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INTRODUCTION 
 

UNISON is Scotland’s largest public sector trade union representing over 160,000 members delivering 

services across Scotland. UNISON members deliver a wide range of services in the public, community 

and private sector. UNISON is the largest union in local government. Members are also tax payers and 

service users and are ideally placed to provide evidence, such as that contained in this report, to 

inform elected members and officers in their decision making processes. 

Public services are facing massive cuts and therefore the focus is no longer on driving improvement 

but instead on where and what to cut. We believe that the route forward must be decided through 

informed consultation with users and staff rather than driven by consultants selling off the shelf 

solutions. 

UNISON recognises that all public sector organisations should be aware of opportunities to work more 

efficiently and effectively. UNISON believes that this does not require setting up vast public sector 

factories or bringing in the private sector whole scale. 

UNISON believes now is the time for elected members to assert their rights and duties to ensure 

commissioning protects high quality, democratically accountable services. UNISON nationally has 

worked closely with APSE, the Association of Public Service Excellence and LGIU, the Local 

Government Information Unit in publishing ‘Think Twice, The Role of Elected Members in 

Commissioning. ‘This publication makes the case for elected members having the widest range of 

options available to them and that there should be no automatic assumption that the process will 

lead to an external service provider. 

‘Think Twice’ urges Councillors to recognise that there are many important reasons for making sure 

that there is full consideration of improvement through an in-house option. 

UNISON locally is urging Glasgow Councillors to think twice on the current proposal to hand over ICT 

provision to the Canadian IT company CGI at the end of the current Joint Partnership with Serco in 

March 2018. 

UNISON is campaigning for a local in house alternative, we urge Councillors to support this campaign 

“There are those who seek to use the commissioning agenda to further minimise direct involvement in 

service delivery. Elected members need to remain resolute ensuring they use commissioning as a 

vehicle for driving improvement not allowing them to be bypassed by procurement”. 

Paul O’Brien Chief Executive APSE 
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EXECUTIVE SUMMARY 

The current position to award ICT to CGI, we are told was reached following an evaluation of 16 

possible options.  At the time of writing this report there has been no evidence provided on the 

options appraisal and evaluation of the 16 options.  Despite the Options including a full outsource, 

there was no consultation with the trades unions, contrary to section 52 of the Local Government in 

Scotland Act 2003 on contracting. 

The current proposal does not require, it states, a full competitive tender to outsource its ICT Service.   

Instead the proposal implies that the Council will engage with CGI through a government framework 

(the Digital and Technology Services Framework (DATS)), for a contract period of 7 years.  UNISON 

notes that the Scottish Public Contract Regulations on Framework Agreements states; ‘The term of a 

framework agreement must not exceed 4 years’. 

The guidance on the DATS framework states that the framework ‘should not be adopted for 

outsource of a fully managed service’.   The framework, as UNISON reads it, was intended for small 

contracts such as hardware procurement and consultancy, not to outsource a full service such as 

Glasgow’s ICT. 

The importance of clearly defining requirements for a service can never be underestimated.   In 2008, 

when the Council signed the current joint-venture contract with Serco, the base contract for a twelve 

month period was £44 million.   Despite the Council’s considerable effort over a two year period to 

define the requirements, there were many elements which had been missed.  As a result, the Serco 

contract can cost the Council in excess of £100 million per annum and in 2015 when budget cuts were 

harsh it cost GCC £61.3m. We estimate the Council has spent over £1 billion throughout the 10 year 

period.  

UNISON believes that our members are well prepared to define the requirements of the service and 

meet them through an in house provision.  

All of the ICT skills to Project Manage, Design, Develop, Build, Deliver, Implement, Install and Support 

were moved to ACCESS LLP in 2008. 

This has been demonstrated by the Council issuing a BEF (The Council request new changes from 

ACCESS via a Business Enquiry Form (BEF)), requesting ACCESS to define its requirements to present to 

the Executive Committee in October.    ACCESS Senior Management were alerted to the request (BEF: 

7211) and asked the council to cancel the BEF.  A copy of the BEF is detailed in Appendix B. 
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The risks facing Glasgow City Council if they fully out-source their ICT are huge in terms of costs, 

continuity and quality of service.  The true cost of the service will be unknown as the requirements 

will not be fully defined.  The continuity of service will be based solely on cost. 

Below are links to some examples of organisations and authorities that failed to fully scope the service 

required for an outsourced contract and the consequences they experienced in terms of additional 

cost and reduction in the quality of service.  More examples are within Appendix A. 

 

1. Massachusetts Health Connector to pay $35 million to sever ties with technology vendor CGI over 

failed website 

http://www.masslive.com/politics/index.ssf/2014/06/massachusetts_health_connector_3.html 

 

2. London hospital trust delays IT project completion as issues frustrate staff 

http://www.computerweekly.com/news/4500247433/London-hospital-trust-delays-IT-project-

completion-as-issues-frustrate-staff  

 

3. Cost overruns, delays and terminations: 105 outsourced public sector ICT Projects 

http://www.european-services-strategy.org.uk/publications/essu-research-reports/essu-research-

report-no-3-cost-overruns-delays/essu-research-paper-3.pdf  

 

4. UK outsourcing expands despite high failure rates – False Economy  

http://falseeconomy.org.uk/blog/uk-outsourcing-expands-despite-high-failure-rates   

 

5. UK outsourcing expands despite high failure rates – European Services Strategy 

http://www.european-services-strategy.org.uk/news/2014/outsourcing-expands/ppp-strategic-

partnerships-database-2012-2013.pdf   

                   

6. Swansea halts outsourcing extension as savings shrink 

http://www.computerweekly.com/feature/Swansea-halts-outsourcing-extension-as-savings-shrink  

Glasgow City Council is the custodian of a mass of information which is essential to the successful 

running of the services that GCC provide to the Citizens of Glasgow.  

The staff skilled in certain areas which the Council currently employ, don’t only manage the data and 

systems, they care about the consequences of this data being lost, misused or simply just being 

unavailable. The loyalty and determination of the staff, who as a majority have given more than 25 

years of their life to GCC, is not something that can be purchased at any price. 

Their loyalty has been proven time after time when they have worked tirelessly to restore services to 

the Council’s critical business areas.    

http://www.masslive.com/politics/index.ssf/2014/06/massachusetts_health_connector_3.html
http://www.computerweekly.com/news/4500247433/London-hospital-trust-delays-IT-project-completion-as-issues-frustrate-staff
http://www.computerweekly.com/news/4500247433/London-hospital-trust-delays-IT-project-completion-as-issues-frustrate-staff
http://www.european-services-strategy.org.uk/publications/essu-research-reports/essu-research-report-no-3-cost-overruns-delays/essu-research-paper-3.pdf
http://www.european-services-strategy.org.uk/publications/essu-research-reports/essu-research-report-no-3-cost-overruns-delays/essu-research-paper-3.pdf
http://falseeconomy.org.uk/blog/uk-outsourcing-expands-despite-high-failure-rates
http://www.european-services-strategy.org.uk/news/2014/outsourcing-expands/ppp-strategic-partnerships-database-2012-2013.pdf
http://www.european-services-strategy.org.uk/news/2014/outsourcing-expands/ppp-strategic-partnerships-database-2012-2013.pdf
http://www.computerweekly.com/feature/Swansea-halts-outsourcing-extension-as-savings-shrink
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GCC are now completely reliant on ICT to run services such as Education and Social Work. Early 

intervention processes for vulnerable children and adults are completely reliant on systems being 

available along with emergency social work and homecare services. This reliance has been increasing 

with the introduction of paperless office and mobile devices. The City could be crippled by the failure 

of the financial systems where providers and citizens don’t get paid and as we have seen hardware 

failure can bring the Council to a standstill. 

CONCLUSION & RECOMMENDATION 

UNISON believes that the Council ought to have been preparing for the end of the joint-venture with 

Serco at the start of 2015.   There does not appear to have been any real governance of this contract, 

preparation for the expiry date was not planned and ultimately those responsible have bought in the 

services of a consultant to ‘solve’ the problem.   

UNISON members are confused as to the evaluation of the preferred solution given that the Council 

approached ACCESS to scope their requirements following the staff briefing on 22nd August.    

UNISON believes that the most cost efficient model for the Council would be to retain the current staff 

to deliver the service more efficiently. 

It will be argued that the private sector can deliver something that ACCESS staff cannot. UNISON 

would argue that this is a myth which has been formulated by those who do not understand the ICT 

landscape of GCC, failing to recognise the potential of an in house option. 

UNISON must also be clear that in considering the proposal and the use of a consultant, there has 

been no consultation with the trades unions, contrary to section 52 of the Local Government in 

Scotland Act 2003 on contracting. 

UNISON urges the council to review the current position and work with the trade unions to secure the 

best options for Glasgow. UNISON urges Councillors to recognise that there are many important 

reasons why an in house option ought to be explored. 

UNISON asks councillors to look at the experience in Newcastle IT service as a prime example that, 

contrary to the presumption of inertia and incompetence in local government, public service 

managers and staff can lead change, generating innovative ideas and successfully implementing them. 

A City wide campaign won political commitment to a properly prepared in house bid that was better 

value for money. Newcastle has since been visited by other authorities, and a book – ‘The Public 

Sector – but not as we know it!’ details their experience.  
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UNISON urges Councillors in Glasgow to be bold and grasp the expertise that lies within your staff 

rather than outsource them to a private company. 

THE STRATEGY TO FULLY OUTSOURCE THE ICT SECTION OF ACCESS LLP 

It has been announced that GCC will not be going to tender for a managed ICT service, but would start 

contract negotiation with the IT outsourcing company CGI, who were successful in winning a 

competitive Tender at Edinburgh City Council.    CGI are a Canadian IT, Outsourcing, and Solutions 

Company headquartered in Canada.   

Edinburgh appointed CGI following a full competitive tender process, however the Council are 

planning to engage with CGI through a government framework agreement (the Digital and Technology 

Services Framework (DATS)), for a contract period of 7 years.  The Scottish Public Contract Regulations 

on Framework Agreements states; ‘The term of a framework agreement must not exceed 4 years’. 

The guidance on the DATS framework details which type of contracts this framework is intended for, 

i.e. In-scope) and which contracts should not be considered i.e. out of scope.   It clearly states that the 

framework should not be adopted for a fully managed technical partnering service.                                          

See Figure 1 below.     

Figure 1 – Extract from the DATS Framework Page on the Government Site 

What is 

out of 

scope? 

It is not intended that the DATS framework agreement be used for a fully 

managed technical partnering service – we would recommend that this is 

procured directly. 

In addition it is not envisaged that such services as general business 

process outsourcing services (e.g. a complete HR function) and other non-

IT outsourced services be procured via this framework. 

Also there are other ICT frameworks that are more suitable for ICT 

Products (ICT Products - national) and ICT Networks (ICT Networks - 

national) and we would encourage that these be considered as they may 

be more appropriate to your requirement. 

http://www.scotland.gov.uk/Topics/Government/Procurement/directory/IThardware
http://www.scotland.gov.uk/Topics/Government/Procurement/directory/Telecoms
http://www.scotland.gov.uk/Topics/Government/Procurement/directory/Telecoms
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THE ARGUMENT FOR AN IN HOUSE ALTERNATIVE AGAINST OUTSOURCING 

No Competitive Tender or Business Requirements  

Glasgow City is the largest, most complex and diverse authority in Scotland.   To outsource such a 

critical business service as Glasgow’s ICT function without an Invitation to Tender and scope of 

requirements, will not provide the quality of service or cost they expect. 

 

Edinburgh City Council spent at least two years preparing an invitation to tender for a competitive bid 

where the Council could easily identify all aspects of the contract in terms of what each element of 

service would cost.  This ensures that there will be no surprises when a particular service is required 

which was not covered in the contract and would have introduced a new and often high cost.  

 

There are many cases in the public domain where organisations failed to scope their requirements 

and this resulted in them paying more for the new service.   For example, one Local Authority forgot 

to add Password Resets to their requirements and ended up with an additional cost of £35 per reset.  

The ACCESS Service Desk handles approximately 2000 Password Resets per month.  This would come 

at a cost of £70,000 per month.    

 

The current joint-venture partnership with the Council and Serco started with due diligence in 2005.  

A considerable team of officers, staff and consultants worked on the project to produce, issue and 

evaluate an invitation to tender and this took over two years. 

 

Despite in-depth planning for the ACCESS contract, there were exceptions which had not been 

considered, such as, changes to the business (new systems implementations, upgrades to systems and 

hardware etc.) and these exceptions increased the cost of the service. The base contract for a twelve 

month period was £44 million.   Despite the Council’s considerable effort over a two year period to 

define the requirements, there were many elements which had been missed.  As a result, the Serco 

contract can cost the Council in excess of £100 million per annum and in 2015 when budget cuts were 

harsh it cost GCC £61.3m. We estimate the Council will have spent over £1 billion throughout the 10 

year period.  ACCESS manage all of the Council’s contracts with ICT Third Party organisations.  The 

Council pay for annual support on these systems and ACCESS add an 8% management fee and 11% on 

Projects and Programmes.  ACCESS currently manages in excess of 350 support contracts.    
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Appendix A provides links to information on other organisations and authorities that failed to fully 

scope the service required for an outsourced contract and the consequences they faced in monetary 

terms and quality of service. There are innumerous examples of why outsourcing is not the panacea it 

is portrayed to be. 

 

The Council’s Lack of Skills in Defining Their ICT Requirements 

The Council manages requests with ACCESS ICT through a Business Enquiry Form (BEF).  The BEF 

generally states the type of service the Council require such as; an Options Appraisal for a new system, 

Communications Infrastructure for a Special Project such as the Glasgow 2018 European Games or an 

Upgrade to the Infrastructure to take advantage of new technologies.  As the current contract is for 

Business as Usual (BAU), these additional requests are chargeable.  

All of the ICT skills to Project Manage, Design, Develop, Build, Deliver, Implement, install and Support 

were moved to ACCESS LLP in 2008.  The skills in defining the Councils requirements are in ACCESS.   

The ACCESS Staff have been providing a service to the Council for the past 8 years however many of 

the staff have in excess of 25 years serving the Council and therefore have an in-depth knowledge of 

the customer and service.    

This has been demonstrated by the Council issuing a BEF requesting ACCESS to define its requirements 

to present to the Executive Committee in October.    ACCESS Senior Management were alerted to the 

request (BEF) and declined to provide this service.   

 ICT Staff were advised on 22nd August that the Council would be issuing their high-level business 

requirements to the Executive in October to assist in the proposed outsource. Staff are now being 

approached to prepare the document on the Council’s behalf this is very insulting given they are not 

afforded the opportunity to prepare their own in house case. 

The BEF (REF: 7211) was raised on Wednesday 31st August and cancelled on Monday 5th September at 

the request of ACCESS Management.  Consequently, the Council Governance Unit will now need to 

buy-in ICT Consultancy Services to prepare the requirements and this will clearly be at a considerably 

higher cost. 
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In an email to staff on Monday 19th September it was stated that: 

‘To date council officers have carried out a detailed, evidence-based options appraisal which 

concluded that we should explore a continued external supplier solution because that appears to best 

and most cost-effectively meet the requirements of the city. It allows us to retain our highly skilled 

workforce in the city with access to additional expertise, supply chains and technology.’ 

If the Council has indeed ‘carried out a detailed, evidence-based options appraisal’, this would need to 

be measured against the Council’s requirements. UNISON members are rightly questioning whether 

the council proposal is indeed fully informed and accurate. A copy of the BEF has been attached as 

Appendix B. 

 

Risks 

The risks facing Glasgow City Council if they fully out-source their ICT are huge in terms of costs, 

continuity and quality of service. 

The true cost of the service will be unknown as the requirements will not be fully defined.  The 

continuity of service will be based solely on cost.  Currently, UNISON members will deliver above and 

beyond the contract to ensure their customer’s requirements are met.  They often allow the scope of 

requests to grow and will provide the additional service at no added cost.      

The Council has frequently missed deliverable dates in either providing important information to 

ACCESS or in providing approval to move to the next stage of a project or activity.  These delays 

inevitably put more pressure on members to work overtime and ensure that deadlines are met.  This 

will be a thing of the past.  The Council will only receive the service they pay for.    

Many UNISON members have in excess of 25 years’ service and therefore fully understand the 

democratic processes of Local Government and the business requirements and objectives of Glasgow 

City Council.   This local knowledge will be lost as staff elect to move on rather than losing their terms 

and conditions of service for the level of current pay.  Local Government pay for ICT Staff is 

considerably lower than the commercial market however the terms and conditions, work-life balance 

and pension compensate for the lower rate of pay.   

The most valuable asset Glasgow City Council has in ACCESS is the skills and knowledge of the staff.  

This was demonstrated during the significant outage at the Councils ICT Data Centre in December 

2015.   An incident caused by the type of fire deterrent equipment used at the site.   
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Following the outage, staff worked tirelessly for 4 weeks to ensure that the Council’s Services were 

fully operational.   This is a testament to the commitment of your employees and those who have 

provided an ICT service to Glasgow City Council for over 25 years.    

Another area where staff excels is in the service to the Council’s VIP’s.   VIPs generally include, The 

Elected Members, Members Support Services, The Chief Execs Office and Department or ALEO 

Directors.  Staff are aware that Elected Members are not based in the City Chambers 9am – 5pm, 

Monday to Friday. They know that many of the Members work full-time for other organisations and 

when not in Committee Meetings and Forums, are out servicing their constituents.   Consequently, 

when an Elected Member has a service need for ICT, the staff will ensure that their requirements are 

met quickly with as little inconvenience to the Member as possible.   This type of service may be 

provided with an out-source model however the cost of the service will increase considerably. 

Another risk which the Council may not have considered in their out-source model is the resource and 

effort to manage such a contract.  The Council would need to ensure they have a dedicated team of 

governance, audit, risk, security and contract specialists to ensure that the Council is indeed getting 

the service they are paying for.   ACCESS currently manages supplier relationships for single service 

providers such as OLM for Carefirst, the Social Work application and CAPITA for Academy (Benefits).  

Managing suppliers to ensure effective and efficient delivery is a considerable effort and emphasis on 

the contract cannot be underestimated in terms of resource. 

Glasgow City Council is the custodian of a mass of information which is essential to the successful 

running of the services that GCC provide to the Citizens of Glasgow.  

Currently the staff who are engaged in ensuring this data is managed effectively, stored securely and 

backed up regularly are staff that are either seconded to ACCESS or have worked for the Council and 

ACCESS for many years. These highly skilled individuals are subject matter experts in their fields and it 

has been proven on many occasions that this is indeed a valuable asset to the Council.  Without these 

key skills the very basic delivery of services could be at risk.  

The information managed by this staff group includes the most sensitive data that the Council owns 

which centers around services to the most vulnerable citizens of Glasgow. This critical information 

includes data on vulnerable adults and children and includes both the child protection register and sex 

offenders register. This service also extends to out of hours services such as the West of Scotland 

Social Work Service and Cordia homecare services. 
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UNISON urges the Council to think about the cost of outsourcing this critical service to a supplier who 

will not understand or care about the integrity of the Council’s front line services or indeed the staff 

who currently deliver this service.  As the data owner, GCC would be subject to large fines if this type 

of data is lost or misused. This is a much higher risk when your data is being managed by staff who do 

not understand the systems they are managing.  

GCC are now completely reliant on ICT to run services such as Education and Social Work. Early 

intervention processes for vulnerable children and adults are completely reliant on systems being 

available along with emergency social work and homecare services. This reliance has been increasing 

with the introduction of paperless office and mobile devices. 

The City could be crippled by the failure of the financial systems where providers and citizens don’t 

get paid. We have seen already that hardware failure can bring the Council to a standstill. Even the 

failure of the printing system can cause chaos with reports for court not being available. 

These risks become much higher when you lose control of your ICT service. We urge you to assess the 

huge risk that you are introducing by accepting any privatisation proposal. 

The subject matter experts in ACCESS don’t just manage the Council’s data and systems but they care 

about the consequences of this data being lost, misused or simply just being unavailable. The loyalty 

and determination of the staff is not something that can be purchased at any price. Their loyalty has 

been proven time after time when they have worked tirelessly to restore services to GCC’s                       

critical services. 

Included below (Figure 1), is a table of skills which ACCESS currently has in house with the daily 

market value for each role. The value of the experience of these subject matter experts cannot be 

quantified and the risk is that the Council will lose these staff if privatisation of the service goes 

ahead.  A further matrix of skills and the services many of the technical staff support is attached at 

Appendix C. 
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Figure 1: ACCESS Skills  

ROLE SERVICE AVERAGE MARKET 
DAILY RATE 

ICT Portfolio Manager Managing Portfolio of 
ICT Programmes   

£500 - £550 

ICT Programme 
Manager 

Managing a Programme 
of Projects 

£450 - £500 

ICT Project Manager Managing Projects £400 - £450 

Database Admin SQL Design / Development/ 
Support  

£400 - £450 

SAP Developer Design / Development/ 
Support 

£450 - £500 

Oracle Developer Design / Development/ 
Support 

£450 - £500 

Wintel Support Design / Development/ 
Support 

£300 - £350 

Microsoft Exchange Design / Development/ 
Support 

£300 - £350 

Server Backup / Storage Design / Development/ 
Support 

£300 - £350 

.NET Developer Web Design / 
Development 

£400 - £450 
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CONCLUSION AND RECOMMENDATIONS 

UNISON urges the Council not to allow themselves to be put in such a precarious position with a 

critical business service. The Council previously handed the staff with the skills, who could have better 

prepared and advised them, over to ACCESS LLP and Serco in 2008.   

For an authority the size of Glasgow, the Council should be preparing a strong, competent and 

politically supported in house service.  

Through your various roles, elected members have a mass of information about the performance of 

council services. In the case of an in house service this would mean that councilors can have a direct 

involvement in reshaping services to meet new priorities and drive up performance.  

There is an added advantage of being able to explore an improved in house option with the 

workforce. Close collaboration between members, management, the workforce and the unions can 

deliver significant in house improvements avoiding the need to externalise services. 

The most cost efficient model for the Council to consider is to retain ICT Staff and the service could be 

delivered at the current cost of the joint-venture with Serco.    

As previously stated, the base contract is £44 million per annum and the additional charges for work 

out-with the contract are circa £60 million per annum.   This additional cost is made up of circa £25 

million per annum in new projects which include third party costs and resources (staff working on the 

projects).  The Council currently pays the seconded staff salaries however they pay again for staff 

working on projects.  All Third Party costs in projects and programmes have an added 11% 

management fee.  Therefore if a project is £2 million and £1 million of this is Third Party costs, the 

Council will pay an additional £123,500.    

The additional £60 million is also for projects where seconded staff work on projects which means the 

Council are paying for staff (at a day rate of £283) twice.    

ACCESS manages all of the Council’s contracts with ICT Third Party organisations.  The Council pay for 

annual support on these systems and ACCESS add an 8% management fee.  ACCESS currently manages 

in excess of 350 support contracts.   Annual support can vary between systems from 15 to 17% of the 

total contract value.  Further information on the actual cost of these contracts would be required 

however, 8% of this cost would be a saving. 

Consideration could be given to the current ACCESS Structure which is management heavy.   ACCESS 

Extended Management Team has 1 Chief Exec, 4 Directors, 12 Heads of Service and 7 Managers                      
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UNISON members put forward an alternative structure below, including examples from two of the five 

current service areas (Figures: 2, 3 & 4).      Could this not easily slot into an existing Council Service 

such as Chief Executives? Whatever the structure members and their union have an active and key 

role to play in its development. 

UNISON members are ready and willing to play their part in delivering a new model for ICT. By 

Glasgow, For Glasgow, In Glasgow, and will campaign for this. 

UNISON members have the skills to deliver an efficient and effective service to GCC; they should be 

given an opportunity to demonstrate how they can provide best value to the Council while taking 

advantage of new technologies to transform their ICT in line with 21st Century computing. 

UNISON members across Glasgow are urging their elected members to support them in                                  

this campaign. 
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UNISON 30TH September 2016 

Figure 2 – Management Team 

 

 

Figure 3 – Transformation & Strategy 
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Figure 4 – Applications 
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Appendix A 

7. A guide to bringing back local authority services back in-house. 

http://www.apse.org.uk/apse/index.cfm/research/current-research-programme/insourcing-a-guide-to-

bringing-local-authority-services-back-in-house/insourcing-a-guide-to-bringing-local-authority-services-

back-in-house/  

 

8. Bombshell: Obamacare Website Company was fired by Canadian Government for poor performance. 

http://www.thegatewaypundit.com/2013/10/bombshell-obamacare-website-company-was-fired-by-

canadian-government-for-poor-performance/      

 

9. Obamacare website woes: another sign of out-of-control private contractors 

https://www.theguardian.com/commentisfree/2013/oct/21/obamacare-website-glitches-cgi-private-

contractors  

 

10. Denial over Scottish government IT project 'conflict' 

http://www.bbc.co.uk/news/uk-scotland-35832028  

 

11. Massachusetts Health Connector to pay $35 million to sever ties with technology vendor CGI over 

failed website 

http://www.masslive.com/politics/index.ssf/2014/06/massachusetts_health_connector_3.html  

 

12. London hospital trust delays IT project completion as issues frustrate staff 

http://www.computerweekly.com/news/4500247433/London-hospital-trust-delays-IT-project-

completion-as-issues-frustrate-staff  

 

13. Cost overruns, delays and terminations: 105 outsourced public sector ICT Projects 

http://www.european-services-strategy.org.uk/publications/essu-research-reports/essu-research-

report-no-3-cost-overruns-delays/essu-research-paper-3.pdf  

 

14. UK outsourcing expands despite high failure rates – False Economy  

http://falseeconomy.org.uk/blog/uk-outsourcing-expands-despite-high-failure-rates   

 

15. UK outsourcing expands despite high failure rates – European Services Strategy 

http://www.european-services-strategy.org.uk/news/2014/outsourcing-expands/ppp-strategic-

partnerships-database-2012-2013.pdf   

                   

16. Swansea halts outsourcing extension as savings shrink 

http://www.computerweekly.com/feature/Swansea-halts-outsourcing-extension-as-savings-shrink  

http://www.apse.org.uk/apse/index.cfm/research/current-research-programme/insourcing-a-guide-to-bringing-local-authority-services-back-in-house/insourcing-a-guide-to-bringing-local-authority-services-back-in-house/
http://www.apse.org.uk/apse/index.cfm/research/current-research-programme/insourcing-a-guide-to-bringing-local-authority-services-back-in-house/insourcing-a-guide-to-bringing-local-authority-services-back-in-house/
http://www.apse.org.uk/apse/index.cfm/research/current-research-programme/insourcing-a-guide-to-bringing-local-authority-services-back-in-house/insourcing-a-guide-to-bringing-local-authority-services-back-in-house/
http://www.thegatewaypundit.com/2013/10/bombshell-obamacare-website-company-was-fired-by-canadian-government-for-poor-performance/
http://www.thegatewaypundit.com/2013/10/bombshell-obamacare-website-company-was-fired-by-canadian-government-for-poor-performance/
https://www.theguardian.com/commentisfree/2013/oct/21/obamacare-website-glitches-cgi-private-contractors
https://www.theguardian.com/commentisfree/2013/oct/21/obamacare-website-glitches-cgi-private-contractors
http://www.bbc.co.uk/news/uk-scotland-35832028
http://www.masslive.com/politics/index.ssf/2014/06/massachusetts_health_connector_3.html
http://www.computerweekly.com/news/4500247433/London-hospital-trust-delays-IT-project-completion-as-issues-frustrate-staff
http://www.computerweekly.com/news/4500247433/London-hospital-trust-delays-IT-project-completion-as-issues-frustrate-staff
http://www.european-services-strategy.org.uk/publications/essu-research-reports/essu-research-report-no-3-cost-overruns-delays/essu-research-paper-3.pdf
http://www.european-services-strategy.org.uk/publications/essu-research-reports/essu-research-report-no-3-cost-overruns-delays/essu-research-paper-3.pdf
http://falseeconomy.org.uk/blog/uk-outsourcing-expands-despite-high-failure-rates
http://www.european-services-strategy.org.uk/news/2014/outsourcing-expands/ppp-strategic-partnerships-database-2012-2013.pdf
http://www.european-services-strategy.org.uk/news/2014/outsourcing-expands/ppp-strategic-partnerships-database-2012-2013.pdf
http://www.computerweekly.com/feature/Swansea-halts-outsourcing-extension-as-savings-shrink
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17. Liverpool council will save £30m over three years by scrapping Liverpool Direct deal (Liverpool 

council will save £30m over the next three years by scrapping its £70m-a-year IT joint venture with 

BT.)  

http://www.liverpoolecho.co.uk/news/liverpool-council-save-30m-over-7949750  

 

18. Why have councils fallen out of love with outsourcing vital services? 

https://www.theguardian.com/society/2016/mar/02/councils-outsourcing-cumbria-public-private-

partnership-in-house  

 

19. Outsourced and unaccountable: this is the future of local government  

https://www.theguardian.com/commentisfree/2014/dec/15/local-services-barnet-council-town-hall  

  

20. North Wales Police outsourcing deal results in massive overspend 

http://www.theregister.co.uk/2015/12/18/north_wales_police_outsourcing_shambles/  

 

21. North Wales Police spent more than £500,000 on mobile phone service that was never used  

http://www.northwaleschronicle.co.uk/news/156234/north-wales-police-spent-more-than-500-000-

on-mobile-phone-service-that-was-never-used.aspx  

 

22. Nine spectacular council outsourcing failures 

http://www.newstatesman.com/uk-politics/2013/08/nine-spectacular-council-outsourcing-failures 

 

23. Cost of council outsourcing contracts climbs to £30m average 

http://www.localgov.co.uk/Cost-of-council-outsourcing-contracts-climbs-to-30m-average/38112 

 

24. Kent County Council pulls the plug on plans to outsource its back office services 

http://www.kentonline.co.uk/kent-business/county-news/kent-county-council-abandons-privatisation-

44050/  

 

25. Dorset County Council rejects outsourcing 

http://www.computerweekly.com/news/4500269137/Dorset-County-Council-rejects-outsourcing  

 

26. ‘Cash-strapped’ Birmingham City Council paid Capita £1 billion in just six years 

http://www.thechamberlainfiles.com/cash-strapped-birmingham-city-council-paid-capita-1-

billion-in-just-six-years/ 

 

27. 10 problems with outsourcing IT 

http://www.techrepublic.com/blog/10-things/10-problems-with-outsourcing-it/  

http://www.liverpoolecho.co.uk/news/liverpool-council-save-30m-over-7949750
https://www.theguardian.com/society/2016/mar/02/councils-outsourcing-cumbria-public-private-partnership-in-house
https://www.theguardian.com/society/2016/mar/02/councils-outsourcing-cumbria-public-private-partnership-in-house
https://www.theguardian.com/commentisfree/2014/dec/15/local-services-barnet-council-town-hall
http://www.theregister.co.uk/2015/12/18/north_wales_police_outsourcing_shambles/
http://www.northwaleschronicle.co.uk/news/156234/north-wales-police-spent-more-than-500-000-on-mobile-phone-service-that-was-never-used.aspx
http://www.northwaleschronicle.co.uk/news/156234/north-wales-police-spent-more-than-500-000-on-mobile-phone-service-that-was-never-used.aspx
http://www.newstatesman.com/uk-politics/2013/08/nine-spectacular-council-outsourcing-failures
http://www.kentonline.co.uk/kent-business/county-news/kent-county-council-abandons-privatisation-44050/
http://www.kentonline.co.uk/kent-business/county-news/kent-county-council-abandons-privatisation-44050/
http://www.computerweekly.com/news/4500269137/Dorset-County-Council-rejects-outsourcing
http://www.thechamberlainfiles.com/cash-strapped-birmingham-city-council-paid-capita-1-billion-in-just-six-years/
http://www.thechamberlainfiles.com/cash-strapped-birmingham-city-council-paid-capita-1-billion-in-just-six-years/
http://www.techrepublic.com/blog/10-things/10-problems-with-outsourcing-it/
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Appendix B 
 

Requested By (i.e. customer) David Loney Date Submitted 30/08/16 

Contact Number (and name of 

primary contact if different 

from customer) 

20935 ACCESS / GCC / 

ALEO BEF 

 

Designated Locum’s Name:  Graham Richardson Designated 

Locum’s Contact 

Number: 

75929 

GCC Priority (Matrix Score) 8 Emergency  

 

(Y/N) 

Reason for Priority (GCC Only) Service reform priority Funding Source GCC – dev pool 

Project Name Business requirements gathering 

Security Information: Does this service involve processing any of the following types of data? 

Personal Information? (Y/N) Financial Information?  (Y/N) 

Commercially Sensitive?  (Y/N) Politically Sensitive?  (Y/N) 

Description of Business Enquiry:  

The Council is reviewing its ICT requirements going forward and would like business analysis assistance from 

ACCESS to define its technical IT requirements, including security and enterprise integration 

Project deliverables: 

 Defined outline business specifications 

Reason for Enquiry:  

The Council is reviewing its IT requirements post 2018 and requires technical assistance and current estate 

knowledge from ACCESS. 

Expected Benefits:  

Identification of the Council IT requirements. 
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Appendix C 

FRONT LINE SERVICE SAP SERVICES / MYPORTAL ETC EXPERTISE 

Design Top Down Skills People - Teams 

SAP Applications SAP Basis SAP Basis / SAP – ABS 

Databases Sybase SAP – ABS 

Operating System Layer Suse Linux / Unix Unix USB – Infrastructure 

Client Access Windows / Active Directory Wintel – Infrastructure 

Servers / Hardware HP Blade Chassis Unix USB / Wintel – Infrastructure 

Backup Netbackup Backup USB – Infrastructure 

Storage XIV Storage / Brocade Fabric Storage USB – Infrastructure 

Storage Hardware IBM XIV/ Brocade Switches Storage USB - Infrastructure 

Disaster Recovery IBM XIV / Suse Linux Storage USB / Unix USB – 
Infrastructure 

FRONT LINE SERVICE CARE FIRST – SOCIAL CARE EXPERTISE 

   

Design Top Down Skills People - Teams 

Care First Application Care First  Social Care – ABS 

Databases Oracle Database Administration – ABS 

Operating System Layer Solaris 10 / 11 Unix USB – Infrastructure 

Client Access Windows / Active Directory Wintel – Infrastructure 

Servers / Hardware SUN / HP / IBM Unix USB / Wintel – Infrastructure 

Backup Netbackup Backup USB – Infrastructure 

Storage XIV Storage / Brocade Fabric Storage USB – Infrastructure 

Storage Hardware IBM XIV/ Brocade Switches Storage USB - Infrastructure 

Disaster Recovery IBM XIV / Solaris / SUN Storage USB / Unix USB – 
Infrastructure 

FRONT LINE SERVICE ACADEMY – FINANCIALS EXPERTISE 

   

Design Top Down Skills People - Teams 

Academy Application Academy Finance – ABS 

Databases Oracle Database Administration – ABS 

Operating System Layer AIX / HACMP Unix USB – Infrastructure 

Client Access Windows / Active Directory Wintel – Infrastructure 

Servers / Hardware IBM Unix USB / Wintel – Infrastructure 

Backup Netbackup Backup USB – Infrastructure 

Storage XIV Storage / Brocade Fabric Storage USB – Infrastructure 

Storage Hardware IBM XIV/ Brocade Switches Storage USB - Infrastructure 
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FRONT LINE SERVICE EXCHANGE / ENTERPRISE VAULT  – 

EMAIL 
EXPERTISE 

Design Top Down Skills People - Teams 

Exchange Application Exchange / KVS Exchange – Infrastructure 

Databases Exchange Database Exchange - Infrastructure 

Operating System Layer Windows / VM Exchange / Wintel – Infrastructure 

Client Access Windows / Active Directory Wintel – Infrastructure 

Servers / Hardware IBM Unix USB / Wintel – Infrastructure 

Backup Netbackup Backup USB – Infrastructure 

Storage XIV Storage / Brocade Fabric Storage USB – Infrastructure 

Storage Hardware IBM XIV/ Brocade Switches Storage USB - Infrastructure 

FRONT LINE SERVICE EDRMS – CORPORATE DOCUMENT 

MANAGEMENT 
EXPERTISE 

   

Design Top Down Skills People - Teams 

EDRMS Application EDRMS EDRMS – ABS 

Databases Oracle Database Administration – ABS 

Operating System Layer Solaris 10 / Windows / VM Unix USB / Wintel – Infrastructure 

Client Access Windows / Active Directory Wintel – Infrastructure 

Servers / Hardware Oracle / IBM  Unix USB / Wintel - Infrastructure 

Backup Netbackup Backup USB – Infrastructure 

Storage XIV Storage / Brocade Fabric Storage USB – Infrastructure 

Storage Hardware IBM XIV/ Brocade Switches Storage USB - Infrastructure 

 


