CAPITASYMONDS  BARNEG

LONDON BOROUGH

| Appendix A
Middlesex
University
London
12“‘ October, 2012
To Whom it May Concern : , - , @

This is to confirm that we have had a dialogue with Capita Symonds in relation to
their DRS bid. Specifically we have discussed:

+ providing CEEDR resources into their proposed ‘Barnet Observatory’
(economic/ socio-economic intelligence function);

« organising a biennial ‘Innovation Barnet’ competition together;

» developing a graduate sponsorship and training programme together
(environmental health focussed);

« providing guest lecturers across a range of courses; and

e contributing to the an'nual graduate employment programme.

Should Capita Symonds be awarded the DRS contract, we confirm that we would be
happy to work with them in realising the above.

g bl

Professor Stephen Syrett
Head of Centre for Enterprise and Economic Development Research (CEEDR) .
Middlesex University Business School

s.syrett@madx.ac.uk
020 8411 5327
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IFT December 2012
Commercial in Confidence
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Develop Schemes

Initially all scheme mformatron is reviewed to determine what additional information will be required
to deliver the scheme and minimise risk later in the project. Constraints and likely requirement for
land, legal orders, consents, certification departures and other approvals are determined. The
objective is to enable schemes to be developed quickly, economically and right first time. When all
information has been reviewed we consider what other technical surveys are required to deliver the
scheme to ensure we avoid re-work and deliver schemes to budget and time. An assessment of -
affected stakeholders is made. Consultation is carried out, where necessary, to determine potential
scheme constraints.. Potential options are Identified and prepared potential for the scheme in
accordance with DMRB. For each option consideration is undertaken of the programme, costs,
risks and traffic management. Input from specialists is obtained where required. CDM
requirements are assessed and carried out in accordance with the Regulations. Options are

reviewed to allow recommendation of preferred option, supported where necessary by a completed
PAR. ‘

LG

When investigating options undertake a review of journey time reliability using JTR toolklt and
assess potential for congestion during construction. Undertake value engineering with input from
contractor, where possible, and other key supply chain partners to improve efficiency and cost
certainty. On completion of Activity 4, seek approval to proceed.

Project Manager to agree the brief for Stage 1 including the estimated cost and programme for the
scheme. ldentify tasks and appoint an integrated team that has the necessary competency for all
design tasks. Prepare a plan that includes resources, milestones, reviews and delivery
requirements and communicate the plan to the team. Project Manager to be responsible for

controlling and managing any proposed changes in agreement with HA to avoid scope creep and
unnecessa Y cost increases

Siage Gate 1 Agree Preferred @piion T

| Compile scheme optrons report along with recommendatron of preferred optron to inform decrsronto |
proceed to next stage

Sta e Gate 2 A rove Preferredo tion Report

Prepare outline design in accordance with the DMRB. During this stage outline drawings and design
specification appendices are prepared in accordance with MHCD. Prepare and submit any
technical approvals identified in the design to the approval authorities. As the design develops
buildability, costs, risks, CDM Regulations compliance and programmes are regularly reviewed.

The design is reviewed to check it complies with the agreed brief and meets the client’s project
requirements. The review covers all checks and validations carried out during the design process to
ensure the design is delivered efficientl

Review journey time reliability and value engineering with input rm contractor and supply chain
where appropriate supply chain and Regional Intelligence Units to ensure improved efficiency and
consequent cost savings. Agree funding and seek approval to proceed to next stage from client.

Project Manager to agree the brief for next stage. Review and update the scheme plan along with
resources and communicate the plan to the team. Project Manager continues to manage and
control project deliverables




accordance W|th DMRB The Design-Team Leader responds

Review the ﬁnal desngn meets the project requirements as defmed by the brief and any design
changes or outcomes from the risk assessments. Incorporate the actions resulting from the review
into the design. The review includes buildability and maintainability considerations to confirm that
the design meets the requirements of the CDM Regulations. Submit to HA to agree funding and for
approval to move to the next stage
Stage Gate 4 Agree Outline Design

Stage Gate 3 Agreed Reliabilit Review

The mdependent safety audlt team carryout astage 1 Road safety Audlt on the outhnedesrgn in

| Project manager to agree brief for Stage 3 and revnew and update scheme plan along with
resources and communicate the plan to the team

Prepare the detailed design in accordance with the DMRB. The requirements for approvals have
been developed during stage 2. All technical approvals submissions shall be produced in line with
comments and feedback received from the HA. The design stage is not be finalised until all the
approvals for the permanent works have been signed and received from the HA. The design
drawings and specification appendices are prepared in accordance with MHCD. As the design
develops, buildability, costs, risks, CDM-Regulations compliance and programmes shall be
reviewed and updated. Hence the design continues to be delivered efficiently and right first time.
The final design will be reviewed for compliance with the agreed brief and project requirements.
When appropnate for the scheme programme the project manager shall ensure the delivery team
identifies th ts f ibl

The Traffic Management Options Report is finalised and all commercial, sety, local issues and
events plus JTR considerations are addressed. Review value engineering and develop scheme

_estimate with input from contractor and supply chain

EAYS
The independent safety audit team shall carry out a stage 2 Road Safety Audit on the design in
accordance with DMRB. Any findings of this audit will be lncorporated into the design or the Design
| Team Leader will respond

The Project Manager is responsible for producing the Pre Construction Health, Safety and
Environment Information File is produced. It is reviewed by the COMC. The document informs the
Construction HASEMP and the Health and Safety File.

Review the scheme to check that the final design meets the project requirements as defined by the
brief; any design changes and the risk assessments. Actions resulting from the review are
incorporated into the design. The review covers buildability and maintainability considerations to
confirm the design meets the requirements of the CDM Regulations. Submit to HA to agree funding

‘| and for approval to move to the next stage :
Stage Gate 5 Agree Detailed Design
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SMART Observatories — Technical Specification

1 Introduction

Local Futures has worked with local authorities and the private sector for over a decade,
helping them to understand people and places and supporting them in developing place-
based strategies. Working with practitioners from a range of disciplines, we have developed a
unique approach to visualising data, bringing it to life and telling a ‘story of place’. Our data,
toolkits and resources are available online, providing researchers and policymakers with an
unrivalled decision support tool.

Some of the key benefits of utilising Local Futures online services are summarised below:

Access to a comprehensive R&l resource, designed to meet a range of research and
policy needs

Covers economic, social and environmental conditions — providing a ‘joined-up’
analysis of places and communities

Easy-to-use, brings data to life and tells a ‘story of place’

Access to the latest data, covering over 1,800 indicators drawn from over 130
different sources, at a range of spatial levels

Includes unique ‘Total Place’ mapping facility, which has a range of different
applications e.g. asset mapping

A common evidence base that can be used across an organisation and shared with
partners

Support and advice, to ensure you get the most out of the system

As well as improving the quality of local research and decision-making, we are confident that
access to our services will result in major cost and efficiency savings for users.

For further information on our full range of products and services, please visit our website
www.localfutures.com.

the local futures group
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SM‘ART Observatories

Introduction

Our SMART Observatories are designed to meet a range of local research and intelligence
needs. Built on our Local Futures web platform, they act as a Local Information System,
allowing content to be made available across the council and to be shared with local partner
organisations and the public.

The main components of our SMART Observatories are summarised below and described in
the following paragraphs. We also provide a range of options for further customising your
Observatory to meet specific local needs: v

Local Knowledge: this element of the Observatory is designed to help users achieve a better
understanding of their place — economy, community, environment. It contains the latest data,
at a range of spatial levels, linked to an easy-to-use toolkit.

Customer Knowledge: we also provide online access to the OAC geodemographic
classification, together with resources and support to help users develop a better
understanding of customers and communities. Togetherb with local data estimates modelled
on OAC, it provides a cost effective resource for analysing the characteristics of local
communities. ' '

Total Place Maps: the latest version of our SMART Observatories includes a range of new
features, including advanced multilayered mapping functionality.

Place Profiles: These computer generated reports provide a high level analysis of an area,
telling a ‘story of place’. The reports cover a number of different topics, with Summary Place
Profiles providing an overarching analysis of economic, social and environmental conditions.

the local futures group
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2.2

Local Knowledge

The Local Knowledge element of the SMART Observatory is designed to help users achieve
a better understanding of their place. Containing the latest data, linked to an easy-to-use
toolkit, it has a wide range of research and intelligence applications.

Access to the latest data, from a wide range of sources

Eye-catching visuals

Interactive and easy-to-use

Includes unique multi-layered mapping facility

Local Knowledge provides a single point of access to a comprehensive data set, drawn from
a variety of different sources. Our database holds over 1,800 indicators for analysing the
characteristics of a place. Data is drawn from 130 nationally recognised sources and includes
a number of unique Local Futures indicators.

Data is organised within three broad categories — economy, society, environment — and
twenty sub-categories.

o Economy: economic performance (scale, productivity, growth); industrial structure;
business and enterprise; skills and qualifications; labour market

e Society: demographics (age; ethnicity; households; migration and change);
occupations; prosperity; deprivation; health; change ‘ o

« Environment: housing; commercial & industrial floorspace; transport; local amenities;
natural environment ‘

Data is held at a range of spatial levels, down to Census Output Area:

e District

e Ward

« LSOA
"« COA

The system contains an easy-to-use analytical toolkit, that helps visualise data and bring it to

-life for users. All outputs can be printed, copied or saved and data can be downloaded from

all applications into CSV files.

e Mapping: use our unique multilayered mapping facility to create customised maps of
your places and communities.

e Profiles: create spider charts that graphically describe the characteristics of an area,
using a basket of indicators.

e Tables: create tables of data for multiple indicators and multiple places and add
regional/national averages.

e Ranks: create league tables showing the absolute and relative (ranked) performance
of wards and neighbourhoods.

the local futures group
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» Compare: create bar.charts showing performance on single or multiple indicators
e Change: create graphs plotting change over time

e Metadata: search engine for locating indicators and displaying'supporting information

2.3 Customer Khowledge

The Customer Knowledge element of the SMART Observatory is designed to help create a

better understanding of citizens, customers and communities. We provide access to the -

Output Area Classification — a geodemographic classification covering the whole country -
together with a range of local data estimates.

Developed by the ONS, ‘the Output Area Classification is the only geodemographic tool
accredited as a National Statistic. OAC distils key results from the Census for the whole of the
UK at output area (OA) level. There are over 223,000 output areas across the UK.

the local futures group
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Key benefits include
e« Open and transparent geodemographic classification
e Common language for understanding citizens, customers and communities
e  Growing supply of local data estimates, based on nationally tagged surveys
e Cost effective solution to customer insight and community-based analysis

Geodemographics is widely defined as the ‘analysis of people by where they live’. The term
has come into common use to describe the classification of small areas and the use of
geography to help draw general conclusions about the characteristics and behaviours of
people who live there. '

By using the system’s analytical toolkit, users can visualise OAC and bring it to life. All
outputs can be printed, copied or saved and data can be downloaded from all applications
into CSYV files.

e Mapping: allowing users to display on maps the classification of individual
neighbourhoods. Users can also map at a local level the proportion of the resident
population classified to specific groups.

o Profiles: create spider charts that show the make-up of an area’s resident population,
according to the different OAC Supergroups/Groups/Subgroups. Overlay data for
other places.

e Tables: create tables showing the proportion of population in the different OAC
groups for multiple places and add regional/national averages.

e Ranks: create league tables showing the proportion of population within individual
OAC groups and filter by region/county/district etc

e Compare: create bar charts showing proportion of populétiorn within individual or
multiple OAC groups ‘

the local futures group
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We also provide access to a range of local data estimates, created by modelling the findings
of national surveys using the Classification. The estimates are available -at a Census Output
Area level and include the following:

e ONS Expenditure and Food Survey: a range of local area estimates of household
income and expenditure, including household income from benefits

e British Populatidn Survey: a range of demographic, education, economic activity
data and internet usage.

A new version of the Output Area Classification will be available following the release of 2011

Census small area statistics.

Total Place Maps

With our unique ‘Total Place’ maps users can display — on a single map — a range of different
features about a place. Using state-of-the-art mapping technology, they can display three
different layers of data — a ‘base layer’, a ‘thematic layer’ and a ‘cosmetic layer’. All layers can
be displayed simultaneously, at varying levels of transparency, allowing the user to quickly
create unique, high impact maps.

o Control levels of transparency for each layer, creating customised map
» . Display 1,800 different indicators, reflecting socio-economic conditions
¢ Quickly upload postcode points and show their location

- o View data points, such as properties, in relation to the types of neighbourhood in
which they are located '

« Display associated information by clicking on the data points

the local futures group
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2.5 Place Profiles |

Place Profiles provide a high-level analysis of an area, telling a ‘story of place’. Reports can
be generated on the following topics at a touch of a button, with Summary Place Profiles
providing an overall assessment of local conditions.

Economy: economic performance; industrial structure; business and enterprise; skills and
qualifications; labour market

Society: demographics (agé; ethnicity; households; migration and change); occupations;‘
prosperify; deprivation; health; change

Environment: housing; commercial & industrial floorspace; transport; local amenities; natural
environment

The reports draw on the latest data from over 130 recognised sources and can be generated
at a District, Ward and neighbourhood level. “

the local futures group
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Place profiles set an area within its wider context, comparing performance with neighbouring
areas, as well as regional and national averages. They are illustrated with maps and charts
and include all the data and indicators underpinning the analysis. The reports also analyse
underlying trends and identify areas with similar characteristics.

Place Profiles provide a quick and easy-to-understand analysis of an area. They can be
accessed online, as part of a SMART Observatory. '

26 Customising your SMART Observatory

In addition to the above, we provide a range of options for further customising your SMART
Observatory. ‘

Private Space

With Private Space you can include your own locally sourced data within the SMART
Observatory. Visible only by authorised users, the data can be analysed using the system’s
- easy-to-use toolkit, alongside the extensive range of Local Futures data sets. Two types of
data can be included: '

Thematic data could include socio-economic indicators, such as average age, which can be
displayed as thematic layers on maps, but can also be analysed and displayed alongside
other data, using the fuller SMART Observatory toolkit

Cosmetic data would comprise ‘point’ (e.g. properties) or ‘polygon’ data (e.g. industrial site)
incorporated within the mapping application. Each of the data points would be interactive,
_allowing the display of associated information. Data format used in the system is compatible
with most GIS systems. '

Other content

Within the web site we provide resources designed to help users get the most out of the
SMART Observatory. These include tutorials, supporting information on data sources, tips on
how to use the toolkits etc.

‘However, the content can be further customised to meet specific client needs. This could
include further resources pages, the facility to share reports and documents, twitter feeds,
forums and discussion groups etc

the local futures group
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3.2

Deliverables

Deliverables

Once developed, SMART Observatories are available on annual subscription, providing:
¢ Unlimited use of the service, 24 hours a day, 7 days a week
e Accessible from any PC/workstation

e Compatible with a wide range of browsers, including Internet Explorer, Opera,
Firefox, Chrome, Safari '

e Externally hosted web based service requiring minimal in-house technical support
e Introduction pack and user manual
e  Training/induction session

e Access to a range of online resources, including tutorials, o ensure users get the
most out of the system

e Helpline and support

Cosfs

Costs are dependent on final specification, but include an initial development cost and,
thereafter are available on annual subscription, with discounts available for multi-year
licences.

the local futures group
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NAVIGANT

PUBLIC SERVICES - www.navigant.com

asset & infrastructure

The Public Sector is facing exceptionally deep cuts in
capital and revenue funding over the next four years.
Most public sector organisations have launched
far-reaching reviews of their operations services
to generate efficiency savings and substantial cost
reductions. Withdrawal from discretionary services
%o core statutory services is underway and radical
~. Jepartures in relation to service sourcing and shared
services are being contemplated.

Closely allied to these developments, Local authori-
ties and other public sector bodies are examining
how they can exploit their property and land assets,
which are conservatively estimated at a quarter of a
trillion pounds, to release value, leverage other fund-

ing, fuel investment and generate income.

We recognise that each organisation has a unique
challenge and we apply our extensive experience to
develop and deliver a solution fit for your purpose

L
SERVICES

Our core development advisory service provides a suite of services of relevance to Local Authorities in assessing options to release value their as- .
sets and, at the same time, to ensure their is a strategc alignment between assets and services. This may be part of a comprehensive asset review, in
relation to identified surplus assets, or to progress area-based regeneration plans. Services include:

» Development Agency — scheme inception, masterplan/design option development, detailed financial modelling, delivery options appraisals,
financial advisory, procurement advice;

» Asset Backed Vehicles — financial, funding, commercial and strategic advice to support the establishment of asset joint ventures;
» Investment Vehicle Design — strategic, commercial and financial advice for delivery of public sector investment; and

» Asset Review — strategic, commercial and financial advice for the rationalisation and recorifirmation of commercial and residential assets.

‘DISPUTES & INVESTIGATIONS - ECONOMlCé- FINANCIAL ADVISORY « MANAGEMENT CONSULTING



N

CONTACT , ‘
JON LLOYD OWEN IAN RUDDOCK

Asset & Infrastructure Lead Managing Director

jon.lloyd-owen @navigantconsultingcom  ian.ruddock@navigantconsulting.com
Office:020 7015 8712 Office: 020 7469 1157

Mobile: 07769 905 642 Mobile: 07768 446 814

STRUCTURING OF AVEHICLE TO SECURE EUROPEAN FUNDING IN WALES

The Welsh AssemBIy Government wished to establish an Urban Development Fund under the EU's JESSI-
CA ihitiative.They required advice on the optimal structure, corporate governance, fund size and procure-
ment routes to meet their objectives.As one of the first JESSICA projects in the UK, there was significant
work required in interpreting the structural funds regulations and guidelines, in order to develop a compli-
ant and efficient fund structure, as well as ensuring that land assets could be used as match funding. The
UDF business plan was approved in early 2010 which allowed the draw-down of £25m ERDF into the fund
in March.The procurement of the Fund and Investment Manager for the Fund was completed in August,
and the fund will make its first investments in early 201 1. »

DELIVERING A COMMUNITY ON THE EDGE OF THE OLYMPIC PARK

SCGLUTIOM  Navigant led the commercial and financial aspects of developing a Masterplan and strategy for £4bn of in-

' vestment in this area in the Canning Town area of east London, with a vision to delivering 10,000 homes, a
new town centre with 50,000sqm of retail and 30,000sqm of offices, and over £200m of infrastructure. We
have been involved since project inception and advised on the impact of mix and land use on place-making
objectives for sustainable communities, as well as how this would impact on financial viability. Navigant
has developed a detailed financial model to appraise different development and delivery options, liaising
throughout with the client team, stakeholders, cost and value specialists and the design team.

of working.

Pat Lewis, Director of Strategic Regeneration, Dept of Economy & Transport, Welsh Assembly Government

FACTS & FIGURES
Navigant has successfully;
» Advised over 80 local authorities on over £20 billion of procurement.

» Supported 500 schools including Academies, Building Schools for the Future (BSF), PFI/PPP and conventional projects.

» Successfully concluded an unrivalled portfolio of public procurement ‘Firsts’ which include the First Welsh Assembly Government JESSICA
project, the First (six) single conversation, the forerunner to Total Place and the First wave pilot LEP and secondary estate to be completed
under BSE :

» Pioneered innovative and challenging Health programmes totalling £10bn in project value.

©2011 Navigant Consulting, Inc. All rights reserved. .

|
Operational ,_¢ Smart

Navigant Consulting is not a certified public accounting firm and does not provide audit, attest. or public accounting services. Efficlancy
See www.navigantconsulting.com/licensing for a complete listing of private investigator licenses.

O
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CAPITA SYMONDS Software Development and

Support Services

> Transport for London

Location

London

Client (
Transport for London

2015

Approach

Partnership with TfL and Bentley Systems:
working together to successfully deliver
the project and services..

Services provided

Managed Service with:
» Business Analysis;
» Project Management;
» Technical Design;
» Software Development;
» Data migration
» Hosting;
» Support & Maintenance.

Overview

Fully managed service, comprising of,
enhanced integrated asset management
system and a 24 / 7 / 365 hosting &
support service.

For further information
on this project contact:

Nathan Boyd
T: 07825 843 766
E: nathan.boyd@capita.co.uk

Network Asset Management System (NAMS)

Since 2007, Transport for London has
used its Asset Inventory and Management
System (AIMS-MMS) to manage the £90m
annual expenditure on maintenance and

capital renewal of the TfL Road Network.

Capita Symonds was appointed to replace
the old Asset Management system with a
managed service and enhanced software

solution that:

® supports TfL's strategic highways
asset management business,
performance and service ambitions for

the next 10-years;

® provides improved access and system
performance for TiL staff, and its
external business partners through an

externally hosted solution;

® generates efficiencies and supports

contractor service improvements.

Phase 1 of the project, to deliver a re-
hosted enhance syétem with functional
and performance improvements, along
with the provision of a comprehensive

24 /7 | 365 hosting & support service, was

successfully completed in February 2011.

Key Benefits

This project has already delivered

significant benefits to the cliént;

. Improved system performance
and reliability resulting in faster
speeds and increased availability;

. Improved service management
including enhanced user support;

[ Software enhancements to
support re-engineered process

delivering efficient working;

. IT cost savings through a

managed service.

Next Steps '

The next release will include software
improvements to deliver further efficiency
savings through the automation and
streamlining of key business processes.

“A partnership approach
supporting strategic
highways asset
management and delivering
real efficiencies through
Information Technology
managed services.”

successful people, projects and performance
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CAPITA SYMONDS

Case Priorities

Incidents
Priority Category Response | Target Fix
. . Within Time

1 | Must be logged by phone so immediate action can | up to 30 up to 4
be taken minutes ‘hours
Critical System down
Functions not usable
No workaround or alternative is available
Data is corrupted
Many end users are affected
Regulatory / Legal./ Commercial deadlines will be
missed

2 Some functions are usable with severe restrictions up to 1 upto 8

' No workaround or alternative is available hour hours
One or more users affected :

3 Basic functions are usable with minor restrictions up to 4 upto 2
Workaround or alternative is available hours days
One or more users affected

Service Requests ,
Priority Category Response | Target Fix
Within Time -

3 Password resets (logged via telephone) — immediate up to 4 up to 16
response and fix. hours hours
Starters and leavers mailbox and login creation
Start a project (response)

Permissions

Restore — standard (on site media)

‘Backup

Install move and change (IMAC) — standard

Telephone management ’

Password resets (logged via email) ,

4 Procurement — Standard from the Product Catalogue up to 16 upto 5
Advice and Guidance ' hours days
Hardware / Software upgrades :

5 Procurement — non Standard None upto 5

. | IMAC - non standard days
‘| Disposal
Restore — non standard (media offsite)
Salford Projects
Page 2 of 2

firstpaint
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CAPITA SYMONDS

Mike Hainge

Director

BA (Hons) Drama

Diploma in Consumer Affairs

Professional Certificate in Management

Role: Service Mentor (Regulatory
Services cluster (Environmental
Health, Trading Standards,
Licensing) and Hendon Cemetery

and Crematorium)
The role of Service Mentor is critical in
achieving-a smooth transition of services
and in assisting transferring staff and
managers to adapt to new ways of working
through the transformation programme.
Having been involved with the bid for the
DRS services, and engaged with the
Council during the bid dialogue process,
the Mentor will use their detailed
knowledge of the services and the
transformation solutions, as well as their
understanding of and relationships with

* transferring managers and staff, to inform
the support that they provide to staff. The
Mentors will lead the investment in training
for transferring. staff, aligning their skills to
new business opportunities as well as
service delivery to enable us to grow and
develop our business from within. They will
also lead the transformation programme
activity within their service cluster, under
the overall direction of the Services
Director who will ‘act as Transformation
Director.

Suitability for the role of
Partnership Service Director

Mike is an ideal candidate for this role as
he is an engaging, determined and
effective leader with a strong track record
of service improvement and innovation,
partnership development and
transformational change in both local
government and the private sector.

Director, Capita Symonds (Jun 2011 —
Present)

e  Led strategy for first outsource of
regulatory services in the UK

e Developed critical relationships with
professional bodies and central
government

. Created and delivered commercial
growth strategies for opportunities
across local government partnerships
and services for live bids

Consultant, Serco Plc (Feb ~ Jul 2011)

e  Ensured profits were either
maintained or enhanced despite
reducing revenues and takihg on
additional service obligations

e Led a project team for Serco
delivering culture change in a
challenging partnership and
significantly improved day to day
working relationships with officers and
the strategic relationship with

. Councillors

Consultant, Hereford & Worcester
Chamber of Commerce (Economic
Development) (Feb — Jul 2011)

e  Provided strategic advice and
consultancy for SMEs wishing to do
business with local authorities

o Acted as ‘honest broker’ with
Herefordshire Council to establish
web portal for business opportunities

. Facilitated Business to Business
portal to promote intra-county trading
and partnering for larger opportunities

Interim Assistant Director, Resident
Services, London Borough of
Hammersmith & Fulham (Aug 2010 — Jan
2011)

e  Achieved a range of.cost reductions
in through negotiations with
contractors, contract specification
revisions, redesign of client side
operations / interactions and shared
services with other councils.

Interim Head, Joint Local Authority
Regulatory Service, London 2012
Olympics (Mar — Aug 2010)

o  Developed and led a cohesive team
from four Olympic boroughs

e Built and strengthened partnerships
and networks locally, nationally and
internationally

Director of E nvironment & Culture
Herefordshire Council (2007 - 2010)

o  Member of the top management team
responsible for building the first joint
Councill / PCT organisation in the UK

e Achieved recurring savings of up to
15% whilst consistently improving
services '

e  Working with partners, rebuilt
directorate on a commissioning model
to ensure shared outcomes

Assistant Director, Environment London
Borough of Enfield (2004 — 2007)

e  Transformed Emergency Planning
and Regulatory services to become
efficient and effective teams

o  Established a new joint tasking
- process across multiple partnerships
that delivered significant reductions in

anti-social behaviour and crime

Head of 24 Hour Operations (and other
posts) City of Westminster (1992 — 2004)

o  Developed and implemented
partnership enforcement and
intervention programme

successful people, projects and performance



CAPITA SYMONDS

Gary Massey
Business Deveiopm-ent Director

BSc (Hons) CEng MICE DMS CM MICM

Role: JV Co New Business

Director

The New Business Director, working
closely with the Business Development
Director, will be responsible for ensuring
that the partnership is able to benefit fully .
from major new business opportunities,
such as new DRS type shared service
contracts fdr other Local Authorities and
major new contracts from the wider scope

of Capita Symonds business.

As part of this role,

the New Business Director will ensure that
the JV Co has the technical, commercial,
and sales and marketing resources -
needed to support this major new business
gn;owth and the establishment and
management of the new network JV Co

regional offices this will entail.

Suitability for the role of JV Co
New Business Director

Gary is an ideal candidate for this role as
he has lead Highways and SPR throughout
the DRS bid process. He has an in-depth
understanding of the Council's objectives
and the proposals and plans for developing

~ the partnership as well as an established
understanding and network of relationships

across Capita Symonds and the wider
Capita Group based on 8 years as a senior
Director.

Gary has been involved in the
establishment of a number of Capita
Symonds new businesses, including the
Cumbria County Council and Sefton
strategic partnerships. He will ensure the
major new shared services opportunities

identified in the Commercial Development '

Plan are secured and established smoothly
within the partnership.

Business Development Director, Capita

Symohds (2010 - Present)

. Re_éponsible for business
development activity for local
government services with a particular
focus on highways services

. Developing service delivery models,
identifying cost savings and growth
opportunities and developing
associated financial and commercial
models

Partnership Director Sefton, Capita

Symonds (2010 — Present)

*  Responsibility for outsourced Sefton
Metropolitan Borough Council
technical services partnership

e Led Capita Symonds’ successful bid
and was responsible for shaping the
offer to the council, commercial
negotiatidns and developing the
quality and commercial offer

e  Achieved cost savings, investment,
staff growth, service improvement
and increased profitability

Director of Highway Asset Management

Services, Capita Symonds (2007 — 2012)

*  Lead national Highways Asset
Management businesses responsible
for increasing efficiency of existing
partnership contracts and sales
growth across Capita Symonds in
asset management services for
existing and new clients

Business Director, Cumbria County
Council Partnership, Capita Symonds
(2006 - 2010)

. Grew Asset Management division
from 150 staff and a turnover of
£6.8m to £10m with 220 staff

e  Developed Innovations (software
design) business for Capita Symonds
from a team of 4 people to over 50
delivering software solutions including
Integrated Highway Management
systems, network and web design to
a number of local authorities and
Cumbria Police.

Director for Business Development and
Improvement (2004 — 2005)

e  Worked for a number of local
authorities in a consultancy capacity
providing management consultancy
services

Transition Director Salford City Council
Partnership, Urban Vision (2004 — 2005)

e  Responsible for mobilising and
integrating the Urban Vision
partnership for highway services

Associate Director for Highways Services,
Cumbria County Council (1994 — 2001)

e  Project Manager, Carlisle Northern
Development Route PFI Project and
Technical Advisor, PFI Project
Working Group

e  Manager of in-house highways
consultancy delivering a wide range
of highways related projects to the -
authority.

successful people, projects and performance



CAPITA SYMONDS

lan Tomkinson
" Divisional Director
B Sc (Hons) Quantity Surveying

Master of Business Administration -

Member of Royal Institution of Chartered

Surveyors

Proposed Role: JV Managing

Director

The JV Managing Director will provide the
principle interface between the JV Co, the
NSCSO and. the senior client team at
London Borough of Barnet

The JV MD is responsible for ensuring
alignment with the Council's strategic
objectives and delivery performance

against contractual commitments
. (outcomes, service quality and financial)
and ensuring the JV operates within the
terms of its Memorandum and Articles
while complying with - its statutory and

regulatory responsibilities..

They will have the remit to provide the
leadership and drive for the JV, ensuring
clarity of overall priorities and production of
agreed annual service plans, identifying

and promoting achievements and success.

The JV MD will also identify and address
setbacks and complaints and provide the

ultimate point of escalation for issues.

There will also be a clear responsibility
around ensuring effective interfaces with
the NSCSO provider and other Barnet
delivery units, and driving a greater level of
integration with other key stakeholders.

Suitability for the role of JV
Managing Director

lan is the ideal candidate for this role as he
has led the Capita Symonds bid team
throughout Dialogue and his effective
leadership of the most successfully
performing divisions in Capita Symonds
over the past 6 years provides confirmation
of his achievements.

He has a strong track record of leading
service growth and partnership
development and has spearheaded the
significant growth achieved by the Capita
Gwent Joint Venture since December
2005.

Divisional Director, Capita Symonds (Dec
2005 — Present)

e Leads a successful multi faceted built
environment division of Capita
Symonds turning over circa £40m per
annum

e ‘Led the Capita Gwent JV driving
* turnover growth Up by 50% and
profitability by 100% through effective
market development and service
diversification

e Created and delivered several
commercially beneficial regeneration
developments for Local Authority
partners

»  Responsible within Capita Symonds
for developing relationships with local
government clients for outsourcing
and shared service opportunities

Director, Capita Symonds (May 2000 —
Dec 2005)

e  Led the project team for the
successful bid for Capita to form a
Joint Venture with three Welsh Local
Authorities “ for the provision of
Highways and Transportation
Services

*  Seconded to London Borough of
Haringey for 9 months to turn around
the failing Education Dept Property
Service: and recruit a brand new team
of management and delivery staff

e  Advised several Local Authorities
(including amongst others Leeds,
Gloucestershire, West Berkshire,
Wokingham, Havant) on revised
models for delivery of Built
Environment services

Capital Programme Manager, Hampshire
County Council (May 1996 — Apr 2000)

*  Achieved a range of cost reductions
through the introduction of alternative
procurement methodologies and
supply chain arrangements

e Successfully jointly led a team
focused on winning externally
commissioned works across the
South East of England for delivery by
the internal Hampshire Council teams

«  Built and strengthened partnerships
with local consultants and contractors
to improve délivery resilience and
timescales :

»  Head of Quantity Surveying (and
other posts) Hampshire County
Council (1990 -1996)

e Member of the senior management
team ressponsible for the delivery of
some of the most award winning built

_environment projects delivered by.
local government

*  Significantly reduced the number and
extent of contractual claims on capital
projects through more effective initial
project :analysis of abnormal issues
and risks

o  Developed and implemented
partnership enforcement and
intervention programme

successful people, projects and performance
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CAPITA SYMONDS

Mike Hainge

Director

BA (Hons) Drama

Diploma in Consumer Affairs

Professional Certificate in Management

Role: Partnership Service Director
The Service Director will have a cross-
cutting remit to drive a greater level of
integration and facilitate more
fransformational change across the in-
scope services and between them and
other key stakeholders, focusing on
driving: the enhancement of customer
service and citizen engagement;
continuous innovation for efficiency and
savings; and the delivery of higﬁ quality
and compliant services. To ensure these
objectives are delivered, the Service
Director will be proactive in resolving
issues and agreeing responsibilities
amongst all of the stakeholders, including,
for example, Data Protection / sharing
protocols, budget/resource hypothecation
issues, common IMS and Customer
Access Strétegy requirements, ICT
interoperability and integration issues.
They will also be responsible for leading.
culture change and commissioning
appropriate training for staff and managers
in new skills and delivery approaches and
for overseeing investment in new ICT to
join-up data and business intelligence and
for the integration with the NSCSO.

Suitability for the role of
Partnership Service Director
Mike is an ideal candidate for this role as
he is an engaging, determined and
effective leader with a strong track record
of service improvement and innovation,
partnership development and
transformational change in both local
government and the private sector.

Director, Capita Symonds (Jun 2011 —
Present)

e  Ledstrategy for first outsourcé of
regulatory services in the UK

* Developed critical relationships with
professional bodies and central
government

. Created and delivered commercial
growth strategies for opportunities
across local government partnerships
and services for live bids

Consultant, Serco Plc (Feb — Jul 2011)

. Ensured profits were either
maintained or enhanced despite
reducing revenues and taking on
additional service obligations

e Led a project team for Serco
delivering culture change in a
challenging partnership and
significantly improved day to day
working relationships with officers and
the strategic relationship with
Councillors

Consultant, Hereford & Worcester
Chamber of Commerce (Economic
Development) (Feb — Jul 2011)

e  Provided strategic advice and
consultancy for SMEs wishing to do
business with local authorities

e Acted as ‘honest broker' with
Herefordshire Council to establish
web portal for business opportunities

e  Facilitated Business to Business
portal to promote intra-county trading
and partnering for larger opportunities

Interim Assistant Director, Resident
Services, London Borough of
Hammersmith & Fulham (Aug 2010 ~ Jan
2011)

e  Achieved a range of cost reductions
in through negotiations with
contractors, contract specification
revisions, redesign of client side
operations / interactions and shared
services with other councils.

Interim Head, Joint Local Authority
Regulatory Service, London 2012
Olympics (Mar — Aug 2010)

e Developed and led a cohesive team
from four Olympic boroughs

e Built and strengthened partnerships
and networks locally, nationally and
internationally

Director of Environment & Culture
Herefordshire Council (2007 — 2010)

. Member of the top management team
responsible for building the first joint
Council / PCT organisation in the UK

e  Achieved récurring savings of up to
15% whilst consistently improving
services

e  Working with partners, rebuilt
directorate on a commissioning model-
to ensure shared outcomes

Assistant Director, Environment London
Borough of Enfield (2004 — 2007)

e  Transformed Emergency Planning
and Regulatory services to become
efficient and effective teams

o Established a new joint tasking
process across multiple partnerships
that delivered significant reductions in
anti-social behaviour and crime

Head of 24 Hour Operations (and other -
posts) City of Westminster (1992 — 2004)

o Developed and implemented
partnership enforcement and
intervention programme

successful people, projects and performance
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Service Improvement and Delivery Plan

Service:

1 Introduction and Overview

1.1 Services in scope

This Service Improvement and Delivery Plan (SIDP) relates to specific services in scope for the
Transport and Regeneration service, which is closely aligned with the Traffic and Development
Service. With the Strategic Planning and Regeneration service streams, the Transport &
Regeneration service plays a vital role in the delivery of Barnet's growth aspirations. It also
provides an important service across the DRS cluster including, for example, Planning
Development Management.

The specific scope of the Transport and Regeneration service (currently undertaken by the
Transport and Regeneration Manager) includes:

Brent Cross Cricklewood (BXC)

= Transportation development control and planning function.

= Discharge of statutory duties of the Highway Authority in respect of new development
proposals ' '

= Securing funding of off-site highway infrastructure improvements as well as adoption of new
-~ roads :

» Securing the delivery of on- and off-site transport- improvements through the BXC S106
agreement linked to the outline planning permission.

» Stopping-Up Orders

» Highway recommendations on planhing applications/highway assessment of the traffic impact
of proposéd developments

= Monitoring of BXC Travel Plans (also secured by the S106 Process).
= Reserved matters |

Other Regeneration Schemes

= Provision of strategic input, management and specialist advice on:
= other Regeneration schemes

= major planning applications

= strategic & specialist studies and policies

= High level liaison with Transport for London and Sub-Regional Partnerships
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= Highways lead officer at Planning & Environment Committee and FGG AESC and Resident
Forum meetings.

In terms of the wide range of integrated service elements, the baseline scope of the Transport and
~Regeneration services is largely identical in content to the Traffic and Development scope, and

includes the following as they may apply to specific developments:

= Design Function

» Road Safety Function

= Planning and Development Function

. Travel Plannying Function

= HighWay Strategy |

= Public Rights of Way

= A range of statutory functions releting to Traffic Management, Road Safety O

= Public Rights of Way and Sustainable Transport (Mayor’s Transport Strategy) including but not
limited to the following areas of legislation: ‘

= Mayor’s Transport Strategy & Local lmplementation Plan
= Transport Act 2000
=  PPG13 (Transport) 2011
= Current Road Traffic and Road Traffic Regulation Acts
= The Tréffic Management Act 2004 (&New Roads and Street Works Act 1991)
= The Traffic Signs Regulations and General Directions 2002
= Disability Discrimination Acts 2005
=  Town and Country Planning Act 1990 ‘ O |
= The Road Traffic (Special Parking Areas)(England) Order 2003
= The Education and Inspection Act | |
= Road Safety‘GB School Crossing Patrol Service guidelines
= Rights of Way Act 2000
= Health & Safety at Work Act 1974

= Construction Design and Management Act
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1.2 Vision

1.2.1 Overarching Vision

Our overarching vision for the DRS is of an operation recognised nationally as the exemplar for a
local authority service maximising the financial, economic and social benefits of regeneration for its
communities whilst delivering excellent, compliant services which are valued and acknowledged by
its customers as comparable with the best organisations, in any sector, in the UK.

Our ambitious growth plans for the JV Co include plans to develop the capability to offer DRS
services and support for other authorities, by leveraging the modernised and enhanced JV Co
service delivery platform created through our Investment and Development Programme (including
additional capacity, new and enhanced technology, enhanced skills and best practice processes).
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To achieve this we will enable proactive engagement with users of the DRS to ensure that service
delivery is tailored to their needs and easy for them to access at their convenience. We will also
provide the resources and processes to enable proactive engagement with other organisations
from the public, voluntary and private sectors to join-up services providing customer-centric
delivery and maximising effectiveness driving Place-shaping and regeneration objectives.

In the future, Barnet's DRS will be nationally recognised as a business-led and truly customer-
focussed organisation which provides excellent, cost effective services which are responsive and
flexible. As a result, the services will be in demand from local authorities and other customers - the
Barnet DRS partnership will be seen as the leading public-private shared service hub in the UK,
helping councils across London, the South and nationally to maintain excellent services whilst
realising savings, allowing them to overcome the challenges of austerity and reducing budgets.

Délivering the Overarching Vision

| Investment for efficiency, quality and growth

As Barriet's trusted DRS partner, we will deliver a step change in the capacity and capability of the
services through a concerted Investment and Development Programme (IDP) which will enable
more integrated working, an increased focus on outcomes and increased efficiency and customer
responsiveness. This enhanced capability, combined with investment in increased capacity will
provide the platform for growth in the services, providing the return on the investment in the
services. The IDP is focused on the following key areas: ‘

» Adding commercial skills and acumen to the services to enable growth

» Developing existing staff and managers with new skills to maximise flexibility

» |nvesting in new ICT to enhance customer service and maximise efficiency

» |nvesting in additional capacity to optimise service qualityy and enable growth

= Introducing best practice to improve productivity for further savings and capacity

We recognise that the transferring services are already lean and efficient so the Council’s financial
objectives cannot be delivered from productivity efficiencies alone. Therefore, our investment in
services will also develop a platform for growth, the income from which will provide for the recovery

of the investment and profit to deliver net financial benefits to the Council. This ‘viability circle’
-approach is illustrated below.
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Invest

. Investment
Return

‘Viability Circle’

Figure 1 - Viability Circle

The “Viability Circle’ approach is based on growth providing the return on early investment

Increasing efficiency

Increased Capacity

Value Add Initiatives

Productivity improveme tment in new and upgraded ICT and the
introduction of more flexible mobile working and training to introduce cross-
skilling, enabling staff to work across a wuder range of activities, improving resource utilisation
across work-loads) :

Reduced external spend on third party consultants: through training existing staff
(especially those with released capacity as a result of productivity improvements) to take on
this work internally and providing more cost effective -access to wider Capita Symonds

specialist resources, when required, at more competitive Partnership rates.

Investment in capacity fo r established business development capability
(and additional resources) to 1z develop products and collateral; and providing
commercial and business development training for staff to fully exploit the significant growth
opportunities we have identified

Capacity for enhanced and new value-add services: providing additional resources to
enable more proactive delivery of value-add services, such as ‘end to end’ support service to
start- up business - dealing with all their regulatory needs as a ‘one-stop-shop’ and to
proactively promote regeneration and economic development activity

Additional capacity from wider Caplta Symonds through the use of the ‘MOB’ system:
providing access to additional resources from wider Capita Symonds as required to deal with
any specific peaks in workload through the use of the Capita Symonds Management of
Business (MOB) process, which forward forecasts workload across all major partnerships to
identify where pinch-points are due to arise in some operations whilst spare capacity exists in
others allowing ‘load balancing’ of work and resources .

Value Add
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Implementing more than 100 specific b‘value add’ best practice initiatives, both cross-cutting and
service specific, to help enhance service delivery for the Council and strengthen our commercial
offer to the market place.

Service Delivery Mcdel

We will establish a robust Service Delivery Model which enables certainty of delivery and
performance, flexibility (commercial and operational), with investment in ICT and capacity to deliver
enhanced customer service, improved efficiency and support realisation of wider outcomes. The
key features of the model are shown in the following diagram:

Figure 2 - Y

Enhanced Customer Service

» Dedicated DRS customer service team and systems: we will create a consolidated team to
focus on providing excellent customer service, equipped with new and enhanced customer
service systems (integrated to the Council’'s corporate customer service function). The team
will receive specialist training in customer service delivery and to enable them to provide a
high-level of first touch resolution across all DRS service areas. We are also introducing a
new, senior director to focus on driving customer service excellence.

= Dedicated Member support team: we are implementing a Member Liaison Service with
dedicated full time Member Liaison personnel to act as a ‘single point of contact to DRS for
Members to answer their enquiries promptly and to proactively keep them informed, including
the preparation of reports and briefings to Members for decision

* Analytics function to enhance engagement with service users and tailoring of services
to their needs and priorities: to enhance the engagement with and acknowledged relevance
“and value of DRS to the users of the services we will provide an Insight capability and system

- to record and analyse customer engagement, including Community Liaison officers to increase

Page 6 of 6
IFT December 2012
Commercial in Confidence



CAPITA SYMONDS BARNE

LONDON BOROUGH

the amount and reactivity of engagement and in new ICT to make services more accessible
and enable users to contribute ideas for the redesign of service provision

‘One-stop-shop’ business support function: through cross-skilling and the provision of
enhanced ICT and mobile technology we will provide an enhanced ‘one-stop shop’ business
support services to help local businesses thrive in the borough

Delivering High Quality Compliant Services

Additional capacity and expertise, including a ‘virtual team’ within the wider Capita
Symonds business: we are investing in additional expert resources and skills to increase the
capacity and capability of the. DRS to deliver the Council’s objectives, including a ‘virtual
support team’ from within the wider Capita Symonds’ organisation, comprising named
specialists who will be available to provide top-up or ad-hoc speuahst support from the same
pool of experts, ensuring continuity of knowledge.

Ensuring Flexibility to respond to change and ensure alignment with strategic objectives

Collaborative and robust governance framework: we will operate a governance framework,
based on 3 boards, to ensure the partnership remains flexible to change and aligned with
evolving priorities over time without additional cost to the Council and without the need for
constant recourse to contract. This will enable us to fulfii and demonstrate delivery of our
guarantee that the majority of requests for change will be effectively managed without the need
for recourse to the contract for formal contract change control and to guarantee that any
change implemented will not result in the Council incurring any additional cost or other negative
impact which exceeds that which would have been incurred if the DRS had remained in-house

Leading public, voluntary and private sector partners in joining up services

Additional resources to drive coordination and contractual arrangements to transfer
responsibility for delivering outcomes (‘Super KPI’'s’): we are providing additional
resources to enable the DRS to take a leadership role in coordinating partners from across the
public, voluntary and private sector to drive the realisation of priority strategic objectives and
outcomes. This leadership will include bringing together and coordinating the resources and
activities of key stakeholders, including other Barnet Council Delivery Units, the NSCSO,
Barnet Homes and the other key stakeholders identified in the ‘DRS Key Stakeholder Map’
(see Partnership Approach SIP). Through the contract price performance mechanism, using
‘Super KPIs’, we will take direct responsibility for realising a number of these objectives and for
providing a significant contribution to others

Maximising opportunities from Central Government

Dedicated, specialist bidding team: we are providing additional resources with specialist
skills to increase the success in winning available Central Government funding (in terms of the
'hit rate’ of applications made leading to award of funding)

Analytics and Barnet Observatory: we are developing an economic observatory function with
Middlesex University to 'horizon scan for opportunities' and provide data and insight to
contribute to more robust business and benefits cases to support applications for funding.

Revolving Fund: we will establish a ‘Barnet Revolving Fund’ process to increase the impact of
available funding in terms of supporting regeneration and unblocking economic growth, as well
as supporting the process for maximising New Homes Bonus, NNDR and CIL funding,

“including access as required to speCIahst fmance and funding experts and tool-kits from

Navigant.
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1.2.2 Service Specific Vision

Our vision for the Transport and Regeneration service is to grow the service and develop additional
capacity and skills to support the existing manager in delivering our plans for growth. we will do
this through:

» Providing additional skills and capacity to manage peaks and troughs in demand across DRS
through our proposals to deliver growth for the London Borough of Barnet (London Borough of
Barnet)

= Providing access to the Virtual Team and

The focus and key priority for the service is to support the regeneration growth plans working
across the service clusters including primarily Strategic Planning, Regeneration, Planning and
Development Management and the Highways services. Through our plans for growth, we will
increase the number and range of DRS clients, expand the number of projects undertaken and

- establish a new specialist Transport & Regeneration service delivered by the DRS team and based
in London Borough of Barnet. Over time, this growth will extend beyond the current London
Borough of Barnet boundaries and clients (as detailed in our Commercial Development Plan). Our
growth plans cover Transportation Planning, Traffic Modelling, Ecology, Road Safety, Travel
Planning, Hydrology, Construction Design Management Coordrnatlon and Highway Infrastructure
Design.

This vision requires that in the short term we build capacity around the current single Technical
Specialist. This capacity will initially be provided by a Capita Symonds Transport Regeneration
support team through our proposals for a ‘Virtual Team’ (which are outlined within our delivery
plans), together with a flexible resource pool approach across the broader Highways Service.
Resource capacity will be forecast and managed in line W|th an annual forward programme for
transport regeneration’ prolect inputs. - .

Transport & ,Regeneration will be part of a closely integrated Highways Service that will include the
Network Management and Traffic & Development teams. Through our overarching proposals for
Partnership Management and management of the Highway cluster (alongside the Strategic
Planning & Regeneration cluster), Transport & Regeneration will help to deliver a clearly articulated
set of joined up development objectives that are aligned with Barnet’s Strategic Objectives and
growth aspirations. This will stimulate development opportunities.

We will address current resource pressures and improve resource capacity by improving the
overall efficiency of planning and development process, details of which are included in the
separate Strategic Planning, Development Management and Regeneration SIDPs.

Our proposals for improving the Transport & Regeneration service specifically recognise the
importance of Project Management resources and training for muliti disciplinary major regeneration
projects. Capita Symonds’ current Transport & Regeneration team includes experienced multi
disciplinary project managers to support our transport specialists in project delivery.

Our Transport & Regeneration vision includes the delivery of excellent customer services through
improvements in the long term management and use of the highway infrastructure in terms of
safety, integrated transport and parking. We will achieve quality infrastructure from new
development. Customer service for developers will be specifically supported by our Account
Management approach which is set out in the Planning Development Management SIDP. We will
achieve the right service focus by:
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* investment in web based information technology

* turning data into information about our customers' current and future needs by providing
dedicated business analysis through the Barnet Observatory initiative (as detailed in the
Regeneration SIDP). , : :

We expect Barnet’s approach to development management to be recognised by peer professionals
as innovative and at the forefront of best practice both in terms of strategy and operational delivery.
This is a key part of our plans for growth in respect to specialist design and transportation services.

1.3 Link to London Borough of Barnet Strategic Objectives

1.3.1 One Barnet Objectives

A new relationship with citizens — delivery of our vision for the service will be underpinned by
our approach to Customer Service and our Stakeholder Management Plan (SMP). Our vision is
very much centred on the highway as a public asset (the Place) and changing the traditional
relationship between the service and the stakeholders. The SMP will adopt a new approach and
will include the key relationship between Transport and Regeneration and the London Borough of
Barnet Client in terms of the need to achieve agreement on London Borough of Barnet policies,
approach to consultation and approval requirements. The DRS will be a modern customer facing
service with appropriate use of technology and systems to enhance the customer experience and
improve process efficiency to assist with creating resource capacity.

A relentless drive for efficiency — we are committed to introducing systems, processes and staff
training and development that will ensure we achieve greater efficiency and provide the necessary
capacity and capability for growth. Our investment in ICT will deliver real efficiencies and we will
provide the manager with improved ICT services, including the capability to work remotely, saving
time in travel and associated costs. Our proposals to merge the three existing highways services
and provide specialist support from the ‘Virtual Team’ will enable the Transport & Regeneration
service to respond more flexibly and effectively and manage the significant workload challenges it
currently faces as the regeneration of Barnet, and particularly Brent Cross, accelerates.

A one public sector approach — We are committed to identifying opportunities for joining up
activities with other organisations in the public sector, and aligning the Transport and Regeneration
services activities, where we can, to support wider strategic objectives. Strategic decision making
significantly improved through new governance arrangements linking Highways Transport &
Regeneration with Strategic Planning, Regeneration and Planning Development Management.
Key stakeholder relationships with Transport for London will be enhanced through additional
capacity within the service and facilitated with our proposals for a Stakeholder Management Plan.

Multi disciplinary teams will help shape and deliver schemes which support social and physical
regeneration within Barnet.

1.3.2 People and Place Objectives

Capturing financial, economic and social benefits of major regeneration projects and return
to Borough — The Transport & Regeneration service plays a significant and influential role in
helping to deliver strategic objectives through major development and regeneration opportunities.
The Brent Cross Cricklewood (BXC) Regeneration scheme (comprising £0.5billion of direct
delivery improvements to transport infrastructure, and a £46m S106 contribution, including £11.5m .
towards a network of new and improved local bus services) offers tremendous opportunities for
London Borough of Barnet and the DRS.
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The scope and scale of the comprehensive mixed use redevelopment project for the Brent Cross
Cricklewood area will make significant contributions to the achievement of key London Borough of
Barnet strategic objectives, most notably capturing financial economic and social benefits of major
regeneration projects. ‘

As we have the resources, skills and capabilities to deliver significant public transport
improvements, we will progress and deliver the obligations in the 106 agreement utilising both
transferring staff supplemented by our in-house capability from across Capita. In instances where
we do not have the right internal resource available, we will procure external consultants.

We will apply additional resources to Transport and Regeneration to maximise the opportunities
presented by the creation of a new metropolitan town centre that incorporates:

= Rail-based freight facility

= Rail served waste handling facility

‘= New mainline train station aﬁd public transport intérchange

= New relocated ‘sfate of the art’ bus station

= Vehicular and pedestrian / cyclist bridges

» Transport link across the Midland mainline linking the site with the A5

» Underground and multi-storey car parking

= Alterations to the existing Cricklewood train and Brent Cross underground stations

= Creation of new strategic road access pomts including a new M1 junction 1 with the A406 and
A5 at Staples Corner

= New internal highway layout including bus lanes, bus priority and an extensive cycle network.

High and measured customer satisfaction — we are committed to delivering the precise
requirements set out in the KPIs and in addressing customer satisfaction across the service and
the DRS cluster. We will regularly survey service users and compare this profile to the
demographic profile prevailing in Barnet at the time. Our starting point will be the data recently
provided. We will create and implement specific plans to address any significant or trending
deviations from this Barnet profile in each and every service area affected. As well as quantitative
data in the surveys we will include the opportunity to make a narrative comment. We will also
create user groups utilising social media for rapid exchange of views and information. By careful
analysis of these data sources we will review how services are delivered and base proposals for
changes on aggregated customer views. We will then test any new service designs with
representative customer groups relevant to the proposals to validate our approach and will follow
this up post-implementation. '

Finally we are proposing to use the Net Promoter method to benchmark service users’ satisfaction
against the leading customer service organisations in the UK. Please refer to the Customer Service
and Engagement SIP for a detailed description of our approach.

~ Services joined up with other public, private and third sector organisations — Our proposals

include appointing a Place Director to:lead public, voluntary and private sector partners in joining
up services, and to maximise the financial, economic and social benefits of regeneration. We are
committed to investing in additional resources to capture and analyse a wide range of data from
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across the publlc sector. The products of this analysis will prov1de the basis for very well defmed
projects that reach out across the sector.

Continuous and innovative improvement in service delivery — our commitment to implement
ISO 9001 and 14001 are rigorous means by which our ambitions for service improvement and
innovation can be shaped and evaluated by independent third parties. Close working with our
other partnerships will allow sharing of new service delivery ideas and options and create a
community of like-minded, well supported professionals. The new Innovations Board process will
support and bring forward innovative ideas ’

Investment in production of new Developer Desngn Gmde will bring improvements in the quallty of
developers’ proposals.

Information Technology mobile working investment (as set out in ICT SIP) will give full mobile
working with access to project files, planning applications and email. New laptops and 3G will
enable staff to work remotely from the office and have access to servers and their email accounts
to enable flexible. working. Improvements to electronic document and record management
systems will help with long term knowledge management and succession planning.

Effective consultation and engagement - as well as the close engagement with customers
outlined above, we will create user groups exploiting social media (such as Twitter, Facebook and
LinkedIn) to facilitate a rapid exchange of views and information. We will do this within existing
and prevailing Council policies as the contract requires. We will also jo in and participate in the
local Chamber of Commerce and other local societies. We will also develop a Stakeholder
‘Management Plan for the service. This follows three stages:

= Firstly, we will identify key stakeholders evaluate their lmportance in terms of service delivery
and the state of their current relationship with the service.

= Secondly, we develop a plan to address any shortcomlngs or needs ldentlfled to change the
current posmon

‘= Thirdly, we will implement the plans.

The process begins again periodically to ensure progress is made and to review the current status
once again. By managing stakeholder relationships well and in a systematlc fashion we are able to
ensure we have the right connections to the right groups at the right time in order to fulfil what will
be changing needs and requirements of the service. Our wider approach to consultation and
engagement can be found in the Partnership Approach SIP.

We will implement a member liaison service that will undertake a role that encompasses proactive
management of issues, communication and education, trouble shooting and public relations
management. This will enable members to.-be more responsive and better briefed on customer
issues and enquiries. More details can be found in the Partnership Approach SIP. We will
continue to support the various committees and the wider machinery of local government including
consultation with the community )
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Effective HR practices and professional development — Our approach to HR and OD is set out
in the HR, Pensions & OD SIP. In addition, we are committed to training and developing staff to
appropriate professional standards including qualifications offered by the professional bodies. We
are committed to create more flexibility.in resource allocation and improve responsiveness of the
whole service across the highways cluster. We will promote from within, wherever possible, and -
as the service grows, actively seek to develop staff that are interested and capable of taking on
more complex roles. Opportunities across our other partnerships and the entire Capita business
will be available for those who wish to develop their careers in any one of a multiplicity of
directions. '

Maximise opportunities from central government for the benefit of the Borough — We will
maintain the focus on involvement and participation in key Transport for London for a, and through
our existing relationships with TfL bring additional opportunities for funding schemes. We will
make available additional resources and expertise to support the preparation of bids and grant
applications within deadlines and give access to our specialists in central government to maximise
opportunities. We will do this through:

= a mix of active membership of relevant business fora, eg CBI, Business Process
= Capita Group and Capita Symonds Sector Leads and Fora, eg. Heaith, Local Government

= relationships with leading ‘think tanks’ and representative bodies — LGA, Policy Exchange,
Centre for Cities :

= relationships with relevant Government Departments and officials, eg. DCLG, DWP, Health,
Transport

= media scanning, for example Municipal Journal and Local Government Chronicle.
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Ccmmitments

This is a short summary of our key commitments to support and improve the Transport &
Regeneration service, the full detalls of which can be found in Schedule 36 Service Provider
Commitments: ;

The integration of the DRS Partnership with Capita Symonds in house Best Practice boards
across other partnerships for Transport and Regeneration skills and activities

Investment in Member and Community Liaison Officers to assist officers with workload and
customer communications and help improve customer perceptions and satisfaction levels for
the highway service

Investment in the NSCSO Customer Care interfaces so that it is fully integrated with the
Highways #uENJSEENEE | T investments in order to establish the platform for live information
management and reduced administration.

A dedicated DRS Customer Care team

Implementation of the R system' to support the management of GIS system data
Investment in the production of a number of key plan & policy documents, including the
Network Management Plan, the Operational Network Hierarchy Plan, Stakeholder
Management Plan and the Developer Design Guide

Investment in 5 days annual training and development, together with additional training for
highway service managers in commercial awareness, business development and financial
skills to help commercialise the services :

The implementation of Lean best practice systems and processes
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3 - Day 1 Service Delivery Proposals

How the Services will be delivered

To ensure that service continuity is maintained, we will not be carrying out any significant
organisational changes to the Transport and Regeneration service prior to go-live and we
recognise that the Transport and Regeneration Manager is an integral part of the change process.

The key issue is to ensure that the Transport and Regen<ns1:XMLFault xmlns:ns1="http://cxf.apache.org/bindings/xformat"><ns1:faultstring xmlns:ns1="http://cxf.apache.org/bindings/xformat">java.lang.OutOfMemoryError: Java heap space</ns1:faultstring></ns1:XMLFault>