
 

 Successful transfer of knowledge and local community 
insight to protect citizen experience 
 

 Enhanced service performance through people 
experience, performance management and customer 
satisfaction programme   
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Solution Overview – Self-service 

Key Aspects of Our Solution  
 
 For internal and external customers (including suppliers) 

 
 Improved web capability – transactional, knowledge, resolution, in 

particular for high volume services, providing intelligent, transactional 
forms, reducing the need for inbound telephone contact. 
 

 Variety of self-service media, including Natural Language, touch-tone 
telephony, Internet, mobile, social media 
 

 Extensive development of the  Councils website and ongoing web 
development team in place to ensure that the web responds to changing 
needs and meets customer requirements 
 

 Personalised and trackable customer information for people to access any 
time of day through their portal and customer account 
 

 Contextual and searchable knowledge bases 
 

 
 
 
 

Key Outcomes 

 
 Channel Shift 

 
 Volume reduction 

 
 Increased customer satisfaction 

 
 Opening up access to services 

 
 Increased resolution at first point of contact 

 
 Demand management for back office 
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Solution Overview – Face to face 

Key Outcomes 

 
 Refocus resource on those most in need of face to face 

support 
 

 Demand management  and channel shift  
 

 Joining up service provision – One Barnet 
 

 Flexible property solutions for the changing needs of face 
to face 
 
 

 
 
 

Key Aspects of Our Solution  
 
 Refocus face to face provision to be for those elements of a process which 

require face-to-face intervention i.e. provision of proofs & for those 
customer groups whom are unable to access other channels.  
 

 To bring together other public sector bodies to provide a full range of 
services based upon Insight data: 
 For the Public - Council services which require F2F interaction 

(these could be activities which start through initial contact by 
phone/self-service , such as Housing Benefit application/claim).  

 For Internal - Where Council staff can’t access IT support anywhere 
else. Use of office space for meetings. A ‘landing point’ for internal 
activities such as HR and Finance if staff are not office based. 

 For Services - Delivery of services such as Adult and Children 
Services, Libraries and business partners for complex cases 

 For Partners - Co-location around a ‘theme’, for example, CAB, 
Police, Barnet Homes, depending upon demographic data and for 
elements of the Ecosystem partnerships. 

 
 Appointment system and demand management 

 
 A ‘presence’ across the Wards – Hubs  (links to Property stream) 



Customer Service Time scales and overview 
Proposed support location 

Location outside Barnet - Blackburn with Darwen 

Service 
Commencement 

    Date (SCD)  

Adjustments at 
SCD 

End of Transition  
period 

End of 
Transformation 

period 

Partnership 
Completion  
31/03/2023 

 

Date 01/04/13 01/04/13 19/12/13 31/03/14 31/03/15 Barnet FTEs 

FTE  in Barnet 83.84 81.80 19.60 19.20 18.50 18.50 

FTE outside Barnet 2.00 61.90 59.20 54.25 52.25 
Key Activities Start Date 

Staff Consultation Period 07/01/13 

Staff Bulletins and Consultation Updates 07/01/13 

Due diligence 07/01/13 

Ask Capita/One to Ones TBC 01/03/13 

Pension & Benefit Roadshows 10/03/13 

Verification Letters 15/03/13 

Manager training 02/04/13 

Capita Service commencement Date 01/04/13 

Payroll helpline launches 15/04/13 

First Capita payday 26/04/13 

Transition to Blackburn 01/10/13 



Customer Services - Transformation & Operational 
Resources  
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Transition Team (first 5 months) 

Transition rector 
Tracy Osman 

Transition Manager 

DD support 

Project Manager 
TBC 

Transformation (first 12 months) 

Service Development 
Team 

Shadowing  
Channel Development  

Team 

IT  support to  
Implement 

 infrastructure   
 

Operational support including 
 identification of quick wins, 

skills and role matching and recruitment 
 

Performance  
Development Team 



CS Structure 



CS Customer Journey 



Revenues and Benefits 
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Revs and Bens Solution 
Key Aspects of  the Solution  
 £-for£ guarantee for  overall CTax collection  
 LA Error/Admin Delay guaranteed below lower DWP threshold (subject to 

£5m cap)  
 Core back office delivered from Blackburn   

 Economies of scale through delivery of back office processing and 
shared teams  

 Resilience from Capita infrastructure ,  
 Ability to provide overflow services  and backlog services if required 

 Specialist Teams located in Bromley   
 Final team locations s to be agreed through Due diligence and  based 

on clearer view of functions, skills and individuals  
 Subject matter experts activity delivered from shared service centre 
 Transformation Programme year 1 

 Step up in Channel shift towards self service – e-claims/e-billing/e-
notifications 

 Process automation 
 Retain Civica OpenRevenues systems for duration of current contract 
 Face to face customer enquires will remain in Barnet as part of Customer 

Service as well as visiting officers, community advocates etc   
 Insight Engine and channel shift  

 Ongoing promotion of e-claims and self-service 
 Proactive intervention for hard-to-reach groups 
 E-billing and e-notifications    

 

Key Outcomes 

 
 Co-design services with customers 
 
 Economies of scale  

 
 Increased collection  

 
 Improved processing times  

 
 Reduced printing and postage costs  

 
 Service resilience  

 
 Early and proactive intervention 

 Community based services    
 Tailored access and reduced  contacts  

 
 
 



Revs and Bens Time scales and overview 
Proposed support location 

Location Outside Barnet - Blackburn with Darwen and Bromley 

Service 
Commencement 

    Date (SCD)  

Adjustments at 
SCD 

End of Transition  
period 

End of 
Transformation 

period 

Partnership 
Completion  
31/03/2023 

 

Date 01/04/13 01/04/13 19/12/13 31/03/14 31/03/15 Barnet FTEs 

FTE  in Barnet 126.53 126.53 3.00 3.00 2.00 2.00 

FTE outside Barnet 0.00 0.00 109.06 109.06 103.56 88.56 

Key Activities Start Date 

Staff Consultation Period 07/01/13 

Staff Bulletins and Consultation Updates 07/01/13 

Due diligence 07/01/13 

Ask Capita/One to Ones TBC 01/03/13 

Pension & Benefit Roadshows 10/03/13 

Verification Letters 15/03/13 

Manager training 02/04/13 

Capita Service commencement Date 01/04/13 

Payroll helpline launches 15/04/13 

First Capita payday 26/04/13 

Transition to Blackburn 01/08/13 

Transition to Bromley 01/08/13 



R&B - Transformation & Operational Resources  
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Transition Team (first 5 months) 

John de la Rue  
Transition Manager 

Transition Manager  
Andrew Woodward 

Interim Head of Service 
Pete Magee 

DD & Ops Support 
APT, CST & SMEs 

Project Manager 
Andrew Taylor 

Transformation (first 12 months) 

Training   
APT  

LGS SSC  
and SMEs 

LGS Transformation 
Programme 



Finance 
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Finance Solution Overview 
Key Aspects of Our Solution (Service Specific) 
 
 Blended service delivery 

 Face to face business partners in Barnet 
 Back office processing services delivered off-site 
 Technical subject matter experts and Business Partners 

stay in Barnet 
 
 Implementation of Integra and Axiom systems to replace SAP 

 
 Delivery of cash collection services by National secure collection 

provider 
 

 Promote self service 
 Online purchasing and requisitioning 
 Business planning and forecasting 
 Electronic invoicing  
 Supplier portal 

 
 First line contacts not resolved  through self help passed to 

exchequer SMEs in finance  
 

Key Aspects of Our Solution (Service Specific) 

 
 Co-design services with customers 
 
 Implementation of Axiom(Budgeting, Planning and Consolidation) 

reporting and planning solution or similar 
 

 Pensions service delivered by Hartshead Sheffield 
 

 Treasury service delivered by Sector 
 

 Retained team training to improve process efficiency (Workflow 
processes and Axiom MI) 
 

 Increased sundry debt collection - Gainshare 
 
 Expansion as a traded finance service for schools – offering Integra 

as an alternate to RM Finance. Will allow for greater automation 
and reduced costs 

 

 



Finance Time scales and overview 
Proposed support location 

Locations outside Barnet: Swindon ,Sheffield 
Service 

Commencement 
    Date (SCD)  

Adjustments at 
SCD 

End of Transition  
period 

End of 
Transformation 

period 

Partnership 
Completion 
31/03/2023 

Date 01/04/13 01/04/13 19/12/13 31/03/14 31/03/16 Barnet FTEs 

FTE  in Barnet 89.27 90.53 79.72 79.72 70.55 41.57 

FTE outside Barnet 0.00 0.00 0.00 0.00 6.68 5.40 
Key Activities Start Date 

Staff Consultation Period 07/01/13 

Staff Bulletins and Consultation Updates 07/01/13 

Due diligence 07/01/13 

Ask Capita/One to Ones TBC 01/03/13 

Pension & Benefit Roadshows 10/03/13 

Verification Letters 15/03/13 

Manager training 02/04/13 

Capita Service commencement Date 01/04/13 

Payroll helpline launches 15/04/13 

First Capita payday 26/04/13 

Transition to Swindon 01/05/14 



Finance Transition & Operational Resources 
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Nimesh  Shah 
Transition    

Jeremy Wright 
Transition 
Manager 

 

Riz Sharif 
Transition & 

Transformation 
Director 

 

Finance Transition First 6 Months Finance Transformation First 24 Months 

Nimesh  Shah 
Transformation 

Manager 
 

Technical SME 
Axiom/Integra/S
ector/ Pensions 

Project Support 
 

Riz Sharif 
Transition & 

Transformation 
Director 

 



Finance – Customer Journey 
Budget Management


Services Access


Org. Posit ion


Capability 


Case Expertise


Experience

Norman is a Budget Manager in Children’s Services, with responsibility for a number of cost centres. He knows his managers have updated their first  draft  
budgets and he wants to review them. Having been involved in the planning and implementat ion for the new finance system, he understands how the 
Axiom system works. 

Experience

Moments 
of Truth

Norman’s Situat ion

Key 
Enablers

 Easy access to required data
 Accessible support  f rom Business Partner
 Simplicity of  making changes

 Axiom software
 Business Partner
 Visible, usable data
 Immediate change

Nor man

Business PartnerBusiness Partner

Norman runs a 
report  in Axiom 

which consolidates 
his cost  centres to 
show the first  cut  
for his budgetary 
area of control. 

Norman phones his 
Graham, the Finance 

Business Partner, who is 
already in the building 
and arranges to review 
the budget . Graham 
comes to Norman’s 

desk and sits with him 
as they joint ly review 
the make up of the 

budgets.

It  becomes clear that  one 
Cost  Centre Manager has 
accounted for some costs 
which he has also included 

within his central cost  
centre. Norman adjusts this 
immediately, bringing his 

overall budget  back in line. 
He includes a comment on 
the original cost  centre to 
explain what  he has done.

They open individual 
cost  centres and can 

see the individual 
forecasts as well as the 

commentary and 
assumpt ions which 
each Cost  Centre 

Manager has included 
within the forecasts.

Norman now feels he 
understands the 

numbers in the first  cut  
of budgets and is able to 

challenge his Cost  
Centre Managers 

further along with 
Graham to ensure the 
budget  which is set  is 
both challenging and 

deliverable.

While they are 
reviewing the 

budgets, Graham 
ident ifies that  a Cost  
Centre Manager has 
included some costs 

with the wrong 
profiles. Norman also 
adjusts these direct ly 

within Axiom.

He not ices some 
st range variances 

when compared with 
the current  year 

budgets, which he 
isn’t  able to 
immediately 
understand.

Axiom



IS Service 
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 IT Solution Overview  
Key Aspects of Our Solution (Service Specific) 
 Early Intervention (Transition – Month 6) 

 Connectivity into  Capita 
 Interim DR for Critical Applications 
 Enhanced service expertise to supplement management  team 
 Service  aligned to ITILv3 and underpinned by SLA 

 Transform & Optimise (Years  1 - 3) 
 Service Desk Moves into Customer Services 
 IT Service moves out of Barnet (Centralised) - service desk and data 

centre relocated to Chippenham and Chertsey 
 Dynamic Hosting & Cloud (IaaS) replaces Barnet DC 
 Resilient solution includes built-in DR 
 Google Apps piloted and evaluated as an alternative to Office 
 New Thin Client Solution Deployed & Support for BYOD 
 Refresh LAN & Metropolitan Area Network  
 Application Support optimised and consolidated 
 BPO IT Platform Available to Support Service Transformation 
 Schools service strengthened and new services & portal provided 

 Service Revolution (Years 4 – 6) 
 90% of Services delivered from the Cloud 
 Majority of IT Services are on a Utility Model and Personalised to 

the User (Choose your own App) 
 SLAs revised to reflect new shape of service 

 Adapting to the Future (Years 7 – 10) 
 An ongoing Commercial flexible model based on utility model  

Key Outcomes 

 
 Co-design services with customers 
 Immediate Service Improvement 
 Certainty of Cost in the Early Years 
 Adapting to the Changing Shape of the Authority 
 Service matches the ambition of the Council for Change 

and Innovation 
 Built in Flexibility to Adapt to Uncertain future 

requirements 
 A Zero Infrastructure Service (Goal) 
 Move away from traditional corporate IT to 

‘Commissioning IT’ 
 Service Performance Targets hit consistently through 

good management, not by luck 
 Financial Savings 
 Proactive supplier and contract management continually 

drives best value 
 Enhanced Transformation Capability to drive affordable 

change throughout the Authority 
 



IS Time scales and overview 
Proposed support location 

Locations Outside Barnet - Chippenham, Chertsey 
Service 

Commencement 
    Date (SCD)  

Adjustments at 
SCD 

End of Transition  
period 

End of 
Transformation 

period 

Partnership 
Completion 
31/03/2023 

Date 01/04/13 01/04/13 19/12/13 31/03/14 31/03/15 Barnet FTEs 

FTE  in Barnet 55.30 59.10 31.59 28.59 25.25 13.14 

FTE outside Barnet 0.00 0.00 6.00 9.00 9.00 9.00 
Key Activities Start Date 

Staff Consultation Period 07/01/13 

Staff Bulletins and Consultation Updates 07/01/13 

Due diligence 07/01/13 

Ask Capita/One to Ones TBC 01/03/13 

Pension & Benefit Roadshows 10/03/13 

Verification Letters 15/03/13 

Manager training 02/04/13 

Capita Service commencement Date 01/04/13 

Payroll helpline launches 15/04/13 

First Capita payday 26/04/13 

Transition to Chippenham 01/05/14 



IS - Transformation & Operational Resources  
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Transition Team (first 5 months) 

Barry Henderson 
Transition Manager 

Service Delivery Mgr  
Kieran Cook 

Business Relationship 
Manager  

Amy Church 
Project Manager 

Transformation (first 12 months) 
Goy Roper  
Head of IS John Julier 

Transformation Mgr 

PMO Support 
Katherine Saubolle 

Enterprise Architect 
Giles Dawson 

Contracts 
Manager 



IS Structure 



IS customer Journey 



IS customer Journey 



Estates 



Estates Time scales and overview 
Proposed support location 

Barnet 
Service 

Commencement 
    Date (SCD)  

Adjustments at 
SCD 

End of 
Transition  

period 

End of 
Transformation 

period 

Partnership 
Completion 
31/03/2023 

Date 01/04/13 01/04/13 19/12/13 31/03/14 31/03/15 Barnet FTEs 

FTE  in Barnet 62.02 62.02 53.02 53.02 49.81 46.81 

FTE outside Barnet 

Key Activities Start Date 

Staff Consultation Period 07/01/13 

Staff Bulletins and Consultation Updates 07/01/13 

Due diligence 07/01/13 

Ask Capita/One to Ones TBC 01/03/13 

Pension & Benefit Roadshows 10/03/13 

Verification Letters 15/03/13 

Manager training 02/04/13 

Capita Service commencement Date 01/04/13 

Payroll helpline launches 15/04/13 

First Capita payday 26/04/13 



Estates Timescales  

Key Activities Start Date 

Staff Consultation commences 07/01/13 

Presentation to Estates Staff 08/01/13 

Information Verification and commencement of IPAMS development 09/01/13 

Resource Review & Action Plan 14/01/13 

Establish Joint Working Party 14/01/13 

“Meet and Greet” Session 01/02/13 

Mentor Mobilisation 01/02/13 

Establish Strategic Asset Management Group 11/02/13 

Desktop training and “dry run” 01/03/13 

Desktop GO Live 31/03/13 

Capita Service commencement Date 01/04/13 



Estates - Transformation & Operational Resources  
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Transition Team (first 5 
months) 

Transformation (first 12 
months) 

Director of Estates 
TBC 

Transition  Lead 
Ian Brown 

Transition Manager  
Estates 

Kevin Shutter 

Transition Manager  
Facilities 

Ian Summerton 

PMO  
Lorna Hayes 

Transition Manager  
Agile Working Policy 

Mark Bradshaw 
Capita Symonds Support 

Operational Business 
Development Finance/Admin 

See Next Slide 



Estates Structure 

Director of 
Estates 

Operational 
Business 
Manager 

Finance and 
Admin 

Print Manager FM Manager 
Building 
Services 
Manager 

Estates 
Manager 

Transactional 
Services 

Strategic  
Asset 

Management 

Energy 
Utilities 

Capital 
Projects 

Repairs and 
Maintenance 

Compliance 

Service 
Delivery  
In-house 

Corporate 
Estate 

Investment 

Mail and 
Courier 

External Print 
Management 

Internal Print 
Delivery 

Service 
Delivery  

Supply chain  

Schools 
Other Intl 
Clients 

Schools 
HRA 

Schools 

Corporate 
Estate 

Corporate 
Estate 

Corporate 
Estate 

Helpdesk 

Senior Management Group 
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Estates Solution Overview   

Key Aspects of Our Solution (Service Specific) 
Implement a new  integrated property management system (IPAMS) 

 Single view of the asset & Single version of the truth 
Transfer the investment estate  into Capita’s Real Estate business 

 Improve  rental income & Decrease voids 
Implement a new Corporate Landlord Function (CLF) 

 Reduce  property costs across the estate 
 Improve use of the Councils assets 

Deliver an Agile Workplace programme (AWP) 
 Reduce future property requirements across the Council 

 Provide a portfolio aligned to customer service requirements 
Invest in additional strategic resources to develop property strategy 

 Reduce cost of property to the council 
 Increase the value of the Councils estate through development opportunities 
 Integrate public sector and deliver a ‘neighbourhub’ approach to citizens 

In source all design fees for capital and revenue projects 
 Reduce design fees within LBB 
 Improve  project delivery 

Integrate service delivery into a single team approach 
 Improve service delivery 
 Reduce the cost of services 

Implement a managed account approach to treat pass through revenue 
 

 

 
 
 

Key Outcomes 
 

 Exit NLBP 4 2015 -  net £28M savings 
guarantee 

 Increase investment income -£0.5M 

 Additional school places provided in new 
/ refurbished buildings at less than 

current model 

 A future property portfolio aligned to 
customer access strategy.  

 Improved use of assets through the CLF 

 Improved service delivery within building 
operations 

 Potential for exiting Barnet House – 
current cost is £1.7m p.a 

 5% reduction in energy consumption 
across the corporate estate  guaranteed 

and target to deliver 10%+ 

 Increased capital receipts from 
development activities 

 Co-design services with customers 

 
 
 
 



Estates  Customer Journey 
Asset Management Planning


Services Access


Org. Posit ion


Capability 


Case Expertise


Experience

Claire is a senior officer in Communit ies who has been given the task of writ ing a report  about rat ionalising the use of propert ies under her department ’s 
budget control. This is not Claire’s normal area of expert ise but she is very conscient ious and wants to deliver a  good report  because she knows how 
important it  is to her department.

Experience

Moments 
of Truth

Claire’s Situat ion

Key 
Enablers

Claire decides that  the 
first  thing she needs to 
know is where all the 
propert ies are, so she 
contacts the Estates 

Department . 
She is put  into contact  
with Mike, the Estates 

Customer Service 
Manager responsible 
for liaison with her 

department  to arrange 
a meet ing 

Capita Real Estate

 Expert , accessible assistance with Asset Management
 Access to mult iple sources of relevant ,qual ity data
 Addit ional, bonus opt ion available 

 Asset Management expert ise
 Customer service approach
 Single source of property information
 Insight Engine
 Wider Capita capabil it ies

IPAMS

C lair e

They quickly have a 
complete picture of 

the propert ies in 
terms of lease and 
freehold, operat ing 
cost  and backlog 

liabilit ies. Using this 
informat ion along 

with some 
benchmarks, Claire 
is able to rank the 

costs for each 
building. 

The Neighbourhub is 
designed to help deliver 
the right  services in the 
right  locat ion in a t imely 

manner. This improves the 
quality of lives of cit izens 
of Barnet  and at  the same 
t ime helps LBB to improve 
the ut ilisat ion of its assets 
across the Borough. They 

realise a couple of the 
buildings designated at  
risk are ideally placed to 

be part ly converted.

Mike is able to source 
addit ional informat ion 

about  the demographics 
in the localit ies from the 
Insight  Engine; also the 

Strategic Corporate Asset  
Management  Plan has 
support ing informat ion 

that  helps put  the 
possible solut ions in 

context . 
One such solut ion is the 
‘Neighbourhub’ part  of 
the localit ies st rategy.

Claire can now draft  her 
report . Access to real 

t ime data means that  she 
has more t ime to consider 
the quality of outcomes. 

The support  in helping her 
find possible alternat ive 

uses which may help 
share the cost  and avoid 
closure altogether is very 

compelling. She is 
confident  the report  will 

be well accepted.

Mike quickly 
understands the 

requirements of the 
report  and they agree to 
work together. First  he 
is able to go online and 
bring up all the data for 

the propert ies. Mike 
explains that  this is a 
new init iat ive, IPAMS, 

and is a single source of 
all property 
informat ion. 

Insight  EngineEstates
SCAMP

As a bonus, Mike 
explains to Claire 
that  Real Estate 

Services is included 
in the Capita team 
and he is sure they 

will be able to 
suggest  how the 

disposal of another 
of the propert ies 

may be able provide 
the money to fund 
the whole process.



Estates  Customer Journey 
Agile Working, NeighbourHubs, Print and Mailing


Services Access


Org. Posit ion


Capability 


Case Expertise


Experience

Mark lives in Edgware and is a Health and Safety advisor for LBB. His work consists of visit ing schools, libraries, community centres and other council premises 
advising on H&S and risk analysis. Mark used to be based in NLBP but through consultat ion as part  of Agile Workplace init iat ive was determined to be an 
Agile Worker i.e. most ly works out of the office but needs to have an occasional base in NLBP.

Experience

Moments 
of Truth

Mark’s Situat ion

Key 
Enablers

When first  
consulted on Agile 

Workplace and 
designated as an 

Agile Worker, Mark 
is a lit t le anxious 
about  losing his 

desk and scept ical 
that  he could really 

‘let  go’. 

Print  Centre

 Expert  assistance with agile working
 Access to Neighbourhubs, hot desks and print ing
 Ease of report  creat ion/distribut ion

 Agile working team
 Neighbourhubdevelopment
 Print  Centre 

Agile Working Team 

M ar k

Working with Mark, 
Capita Agile Working 

experts analyse 
Mark’s workflow and 
requirements. They 
personalise t raining 
and resources to 

make sure he has the 
right  tools and the 
confidence to use 

them.

Once he has completed a visit , 
he finds it  easy to complete his 
report  while all the details are 

fresh in his mind. Using OneM@il 
from an icon on his laptop, he 

can select  the report  and send it  
to the Print  Centre where it  will 
be printed and sent  out  by mail. 

To give him confidence, he is able 
to t rack the report  from 

submission through to mailing.

Having taken the plunge and been 
an ‘Agile’ worker for a few weeks, 
Mark has put  his scept icism well 

behind him. Wherever he is in the 
Borough, he never seems to be too 
far away from a Neighbourhub or 

library where he can find a hot  desk 
and printer or MFD. From his 

laptop, he is able to download the 
right  forms and print  them off - all 
he has to do is enter his pin number 
and the server finds and recharges 

his cost  centre. 

Mark hardly thinks 
about  his old desk 
these days. The 

Neighbourhubsand hot  
desks are well situated 
on bus and tube routes, 
which makes it  much 

easier than going in and 
out  of NLBP. As an 
added bonus, Mark 

saves on CO² emissions, 
so feels he is doing his 
bit  for sustainability as 

well.

Mark is concerned that  
he has to write reports 
following visits then 
ensure that  these are 
quickly dist ributed to 
his clients, with copies 
retained on file. The 
reports occasionally 
contain confident ial 

remedial act ion plans 
and he likes to ensure 
the client  has a hard 

copy mailed to them, as 
well as an elect ronic 

version. 

Neighbourhub



The Vision 
LBB Cabinet & Governance 

Strategic Asset Management Plan 

Strategic Asset 
Management Group 

Corporate Landlord Function 
 

 
 
 
 
 
 
 
 
 

Integrated Property 
Asset Management  

System (IPAMS) 

Capita Symonds 
Property & Estates 
LBB Partnership 

DRS 
Liaison 

Group 
Liaison 

Investment 
Estate 

CS Commercial 
Real Estate Team 

Community 
Assets Surveyor 

Community 
Assets Strategy 

One Barnet Public 
Sector Forum 

Council 
Departments 

Agile Workplace 
Programme 

Transferring Estates 
Team (TUPE) 

Management Team 

Corporate Estate 
Management 

CS Business Support 
Finance & BD Managers 

CS Director 
of Estates 

Info Exchange 
Compliance System 

BUILDING 
SERVICES 

FACILITIES 
SERVICES 

ESTATES 
SERVICES 

PRINT 
SERVICES 

CS Agile 
Workplace Team 

CS Dedicated 
Surveyors 



Questions...? 

If you have any further questions please feel free to contact us- 
 
Ian Brown- ian.brown3@capita.co.uk 
Kevin Shutter- kevin.shutter@capita.co.uk 
Ian Summerton- ian.summerton@capita.co.uk 
Lorna Hayes- lorna.hayes@capita.co.uk  
 

mailto:ian.brown3@capita.co.uk�
mailto:kevin.shutter@capita.co.uk�
mailto:ian.summerton@capita.co.uk�
mailto:lorna.hayes@capita.co.uk�
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Solution Overview – Procurement 
Key Aspects of Our Solution (Service Specific) 
Service Delivery 
 Drive down 3rd party expenditure in a fully compliant manner 
 Optimise local and 3rd sector supply 
 Strategic commissioning via insight 
 Make the council easier to do business with 
Customer Support 
 Develop co-design and citizen inputs into future procurements 
 Provide a single on line portal for suppliers and customers 
 Develop the local supply market through the creation of a local supply 

champion 
Knowledge Transfer 
 All procurement staff will be given the opportunity to achieve the appropriate 

level of  CIPS qualifications 
 All staff given access to opportunity for project management and other 

training through the Capita People Development 
 Increase in the skills of the transferring staff through the provision of 

knowledge and skills transfer from Capita experts 
Compliance Management 
 Contract Compliance with 98.6% of all contracts Let and managed 
 Make 100% of all contracts it lets compliant with the London Procurement 

Pledge  
 95% of all contracts let will  meet 100% of the KPIs  
Technology 
 Investments in :-Project tracking-Benefits Tracking-Desktop Dashboard 

Reporting—Online Contracts Database  
 Increased usage of e-Sourcing 
 Development of Supplier Portal 
 

 

Key Outcomes 
 Deliver £71m cashable savings 
 Best value commodity goods and services procured 
 Improvement in flexible framework scoring 
 Council is an exemplar for right sourcing 
 Reduction in customer and supplier queries 
 Deliver new markets and a thriving local supply chain 
 Supply Chain understands how to win business with 

Barnet 
 Team are equipped with the right commissioning and 

procurement skills 
 Drive a continuous improvement in Procurement 
 Development of local eco-system 
 Co design services with Commissioners  
 

 



Procurement Time scales and overview 
Proposed support location 

Location outside Barnet - Southampton 
Service 

Commencement 
    Date (SCD)  

Adjustments at 
SCD 

End of Transition  
period 

End of 
Transformation 

period 

Partnership 
Completion 
31/03/2023 

Date 01/04/13 01/04/13 19/12/13 31/03/14 31/03/16 Barnet FTEs 

FTE  in Barnet 16.67 15.67 15.67 15.67 14.67 7.00 

FTE Outside Barnet 5.67 4.67 
Key Activities Start Date 

Staff Consultation Period 07/01/13 

Staff Bulletins and Consultation Updates 07/01/13 

Due diligence / Opportunity Assessment 07/01/13 

Ask Capita/One to Ones TBC 01/03/13 

Pension & Benefit Roadshows 10/03/13 

Verification Letters 15/03/13 

Manager training 02/04/13 

Capita Service commencement Date 01/04/13 

Payroll helpline launches 15/04/13 

First Capita payday 26/04/13 

Transition to Southampton 01/05/15 



Procurement Transition & Operational Resources 
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Benefits 
Realisation 

2 FTE 

 
Transition 

1 FTE 

Work Stream 
Lead 

0.5 FTE 

Procurement Transition First 4 Months Procurement Transformation First 24 Months 

Transformation 
Manager 

Benefits 
Realisation Lead 

Procurement 
H.O.S 

Savings Delivery People, Process, 
Infrastructure 







Corporate Programmes 

Corporate Programmes 
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Corp Programmes Solution Overview 

Key Aspects of Our Solution (Service Specific) 
 
 Initial list of in-flight projects agreed for transfer and final list of projects to 

be agreed shortly – all teams delivering in-flight projects will transfer with 
projects that Capita delivers  

 Integrate the service into our NSCSO change capability: 
 Single PMO across all change reporting into TD (improved capability 

around benefits tracking & change management) 
 One Barnet integrated to NSCSO Transition & Transformation 
 Capital Programmes integrated to Estates Capital team 
 New school designs service offered when Kier contract expires 
 Develop the Council’s PPM environment 

 

 Baseline in-flight projects to: 
a) Identify projects where we can extend benefits & guarantee 
b) Accept projects on T&M basis with cost, time, & quality KPIs 
c) Accept projects on a T&M basis without KPIs 

 

 Build new Transformation pipeline 
 

 Build new Construction pipeline 
 

 
 

Key Outcomes 
 

 Effective approach to managing benefits realisation 
 

 Fully integrated approach to change management 
 

 Additional school places provided in new / refurbished 
buildings at less than current model 

 
 Extended and deliver the LBB savings projected in their 

MTFS 
 

 Strengthened PPM environment across the Council 
 Effective programme governance  
 LBB managers developed through Management 

Academy 
 
 
 



Corporate Programmes Time scales and overview 
Proposed support location 

Barnet 

Key Activities Start Date 

Staff Consultation Period 07/01/13 

Staff Bulletins and Consultation Updates 07/01/13 

Project due diligence 07/01/13 

Agreement of which projects will transfer 04/03/13 

Ask Capita/One to Ones TBC 11/03/13 

Pension & Benefit Roadshows 11/03/13 

Verification Letters 15/03/13 

Manager training 02/04/13 

Capita Service commencement Date 01/04/13 

First Capita payday 26/04/13 



CP - Transformation & Operational Resources  
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Due Diligence Team (first 3 months) 

Project Manager 
Rav Singh 

Operations (post SCD) 

Transformation Director 
Rob MacDougall 

Transformation Manager  
Ed Temple 

Transformation Director 
Rob MacDougall 

Transformation Manager  
Ed Temple 



HR Payroll Service 
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HR Solution Overview 
Key aspects of our Solution  
Channel Shift 

 Provide Self Service and Self Help to Schools 
 Provide  access to Self Service for hard to reach staff via Touch 

Tone Telephony 
 Enhance range of  Self  Service and  Self Help options 

Service Delivery  
 Shared Service Centre for: 

 tracking and resolution of first line queries 
 transactional processing incl. Payroll  
 HR expertise  incl. Recruitment 

 Face to face support for: 
 BP strategy and support  
 Employee Relations Case Management 

 Train and develop HR  managers to become effective Business  
 Partners  

 Strengthen and support BP’s and the ER team with Subject matter 
expertise from across Capita & support transformation 

 Enhance Intranet content, search facility and knowledge  
 management  
 
 

Key Outcomes 
 Co-design services with customers 
 Enhanced  Self-Help - we will ensure the HR intranet is a 

detailed source of HR information which is easy to use and 
informative, driving policy awareness and compliance 

 Transparent, efficient  and accessible  Self-Service for 
employees, enabling them to control their employment 
information 

 Empowered managers becoming more effective with easy 
access to enhanced management information 

 Educating and coaching managers to become self sufficient  
through  effective coaching and education 

 Improved processing times  through process improvements 
 Proactive and early intervention  of HR issues or highlighting 

trends through HR  business intelligence 
 Preserving positive relationships with Trade Unions 

 
 
 

 iTrent  for HR professional users and Manager/Employee Self Service 
 Employee Portal to support Self Service, Self Help, Reports and links to useful 

sites 
 Transversal , Knowledge Management and natural language search 
 K2 , Business Process Management, workflow, forms and triage 

 Intelecom, Touch Tone Telephony  
 MSDynamics & Jira (CRM) to manage and track HR phone & email 

contacts 
 Info Tracker for SHaW, HartlLink for Pensions 
 EDRM – Capita Total Document Solutions for scanning and indexing 

Technology solution 



HR & Payroll Time scales and overview 
Proposed support location 

Locations outside Barnet: Belfast, Carlisle , Banstead and Sheffield 
Service 

Commencement 
    Date (SCD)  

Adjustments at 
SCD 

End of Transition  
period 

End of 
Transformation 

period 

Partnership 
Completion 
31/03/2023 

Date 01/04/13 01/04/13 19/12/13 31/03/14 31/03/15 Barnet FTEs 

HR FTE  in Barnet 75.28 59.52 42.26 42.26 10.52 10.11 
Pension FTE in 
Barnet 11.76 11.76 

FTE outside Barnet 26.21 25.71 36.89 32.40 
Key Activities Start Date 

Staff Consultation Period, Bulletins & Consultation Updates. 07/01/13 

Due diligence 07/01/13 

Ask Capita/One to Ones TBC 01/03/13 

Pension & Benefit Road shows 10/03/13 

Verification Letters 15/03/13 

Capita Service commencement Date 01/04/13 

Manager training 02/04/13 

First Capita payday 26/04/13 

Transition to Banstead and Sheffield (Pensions) 01/08/13 

Transition to Carlisle (Schools) 01/12/13 

Transition to Belfast (Corporate & Other traded services) 01/04/14 



Health, Safety and Wellbeing timescales and overview 
Proposed support  location 

Locations outside Barnet: Southampton, London 

Service 
Commencement 

    Date (SCD)  

Adjustment
s at SCD 

End of 
Transition  

period 

End of 
Transformation 

period 

Partnership Completion 
31/03/2023 

Date 01/04/13 01/04/13 19/12/13 31/03/14 31/03/15 Barnet FTEs Outside Barnet 

HSW FTE  in 
Barnet 4.0 4.0 1.3 1.3 1.3 1.3 As requested 

Key Activities Start Date 

Staff Consultation Period, Bulletins & Consultation Updates. 07/01/13 

Due diligence 07/01/13 

Ask Capita/One to Ones TBC 01/03/13 

Verification Letters 15/03/13 

Capita Service commencement Date 01/04/13 

Manager training 02/04/13 

First Capita payday 26/04/13 

Transition to Capita Occupational Health Service 01/04/13 

Transition to Southampton (Advisory) 01/08/13 



HR & Payroll - Transformation & Operational Resources  
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Transition and Transformation Team  

Project / Programme 
 Manager 

Kevin McHugh 

Procedure Writer 
Alan Moore 

HR  Manager  
Corporate &  

other  traded services 
Melissa Caldwell 

HR  Manager 
Schools 

? 

Barnet  
ADHR 

Technical and Operational IT Support 

Business Analyst 
Mathew Quinton 

Testing / Go Live support 

Subject Matter Expert 
HR & Contact Centre 

Mandy Sessford 

Subject Matter Expert 
Payroll & Pensions 

? 

Subject Matter Expert 
Recruitment 

? 

Subject Matter Expert 
HR/Contact Centre/Strategic data 

Kelly Walsh  

Subject Matter Expert  
Payroll & Pensions 

Paul Jackson 

Subject Matter Expert  
Recruitment / Customer Relations 

Gary McAlorum 

Subject Matter Expert  
ER / Expert Services / strategy 

Barry Shannon 

Business Analysts 
Louise Gardiner 

Kirsty Bogle 
Laura McGirr 

Training  
programmes 



Pensions- Transformation & Operational Resources  
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Transition and Transformation Team  

Pensions Manager 
Danny Snow 

Operations Director 
Steve Birks 

Barnet  
Pensions 

 Team 

Head of Implementation (South) 
Peter Rawbone 

IT Implementation 
John Fairfax 

Project Manager 
Kenny McDermott 

Subject Matter Expert 
Pensions Administration 

Kelly Snow  

Subject Matter Expert  
Pensioner Payroll 
Michelle Fairfax 

Subject Matter Expert  
Finance 

Clare Wroe 



HSW- Transformation & Operational Resources  
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Transition and Transformation Team  

Service Lead 
Peter McGettrick Wellbeing Health and Safety 

 

Technical and Operational IT Support Testing / Go Live support 

Transition Manager 
Peter McGettrick 

Account Manager 
Clyde Jackett 

Southampton Transition Manager 
Brent Schwartz 

 

Transition Manager 
Alan Ballard 

Account Manager 
Dominic Palumbo 

 



HR Customer Journey – Performance Management 



HR Customer Journey – Leave Request 



There are four key elements of the NSCSO Transformation 

Barnet 
Residents 

Ecosystem 
We are committed to working with 
the local public sector, Third sector 
and private sector organisations in 
Barnet to building a robust local 
supply chain 

Co Designing services 
We are committed to working with 
the experts in the council and public 
sector, Third sector and private 
sector organisations in Barnet to 
designing services which best 
address the needs and wants of 
Barnet’s residents 

Insight Delivery Team 
We are committed to developing 
anInsight function will support the 
development of potential strategies, 
Special Projects in relation to 
Transformation Services, changes to 
service offerings (new services, 
amendments and decommissioning 
of services) as well as training and 
development needs in respect of the 
Services 

Co-Designing services 
We are committed to working with 
the experts in the council and public 
sector, Third sector and private 
sector organisations in Barnet to 
designing services which best 
address the needs and wants of 
Barnet’s residents 



Talent Connect 

Talent Management 

New Roles Career Development Personal Development 

Transfers Promotions Secondments 

Skills Training Coaching Self Help Performance 



Brent (80) 
DESCRIBE SERVICES 

Romford(160) 
Insurance Services 

Bexley (135) 
DESCRIBE SERVICES 

Bromley (770) 
Financial Services, Shareholder 

Services, HR Services, Local 
Government Services, Children’s 

Services, Integrated Services 

Camden (305) 
Property Consultancy, Life & 

Pensions 

Greenwich (50) 
HR Services 

Hammersmith & Fulham (20) 
HR Services 

Islington (135) 
HR Services 

Southwark (235) 
Health Services, Life 

& Pensions, IT 
Services 

Tower Hamlets (5) 
Document  Management  

Services 

Westminster (870) 
Local Government Services, 

Health Services, Professional 
Services, Shareholder Services, 

City of London (850) 
Insurance Services,  Shareholder 
Services,  Property Consultancy 

Discovering Capita – In London 

Harrow (38) 
IT Services, Health Services 



Andover (120) 
Insurance Services 

Banstead (60) 
Life & Pensions 

Basingstoke (345) 
Life & Pensions, HR 

Services, Integrated Services 

 

Denham (15) 
Local Government 

Services 

East Grinstead (300) 
ICT, Property & 

Partnerships 

Eastleigh (10) 
Property Consultancy 

Fleet (10) 
Local Government 

Havant (65) 
Local Government Haywards Heath (170) 

Professional Services 

Maidenhead (120) 
Integrated HR Services 

Portsmouth (450) 
Insurance 

Distribution 

Reading (1,050) 
Life & Pensions, 

Children’s Services 

Sittingbourne (60) 
Insurance Services 

Southampton (600) 
Health Services, IT Services,  

Property Consultancy 

Tunbridge Wells (120) 
Life & Pensions 

Wallingford (50) 
Local Government Services 

Whitstable (86) 
Life & Pensions 

Witney (10) 
IT Services 

Fareham (25) 
Software Services 

West Malling (130) 
IT Services 

Milton Keynes (240) 
Customer Services 

Discovering Capita – In The South East 



St Ives (70) 
Insurance Services 

Watford (20) 
Property Consultancy St Albans (5) 

Education Services 

Ampthill (10) 
Education Services 

Bedford (285) 
Education Services, 

Software Services, HR 
Services 

Berkhamsted (85) 
Property Consultancy 

Cambridge (75) 
Property Consultancy,  HR 

Services 

Chelmsford (65) 
HR Services 

Colchester (415) 
Insurance Services,  IT Services,  

Occupational Health 

Ely (20) 
Local Government 

Services 

Ipswich (40) 
Insurance Services 

Norwich (550) 
Insurance Services 

Peterborough (10) 
Property Consultancy,  
Occupational Health 

Brentwood (20) 
Insurance Services 

Discovering Capita – In The East of England 



Questions and Answers 

What happens next? 



Thank you for your time today 
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