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E-mail: paul.howden@southandvale.gov.uk

Cabinet Member responsible: Matthew Barber

Tel: 07816 481 452

E-mail: matthew.barber@whitehorsedc.gov.uk

To: Scrutiny Committee

DATE: 18 September 2014

Performance review of CAPITA for the 
period 1 April 2013 – 31 March 2014

RECOMMENDATION
That the committee considers Capita's performance in delivering the six elements of 
the financial services contract for the period 1 April 2013 to 31 March 2014 and makes 
any recommendations to the Cabinet member for finance.

PURPOSE OF REPORT
1. The purpose of this report is to review the performance of Capita in providing 

financial services during the review period of 1 April 2013 to 31 March 2014.

STRATEGIC OBJECTIVES
2. Strategic Objective - “effective management of resources”: The financial 

services contract contains a number of key performance indicators and a payment 
and performance mechanism that details a system of bonuses and penalties 
relating to these indicators.  The majority of services provided are also key front 
line services and it is important to ensure our partnership working with Capita and 
South Oxfordshire District Council continues to provide improved efficiencies and 
value for money in these key services to the public.
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BACKGROUND
3. The financial services contract commenced on 31 July 2006 and is a joint contract 

between Vale of White Horse District Council (VWHDC), South Oxfordshire District 
Council (SODC), and Capita.  It was a ground breaking contract that included the 
creation of a shared services model created by VWHDC and SODC to modernise 
and achieve economies of scale in the provision of financial services.  The 
partnership has enabled processes and procedures to be harmonised and 
efficiency savings to be made as a consequence.

4. The contract duration was for an initial term of seven years (ending on 30 July 
2013) but an option to extend it for a further three years to 30 July 2016 was taken 
up in April 2011.

5. The specification for the financial services contract currently comprises the 
following elements:

Service
Council tax and non-domestic rates collection
Benefits administration 
Accounts receivable (debtors) administration
Accounts payable (creditors) administration
Payroll system and system administration 
Integrated financial management information system and system 
administration (general ledger, accounts payable & receivable, payroll)
Customer contact services
Cashier services 

6. Although the contract is a joint one with SODC, this report only concentrates on 
performance in respect of VWHDC.

PERFORMANCE REVIEW OF CAPITA
7. A system for the performance review of contractors has been devised which 

requires the following measures to be included in the evaluation:

 measured performance against key performance targets (KPTs)

 customer satisfaction with the total service experience, and

 council satisfaction as client

8. For the purpose of this review the contract with Capita has been scored in five 
parts:

 revenues 

 benefits

 exchequer (accounts payable, accounts receivable)

 financial management system

 Customer Contact
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 payroll
9. The Cabinet member for Finance will make the assessments of Capita's 

performance after consideration by the committee.  The detailed officer 
assessments (based on the measures of excellent; good; fair; weak; poor) are as 
follows:

REVENUES 
Dimension 1 – Key performance targets (KPTs) 

10.Performance against performance targets is given in Appendix 1 with the 
indicators that are key performance targets for the contractual payment and 
performance mechanism in bold. 

11.The main points to note when assessing performance for the review period 
include:

 Capita achieved an in-year collection rate of 98.72 per cent (2012/2013 
98.83 per cent) for council tax collection against a target of 98.6 per cent.  
This was the second best in-year collection rate recorded (and was 30th 
best in the country). Considering the economic climate and the fact that 
nationally collection rates have dropped by 0.4 per cent (with a 21 per 
cent increase in arrears) it was an excellent achievement. The council 
also had the fourth highest collection rate out of 31 in its south eastern 
benchmarking group.  It should also be noted that arrears continue to be 
collected after the end of the financial year.

 Capita achieved an in-year collection rate of 99.25 per cent (2012/2013 
99.38 per cent) for business rate collection against a target of 99.4 per 
cent (this target relates to the final year of Best Value Performance 
Indicators (BVPIs) in 2007/08).  The national collection rate was 97.9 per 
cent. The council had the 14th highest collection rate in the country and 
the third highest collection rate out of 31 in its south eastern 
benchmarking group.

12.Based on this performance the head of service has made a judgement on KPT 
performance for revenues:

                KPT judgement

Previous KPT judgement for comparison

Dimension 2 – Customer satisfaction 

13.Customer satisfaction with council services is of high importance.  Though the 
council is ultimately responsible for delivering customer satisfaction, the 
operational duty of providing customer service is delegated to the contractor.  
Taking customer satisfaction into account when evaluating performance ensures 
that Capita is focused on the outcome of performance for customers.

Excellent

Excellent
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14. In accordance with the model for reviewing performance of contractors, 
measurement of customer satisfaction should be undertaken through:

 ongoing measurement by the contractor as part of the service

 independent surveys commissioned by the council as part of its consultation 
process.

15.To meet the council’s requirements, satisfaction is measured on a scale of 1-5 
which is convenient and replicates the Audit Commission’s previous BVPI 
measurements:

 5 – very satisfied
 4 – satisfied
 3 – neither satisfied nor dissatisfied
 2 – dissatisfied
 1 – very dissatisfied

16.Due to its significant impact upon our more vulnerable customers, it is the benefits 
service (evaluated below) that is heavily scrutinised as far as the financial services 
contract is concerned.  The revenues collection function rarely gets compliments 
due to the nature of the service, and although the council demands high collection 
rates it requires processes to be efficient and perceived as fair by the customer.  
Capita undertook its own satisfaction surveys (guided by the council’s consultation 
officer) on council tax and business rates during 2013/14 and these gleaned the 
following feedback:

 Satisfaction with the business rates service was 86 per cent (58 per cent in 
2011/2012) and specifically in terms of accuracy of the bill 86 per cent (63 per 
cent in 2011/2012); additional information that accompanied the bill 77 per cent 
(55 per cent in 2011/2012); and, methods of payment available 100 per cent (67 
per cent in 2011/2012.  Five per cent (8 per cent in 2011/2012) said they 
encountered problems paying their bills and 14 per cent (eight per cent in 
2011/2012) of those who contacted the council claimed that their query was not 
resolved on first contact

 Respondents who contacted the service by telephone were positive about the way 
their calls were handled 100 per cent (88 per cent 2011/2012) i.e. calls were 
answered quickly 100 per cent (74 per cent 2011/2012); queries were dealt with 
swiftly 86 per cent (51 per cent 2011/2012).  In addition 14 per cent (80 per cent 
2011/2012) felt it was difficult trying to get to speak to the right member of staff

 Satisfaction with staff was 88 per cent (51 per cent 2011/2012), with staff being 
perceived as friendly; they treated respondents with respect; and, explained things 
in a way they could understand.  However, 25 per cent (69 per cent 2011/2012) 
did not always feel confident that what staff said was correct.

 Overall satisfaction with the council tax service was 85 per cent. Ease of 
understanding the bill was 88 per cent and additional information that 
accompanied the bill 80 per cent. Satisfaction with methods of payment available 
was 82 per cent. 
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 82 per cent were satisfied with written contact they had with the council. 
Satisfaction with staff was 74 per cent with staff being perceived as friendly 61 per 
cent; they treated respondents with respect 61 per cent; and, explained things in a 
way they could understand 61 per cent.  However, 4 per cent did not always feel 
confident that what staff said was correct.

17.The council received 8 official revenues (council tax and business rates) 
complaints during 2013/14 (17 in 2012/13).  The majority of these complaints were 
dealt with promptly and although three complaints were justified, all but one were 
resolved at stage one of the complaints procedure with the other being resolved at 
stage two.

18.The annual billing process was once again carried out efficiently and the 
continuation of paperless direct debits offers a convenient facility for taxpayers to 
set up direct debits over the phone.  By the end of the year the council was at its all 
time highest direct debit take-up of almost 80 per cent.  This is the highest 
achieved by Capita at any of its clients and is higher than most other councils.  In 
addition, Capita undertook an e-billing take up campaign which resulted in 15 per 
cent of council taxpayers electing to receive their bills electronically.  Based on 
Cipfa benchmarking statistics this equalled the best in the country.

19.Capita undertook an Equalities Impact Assessment (EIA) of the council tax service 
in 2011/12 and completed some ongoing actions in 2013/14, specifically around 
raising awareness about council tax discounts/reliefs and targeting older people, 
people on low incomes and people with disabilities.  In addition, all Capita staff 
completed a mandatory on-line equality and diversity training module.  Capita also 
demonstrated its compliance with the Equality Act and the equality elements of the 
contract, through the completion of a quarterly monitoring form.

20.Regular (every three months) meetings with the Citizens Advice Bureaux were 
once again well received and did not raise any concerns in the areas of council tax 
and business rate collection and enforcement.

21.  Capita handled 32,781 council tax telephone calls at its Coventry contact centre 
during the year (5,018 (18 per cent) more than 2012/13).  It managed to answer 74 
per cent of these calls within 20 seconds (the target being 80 per cent).  
Unfortunately, the target was not met due to the increased volume in calls at 
annual billing time following the technical changes made to council tax empty 
discounts and the long term empty premium.  Although the service was very good 
and met the target during calmer periods it did not recover enough to mitigate the 
problems we experienced at the start of the year.  The council received no official 
complaints regarding the contact centre during 2013/2014.  

22.Based on this performance, the head of service has made a judgement on 
customer satisfaction for revenues and the cash office as follows:

                      Customer satisfaction judgement

Previous Customer satisfaction judgement for comparison

Good

Good
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Dimension 3 – Council satisfaction 

23.Whilst customer satisfaction is an important priority, a further important dimension 
is the satisfaction expressed by the council as the client on whether the contractor 
is meeting its needs and expectations.  These needs and expectations have been 
measured using the model for reviewing performance of contractors and are 
attached as Appendix 2.

24.This produced a score of 4.74 out of a maximum score of 5.0.  Based on this 
performance, the Head of Finance made the following judgement on Capita’s 
delivery of council satisfaction.

                    Council satisfaction judgement

Previous Council satisfaction judgement for comparison

Overall assessment – Revenues 

25.Taking into account the performance of Capita against KPTs, customer satisfaction 
and council satisfaction, the head of service has made an overall judgement as 
follows.  

Overall assessment

Previous Overall assessment for comparison

Strengths and areas for improvement

26.Appendix 2 records strengths and areas for improvement relating to the 
performance of Capita during the review period.  Where performance is lower than 
that expected the contract manager will agree an improvement plan with Capita.  
This has not been required for this element of the contract

Contractor’s feedback

27.A key feature of the process for reviewing the performance of contractors is that 
the council provides them with an opportunity to give their feedback on the 
assessment, including suggestions for improvements to the council processes.  
This is included in Appendix 8.

Excellent

Excellent

Excellent

Excellent
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BENEFITS
Dimension 1 – Key performance targets (KPTs) 

28.Performance against performance targets is given in Appendix 1 with the 
indicators that are key performance targets for the contractual payment and 
performance mechanism in bold. 

29.The main points to note when assessing performance for the review period 
include:

 The figure for speed of processing new claims (the old BVPI 78a measure) came 
in at 12.90 days (under the 16 day target) compared to 12.46 days against a 
target of 19 days in 2012/2013.  This was the second best ever in-year 
performance.  Changes in circumstances (the old BVPI 78b measure) came in at 
6.26 days against a very challenging target of 8.5 days, compared to 5.45 days 
against a target of 9.5 days in 2012/2013.  Again, this was the second best ever 
in-year performance.  NI 181 (combined new claims and changes processing) 
came in at an excellent 7.06 days (and under the 10 day target) compared to 
6.36 days against a target of 13 days in 2012/2013.  This was also the second 
best ever recorded performance.  Generally, the council received more changes 
in circumstances during 2013/14 and, although we saw a 50 per cent take up in 
on-line reporting through the council’s website (we are one of the first council’s in 
the country to offer this facility) this has resulted in a slightly anomalous change in 
behaviour pattern in that people seem to be slower to provide supporting evidence 
for these claims. This has had a slight adverse effect on processing times – 
however all our figures rank with the best in the benchmarking group.

 Capita’s focus on getting benefit assessments “right first time” continued during 
20013/14.  The financial accuracy performance rate for 2013/14 was an excellent 
96.91 per cent (based on the council’s statutory checks), an impressive 0.98 per 
cent improvement upon the 95.83 per cent recorded in 2012/13.  This was above 
the very challenging target of 95 per cent and was the best performance since the 
inception of the contract (and compared very favourably with our benchmarking 
group).

 During 2013/14 the council’s external auditors, for the first time since the inception 
of the contract, did not qualify the (council’s 2012/13) benefit subsidy grant claim. 
Around 80 per cent were qualified nationally. Again the council did not breach the 
local authority financial error threshold levels and, as a consequence, was not 
financially penalised.  This was reported to the Audit and Governance Committee 
meeting in January 2014 

 Recovery of overpaid benefit, which had in the past been subject to close scrutiny 
by the council, once again made great strides during 2012/13.  During the year old 
debt reduced by £399,796 whilst 62.07 per cent of all debts raised during 2012/13 
were collected, amounting to £627,709.  Benefit debt, which is predominantly 
claimant error and fraudulent overpayments, is notoriously difficult to collect and 
prompt; firm action is required to keep on top of it.  Of the year end arrears, which 
totalled £1.417m, 56 per cent of the debt (52 per cent of debtors) was subject to 
arrangements.  This tough and successful collection regime has allowed the 
council to significantly reduce its bad debt provision.   
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30.Based on this performance the head of service has made a judgement on KPT 
performance for Benefits as follows:

  KPT judgement

Previous KPT judgement for comparison

Dimension 2 – Customer satisfaction   

31.  As explained above, due to its significant impact upon our more vulnerable 
customers, it is the benefits service that is heavily scrutinised as far as the financial 
services contract is concerned.  Capita undertook its own satisfaction survey 
during 2013/14 (guided by the council’s consultation officer) which gleaned the 
following feedback:

 Taking everything into account, 89 per cent of customers were satisfied with the 
service they received from the benefits office compared to 83 per cent in 
2011/2012

 86 per cent of customers were satisfied with the amount of time it took to tell them 
whether their claim was successful or not, compared to 75 per cent in 2011/2012

 Seven per cent of customers surveyed felt their benefit had been calculated 
incorrectly during the year compared to 15 per cent in 2011/2012.

 79 per cent of customers were satisfied with the ways in which they could contact 
the benefits office compared to 75 per cent in 2011/2012

 28 per cent of customers felt they had to wait a long time to see the person they 
wanted 

 82 per cent of customers said they were satisfied with their visit to the benefits 
office 

 70 per cent of customers were satisfied with the telephone service (compared to 
87 per cent in 2011/2012), with 77 per cent feeling their query was dealt with 
quickly (79 per cent in 2011/12) and 77 per cent agreeing that their call was 
answered quickly (69 per cent in 2011/12). However, 25 per cent felt it was difficult 
getting through to the right person (50 per cent in 2011/12)

 90 per cent of customers were satisfied with the service from staff and 90 per 
cent felt staff were friendly. 82 per cent of customers felt staff treated with them 
respect whilst 74 per cent felt things were explained in a way they could 
understand

 Ten per cent of customers felt that staff were in a rush and 12 per cent felt they 
were not able to ask the questions they wanted to.  27 per cent weren’t always 
sure what staff said was correct (24 per cent in 2011/12)

Excellent

Excellent
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 62 per cent of customers were satisfied with the claim form compared to 85 per 
cent in 2011/2012 whilst 20 per cent felt letters sent about their claim were difficult 
to understand compared to 52 per cent in 2011/2012.

 Generally, the main improvements customers would like to see would be (i) the 
time taken to tell them whether their claim was successful or not 7 per cent (ii) 
improvements to the claim form 6 per cent (iii) the ways I can contact the 
benefits office 5 per cent. Interestingly, 37 per cent said nothing needed 
improving. 

32.  The financial services contract with Capita is heavily weighted towards achieving 
good performance and high levels of customer care and satisfaction.  It also 
specifies building up good working relationships with stakeholders – both internal 
(e.g. the council’s Housing Services Team who share approximately 200 mutual 
customers at any one time) and external (e.g. Registered Social Landlords – RSLs 
– who share approximately 3,801 mutual customers at any one time), to promote 
joint working where appropriate to improve the end customer experience.  To this 
end Capita has:

 Conducted joint visits with both Housing and RSL staff where this has been 
requested and held surgeries at RSL offices

 Trained Housing and RSL staff to verify benefit applications (which avoids 
unnecessary duplication)

 Held meetings with Housing staff where required to address working practices to 
improve efficiency and effectiveness, end customer experience, and, service level 
agreements

 Held benefit surgeries around the district where there was demand for them.  This 
increases customer access to the service and is an alternative to home visits.  

33.Generally, very positive feedback was received from RSLs and the CABx via 
regular liaison meetings during 2013/14.  This is always a good yardstick as these 
organisations predominantly represent the most vulnerable of our customers.  

34.Capita handled 15,976  benefit telephone calls at its Coventry contact centre 
during the year (4,467 (38 per cent) more than in 2012/13).  It managed to answer 
73 per cent of these calls within 20 seconds (the target being 80 per cent).  
Unfortunately, the target was not met due to the increased volume in calls for the 
reasons shown below and, although the service was very good and met the target 
during calmer periods it did not recover enough to mitigate the problems we 
experienced at the start of the year. The increase in calls were mainly due to:

 April 2013 saw the introduction of the removal of social sector spare room 
subsidy).  This understandably generated additional and more involved calls. It also 
caused a substantial increase in the volume of discretionary hardship applications, 
with possible associated chase-up calls for those, in addition to the initial enquiries 
about reduced entitlement. This had an impact, certainly in the earlier part of 2013/14.

 During 2013 Capita introduced electronic claim forms.  As a result of customers not 
following up and providing proofs for these claims, Capita introduced text messaging, 
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asking them to contact Capita to find out what information they had to provide. This 
resulted in more calls in response to texts.

 In July 2013 the benefit cap was implemented. The numbers of affected people 
were small, but there were speculative enquiries made by some customers, to see if 
they were affected.  Customers who were affected were contacted prior to the start of 
the cap, but that did not prevent people telephoning to ask questions, as with all of the 
welfare reforms because of the wide publicity the changes received.

It is fair to say that the council and Capita managed the welfare changes very 
well. The council received no official complaints regarding the contact centre 
during 2013/2014 in respect of benefit calls.   

35.Capita continued with the council’s Equality Impact Assessment (EIA) tasks which 
advance equal opportunities for people protected by the Equality Act.  During 
2013/2014 Capita held surgeries where applicable; publicised legislative changes; 
and promoted benefits to minority groups through the “Embrace” publication.  This 
should help inform our customers and help increase customer satisfaction in 
certain areas and groups.  Capita also demonstrated its compliance with the 
Equality Act and the equality elements of the contract, through the completion of a 
quarterly monitoring form; the collection of equality monitoring data; and, all Capita 
staff completed a mandatory on line equality and diversity training module.

36.There were three official complaints, none of which were justified (compared to 
two both justified in 2012/2013).  The three complaints were dealt with at stage one 
of the complaints procedure.  

37.As mentioned above, during the year Capita contributed to the council’s channel 
shift programme with the introduction of electronic claims and changes reporting. 
We are one of the first councils in the country to benefit from this facility and it has 
been welcomed by our registered providers especially. Over 50 per cent of new 
claims are now received in this efficient and effective way.

38.Based on this performance, the head of service has made a judgement on 
customer satisfaction for benefits as follows:

          Customer satisfaction judgement

Previous Customer satisfaction judgement for comparison

Dimension 3 – Council satisfaction 

39.Whilst customer satisfaction is an important priority, a further important dimension 
is the satisfaction expressed by the council as the client on whether the contractor 
is meeting its needs and expectations.  These needs and expectations have been 
measured using the model for reviewing performance of contractors and are 
attached as Appendix 3.

40.This produced a score of 4.84 out of a maximum score of 5.0.  Based on this 
performance, the Head of Finance made the following judgement on Capita’s 
delivery of council satisfaction.

Excellent

Good

Good



C:\DOCUME~1\SUSANH~1.SOU\LOCALS~1\Temp\XPgrpwise\Report on Capita to Vale Scrutiny PH very 
final version .docx 4 - 11

                   Council satisfaction judgement

Previous Council satisfaction judgement for comparison

Overall assessment – Benefits

41.Taking into account the performance of Capita against KPTs, customer satisfaction 
and council satisfaction, the head of service has made an overall judgement as 
follows.  

                  Overall assessment

Previous Overall assessment for comparison

Strengths and areas for improvement

42.Appendix 3 records strengths and areas for improvement relating to the 
performance of Capita during the review period.  Where performance is lower than 
that expected the council will agree an improvement plan with Capita.  

Contractor’s feedback

43.A key feature of the process for reviewing the performance of contractors is that 
the council provides them with an opportunity to give their feedback on the 
assessment, including suggestions for improvements to the council processes.  
This is included in Appendix 8

Excellent

Excellent

Excellent
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EXCHEQUER – ACCOUNTS PAYABLE AND ACCOUNTS 
RECEIVABLE  
Dimension 1 – Key performance targets (KPTs) 

44.Accounts Receivable – maximising sundry debt collections was a key theme of 
the financial services procurement and during 2013/14 the council (its legal 
representative and cost centre managers), assisted by Capita, finished the end of 
the year with its second lowest ever recorded arrears levels over 30 days – to the 
sum of £187k compared to a debt in excess of £1m at the commencement of the 
contract.

45.Capita’s performance in issuing (19,288) invoices within two working days of 
instructions from cost centres was 100 per cent.  Capita hit 100 per cent 
performance for the production of (755) reminders after 14 days (over 7,000 less 
than in 2011/12) and (578) final notices after 28 days.  In addition, important aged 
debt reports (required for monitoring debt progress) and legal lists (required to 
determine recovery action) were issued promptly throughout the year and write-
offs of unrecoverable debts were processed promptly. 

46.  From 1 May 2012, Capita took on the administrative functions relating to the 
garden waste service from its Mendip base.  One of the reasons behind this was to 
maximise the number of customers paying for the service. This involved writing to 
all non-direct debit customers to get them to switch to direct debit.  The conversion 
period was successful and is now complete.  In total, the council has 30,000 
garden waste customers with 99 per cent paying by direct debit.  Capita took 
16,099 calls during 2013/14 and issued 17,358 garden waste invoices.  In addition, 
Capita completed a weekly direct debit run to maximise collections. Capita have 
also introduced the ability for customers to sign up online with an average of 37 per 
cent of customers signing up online, with 98 per cent providing an email address. 
The graph below demonstrates the growth in the service year on year.

47.This service area continues to be closely monitored by the council and we are 
seeing excellent results with cost centre managers taking more responsibility in 
recovering the debts that they raise. 
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48.Accounts Payable -   Capita continued 2013/14 where it left off at the end of 
2012/2013.  100 per cent of (6,502) invoices received were scanned and 
distributed to service teams within 48 hours and 100 per cent of (21) urgent 
payment requests (within the same day) were met.  In addition, 100 per cent of 
purchase order requests were met. 

49.Payment of invoices within 30 days (the old BVPI8 measure) is not a contractual 
target upon Capita, but it is greatly influenced by the operation and understanding 
of the Agresso system and by Capita ensuring that invoices are scanned and 
distributed in a timely manner.  Performance in 2013/2014 was a superb 99.45 per 
cent compared to 99.21 per cent in 2012/2013.

50.Based on this performance the head of service has made a judgement on KPT 
performance for exchequer as follows:

         KPT judgement

Previous KPT judgement for comparison

Dimension 2 – Customer satisfaction 

51.Accounts payable – Capita’s excellent performance in the accounts payable 
process was maintained in 2013/14.  Capita worked closely with the on-site council 
staff (especially through the Agresso Superuser group during the year) to discuss 
any problems that arose and make service improvements. 

52.Capita has processes in place to provide the council with weekly and monthly 
reports of invoices waiting to be paid or those that were paid late, which have 
contributed to the significant improvement in payment of invoice performance.

53.Accounts receivable – As explained above, due to its significant impact upon our 
more vulnerable customers, it is the benefits service that is heavily scrutinised as 
far as the financial services contract is concerned.  However, complaints are 
monitored through the council’s complaints procedure and during the year no 
complaints were received. 

54.Training and access issues for internal customers (cost centre managers) to 
enquire on the status of debts raised and income collected were good with Capita 
becoming more proactive generally.  The exchequer manager continued to attend 
meetings with the legal representatives and the client manager and was generally 
more accessible for staff.

55.Based on this performance, the head of service has made a judgement on council 
satisfaction for exchequer as follows:

                    Customer satisfaction judgement

Previous Customer satisfaction judgement for comparison

 

Excellent

Excellent

Excellent

Excellent
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Dimension 3 – Council satisfaction 

56.Whilst customer satisfaction is an important priority, a further important dimension 
is the satisfaction expressed by the council as the client on whether the contractor 
is meeting its needs and expectations.  

57.The council’s needs and expectations have been measured using the model for 
reviewing performance of contractors and are attached as Appendix 4.

58.This produced a score of 4.96 out of a maximum score of 5.0.  Based on this 
performance, the Head of Finance made the following judgement on Capita’s 
delivery of council satisfaction:

                     Council satisfaction judgement

Previous Council satisfaction judgement for comparison

Excellent

Excellent
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Overall assessment

59.Taking into account the performance of Capita against KPTs, customer satisfaction 
and council satisfaction, the head of service has made an overall judgement as 
follows.  

                                            Overall assessment   

Previous Overall assessment for comparison

Strengths and areas for improvement

60.Appendix 4 records strengths and areas for improvement relating to the 
performance of Capita during the review period.  Where performance is lower than 
that expected the contract manager will agree an improvement plan with Capita.

Contractor’s feedback

61.A key feature of the process for reviewing the performance of contractors is that 
the council provides them with an opportunity to give their feedback on the 
assessment, including suggestions for improvements to the council processes.  
This is included in Appendix 8.

Excellent

Excellent
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FINANCIAL MANAGEMENT SYSTEM (FMS)
Dimension 1 – Key performance targets (KPTs) 

62.System availability.  The availability of the Agresso system has remained excellent 
throughout the period; there have been no major unannounced periods of system 
non-availability that have inconvenienced users.  

63.Systems administration.  The service to upload to the system, setting up new 
codes and new users/removing users, has proved responsive and there are no 
issues with this part of the contractor’s performance.

64.Upgrade of Agresso.  The system has had no major upgrades during the period 
reported on and therefore no comment is made.     

65.Although no KPTs are laid down for the FMS part of the contract, the estimated 
assessment of this dimension is “excellent”.  

[Notional] KPT judgement

Previous KPT judgement for comparison

Dimension 2 – Customer satisfaction 

66.Accountancy remains the primary customer for the financial management system.  
Service departments only use the web based version of Agresso.  There has been 
no negative feedback received from the service departments and they remain 
satisfied with the general service provided, system availability and response to 
queries.   

67.Accountancy services principally use the “back-office” live system.  Routine use of 
the financial management system causes no issues.  At times this year there have 
been some communication issues between Accountancy and the Capita team. We 
believe some of these issues arise because email is the primary method of 
communication. We are pleased that Capita is looking to work with us on improving 
communication between the two teams.  

68.We do not feel that the contractor is always as proactive as they could be.   We do 
not feel lessons learned from their other client contracts are  always shared and 
integrated into this contract – this may not be part of the contract, but it would 
demonstrate that Capita ‘offers suggestions beyond the scope of work’ and ‘go the 
extra mile’.

69.Quality control issues have been raised during this year.  On a number of 
occasions information requested to be loaded into Agresso has not been 
successfully loaded.  This is not checked by the contractor and is referred back to 
the accountancy team as completed only for the accountancy team to discover it 
has not worked properly, meaning a re-input request.

70.Taking the whole year’s performance into account, the performance is “good”.

Excellent

Excellent
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                     Customer satisfaction judgement

Previous Customer satisfaction judgement for comparison

Dimension 3 – Council satisfaction 

71.Whilst customer satisfaction is an important priority, a further important dimension 
is the satisfaction expressed by the council as the client on whether the contractor 
is meeting its needs and expectations.  These needs and expectations have been 
measured using the model for reviewing performance of contractors and are 
attached as Appendix 5.

72.  This produced a score of 4.2 (last year was 4.4) out of a maximum score of 5.0.  

                    Council satisfaction judgement

Previous Council satisfaction judgement for comparison

Overall assessment

73.There is a reduction in the overall Capita score, but it should be noted that this is 
only a small reduction.

74.Taking into account the performance of Capita against KPTs, customer satisfaction 
and council satisfaction, the Head of Finance has made an overall judgement as 
follows. 

                Overall assessment

Previous Overall assessment for comparison

Strengths and areas for improvement

75.Appendix 5 records strengths and areas for improvement relating to the 
performance of Capita during the review period.  Where performance is lower than 
that expected the contract manager will agree an improvement plan with Capita.

Good

Good

Good

Good

Excellent

Excellent
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Contractor’s feedback

76.A key feature of the process for reviewing the performance of contractors is that 
the council provides them with an opportunity to give their feedback on the 
assessment, including suggestions for improvements to the council processes.  
This is included in Appendix 5
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PAYROLL
Dimension 1 – Key performance targets (KPTs) 

77.Capita has been providing a payroll system and its administration since January, 
2007.  Up until February 2012 the council fulfilled the payroll inputting function.  
Since February 2012 Capita has provided the whole service.

78.There is one KPT for the payroll part of the contract.  This requires a timely and 
accurate payment to all staff and councillors.  In other words 100 per cent accuracy 
of payments by the due date.  There have been a few processing errors made by 
Capita and those that have been made have been rectified quickly with processes 
being reviewed to help prevent the problem reoccurring. Capita have had to 
complete a re-run of payroll prior to sign off on three out of 12 occasions during 
2013-2014 as a result of errors made by Capita that were picked up by HR.  If the 
errors had not been picked up by HR individuals’ pay would have been incorrect.  
Although errors may occasionally occur it is felt that the number identified during 
2013/14 was too high to rate the service as excellent.

79.Based on this performance the head of service has made a judgement on KPT 
performance for concessionary fares as follows:

              KPT judgement

Previous KPT judgement for comparison

Dimension 2 – Customer satisfaction 

80.Satisfaction is covering the period April 2013 to March 2014.  Customers in this 
context are staff and councillors.  Monthly payments have been made into 
customers’ accounts by the due date, with gross to net calculations generally 
accurate.  

81.No customer complaints were received specifically as a consequence of Capita’s 
actions.  

82.However HR were informed that Oxfordshire County Pension services experienced 
some delay in response to their queries, which subsequently delayed the issue of 
the employee pension statements until 2 October 2013

83.  HR also noted a few issues through the year

 Capita’s incorrect interpretation of maternity regulations which impacted on 
employee’s pay, 

 much of the auto enrolment changes effective from 1 February were driven by HR 
rather than capita payroll, HR undertook the analysis to inform Capita of 
employees who would be subject to auto enrolment

 At times,  Capita has demonstrated a lack of understanding of the pension 
changes introduced as part of the career average revalued earnings scheme 

Good

Excellent
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introduced in April 2014., namely for employees returning from a period of unpaid 
leave.

84.Based on this performance, HR has made a judgement on customer satisfaction 
for payroll as follows:

                     Customer satisfaction judgement

Previous Customer satisfaction judgement for comparison

Dimension 3 – Council satisfaction 

85.Council satisfaction is measured by the client based on the contractor’s 
performance against the council’s needs and expectations.  These needs and 
expectations have been measured using the model for reviewing performance of 
contractors in Appendix 6. This produced a score of 4.2  out of a maximum score 
of 5.0

86.The working relationship between Capita, HR and finance has continued to 
develop well.   Questions thrown up as part of the monthly checking of the payroll 
are dealt with effectively and efficiently by Capita.  It did not always responds to 
requests for information (e.g. maternity calculations, sickness entitlement) within 
the appropriate timeframe; however this situation is much improved.  

87.  HR continues to work alongside Capita to improve and refine the processes 
relating to payroll and recognises improvements were made during the course of 
2013-2014:

                     Council satisfaction judgement

Previous Council satisfaction judgement for comparison

Overall assessment

88.Taking into account the performance of Capita against KPTs, customer satisfaction 
and council satisfaction, HR has made an overall judgement as follows.  

                  Overall assessment

Previous Overall assessment for comparison

Contractor’s feedback

89.A key feature of the process for reviewing the performance of contractors is that 
the council provides them with an opportunity to give their feedback on the 

Good

Excellent

Excellent

Excellent

Excellent

Good
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assessment, including suggestions for improvements to the council processes.  
This is included in Appendix 6.
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CUSTOMER CONTACT
90.This element of the contract is managed by Andrew Down, head of HR, IT and 

technical services.

91.Capita first took on the management of Vale’s reception and switchboard services 
on 1 July 2013, having provided a similar service to South Oxfordshire District 
Council since 2007.

Dimension 1 – Key performance targets (KPTs)

Visitors and switchboard
92.BETWEEN 1 JULY 2013 AND 31 MARCH 2014, CAPITA ANSWERED 16,700 

CALLS TO THE COUNCIL VIA ITS COVENTRY CALL CENTRE.  THE START OF 
THE NEW SWITCHBOARD SERVICE ALSO SAW THE INTRODUCTION OF 
INTERACTIVE VOICE RESPONSE (IVR) AT COVENTRY, AS A RESULT OF 
WHICH APPROXIMATELY 60 PER CENT OF SWITCHBOARD CALLS ARE 
NOW HANDLED AUTOMATICALLY.  BY COMPARISON WITH PREVIOUS 
YEARS, THE VOLUME OF CALLS HAS REMAINED FAIRLY STEADY AT 
AROUND 5,000 PER MONTH, BUT WE HAVE BEEN ABLE TO MAKE SAVINGS 
WITH THE NEW CONTRACT BECAUSE OF THE PROPORTION OF CALLS 
WHICH ARE NOW BEING HANDLED AUTOMATICALLY

93. IN THE SAME PERIOD, CAPITA PROCESSED 27,300 VISITORS TO ABBEY 
HOUSE RECEPTION.  COMPARISON WITH PREVIOUS YEARS IS NOT 
FEASIBLE BECAUSE THE METHODS FOR PROCESSING VISITORS AND 
RECORDING THEIR NUMBERS HAVE CHANGED.

94.PERFORMANCE OF THE SWITCHBOARD TEAM AGAINST THE KEY 
PERFORMANCE TARGETS HAS MOSTLY MET THE SERVICE LEVEL 
AGREEMENTS (SLAS) AND IS DETAILED IN THE TABLE BELOW.  
ABANDONED CALLS HAVE AVERAGED 3.2 PER CENT, WHICH REMAINS 
WELL WITHIN THE FIVE PER CENT SLA.  THE PERCENTAGE OF CALLS 
ANSWERED WITHIN 20 SECONDS (AN INDUSTRY STANDARD BENCHMARK) 
WAS 85.1 PERCENT, AND REMAINED WELL ABOVE THE 80 PER CENT SLA 
THROUGHOUT, WHILE AFTER A SLOW START THE PERCENTAGE OF CALLS 
ANSWERED WITHIN 50 SECONDS HAS EXCEEDED THE 90 PER CENT SLA 
EACH MONTH SINCE NOVEMBER.

95.THE FRONT OF HOUSE TEAM HAS PERFORMED STRONGLY, AND 
MONTHLY REPORTS SHOW THAT VISITORS ARE SEEN PROMPTLY WITH 
PERFORMANCE EXCEEDING SLA FOR VISITORS SEEN WITHIN TWO 
MINUTES.

96.THE TABLE BELOW SHOWS PERFORMANCE AGAINST THE SLA FOR THE 
PERIOD 1 JULY 2013 TO 31 MARCH 2014.  INDIVIDUAL KPT RATING IS 
CALCULATED ACCORDING TO THE GUIDANCE ACCOMPANYING THE 
CONTRACTOR REVIEW PROCESS.
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KPT 
REF

DESCRI
PT-ION 
OF KPT

TAR-
GET

PERFOR-
MANCE 
2013/14

2012/13 
PERFOR
-MANCE 
FOR 
COMP-
ARISON

TREND INDIVIDU
AL KPT 
RATING 
(EXCELLE
NT, 
GOOD, 
FAIR, 
WEAK OR 
POOR)

KPT 
RATING 
SCORE
(EXCELLENT 
= 5, GOOD = 
4, FAIR = 3, 
WEAK = 2, 
POOR = 1)

KPT 
1

ABANDO
NED 
CALL 
RATE

5% 3.2% 5.7% BETTE
R

EXCELLE
NT

5

KPT 
2

CALLS 
ANSWER
ED 
WITHIN 
20 
SECOND
S

80% 85.1% N/A N/A EXCELLE
NT

5

KPT 
3

CALLS 
ANSWER
ED 
WITHIN 
50 
SECOND
S

90% 89.6% N/A N/A FAIR 3

KPT 
4

PERSON
AL 
CALLER
S SEEN 
WITHIN 2 
MINUTE
S OF 
ARRIVAL

80% 100% N/A N/A EXCELLE
NT

5

KPT 
5

PERSON
AL 
CALLER
S SEEN 
WITHIN 5 
MINUTE
S OF 
ARRIVAL

100% 100% N/A N/A EXCELLE
NT

5

OVERALL “AVERAGE” KPT PERFORMANCE RATING SCORE 
(ALLOWING FOR ZERO WEIGHTING OF SHADED ITALIC 

KPTS)

4.6

OVERALL “AVERAGE” KPT PERFORMANCE (EXCELLENT, 
GOOD, FAIR, WEAK OR POOR)

EXCELLENT
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97.BASED ON THIS PERFORMANCE THE HEAD OF HR, IT AND TECHNICAL 
SERVICES HAS MADE A JUDGEMENT ON KPT PERFORMANCE AS 
FOLLOWS:

              KPT JUDGEMENT

PREVIOUS KPT JUDGEMENT FOR COMPARISON

DIMENSION 2 – CUSTOMER SATISFACTION 

98.WE USE A RANGE OF METHODS TO MEASURE CUSTOMER SATISFACTION 
WITH THE SERVICE.  THIS INCLUDES BOTH DIRECT FEEDBACK 
QUESTIONNAIRES COLLECTED FROM CUSTOMERS IMMEDIATELY AFTER 
THEIR VISIT AND ANALYSIS OF COMPLAINTS, AND A POSTAL AND ONLINE 
SURVEY OF CITIZENS’ PANEL MEMBERS.  THE  CITIZENS' PANEL SURVEY 
IS CARRIED OUT EVERY TWO YEARS AND THERE WAS NO SURVEY 
DURING 2013/2014.

99.CUSTOMER FEEDBACK FORMS ARE DISPLAYED IN THE RECEPTION AREA, 
AND STAFF ARE ASKED TO ENCOURAGE CUSTOMERS TO PROVIDE 
FEEDBACK BEFORE LEAVING.  BETWEEN APRIL 2013 AND MARCH 2014, 
1133 FEEDBACK FORMS WERE COMPLETED.

100. ALTHOUGH THE FORMAT OF THE QUESTIONNAIRE HAS CHANGED, 
CUSTOMERS WERE ASKED THE SAME QUESTION BOTH BEFORE AND 
AFTER THE TRANSITION TO CAPITA: ‘OVERALL, HOW SATISFIED WERE 
YOU WITH THE WAY IN WHICH YOUR ENQUIRY WAS HANDLED AT 
RECEPTION?’  OF THOSE WHO TOOK PART, 99.1 PER CENT WERE 
SATISFIED (2012/13: 97.5 PER CENT) AND 0.3 PER CENT (2012/13: 1.3 PER 
CENT) WERE DISSATISFIED OVERALL AS SHOWN BELOW.

VERY 
SATISFIE

D

SATISFIE
D

NEITHER 
SATISFIED OR 
DISSATISFIED

DISSATIS
FIED

VERY 
DISSATISFI

ED
2013/14 94.5% 4.6% 0.6% 0.2% 0.1%
2012/13 91.5% 6.0% 1.0% 0.1% 1.2%

101. DURING 2013/14 WE RECEIVED NO COMPLAINTS ABOUT THE FRONT OF 
HOUSE AND SWITCHBOARD SERVICE, COMPARED WITH TWO IN 2012/2013.

102.  THE HEAD OF HR, IT AND TECHNICAL SERVICES HAS MADE A 
JUDGEMENT ON CUSTOMER SATISFACTION AS  FOLLOWS:

                     CUSTOMER SATISFACTION JUDGEMENT

EXCELLENT

N/A

EXCELLENT

EXCELLENT



C:\DOCUME~1\SUSANH~1.SOU\LOCALS~1\Temp\XPgrpwise\Report on Capita to Vale Scrutiny PH very 
final version .docx 4 - 25

PREVIOUS CUSTOMER SATISFACTION JUDGEMENT FOR COMPARISON

DIMENSION 3 – COUNCIL SATISFACTION 

103. AN ANALYSIS OF COUNCIL SATISFACTION PERFORMANCE APPEARS IN 
APPENDIX 7, AS JUDGED BY THE CUSTOMER SERVICE CONTRACT 
MANAGER IN CONSULTATION WITH RELEVANT COLLEAGUES.

104. THIS PRODUCED A SCORE OF 4.28 OUT OF A MAXIMUM SCORE OF 5.0 – 
THE SAME AS LAST YEAR.  BASED ON THIS PERFORMANCE, THE HEAD OF 
HR, IT AND TECHNICAL SERVICES MADE THE FOLLOWING JUDGEMENT ON 
CAPITA’S DELIVERY OF COUNCIL SATISFACTION:  

                                     COUNCIL SATISFACTION JUDGEMENT

PREVIOUS COUNCIL SATISFACTION JUDGEMENT FOR COMPARISON

OVERALL ASSESSMENT

105. TAKING INTO ACCOUNT THE PERFORMANCE OF CAPITA AGAINST 
KPTS, CUSTOMER SATISFACTION AND COUNCIL SATISFACTION, THE 
HEAD OF HR, IT AND TECHNICAL SERVICES HAS MADE AN OVERALL 
JUDGEMENT AS FOLLOWS.  RECOGNISING THE HIGH IMPORTANCE OF 
CUSTOMER SATISFACTION, THIS DIMENSION IS ACCORDED GREATER 
WEIGHT IN THE JUDGEMENT.

OVERALL ASSESSMENT

PREVIOUS OVERALL ASSESSMENT FOR COMPARISON

STRENGTHS AND AREAS FOR IMPROVEMENT

106. APPENDIX 7 RECORDS STRENGTHS AND AREAS FOR IMPROVEMENT 
RELATING TO THE PERFORMANCE OF CAPITA DURING THE REVIEW 
PERIOD.  WHERE PERFORMANCE IS LOWER THAN THAT EXPECTED THE 
CONTRACT MANAGER WILL AGREE AN IMPROVEMENT PLAN WITH CAPITA.  
THIS HAS NOT BEEN REQUIRED FOR THIS ELEMENT OF THE CONTRACT.

CONTRACTOR’S FEEDBACK

107. A KEY FEATURE OF THE PROCESS FOR REVIEWING THE 
PERFORMANCE OF CONTRACTORS IS THAT THE COUNCIL PROVIDES 
THEM WITH AN OPPORTUNITY TO GIVE THEIR FEEDBACK ON THE 
ASSESSMENT, INCLUDING SUGGESTIONS FOR IMPROVEMENTS TO 
COUNCIL PROCESSES.  THIS IS INCLUDED IN FOR THE CONTRACT AS A 
WHOLE IN APPENDIX 8.

N/A

GOOD

N/A

N/A

EXCELLENT
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FINANCIAL IMPLICATIONS
108. THE CONTRACT WITH CAPITA INCORPORATES A PAYMENT AND 

PERFORMANCE MECHANISM.  ISSUES AROUND THE EXACT 
APPLICATION OF THE MECHANISM AND THE CHANGES GOING FORWARD 
ARE THE RESPONSIBILITY OF THE OPERATIONAL BOARD.

LEGAL IMPLICATIONS
109. THERE ARE NO LEGAL IMPLICATIONS ARISING FROM THIS REPORT.

CONCLUSION
110. THE HEAD OF FINANCE HAS ASSESSED CAPITA’S PERFORMANCE AS 

FOLLOWS FOR ITS DELIVERY OF THE FINANCIAL SERVICES CONTRACT:

 REVENUES – EXCELLENT (12/13 – EXCELLENT)

 BENEFITS – EXCELLENT (12/13 – EXCELLENT)

 EXCHEQUER (ACCOUNTS PAYABLE, ACCOUNTS RECEIVABLE) – 
EXCELLENT (12/13 – EXCELLENT)

 FINANCIAL MANAGEMENT SYSTEM – GOOD (12/13 EXCELLENT)

 PAYROLL – GOOD (12/13 EXCELLENT)

 CUSTOMER CONTACT – EXCELLENT (12/13  N/A)

ALTHOUGH THREE OF THE SERVICE AREAS HAVE MAINTAINED THEIR 
EXCELLENT RATING (AND THE NEW CUSTOMER CONTACT SERVICE HAS 
BEEN CLASSED AS EXCELLENT) THERE HAS BEEN A SLIGHT 
DETERIORATION IN THE QUALITY OF THE SERVICES PROVIDED BY CAPITA 
DURING 2013/14 IN RESPECT OF FINANCIAL MANAGEMENT SYSTEM AND 
PAYROLL. OVERALL, THE ASSESSMENTS GIVEN CONFIRM THAT THE 
SERVICES PROVIDED CONTINUE TO BE OF A HIGH STANDARD AND 
CAPITA SHOULD BE CONGRATULATED FOR THIS. THE GOVERNANCE 
PROCESS WILL CONTINUE TO VIGOROUSLY MONITOR THE CONTRACT, 
AND THIS, ALONG WITH THE COMMITMENT PLEDGED BY CAPITA 
MANAGEMENT SHOULD HELP MAINTAIN THOSE EXCELLENT SERVICE 
AREAS AND IMPROVE SERVICE PROVISION FOR THOSE AREAS WHICH 
HAVE SLIPPED FOR THE REMAINDER OF THE CONTRACT.
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PERFORMANCE TARGETS 2012/2013 
TARGET

2012/2013 
ACHIEVE

D

2013/2014 
TARGET

2013/2014 
ACHIEVE

D
PERCENTAGE OF COUNCIL TAX 
COLLECTED 

98.60% 98.83% 98.60% 98.72%

PERCENTAGE OF NNDR 
COLLECTED 

99.40% 99.38% 99.40% 99.25%

AVERAGE TIME (DAYS) FOR 
PROCESSING NEW BENEFIT 
CLAIMS.

19 12.46 16 12.90

AVERAGE TIME (DAYS) FOR 
PROCESSING BENEFIT CHANGES 
IN CIRCUMSTANCES

9.5 5.45 8.5 6.26

NI181 AVERAGE TIME (DAYS) FOR 
PROCESSING NEW CLAIMS AND 
CHANGES IN CIRCUMSTANCES

13 6.36 10 7.06

FINANCIAL ACCURACY OF 
BENEFIT ASSESSMENTS 95% 95.80% 95% 96.91%
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COUNCIL SATISFACTION – REVENUES 
THIS ASSESSMENT ALLOWS THE COUNCIL (AS A CLIENT) TO RECORD ITS 
OWN SATISFACTION WITH ASPECTS OF A CONTRACTOR’S PERFORMANCE 
WHICH LIE OUTSIDE KEY PERFORMANCE TARGETS AND CUSTOMER 
SATISFACTION.  EACH OFFICER WITH DIRECT KNOWLEDGE AND WHO 
FREQUENTLY INTERACTS WITH THE CONTRACTOR SHOULD COMPLETE THIS 
FORM.  QUESTIONS CAN BE LEFT BLANK IF NOT RELEVANT TO A CONTRACT 
OR CONTRACTOR.

CONTRACTOR / SUPPLIER / 

PARTNER NAME

CAPITA

FROM 

(DATE)

1 APRIL 2013 TO 31 MARCH 2014

SERVICE DELIVERY
ATTRIBUTE (5) VERY 

SATISFIE
D

(4) 
SATISFI
ED

(3) 
NEITHE
R

(2) DIS-
SATISFI
ED

(1) 
VERY 
DISSAT
SFD

1 UNDERSTANDING OF THE CLIENT'S 

NEEDS


2 RESPONSE TIME 

3 DELIVERS TO TIME 

4 DELIVERS TO BUDGET 

5 EFFICIENCY OF INVOICING 

6 APPROACH TO HEALTH & SAFETY 

7 SUPPORTS THE COUNCIL’S PLANS FOR 

JOINT WORKING 

8 *

* THESE SPACES ARE DELIBERATELY LEFT BLANK FOR THE ADDITION OF 
ANY PERFORMANCE CRITERIA WHICH ARE SPECIFIC TO THIS PARTICULAR 
CONTRACT / SERVICE.
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COMMUNICATIONS AND RELATIONS
ATTRIBUTE (5) VERY 

SATISFIE
D

(4) 
SATISFI
ED

(3) 
NEITHE
R

(2) DIS-
SATISFI
ED

(1) 
VERY 
DISSAT
SFD

9 EASY TO DEAL WITH 

10 COMMUNICATIONS / KEEPING THE CLIENT 

INFORMED 

11 QUALITY OF WRITTEN DOCUMENTATION 

12 COMPLIANCE WITH COUNCIL’S 

CORPORATE IDENTITY 

13 LISTENING 

14 QUALITY OF RELATIONSHIP 

IMPROVEMENT AND INNOVATION
ATTRIBUTE (5) VERY 

SATISFIE
D

(4) 
SATISFI
ED

(3) 
NEITHE
R

(2) DIS-
SATISFI
ED

(1) 
VERY 
DISSAT
SFD

15 OFFERS SUGGESTIONS BEYOND THE 

SCOPE OF WORK 

16 DEGREE OF INNOVATION 

17 GOES THE EXTRA MILE 

18 SUPPORTS THE COUNCIL’S 

SUSTAINABILITY OBJECTIVES 

19 SUPPORTS THE COUNCIL’S EQUALITY 

OBJECTIVES 

20 DEGREE OF PARTNERSHIP WORKING 

KEY DOCUMENTS
IF REQUIRED, HAS THE CONTRACTOR PROVIDED THE COUNCIL WITH 
ANNUAL UPDATES OF THE FOLLOWING DOCUMENTS?

1. ANNUAL CORPORATE GOVERNANCE ASSURANCE 
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STATEMENT? (YES / NO)

2. UPDATED RISK REGISTER (YES / NO)

3. ANNUAL BUSINESS PLAN (YES / NO)

4. UPDATED BUSINESS CONTINUITY PLAN (YES / NO)

STRENGTHS AND AREAS FOR IMPROVEMENT
STRENGTHS REVENUES MANAGEMENT AND SUPPORT TO THE 

MANAGER
KNOWLEDGE AND COMMITMENT OF STAFF

E-GOVERNMENT INITIATIVES

AREAS FOR 

IMPROVEMENT

SUPPORTING INFORMATION FOR INVOICES

RESILIENCE WHEN REVENUES MANAGER IS AWAY

COUNCIL SATISFACTION ASSESSMENT 

VERY 
SATISFIE
D
(5)

SATISFIE
D

(4)

NEITHER

(3)

DISSATISF
IED
(2)

VERY 
DISSATISF
IED
(1)

VOTES CAST

15 3 1 0 0 19

RATING RANGE VOTES WEIGHTING TOTAL
WEIGHTED

VERY SATISFIED 5.0 15 X 5 75
SATISFIED 4.3 3 X 4 12
NEITHER SATISFIED 
OR DISSATISFIED

3.9 1 X 3 3

DISSATISFIED 3.4 0 X 2 0
VERY DISSATISFIED 3.0 0 X 1 0

TOTAL 19 90
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CALCULATION: 90 ÷ 19 = 4.74

FOR REASONS OF CONSISTENCY WITH PREVIOUS ASSESSMENTS, AND FOR 
FAIRNESS BETWEEN CONTRACTORS, THE FOLLOWING IS A ROUGH GUIDE 
TO THE ASSESSMENT OF CONTRACTORS ON CUSTOMER SATISFACTION:

SCORE 4.3 – 5.0 3.9 – 4.3 3.4 – 3.9 3.0 – 3.4 <3.0
CLASSIFICATIO

N
EXCELLEN
T

GOOD FAIR WEAK POOR
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COUNCIL SATISFACTION –BENEFITS
THIS ASSESSMENT ALLOWS THE COUNCIL (AS A CLIENT) TO RECORD ITS 
OWN SATISFACTION WITH ASPECTS OF A CONTRACTOR’S PERFORMANCE 
WHICH LIE OUTSIDE KEY PERFORMANCE TARGETS AND CUSTOMER 
SATISFACTION.  EACH OFFICER WITH DIRECT KNOWLEDGE AND WHO 
FREQUENTLY INTERACTS WITH THE CONTRACTOR SHOULD COMPLETE THIS 
FORM.  QUESTIONS CAN BE LEFT BLANK IF NOT RELEVANT TO A CONTRACT 
OR CONTRACTOR.

CONTRACTOR / SUPPLIER / 

PARTNER NAME

CAPITA

FROM 

(DATE)

1 APRIL 2013 TO 31 MARCH 2014

SERVICE DELIVERY
ATTRIBUTE (5) VERY 

SATISFIE
D

(4) 
SATISFI
ED

(3) 
NEITHE
R

(2) DIS-
SATISFI
ED

(1) 
VERY 
DISSAT
SFD

1 UNDERSTANDING OF THE CLIENT'S 

NEEDS


2 RESPONSE TIME 

3 DELIVERS TO TIME 

4 DELIVERS TO BUDGET 

5 EFFICIENCY OF INVOICING 

6 APPROACH TO HEALTH & SAFETY 

7 SUPPORTS THE COUNCIL’S PLANS FOR 

JOINT WORKING 

8 *

* THESE SPACES ARE DELIBERATELY LEFT BLANK FOR THE ADDITION OF 
ANY PERFORMANCE CRITERIA WHICH ARE SPECIFIC TO THIS PARTICULAR 
CONTRACT / SERVICE.
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COMMUNICATIONS AND RELATIONS
ATTRIBUTE (5) VERY 

SATISFIE
D

(4) 
SATISFI
ED

(3) 
NEITHE
R

(2) DIS-
SATISFI
ED

(1) 
VERY 
DISSAT
SFD

9 EASY TO DEAL WITH 

10 COMMUNICATIONS / KEEPING THE CLIENT 

INFORMED 

11 QUALITY OF WRITTEN DOCUMENTATION 

12 COMPLIANCE WITH COUNCIL’S 

CORPORATE IDENTITY 

13 LISTENING 

14 QUALITY OF RELATIONSHIP 

IMPROVEMENT AND INNOVATION
ATTRIBUTE (5) VERY 

SATISFIE
D

(4) 
SATISFI
ED

(3) 
NEITHE
R

(2) DIS-
SATISFI
ED

(1) 
VERY 
DISSAT
SFD

15 OFFERS SUGGESTIONS BEYOND THE 

SCOPE OF WORK 

16 DEGREE OF INNOVATION 

17 GOES THE EXTRA MILE 

18 SUPPORTS THE COUNCIL’S 

SUSTAINABILITY OBJECTIVES 

19 SUPPORTS THE COUNCIL’S EQUALITY 

OBJECTIVES 

20 DEGREE OF PARTNERSHIP WORKING 

KEY DOCUMENTS
IF REQUIRED, HAS THE CONTRACTOR PROVIDED THE COUNCIL WITH 
ANNUAL UPDATES OF THE FOLLOWING DOCUMENTS?

1. ANNUAL CORPORATE GOVERNANCE ASSURANCE 
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STATEMENT? (YES / NO)

2. UPDATED RISK REGISTER (YES / NO)

3. ANNUAL BUSINESS PLAN (YES / NO)

4. UPDATED BUSINESS CONTINUITY PLAN (YES / NO)

STRENGTHS AND AREAS FOR IMPROVEMENT
STRENGTHS BENEFITS MANAGEMENT INCLUDING MANAGING 

WELFARE REFORMS
SURGERIES/HOME VISITING

EQUALITY AWARENESS

E-GOVERNMENT INITIATIVES

AREAS FOR 

IMPROVEMENT

 COULD HAVE BEEN MORE ENGAGED IN AMENDMENTS 
TO ANNUAL CTRS UPRATING

COUNCIL SATISFACTION ASSESSMENT 

VERY 
SATISFIE
D
(5)

SATISFIE
D

(4)

NEITHER

(3)

DISSATISF
IED
(2)

VERY 
DISSATISF
IED
(1)

VOTES CAST

16 3 0 0 0 19

RATING RANGE VOTES WEIGHTING TOTAL
WEIGHTED

VERY SATISFIED 5.0 16 X 5 80
SATISFIED 4.3 3 X 4 12
NEITHER SATISFIED 
OR DISSATISFIED

3.9 0 X 3 0

DISSATISFIED 3.4 0 X 2 0
VERY DISSATISFIED 3.0 0 X 1 0
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TOTAL 19 92

CALCULATION: 92 ÷ 19 = 4.84

FOR REASONS OF CONSISTENCY WITH PREVIOUS ASSESSMENTS, AND FOR 
FAIRNESS BETWEEN CONTRACTORS, THE FOLLOWING IS A ROUGH GUIDE 
TO THE ASSESSMENT OF CONTRACTORS ON CUSTOMER SATISFACTION:

SCORE 4.3 – 5.0 3.9 – 4.3 3.4 – 3.9 3.0 – 3.4 <3.0
CLASSIFICATIO

N
EXCELLEN
T

GOOD FAIR WEAK POOR
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COUNCIL SATISFACTION – 
EXCHEQUER 
THIS ASSESSMENT ALLOWS THE COUNCIL (AS A CLIENT) TO RECORD ITS 
OWN SATISFACTION WITH ASPECTS OF A CONTRACTOR’S PERFORMANCE 
WHICH LIE OUTSIDE KEY PERFORMANCE TARGETS AND CUSTOMER 
SATISFACTION.  EACH OFFICER WITH DIRECT KNOWLEDGE AND WHO 
FREQUENTLY INTERACTS WITH THE CONTRACTOR SHOULD COMPLETE THIS 
FORM.  QUESTIONS CAN BE LEFT BLANK IF NOT RELEVANT TO A CONTRACT 
OR CONTRACTOR.

CONTRACTOR / SUPPLIER / 

PARTNER NAME

CAPITA

FROM 

(DATE)

 1 APRIL 2013 TO 31 MARCH 2014

SERVICE DELIVERY
ATTRIBUTE (5) VERY 

SATISFIE
D

(4) 
SATISFI
ED

(3) 
NEITHE
R

(2) DIS-
SATISFI
ED

(1) 
VERY 
DISSAT
SFD

1 UNDERSTANDING OF THE CLIENT'S 

NEEDS 

2 RESPONSE TIME 

3 DELIVERS TO TIME 

4 DELIVERS TO BUDGET 

5 EFFICIENCY OF INVOICING 

6 APPROACH TO HEALTH & SAFETY 

7 SUPPORTS THE COUNCIL’S PLANS FOR 

JOINT WORKING 

8

COMMUNICATIONS AND RELATIONS
ATTRIBUTE (5) VERY 

SATISFIE
D

(4) 
SATISFI
ED

(3) 
NEITHE
R

(2) DIS-
SATISFI
ED

(1) 
VERY 
DISSAT
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SFD

9 EASY TO DEAL WITH 

10 COMMUNICATIONS / KEEPING THE CLIENT 

INFORMED 

11 QUALITY OF WRITTEN DOCUMENTATION 

12 COMPLIANCE WITH COUNCIL’S 

CORPORATE IDENTITY 

13 LISTENING 

14 QUALITY OF RELATIONSHIP 

IMPROVEMENT AND INNOVATION
ATTRIBUTE (5) VERY 

SATISFIE
D

(4) 
SATISFI
ED

(3) 
NEITHE
R

(2) DIS-
SATISFI
ED

(1) 
VERY 
DISSAT
SFD

15 OFFERS SUGGESTIONS BEYOND THE 

SCOPE OF WORK 

16 DEGREE OF INNOVATION 

17 GOES THE EXTRA MILE 

18 SUPPORTS THE COUNCIL’S 

SUSTAINABILITY OBJECTIVES 

19 SUPPORTS THE COUNCIL’S EQUALITY 

OBJECTIVES 

20 DEGREE OF PARTNERSHIP WORKING 

KEY DOCUMENTS
IF REQUIRED, HAS THE CONTRACTOR PROVIDED THE COUNCIL WITH 
ANNUAL UPDATES OF THE FOLLOWING DOCUMENTS?

1. ANNUAL CORPORATE GOVERNANCE ASSURANCE 

STATEMENT? (YES / NO)

2. UPDATED RISK REGISTER (YES / NO)

3. ANNUAL BUSINESS PLAN (YES / NO)

4. UPDATED BUSINESS CONTINUITY PLAN (YES / NO)
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STRENGTHS AND AREAS FOR IMPROVEMENT
STRENGTHS PROCESSING OF STANDARD BASIC FUNCTIONS FOR AP 

AND AR
EXCHEQUER MANAGEMENT AND KEENNESS AND 
HELPFULNESS OF STAFF
MANAGEMENT OF BROWN BIN ADMINISTRATION 
PROCESS

AREAS FOR 

IMPROVEMENT

MAKING SURE THAT AGRESSO UPDATES NOTIFIED BY 
THE GRIDS ARE UPDATED AND CORRECT BEFORE 
OFFICERS ARE NOTIFIED

COUNCIL SATISFACTION ASSESSMENT 

VERY 
SATISFIE
D
(5)

SATISFIE
D

(4)

NEITHER

(3)

DISSATISF
IED
(2)

VERY 
DISSATISF
IED
(1)

VOTES CAST

17 2 0 0 0 19

RATING RANGE VOTES WEIGHTING TOTAL
WEIGHTED

VERY SATISFIED 5.0 17 X 5 85
SATISFIED 4.3 2 X 4 8
NEITHER SATISFIED 
OR DISSATISFIED

3.9 0 X 3 0

DISSATISFIED 3.4 0 X 2 0
VERY DISSATISFIED 3.0 0 X 1 0

TOTAL 20 93

CALCULATION: 93 ÷ 20 = 4.89
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FOR REASONS OF CONSISTENCY WITH PREVIOUS ASSESSMENTS, AND FOR 
FAIRNESS BETWEEN CONTRACTORS, THE FOLLOWING IS A ROUGH GUIDE 
TO THE ASSESSMENT OF CONTRACTORS ON CUSTOMER SATISFACTION:

SCORE 4.3 – 5.0 3.9 – 4.3 3.4 – 3.9 3.0 – 3.4 <3.0
CLASSIFICATIO

N
EXCELLEN
T

GOOD FAIR WEAK POOR
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COUNCIL SATISFACTION – FMS

THIS ASSESSMENT ALLOWS THE COUNCIL (AS A CLIENT) TO RECORD ITS 
OWN SATISFACTION WITH ASPECTS OF A CONTRACTOR’S PERFORMANCE 
WHICH LIE OUTSIDE KEY PERFORMANCE TARGETS AND CUSTOMER 
SATISFACTION.  EACH OFFICER WITH DIRECT KNOWLEDGE AND WHO 
FREQUENTLY INTERACTS WITH THE CONTRACTOR SHOULD COMPLETE THIS 
FORM.  QUESTIONS CAN BE LEFT BLANK IF NOT RELEVANT TO A CONTRACT 
OR CONTRACTOR.

CONTRACTOR / SUPPLIER / 

PARTNER NAME

CAPITA

FROM 

(DATE)

1 APRIL 2013 TO 31 MARCH 2014

SERVICE DELIVERY
ATTRIBUTE (5) VERY 

SATISFIE
D

(4) 
SATISFI
ED

(3) 
NEITHE
R

(2) DIS-
SATISFI
ED

(1) 
VERY 
DISSAT
SFD

1 UNDERSTANDING OF THE CLIENT'S 

NEEDS √

2 RESPONSE TIME √

3 DELIVERS TO TIME √

4 DELIVERS TO BUDGET √

5 EFFICIENCY OF INVOICING √

6 APPROACH TO HEALTH & SAFETY √

7 SUPPORTS THE COUNCIL’S PLANS FOR 

JOINT WORKING √

8 *CONTINGENCY PLANS √

* THESE SPACES ARE DELIBERATELY LEFT BLANK FOR THE ADDITION OF 
ANY PERFORMANCE CRITERIA WHICH ARE SPECIFIC TO THIS PARTICULAR 
CONTRACT / SERVICE.

COMMUNICATIONS AND RELATIONS
ATTRIBUTE (5) VERY (4) (3) (2) DIS- (1) 
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SATISFIE
D

SATISFI
ED

NEITHE
R

SATISFI
ED

VERY 
DISSAT
SFD

9 EASY TO DEAL WITH √

10 COMMUNICATIONS / KEEPING THE CLIENT 

INFORMED √

11 QUALITY OF WRITTEN DOCUMENTATION √

12 COMPLIANCE WITH COUNCIL’S 

CORPORATE IDENTITY √

13 LISTENING √

14 QUALITY OF RELATIONSHIP √

IMPROVEMENT AND INNOVATION
ATTRIBUTE (5) VERY 

SATISFIE
D

(4) 
SATISFI
ED

(3) 
NEITHE
R

(2) DIS-
SATISFI
ED

(1) 
VERY 
DISSAT
SFD

15 OFFERS SUGGESTIONS BEYOND THE 

SCOPE OF WORK √

16 DEGREE OF INNOVATION √

17 GOES THE EXTRA MILE √

18 SUPPORTS THE COUNCIL’S 

SUSTAINABILITY OBJECTIVES √

19 SUPPORTS THE COUNCIL’S EQUALITY 

OBJECTIVES √

20 DEGREE OF PARTNERSHIP WORKING √

KEY DOCUMENTS
IF REQUIRED, HAS THE CONTRACTOR PROVIDED THE COUNCIL WITH 
ANNUAL UPDATES OF THE FOLLOWING DOCUMENTS?

1. ANNUAL CORPORATE GOVERNANCE ASSURANCE 

STATEMENT? (YES / NO)

2. UPDATED RISK REGISTER (YES / NO)

3. ANNUAL BUSINESS PLAN (YES / NO)
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4. UPDATED BUSINESS CONTINUITY PLAN (YES / NO) YES

STRENGTHS AND AREAS FOR IMPROVEMENT
STRENGTHS THE CONTRACTOR DOES HARD WORK TO RESOLVE 

ISSUES ONCE RAISED 

AREAS FOR 

IMPROVEMENT

TO IMPROVE THEIR COMMUNICATIONS WITH THE CLIENT 
AND IMPORTANTLY DEVELOP A BETTER 
UNDERSTANDING THE CLIENT’S NEEDS;
TO IMPROVE QUALITY CONTROL

COUNCIL SATISFACTION ASSESSMENT 

VERY 
SATISFIE
D
(5)

SATISFIE
D

(4)

NEITHER

(3)

DISSATISF
IED
(2)

VERY 
DISSATISF
IED
(1)

VOTES CAST

4 10 3 3 0 20

RATING RANGE VOTES WEIGHTING TOTAL
WEIGHTED

VERY SATISFIED 5.0 7 X 5 35
SATISFIED 4.3 10 X 4 40
NEITHER SATISFIED 
OR DISSATISFIED

3.9 3 X 3 9

DISSATISFIED 3.4 0 X 2 0
VERY DISSATISFIED 3.0 0 X 1 0

TOTAL 20 84

CALCULATION: 84 ÷ 20 = 4.2
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FOR REASONS OF CONSISTENCY WITH PREVIOUS ASSESSMENTS, AND FOR 
FAIRNESS BETWEEN CONTRACTORS, THE FOLLOWING IS A ROUGH GUIDE 
TO THE ASSESSMENT OF CONTRACTORS ON CUSTOMER SATISFACTION:

SCORE 4.3 – 5.0 3.9 – 4.3 3.4 – 3.9 3.0 – 3.4 <3.0
CLASSIFICATIO

N
EXCELLEN
T

GOOD FAIR WEAK POOR
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PAYROLL
THIS ASSESSMENT ALLOWS THE COUNCIL (AS A CLIENT) TO RECORD ITS OWN 
SATISFACTION WITH ASPECTS OF A CONTRACTOR’S PERFORMANCE WHICH 
LIE OUTSIDE KEY PERFORMANCE TARGETS AND CUSTOMER SATISFACTION.  
EACH OFFICER WITH DIRECT KNOWLEDGE AND WHO FREQUENTLY 
INTERACTS WITH THE CONTRACTOR SHOULD COMPLETE THIS FORM.  
QUESTIONS CAN BE LEFT BLANK IF NOT RELEVANT TO A CONTRACT OR 
CONTRACTOR.

CONTRACTOR / SUPPLIER / 

PARTNER NAME

CAPITA

FROM 

(DATE)

1 APRIL 2013 TO 31 MARCH 2014

SERVICE DELIVERY
ATTRIBUTE (5) VERY 

SATISFIE
D

(4) 
SATISFI
ED

(3) 
NEITHE
R

(2) DIS-
SATISFI
ED

(1) 
VERY 
DISSAT
SFD

1 UNDERSTANDING OF THE CLIENT'S 

NEEDS


2 RESPONSE TIME 

3 DELIVERS TO TIME  

4 DELIVERS TO BUDGET 

5 EFFICIENCY OF INVOICING 

6 APPROACH TO HEALTH & SAFETY

7 SUPPORTS THE COUNCIL’S PLANS FOR 

JOINT WORKING

8 *
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* THESE SPACES ARE DELIBERATELY LEFT BLANK FOR THE ADDITION OF ANY 
PERFORMANCE CRITERIA WHICH ARE SPECIFIC TO THIS PARTICULAR 
CONTRACT / SERVICE.

COMMUNICATIONS AND RELATIONS
ATTRIBUTE (5) VERY 

SATISFIE
D

(4) 
SATISFI
ED

(3) 
NEITHE
R

(2) DIS-
SATISFI
ED

(1) 
VERY 
DISSAT
SFD

9 EASY TO DEAL WITH 

10 COMMUNICATIONS / KEEPING THE CLIENT 

INFORMED


11 QUALITY OF WRITTEN DOCUMENTATION 

12 COMPLIANCE WITH COUNCIL’S 

CORPORATE IDENTITY


13 LISTENING 

14 QUALITY OF RELATIONSHIP 

IMPROVEMENT AND INNOVATION
ATTRIBUTE (5) VERY 

SATISFIE
D

(4) 
SATISFI
ED

(3) 
NEITHE
R

(2) DIS-
SATISFI
ED

(1) 
VERY 
DISSAT
SFD

15 OFFERS SUGGESTIONS BEYOND THE 

SCOPE OF WORK


16 DEGREE OF INNOVATION 

17 GOES THE EXTRA MILE 

18 SUPPORTS THE COUNCIL’S 

SUSTAINABILITY OBJECTIVES

19 SUPPORTS THE COUNCIL’S EQUALITY 

OBJECTIVES

20 DEGREE OF PARTNERSHIP WORKING 
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COUNCIL SATISFACTION ASSESSMENT 

VERY 
SATISFIE
D
(5)

SATISFIE
D

(4)

NEITHER

(3)

DISSATISF
IED
(2)

VERY 
DISSATISF
IED
(1)

VOTES CAST

5 9 1 0 0 15

RATING RANGE VOTES WEIGHTING TOTAL
WEIGHTED

VERY SATISFIED 5.0 5 X 5 25
SATISFIED 4.3 9 X 4 36
NEITHER SATISFIED 
OR DISSATISFIED

3.9 1 X 3 3

DISSATISFIED 3.4 0 X 2 0
VERY DISSATISFIED 3.0 0 X 1 0

TOTAL 15 64

CALCULATION: 64 ÷ 15 = 4.26

FOR REASONS OF CONSISTENCY WITH PREVIOUS ASSESSMENTS, AND FOR 
FAIRNESS BETWEEN CONTRACTORS, THE FOLLOWING IS A ROUGH GUIDE TO 
THE ASSESSMENT OF CONTRACTORS ON CUSTOMER SATISFACTION:

SCORE 4.3 – 5.0 3.9 – 4.3 3.4 – 3.9 3.0 – 3.4 <3.0
CLASSIFICATIO

N
EXCELLEN
T

GOOD FAIR WEAK POOR



APPENDIX 7

C:\DOCUME~1\SUSANH~1.SOU\LOCALS~1\TEMP\XPGRPWISE\REPORT ON CAPITA TO VALE SCRUTINY 
PH VERY FINAL VERSION .DOCX 4 - 47

REVIEW OF PERFORMANCE OF 
SWITCHBOARD AND RECEPTION 
SERVICES
THIS ASSESSMENT ALLOWS THE COUNCIL (AS A CLIENT) TO RECORD ITS OWN 
SATISFACTION WITH ASPECTS OF A CONTRACTOR’S PERFORMANCE WHICH 
LIE OUTSIDE KEY PERFORMANCE TARGETS AND CUSTOMER SATISFACTION.  
EACH OFFICER WITH DIRECT KNOWLEDGE AND WHO FREQUENTLY 
INTERACTS WITH THE CONTRACTOR SHOULD COMPLETE THIS FORM.  
QUESTIONS CAN BE LEFT BLANK IF NOT RELEVANT TO A CONTRACT OR 
CONTRACTOR.

CONTRACTOR / SUPPLIER / 

PARTNER NAME

CAPITA

FROM 

(DATE)

1 APRIL 2013 TO 31 MARCH 2014

SERVICE DELIVERY
ATTRIBUTE (5) VERY 

SATISFI
ED

(4) 
SATISFI
ED

(3) 
NEITHE
R

(2) DIS-
SATISFI
ED

(1) 
VERY 
DISSAT
SFD

1 UNDERSTANDING OF THE CLIENT'S 

NEEDS


2 RESPONSE TIME 

3 DELIVERS TO TIME 

4 DELIVERS TO BUDGET 

5 EFFICIENCY OF INVOICING 

6 APPROACH TO HEALTH & SAFETY 

7 *

8 *
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* THESE SPACES ARE DELIBERATELY LEFT BLANK FOR THE ADDITION OF ANY 
PERFORMANCE CRITERIA WHICH ARE SPECIFIC TO THIS PARTICULAR 
CONTRACT / SERVICE.

COMMUNICATIONS AND RELATIONS
ATTRIBUTE (5) VERY 

SATISFI
ED

(4) 
SATISFI
ED

(3) 
NEITHE
R

(2) DIS-
SATISFI
ED

(1) 
VERY 
DISSAT
SFD

9 EASY TO DEAL WITH 

10 COMMUNICATIONS / KEEPING THE CLIENT 

INFORMED


11 QUALITY OF WRITTEN DOCUMENTATION 

12 COMPLIANCE WITH COUNCIL’S 

CORPORATE IDENTITY


13 LISTENING 

14 QUALITY OF RELATIONSHIP 

IMPROVEMENT AND INNOVATION
ATTRIBUTE (5) VERY 

SATISFI
ED

(4) 
SATISFI
ED

(3) 
NEITHE
R

(2) DIS-
SATISFI
ED

(1) 
VERY 
DISSAT
SFD

15 OFFERS SUGGESTIONS BEYOND THE 

SCOPE OF WORK


16 DEGREE OF INNOVATION 

17 GOES THE EXTRA MILE 

18 SUPPORTS THE COUNCIL’S 

SUSTAINABILITY OBJECTIVES


19 SUPPORTS THE COUNCIL’S EQUALITY 

OBJECTIVES


20 DEGREE OF PARTNERSHIP WORKING 
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STRENGTHS AND AREAS FOR IMPROVEMENT
STRENGTHS THE FRONT OF HOUSE TEAM DELIVERS A GOOD 

PROFESSIONAL SERVICE TO CUSTOMERS, AND HAS 
SHOWN PARTICULAR FLEXIBILITY  DURING TIMES OF 
CHANGE SUCH AS THE MOVE OF MANY STAFF FROM 
ABBEY HOUSE TO CROWMARSH, AND (AFTER THE 
END OF THE YEAR COVERED BY THIS REPORT) THE 
ARRIVAL OF OXFORDSHIRE COUNTY COUNCIL AT 
ABBEY HOUSE.  CAPITA'S CUSTOMER SERVICE 
MANAGER KEEPS US WELL INFORMED AND ALWAYS 
DEMONSTRATES A DESIRE TO OFFER A HIGH 
QUALITY SERVICE.  THE FEEDBACK FROM 
CUSTOMER FEEDBACK FORMS IS EXCELLENT.

THE SWITCHBOARD SERVICE IS GENERALLY 
EFFICIENT AND MEETS ALL SLAS.  THE 
INTRODUCTION OF INTERACTIVE VOICE RESPONSE 
HAS HELPED TO REDUCE COSTS AND HAS BEEN 
TAKEN UP BY MORE THAN HALF OF ALL 
SWITCHBOARD CALLERS.
.

AREAS FOR 

IMPROVEMENT

OCCASIONAL REMINDERS ARE REQUIRED FOR 
TIMELY PRODUCTION OF MONTHLY MANAGEMENT 
INFORMATION.
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COUNCIL SATISFACTION CALCULATION 

VERY 
SATISFIED

(SCORES 5)

SATISFIE
D
(4)

NEITHER
(3)

DISSATISF
IED
(2)

VERY 
DISSATISFIED

(1)

NUMBER OF 
ITEMS 

ASSESSED
7 9 2 0 0 18

CALCULATION RANGE NUMBER OF 
ITEMS

CALCULATIO
N

TOTAL
WEIGHTED

VERY SATISFIED 5.0 7 X 5 35
SATISFIED 4.3 9 X 4 36
NEITHER SATISFIED 
OR DISSATISFIED

3.9 2 X 3 6

DISSATISFIED 3.4 0 X 2 0
VERY DISSATISFIED 3.0 0 X 1 0

TOTAL 18 77

CALCULATION: 77 ÷ 18 = 4.28

FOR REASONS OF CONSISTENCY WITH PREVIOUS ASSESSMENTS, AND FOR 
FAIRNESS BETWEEN CONTRACTORS, THE FOLLOWING IS A ROUGH GUIDE TO 
THE ASSESSMENT OF CONTRACTORS ON CUSTOMER SATISFACTION:

SCORE <3.0 3.0 – 3.399 3.4 – 3.899 3.9 – 4.299 4.3 – 5.0
CLASSIFICA

TION
POOR WEAK FAIR GOOD EXCELLEN

T
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CONTRACTOR 360° FEEDBACK

CONTRACTOR’S REACTION / FEEDBACK ON 
COUNCIL’S ASSESSMENT

CAPITA IS PLEASED TO BE GIVEN THE OPPORTUNITY TO FEEDBACK ON 
THE FINDINGS OF THIS ANNUAL REPORT.  THE CONTENTS WHILST NOT 
ALWAYS POSITIVE ARE A VERY VALUABLE TOOL TO:

 ENABLE KEY SERVICE AREAS TO MEET AND REFLECT ACROSS A WHOLE 
YEAR

 UNDERSTAND, IN THE CONTEXT OF AN OVERALL CONTRACT, THE 
POSITIVES AND NEGATIVES

 IDENTIFY LEARNING POINTS FROM BOTH ORGANISATIONS’ POINT OF 
VIEW, TO ENABLE THE SERVICE TO BE DEVELOPED AND IMPROVED AS TIME 
PROGRESSES

 DOCUMENT, FOR COUNCILLORS, A GOOD PICTURE OF THE OVERALL 
CONTRACT.
CAPITA IS FULLY COMMITTED TO THIS PROCESS, AND BELIEVES IT CAN BE 
ONE VERY IMPORTANT TOOL FOR IMPROVING SERVICE TO CUSTOMERS.  
THE REVENUES SERVICE HAD ANOTHER VERY GOOD YEAR DESPITE THE 
ONGOING FINANCIAL PRESSURES FELT ACROSS THE AREA. THE NEXT 
YEAR’S FOCUS WILL BE ON OPENING UP FURTHER LINES OF ELECTRONIC 
INTERACTION FOR THE CUSTOMERS TO ENABLE THEM TO RECEIVE A 
SWIFTER AND MORE EFFICIENT RESOLUTION TO THEIR ENQUIRIES.
THE BENEFIT SERVICE ONCE MORE DELIVERED VERY HIGH LEVELS OF 
PERFORMANCE AMID THE MANY LEGISLATION CHANGES INTRODUCED BY 
THE GOVERNMENT. AS WITH REVENUES WE WILL BE OPENING UP MORE 
ON-LINE SERVICE OFFERINGS DURING THE COMING YEAR WITH THE AIM 
OF IMPROVING THE OVERALL CUSTOMER EXPERIENCE. 
OUR CALL CENTRE MANAGED EXTREMELY WELL GIVEN THE SHARP 
INCREASE IN CALLS GENERATED BY THE NUMEROUS CHANGES TO BOTH 
REVENUES AND BENEFITS LAST YEAR. BETWEEN REVENUES AND 
BENEFITS CAPITA HANDLED 9,485 EXTRA CALLS LAST YEAR (24% INCREASE 
ON THE PREVIOUS YEAR) AND DUE TO THE MORE COMPLICATED NATURE 
OF THE CALLS THIS EQUATED TO THE WORK OF AN ADDITIONAL 5 FTE. 
WHILST WE FAILED TO MEET THE 80/20 SLA CAPITA BELIEVES THAT THIS 
STILL REPRESENTED AN EXCELLENT ACHIEVEMENT IN THE 
CIRCUMSTANCES.
OVERALL CAPITA IS PLEASED WITH THE REPORT AND WE LOOK FORWARD 
TO WORKING CLOSELY WITH THE COUNCIL TO MAKE FURTHER 
IMPROVEMENTS IN THE COMING 12 MONTHS. WE WILL AGAIN BE FOCUSING 
ON DEPLOYING TECHNOLOGY LEAD IMPROVEMENTS WHICH SHOULD LEAD 
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TO BETTER SERVICE AVAILABILITY FOR ALL RESIDENTS. 

ANY AREAS WHERE CONTRACTOR DISAGREES 
WITH ASSESSMENT

PARA 68.

THE SYSTEM ADMIN TEAM REGULARLY USE THE KNOWLEDGE THAT THEY HAVE 
GAINED FROM OTHER CONTRACTS, AND WHERE POSSIBLE THIS IS UTILISED ON 
THIS CONTRACT, HOWEVER IN THE MAJORITY OF CASES WE DO NOT GET 
PROBLEMS THAT AFFECT ALL CLIENTS AND THEREFORE ISSUES HAVE TO BE 
LOGGED WITH THE SOFTWARE PROVIDER. CAPITA WELCOMED THE COUNCIL TO 
COME TO VISIT THE MENDIP SITE AND COMPLETED A KNOWLEDGE SHARE ON 
EXCELERATOR, AS WELL AS USING ONE OF THE TECHNICAL ACCOUNTANTS TO 
SHARE KNOWLEDGE ON FIXED ASSETS TO AVOID THE COUNCIL HAVING TO PAY 
UNNECESSARY CONSULTANCY COSTS. CAPITA ARE ALSO CURRENTLY ARRANGING A 
DATE FOR THE ACCOUNTANCY TEAM TO COME TO MENDIP TO VIEW THE PLANNER 
SETUP. MENDIP STAFF (NOT WORKING ON SODC) HAVE ALSO ATTENDED ONE OF 
THE LOCAL ACCOUNTANCY MEETINGS AND SHARED THEIR EXPERIENCES WITH THE 
ACCOUNTANCY TEAM.

PARA 69

CAPITA PRIDES ITSELF ON A QUALITY SERVICE, HOWEVER ON OCCASIONS 
INCORRECT INFORMATION WAS PROVIDED BY THE COUNCIL REGARDING BUDGET 
UPLOADS, THE INCORRECT TEMPLATES WERE SENT MULTIPLE TIMES AND 
ADDITIONAL CHECKS HAD TO BE INTRODUCED BY THE SYSTEM ADMIN TEAM TO 
ENSURE THE TEMPLATE WAS CORRECT BEFORE LOADING. THESE CHECKS SHOULD 
NOT HAVE BEEN REQUIRED BUT DUE TO THE INACCURATE INFORMATION BEING 
PROVIDED THEY BECAME NECESSARY. WHILST SOME QUALITY ISSUES WERE 
IDENTIFIED WITH DATA GRIDS THIS PROCESS HAS SINCE BEEN REVIEWED. FOR 
MANY YEARS THIS WAS CONTROLLED BY A MEMBER OF STAFF WITH LIMITED 
KNOWLEDGE OF HOW THE APPROVALS PROCESS WORKED. THIS WEAKNESS WAS 
IDENTIFIED AND IS NOW MANAGED BY AN APPROPRIATELY SKILLED MEMBER OF 
STAFF. SINCE THIS CHANGE OF STAFF THE PROCESS HAS GREATLY IMPROVED 
AND WHILST THERE WERE SOME ISSUES TO START WITH, THESE HAVE NOW BEEN 
RESOLVED AND WAS THIS WAS RECOGNISED IN THE LAST AUDIT.



APPENDI
X 8

C:\DOCUME~1\SUSANH~1.SOU\LOCALS~1\TEMP\XPGRPWISE\REPORT ON CAPITA TO VALE SCRUTINY 
PH VERY FINAL VERSION .DOCX 4 - 53

GENERAL COMMENTS REGARDING FMS

CAPITA BELIEVE THAT SOME OF THE SCORING ON COUNCIL SATISFACTION IS AN 
UNFAIR REFLECTION OF OUR WORK DURING THE YEAR.

OFFERS SUGGESTIONS BEYOND THE SCOPE OF WORK - AS PREVIOUSLY 
MENTIONED WE HAVE OFFERED VISITS TO THE MENDIP SITE TO ALLOW 
KNOWLEDGE SHARING WHICH IS DEFINITELY OUTSIDE THE SCOPE OF THE 
CONTRACT, WE HAVE ALSO INITIATED NEW USES OF THE AGRESSO SYSTEM (SEE 
BELOW) WHICH HAD NOT PREVIOUSLY BEEN LOOKED AT BY THE COUNCIL.
DEGREE OF INNOVATION – WHILST THERE MAY BE SOME RECOGNITION OF 
INNOVATION UNDER AP & AR THERE HAVE BEEN A NUMBER OF ENHANCEMENTS 
MADE TO THE SYSTEM OVER THE LAST YEAR INCLUDING THE WORKFLOW FOR 
CREDIT CONTROL, THE SUGGESTION OF GL WORKFLOW, DOCUMENTS PROVIDED 
ON CONTRACT ACCOUNTING AS WELL AS A DOCUMENT OUTLINING THE BENEFITS 
OF UPGRADING TO 5.6.  ENHANCING THE SYSTEM FOR ACCOUNTANCY IS DIFFICULT 
AS THERE ARE NO SET ACCOUNTANCY MEETINGS (UNLIKE THE DEBTORS OR 
SUPER USERS THAT HAPPEN REGULARLY) AND THE AGRESSO DEVELOPMENT 
MEETINGS HAVE BEEN FEW AND FAR BETWEEN. THE SUGGESTIONS MADE AROUND 
GL WORKFLOW AND 5.6 WERE NOT TAKEN FORWARD DUE TO ACCOUNTANCY, 
WHICH IS NOT A REFLECTION OF CAPITA’S LACK OF INNOVATION.
GOES THE EXTRA MILE – AS PREVIOUSLY MENTIONED WE HAVE SEEN AN 
INCREASE IN CALLS BUT HAVE STILL EXCEED OUR OWN INTERNAL SLA, WE HAVE 
HAD TO IMPLEMENT ADDITIONAL CONTROLS IN SOME AREAS DUE TO ERRORS THAT 
HAVE OCCURRED, THIS INCLUDED THE BUDGET UPLOAD PROCESS. THE TEAM HAVE 
HAD TO HANDLE ADDITIONAL PHONE CALLS DUE TO ISSUES WITH CASH POSTINGS 
WHICH CAUSED SEVERAL CUSTOMER COMPLAINTS, THESE WERE CAUSED BY CASH 
POSTINGS NOT BEING CARRIED OUT IN A TIMELY MANNER OR IN CERTAIN 
INSTANCES MISSED ALTOGETHER. 
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PARA 82

CAPITA ARE UNAWARE OF ANY DELAYS CAUSED BY LACK OF RESPONSES AND 
NOTHING HAS BEEN RAISED WITH US DIRECTLY OR DURING OUR REGULAR 
MEETINGS WITH THE COUNCIL.

PARA 83

CAPITA ACCEPTS THAT ITS INTERPRETATION REGARDING CHILDCARE VOUCHERS 
WAS INCORRECT, HOWEVER, OUR INTERPRETATION OF THE NEW PENSIONS 
CHANGES WAS FOLLOWING PRESENTATIONS BY LGPS AND WE BELIEVE WAS 
CONSISTENT WITH WHAT WE WERE TOLD, HOWEVER, FOLLOWING RECENT 
DISCUSSION WITH THE COUNCIL WE HAVE AGREED THAT THE COUNCIL’S 
INTERPRETATION SEEMS CORRECT. THIS DIFFERENCE WAS NOT DUE TO A LACK 
OF UNDERSTANDING AS WE WERE ONLY ABLE TO ACT ON THE INFORMATION 
PRESENTED TO US AT THE TIME.

AS THE AUTO ENROLMENT PROJECT WAS OUTSIDE THE SCOPE OF OUR CONTRACT 
CAPITA DID PROVIDE COSTINGS FOR LEADING THE WORK, THE COUNCIL 
DECLINED OUR OFFER AND DECIDED TO LEAD THE PROJECT THEMSELVES, IT 
THEREFORE SEEMS UNFAIR TO LIST THIS AS A NEGATIVE WITHIN THE REPORT.

THE AD-HOC ENQUIRIES ARE NOT COVERED BY ANY FORMAL SLA SO ANY 
TIMEFRAMES HAVE NOT BEEN AGREED, HOWEVER, CAPITA DO RESPOND TO SUCH 
ENQUIRIES AS QUICKLY AS THEY CAN OUTSIDE OF ‘BUSINESS AS USUAL’ WORK 
AND ENQUIRIES AND AT TIMES THIS WILL MEAN THAT SOME RESPONSES MAY 
TAKE LONGER THAN INDIVIDUAL OFFICERS WOULD LIKE.

WHAT COULD / SHOULD THE COUNCIL DO 
DIFFERENTLY TO ENABLE THE CONTRACTOR TO 
DELIVER THE SERVICE MORE EFFICIENTLY / 
EFFECTIVELY / ECONOMICALLY?

CAPITA IS HAPPY WITH MOST OF THE CURRENT RELATIONSHIP WHICH 
ALLOWS MUCH MORE OF A PARTNERSHIP APPROACH TO SERVICE 
DELIVERY. THE COUNCIL IS GENERALLY VERY SUPPORTIVE ABOUT 
SUGGESTED PROCESS CHANGES WHICH WILL HELP DELIVER ONGOING 
IMPROVEMENTS FOR THE YEARS TO COME. THERE ARE CERTAIN AREAS 
WHERE RELATIONSHIPS COULD BE IMPROVED AND WE WILL WORK WITH 
THE COUNCIL TO ENSURE A MORE JOINED UP APPROACH IN FUTURE.

FEEDBACK 
PROVIDED BY

D KEEN DATE 9TH SEPTEMBER 
2014


