
British Telecom 

Finance Committee 
 

Inquiry into methods of funding capital investment projects 
 

Submission from British Telecom 
 
Introduction 

British Telecom (BT) welcomes the opportunity to provide evidence towards the Scottish 
Parliament Finance Committee’s inquiry in to methods of funding for public sector capital 
investment projects. BT in Scotland has a significant record of delivering substantial elements of 
public services using a range of flexible partnership models. BT has learnt a considerable amount 
about the public sector ethos and has adapted private sector thinking to drive efficiencies and 
benefits into the delivery of services to communities across Scotland. For this reason the former 
UK Office of the Deputy Prime Minister commented that: 
 
“Four out of the top six best-achieving local authorities for cost efficiencies gained through e-
government were strategic partnerships with BT. Each saved between £46million and £21.9million” 
 
With the background of a tight Comprehensive Spending Review and the Government’s desire to 
deliver more efficient services to the people of Scotland, BT has a major contribution to add to the 
debate around the use of different investment models. It is BT’s contention that the cost of capital is 
part of a much wider debate as to the future role of public private partnerships, with efficiency and 
the quality of government services being more relevant considerations in addition to considerations 
around the cost of borrowing.  
 
Background 

Initially the term Public Private Partnerships (PPP) referred to contractual agreements formed 
between a public agency and private sector entity that allowed for greater private sector 
participation in the delivery of projects. Traditionally, private sector participation was limited to 
separate planning, design or construction contracts on a fee for service basis – based on the public 
agency’s specifications. In such a scenario then the cost of capital is a major variable in the 
decisions as to whether PPPs are a suitable vehicle for public agencies seeking routes to deliver 
key public services. 
 
What has become more prevalent in recent years though has been the proliferation of PPPs where 
there has been a major expansion of the private sector’s role. The reasons behind this growth in 
scope are numerous but largely focus on allowing the public agencies to tap private sector 
technical, management and financial resources in new ways to achieve certain public agency 
objectives.  
 
These objectives have included: 
 

• greater cost and schedule certainty,  
• supplementing in-house staff, 
• generation of shared revenue streams  
• introducing innovative technology applications,  
• continuous improvement to continually grow benefits and deliver better ouctomes 
• specialised expertise; or  
• access to private capital. 

 
In return the economies of all of the home nations have seen the private sector expand its 
operations in return for assuming the new or expanded responsibilities and risks from the public 
sector. This expansion has seen the growth of a highly specialised industry focusing on the delivery 
of key public services. 
 
The Scottish Government is right to consider the cost of borrowing in relation to the financing of the 
provision of public services. BT would agree with the basic tenet that the public sector can access 
finance at more attractive rates than the private sector. To ensure that government delivers best 
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value, however, it must not only consider the cost of capital but look more widely at the efficiency 
improvements delivered via public private partnerships as part of the equation.  
 
According to the latest round of Institute for Electronic Governance (IEG) submissions, for 
example, the top six most improved local authorities in England all have private partners  
 
Table 1. UK Local Authority - Efficiency Gains 04/5 - 07/8 
 

• West Sussex County Council £48M 
• Liverpool City Council* £46M 
• Essex County Council* £43M 
• Suffolk County Council* £30M 
• Surrey County Council £29M 
• Rotherham Metropolitan Borough Council* £22M 

 
‘*’ denotes in partnership with BT 
 
It is for this reason that BT wishes to draw the attention of the Scottish Government Finance 
Committee’s inquiry to the fact that the most significant benefits of PPPs have not been 
derived from any cost of capital differentials but on the returns made and outcomes 
delivered through true partnership between the private and public sectors.  
 
What are the key benefits of PPPs?  

PPPs provide benefits by allocating the responsibilities to the party – either public or private – that 
is best positioned to control the activity that will produce the desired result. With PPPs, this is 
accomplished by specifying the roles, desired outcomes, risks and rewards contractually, so as to 
provide incentives for maximum performance and the flexibility necessary to achieve the desired 
results. 
 
Projects are likely to benefit from PPPs when tight schedules, complex design and implementation 
or innovative finance are involved. In such cases, PPPs are beneficial because of their ability to 
provide: 
 

• Expedited project completion by grouping multiple responsibilities in a single contract (such 
as combined design and implementation);  

• Access to specialised expertise (such as financial management or ICT expertise);  
• Access to proprietary technology  
• Relief from staff burdens (such as maintenance);  
• Ability to apply special incentives and disincentives to improve project performance; and,  
• Access to private investment and innovative finance to augment scarce resources. 

 
BT’s Experience 

BT Government Services, Scotland (BTGSS) was set up to reflect the changing constitutional 
agenda delivered by devolution. As part of BT Global Services, BTGSS has a strong track record in 
engaging with Scotland’s public sector, with business ranging from networks through to strategic 
ICT partnerships with key clients such as the City of Edinburgh Council, Registers of Scotland, 
NHS24 and Disclosure Scotland. The purpose of this paper is to demonstrate that PPPs can be a 
complex but valuable tool for government and that many different models are available to 
government. 
 
BT has established a significant body of case study material built on its successful partnerships. 
Whilst full case studies are included at Appendix A, it is perhaps worth studying some of those 
most pertinent to the current inquiry. 
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The City of Edinburgh Council Planning and Building Standards (P&BS) 

Edinburgh has the busiest P&BS department in Scotland, handling over 4,500 applications 
annually. P&BS is very data intensive and generates extensive paperwork. Customers and staff 
relied on cumbersome manual systems that were prone to inaccuracies and deteriorations; 
inefficient to process; and absorbed valuable archiving space. The programme sought to make 
interaction with the Council efficient, convenient, faster and cheaper for everyone; improve 
services; exceed regulatory requirements; and to provide an example of best practice. As a result 
the P&BS project has completely modernised the way that Edinburgh’s citizens, businesses and 
staff take part in the P&BS process.   
 
All address data held across the Council’s departments has been unified, and documents digitised 
to facilitate electronic access.  A public-facing portal was then built to provide online access to 
information and electronic delivery of services.  
 
It has created internal efficiencies, increased customer service and satisfaction and generated new 
business opportunities for the Council. It also forms the basis for change in other areas of the 
Council. 
 
This project is managed under the Council’s Strategic Partnership with BT.  It is funded through a 
risk/reward basis over ten years which has allowed the Council to invest significantly more in the 
development and upgrade of technology to improve service delivery, in line with the Modernising 
Government Agenda, than it would otherwise have been able to. BT has made the initial upfront 
investment, and this will be returned on a per-transaction basis. 
 
Over the ten years the Council will achieve substantial savings through increased efficiency and 
reduced storage, facilities management, travel and overtime costs.  Fewer phone calls, less 
personal visits and faster access to case files create process efficiencies and cost reductions. A 
new revenue stream has also been delivered through Area Search.  Sales of Property Enquiry 
Certificates through the portal also now make up almost half of all the Council’s Property Enquiry 
Certificate sales. 
 
Disclosure Scotland 

Disclosure Scotland provides criminal history information (known as Disclosures) to individuals and 
organisations for employment and other purposes.  By doing so, it assists employers and voluntary 
organisations in their decision-making about the suitability of people for paid and unpaid work; it 
helps to protect vulnerable people: and enhances public safety. 
 
Disclosure Scotland is a twelve year Public Private Partnership between the Scottish Government 
and BT which operates as a joint undertaking between the Scottish Government and BT.  
Disclosure Scotland provides three levels of Disclosures and currently processes over 600,000 
applications per year: 
 

• Basic Disclosure (Criminal Conviction Certificate) 
• Standard Disclosure (Criminal Record Certificate)  
• Enhanced Disclosure (Enhanced Criminal Record Certificate) 

  
Prior to the establishment of Disclosure Scotland, information on criminal records held by the police 
was only available to a very restricted number of organisations.  This excluded many employers 
who were responsible for looking after children and adults at risk, for example educational 
institutions and much of the voluntary sector.  There was no statutory basis for the system for 
disclosing this information. 
 
The Dunblane tragedy in 1996 highlighted the need for greater access to criminal record 
information especially for anyone working with children and the subsequent Police Act 1997 (‘the 
Act’) allowed a far wider range of employers and voluntary organisations to carry out criminal 
record checks on prospective members of staff. It was recognised that the Act would result in a 
larger number of checks being made on an annual basis leading to the establishment of Disclosure 
Scotland. 
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BT designed and developed this robust system for the Disclosure Scotland service, which is 
available around the clock, is robust enough to handle a high demand for disclosure certificates 
and allows communication between Disclosure Scotland and Scottish Police Forces. The system 
also integrates with other UK wide criminal record systems including the Criminal History System 
(CHS, the PNC and police forces.  
 
The number of criminal record checks carried out in Scotland between 2001 and 2005 increased by 
over 500 per cent. To date, over two million checks have been made through Disclosure Scotland 
with more than 600,000 disclosures carried out annually. 100 per cent of applications are 
processed well within the 14-day service level agreement (excluding the Exception process), with 
an average response time just below four days 

SLA PROCESSING TURNAROUND 

 % Average processing 
time 

St/Enhanced Applications completed 
within 14 day SLA 100% 3.7 days 

Basic Applications completed within 14 
day SLA 100% 4.4 days 

Total SLA processing 100% 4.1 days 

Overall Turnaround (including Exception process) is 6.8 days, with 92% of all 
applications within 14 days. 

 
The arrangement has also ensured that both parties have significant incentives to continually 
improve the service offered. Services offered under this particular contract are often paid on a 
transaction basis so the partners (BT and Scottish Government) are both driven to continually 
improve service and maximise the capacity for processing applications and the speed of 
processing them. A straight forward procurement of service or provision directly through the public 
sector would not normally have delivered these incentives. It is through these aspects that BT and 
the Scottish Government have steadily invested in the partnership to enable us to continue to grow 
capacity and in recognition of the success that this has brought, the partners will continue to invest.  
 
Land Registers of Northern Ireland 

Land Registers of Northern Ireland (LRNI) is the government agency responsible for recording 
accurate details of legal interest pertaining to land in Northern Ireland. It sits at the heart of all 
property transactions and aims to provide a fast and accurate service to support the conveyancing 
process. 
 
In 1999 the Land Registers of Northern Ireland (LRNI) embarked on a major business 
transformation programme with BT as its strategic ICT partner.  
 
The aim of the programme was to: 

• Convert more than 100 years of historic paper-based maps & folios into electronic format 
• Implement new technology, including workflow, electronic document management, GIS 

and bespoke application management processes, document archiving and a disaster 
recovery facility. 

• Change business processes and enable staff to realise and exploit the benefits of the new 
systems 

• Develop an online portal & service to transform the way the service is delivered to 
businesses and the general public  
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With the back office processes rationalised and streamlined, in August 2002 LRNI commenced roll 
out of their online service ‘landweb direct’ to the solicitors of Northern Ireland. Within three years, 
over 50 per cent of all solicitor companies in NI were using the landweb service, and LRNI had 
increased its customer base and achieved year on year productivity improvements. The uptake 
reflects around 80 per cent of those solicitors’ organizations who are responsible for conveyancing 
of property and land in Northern Ireland. 
 
In less than three years the Land Registry’s online service landweb direct has achieved the 
following results: 

• 93.6% market recognition of landweb direct (2005 annual customer survey)  
• In November 2003 online transactions surpassed the number of manual transactions – 

now landweb direct accounts for 71% of total LRNI transactions 
• In August 2005 over 50% of all solicitor companies in NI were actively using landweb direct 

– accounting for around 80% of total transaction volumes generated by solicitors 
• LRNI has sustained year on year transaction growth due to the buoyant real estate market. 

The combination of the back-office and online service have enable LRNI to achieve annual 
growth and improved efficiency 

 
 Applications Completed 
2000 230379 
2001 208210 
2002 364434 
2003 494764 
2004 556887 

 
From the foregoing it can been seen that the landweb and landweb direct services offer a vastly 
improved service to business professionals and the general public in Northern Ireland. This has 
been achieved in tandem with year on year growth in transactions and an expanding customer 
base and is underpinned by significant efficiency and cost savings within LRNI. 
 
This was the first full PFI project in Northern Ireland and the capital outlay and commercial risk for 
the project lay with BT. As a consequence, LRNI has gained significantly – through the design and 
implementation of a bespoke IT system, and through growing revenues from LRNI’s share of the 
per transaction revenue stream. 
 
The project has transformed LRNI from an organisation with it roots in the 19th century to a service 
at the forefront of the 21st. The staff within the organisation are now ICT literate and they continue 
to develop their skills - both for back office activities and front of office, customer facing contacts – 
resulting in a much more professional all round service to solicitors and the public. 
 
Liverpool Direct Ltd. 

Liverpool is a particularly interesting case as when the 1998 administration decided to pursue a 
route of commissioning a PPP to deliver key services, its record as a local authority was one of the 
poorest in the UK. A contract was let for, amongst other things, the outsourcing of the council’s 
ICT, Human Resource and Payroll and  Revenue and Benefits operations in 2001. The contract 
value, approximately £30m pa, was designed to initiate a ground up reorganisation of these 
services. To set the scene, at the time Liverpool had 12 HR departments, each with their own 
staffing, processes and procedures. The council also had a benefits backlog of over 50,000 claims 
and the average time to resolve an application was 143 days. 
 
An interesting facet of the contract from the start was that Joint Venture (JV) named Liverpool 
Direct Ltd, was created between the council and BT, the winner of the contract tender. Rather than 
TUPE the staff into the new body, and with the agreement of the trade unions, the staff affected by 
the changes were seconded into the JV. This mechanism allowed staff to: 
 

• Retain their local government employment rights 
• Opt out of the new regime, with the JV having an agreement with the council that if any 

staff member wished to return to the council’s employ, that the two parties would agree. 
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BT invested over £50m in the early years creating a virtual infrastructure to deliver the new 
services. BT built state of the art ICT platforms that were designed from the start to be scaleable 
across other council services and other councils. BT, therefore, built a shared service platform for 
the council, migrating systems to improve the efficiency of the various departments. 
 
What has happened in the intervening years has been revolutionary. Benefit resolution is now less 
than 15 days with no backlog. One HR service ministers to the needs of the entire council. The 
council made savings of £100m over the first five years of the contract, with a five year extension to 
the contract expected to add another £50m savings, whilst pushing its services to being in the top 
decile of the UK averages.  
 
What was never envisaged at the contract’s inception, however, would be that the JV could actually 
begin to return revenues to the council. Under a clause in the contract, the JV was allowed to build 
on the contact centre and ICT platforms created to bid for business outside of the council. 
Successful contracts won and delivered so far include running ICT services for Stockport schools, 
the Department for the Environment, Food and Rural Affairs’ (DEFRA) help lines for BSE, Avian 
Flu and Blue Tongue. The council also hosts and supplies a range of websites for clients including 
the English Amateur Boxing Association. 
 
Another key innovation was the establishment of a non legally binding aspirational contract 
between the two parties. In addition to the standard contract specifying median categories of 
service delivery, a non contractual ‘aspirational’ document was produced, which became the focus 
of everyone’s ambitions. By exceeding the contracted standards, the JV ensured ‘over-delivery’ of 
the key targets. 
 
The contract has now been extended to 15 years (2017) and is now valued at £850m. 
 
Summary 

BT believes that the most critical aspect to be learnt from its experience in delivering public sector 
services is that the cost of capital is only one facet of a complex equation in ascertaining the true 
benefit of public private partnerships.  
 
It will always be the case that through scale and as a result of structural and legal factors, the 
public sector will be able to source capital at cheaper rates than the private sector. But to rely on 
that aspect alone to judge the merit of PPPs is to potentially ignore significant other factors. There 
is a critical need to widen the debate beyond the cost of capital to look at the efficacy and efficiency 
gains of PPPs in Scotland and beyond. It is also worth noting that with the Scottish Government’s 
fresh emphasis on innovation and the delivery of outcomes to underpin its five strategic objectives, 
the use of public private partnerships or similar vehicles provides a route through which the risks of 
setting up and providing services fit for the 21st century can be shared with the private sector. 
 
To focus merely on the cost of finance in relation to PPPs will rule out the myriad of benefits 
available to the public sector from such arrangements and will see the Scottish Government turn 
their backs on the potential to revolutionise many aspects of public services to the detriment of the 
Scottish people.  
 
BT would welcome the opportunity to expand on its experience through a presentation to the 
Finance Committee and to answer any questions that the Committee might have.  
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Planning and building standards 
transformation

Marketplace

Like all forward-facing local authorities, The 
City of Edinburgh Council is modernising 
service delivery. The Council’s ‘Smart City’ 
vision is about delivering more efficient 
and joined-up services to the citizens of 
Edinburgh by transforming the ways in which 
people interact with the Council. To ensure 
that the Smart City vision becomes reality, BT 
is working in partnership with the Council. 
Having supplied the networked IT services 
infrastructure to support the Smart City 
vision, BT is now working on the more visible, 
public facing aspects of the transformation. 
One such project is for the Planning and 
Building Standards (P&BS) section.

Business opportunity

P&BS covers the assessment and 
administration of all types of planning 
and building warrant applications. It 
provides a public enquiry service as well 
as being a supplier of Property Enquiry 
Certificates. As the busiest planning service 
in Scotland, The City of Edinburgh Council’s 
development control section receives 
over 4,500 applications every year. The 
planning process has historically involved 
a considerable amount of paperwork. 
The tasks of submitting, checking, and 
commenting on planning proposals 
invariably required a personal visit to 
Council offices.

In Edinburgh, Planning and Building 
Standards functions relied on the same set of 
data. However inaccessible information silos 
existed, stored on different IT systems with 
separate processes surrounding them. This 
inaccessibility often led to complaints from 
the public, especially related to planning and 
building warrant applications. 

David Leslie, Development Management 
Manager at The City of Edinburgh Council, 
explains: “Interacting with the Council 
was often time consuming, inconvenient, 
complicated and costly. We realised that a 
better system of managing and delivering 
these important services was urgently 
needed.” It was decided that an overhaul 
of the P&BS IT infrastructure and business 
processes would become a Smart City priority. 

The partnership solution

Consultants from BT’s Land and Property 
unit were engaged and held talks with a 
wide section of P&BS people – from senior 
managers to administration assistants – to 
gain a comprehensive understanding of 
existing workflow and to identify areas 
for improvement. A technical team was 
then engaged, with specialists from BT 
working alongside the Council’s own data 
management team. 

“We are now providing a much 
more comprehensive and a much 
faster service to our principal 
clients. It’s a smarter, faster 
information flow. That is what 
people want and are prepared to 
pay for.”
Andrew Holmes
Director of City Development
The City of Edinburgh Council

In partnership with BT, The City of Edinburgh Council 
has used web-based technology to radically overhaul 
systems and processes in Scotland’s busiest planning 
department



Case study
The City of Edinburgh Council

programme ensured that the Council was 
equipped to take full advantage of the 
new systems and processes. BT consultants 
worked with key Council managers to embed 
the changes – educating staff on new roles 
and responsibilities and seeking to prevent 
people from going back to familiar but 
inefficient working methods.

Results

With the new system Edinburgh’s building 
industry professionals – including, building, 
surveying, architectural and related 
service providers – as well as citizens, can 
now register and submit planning and 
building warrant applications online, from 
any internet-enabled PC, at any time of 
day or night, without the need to visit 
Council offices. The system checks that all 
the correct fields have been completed, 
automatically calculates the appropriate 
fee and then uploads the information 
into the Council’s back office systems. An 
e-payment function allows applicants to 
pay for planning applications and building 
warrants online.

The portal also enables solicitors to register 
to use the Property Enquiry Certificate 
(PEC) service, using the system to request 
PEC and wider area searches online. They 
receive the PEC certificate within less than 
24 hours. Andrew Holmes, Director of City 
Development at The City of Edinburgh 
Council said: “We are now providing a 
much more comprehensive and a much 
faster service to our principal clients. It’s a 
smarter, faster information flow. That is what 
people want and are prepared to pay for.” 
The portal has become popular with both 
external professional groups and the citizens 
themselves. Within a year the number of hits 
on the site increased from around 2,000 to 
over 13,000 a month. 

Internally the integration of all property data 
into an electronic database within P&BS 
has cut down on the volume of paperwork, 
limited archive requirements, and makes 
cross-referencing between documents 
simpler and quicker. This has enabled staff 
to process work much more efficiently. 

Commenting on the practicalities of the 
system, Peter Jones, Planning Officer at 
the Council, says: “The system is extremely 
easy to use. It helps us to work more 
efficiently and quickly, particularly in terms 
of consulting other parties. We can now pass 
on information to others much more quickly 
than we used to, and this means we are able 
to process applications faster.” 

The single property data source is also 
contributing to the unified delivery of 
Council services. As the data is accessible 
by other departments such as Housing, 
Transportation, and Roads, Revenue and 
Benefits – as well as to the Lothian Valuation 
Joint Board – all parts of the Council are 
using the same consistent and accurate data.

The work that was carried out for 
Edinburgh’s P&BS section was made possible 
by an innovative PFI (private finance 
initiative) risk and reward model developed 
by BT’s Land and Property unit based on 
projected transaction volumes. Under the 
PFI agreement BT initially financed the work, 
with the Council making a contribution. To 
recoup its costs BT makes a charge each 
time a transaction is completed on the new 
system. This model means that the Council 
can take advantage of a sophisticated new 
system, and the substantial benefits that it 
offers, without capital funding. 

The City of Edinburgh Council and BT have 
been recognised for the work that has been 
carried out. The new infrastructure won an 
award for Outstanding Performance and 
Quality in Development Control in the 2003 
Scottish Awards for Quality in Planning. 
Latterly it has received a commendation in 
the Modernising Government category of the 
2004 New Statesman New Media Award and 
in the 2005 Government Computing Awards.

The project started with the transformation 
of back-office systems. Various departments 
across the Council held property information 
in separate databases: for example, Property 
Enquiry Certificates, Non-Domestic Rates, 
Council Tax, Housing, Planning and Building 
Standards. This was unified to create a 
BS7666 compliant local land and property 
gazetteer, which could be used as a property 
reference throughout the Council. 

The enabling architecture, built by BT to 
support the new service, includes scanning 
and electronic data management facilities 
to translate paper documents – including 
maps, drawings, letters, and folios – into 
electronic format. A workflow management 
system streamlined the passage of each case 
through the various stages involved. The 
team then went on to build the citizen-
facing P&BS internet portal. This externally 
visible aspect of the P&BS system allows 
members of the public to submit and review 
planning applications and decisions back to 
1990 and input comments online. 

Transferring from a paper-based to an 
electronic system required a significant shift 
in the way Council staff worked. To support 
the transformation a change management 

Offices worldwide
The services described in this publication are subject to availability 
and may be modified from time  to time. Services and equipment 
are provided subject to British Telecommunications plc’s respective 
standard conditions of contract. Nothing in this publication forms 
any part of any contract.
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“The system is extremely easy 
to use. It helps us to work 
more efficiently and quickly, 
particularly in terms of consulting 
other parties. We can now pass 
on information to others much 
more quickly than we used to, 
and this means we are able to 
process applications faster.” 
Peter Jones
Planning Officer
The City of Edinburgh Council

Main BT products and 
services
• Professional Services for 

Consultancy and Project 
Management 

• Business Process Re-engineering 
and Change Management 
Consultancy Services 
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A public private information 
management partnership is 
enhancing public safety in 
Scotland

Marketplace

The Dunblane tragedy and the murders 
of Holly Wells and Jessica Chapman gave 
added impetus to plans for changes in 
legislation to protect young and vulnerable 
people.  The resulting Cullen enquiry 
recommended changes in the ownership 
of firearms and proposed a system for 
accrediting organisations attended by 
the young.  Similarly, the Bichard Report 
made recommendations focusing on the 
police, social services, and education 
establishments to protect children and the 
vulnerable nationally.  

The Government responded with new 
legislation that allows more organisations 
to carry out criminal record checks on 
prospective members of staff.  The provision 
of criminal records is a critical factor when 
recruiting staff for positions of trust, such 
as those involving the care of the young or 
in sensitive environments such as financial 
services and airports.

Business opportunity

Historically, in Scotland, an individual’s 
criminal record, held by the police, was 
only available to select organisations.  
No statutory basis existed for disclosing 
such information and this limitation thus 
excluded many organisations that worked 
with children and vulnerable people.  To 
manage criminal record check applications, 

Scottish Ministers needed a system 
that could securely deliver appropriate 
certificates as required by the 1997 Police 
Act.  In response, Disclosure Scotland was 
established in 2002 as part of the Scottish 
Criminal Record Office (SCRO), which is 
a police shared service and an Executive 
Agency of the Scottish Executive.

Following a competitive public private 
partnership negotiation process, BT was 
chosen to design, develop, and support 
the Disclosure Scotland system under a 
12-year agreement.  Brian Gorman, Head of 
Disclosure Scotland says: “BT’s key strength 
lies in its ability to integrate products.  
Disclosure Scotland has to integrate with 
many systems – we needed a partner who 
had the knowledge and background to 
achieve this.”

Disclosure Scotland carries out criminal 
record checks for employment and other 
purposes under Part 5 of the Police Act 
1997.  It issues certificates on behalf of 
Scottish Ministers that contain details of 
convictions and related information (or 
indicates that no such information is held).

“The partnership with BT has 
been successful over the last 
four years.  They showed us 
their ability to manage and 
change with legislation that 
affects the service we supply.  I 
have every confidence in BT to 
do that in the future and am 
looking forward to a continued 
partnership with them.”
Brian Gorman
Head of Disclosure Scotland

Developed in collaboration with BT, the Disclosure 
Scotland service is proving to be a valuable tool for 
making safer recruitment decisions and in helping to 
protect children and vulnerable people
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• Processing of fee payments

• Printing and issuing of disclosure 
certificates

The Disclosure Scotland system consists 
of several key elements that together help 
ensure a reliable and efficient service.  
These include:

• Authentication – carried out using 
electoral roll information and details from 
driving licences, passports and utility bills

• Document image processing 
– encompassing document scanning 
and data capture technology, enabling 
automatic capture of data from paper 
applications

• Bespoke online portal – enabling 
members of the public to apply for Basic 
Disclosure online 

• Case processing – including access to 
several external systems, such as the 
Criminal History System and the Police 
National Computer 

• Workflow – a workflow engine routes 
cases through a series of queues (or 
stages) to control end-to-end processing

• Payments services – provided by BACStel, 
BT Buynet Merchant Services and 
TeleSmart Direct Debit

• Telephony services – dealing with over 
20,000 calls per month, including general 
queries via the customer contact centre

There is a strong commitment to continuous 
improvement with BT regularly reviewing 
the Disclosure Scotland IT infrastructure 
and systems.  Brian Gorman says: “We’re 
a partnership, working together to 
achieve a successful outcome.  Because BT 
understands the business we’re in, they can 
contribute to its success.”

Results

Disclosure Scotland provides three levels of 
disclosure to individuals and organisations.

Basic Disclosures contains details of 
convictions that are ‘unspent’ under the 
Rehabilitation of Offenders Act 1974 or 
states that there are no such convictions.

Standard Disclosures contains details of all 
convictions on record, whether ‘spent’ or 
‘unspent’.  Even minor convictions, regardless 
of when they occurred, are included.

Enhanced Disclosures include all of the 
details contained in a Standard Disclosure, 
and may also contain non-conviction 
information held locally by the police, 
where this is considered relevant as well as 
checks against barred lists for individuals 
disqualified from working with children 
and/or vulnerable adults.

The system is available 24*7 and is robust 
enough to handle a high demand for 
disclosure certificates.  It also facilitates 
communication between Disclosure 
Scotland and the SCRO and other 
organisations.  Since its launch Disclosure 
Scotland has enabled a far wider range of 
organisations to access criminal history 
information, particularly those who work 
with children and vulnerable adults.

The number of criminal record checks 
carried out in Scotland between 2001 and 
2005 increased by over 500 per cent.  To 
date, over two million checks have been 
made through Disclosure Scotland with 
more than 600,000 disclosures carried 
out annually.  Applications are normally 
processed well within the 14-day service 
level agreement, with response times 
often being as short as three days.  Nearly 
3,000 organisations are registered to apply 
for Standard and Enhanced Disclosure 
including Manpower, the Department of 
Transport, Scottish Power, and BT.

Brian Gorman concludes: “The partnership 
with BT has been successful over the last 
four years.  They showed us their ability to 
manage and change with legislation that 
affects the service we supply.  I have every 
confidence in BT to do that in the future 
and am looking forward to a continued 
partnership with them.”

BT solution

The Disclosure Scotland system consists 
of bespoke and off-the-shelf software 
components, integrated with UK-
wide criminal record systems.  Systems 
development began in February 2002 
and the first stage – a registration service 
– was launched in April the same year.  This 
was closely followed by the Standard and 
Enhanced service in May and the Basic 
Disclosure service in July 2002.  The online 
Basic Disclosure service was launched in 
January 2005.

BT and the SCRO manage the service 
jointly.  BT personnel based in the Disclosure 
Scotland offices have responsibility for 
business services and the end-to-end case 
processing capability.  BT also provides 
helpdesk support services.  BT staff are 
not responsible for searching the criminal 
history systems, nor for determining which 
criminal record information is included 
on the disclosure certificates.  Other BT 
responsibilities include: 

• Development and support of Disclosure 
Scotland IT systems 

• Call centre functionality

• Issuing and receipt of applications

• Verification and authentication of 
applicants
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“BT’s key strength lies in its 
ability to integrate products.  
Disclosure Scotland has to 
integrate with many systems 
– we needed a partner who had 
the knowledge and background 
to achieve this.”
Brian Gorman
Head of Disclosure Scotland

Main BT products and 
services
• BT consultancy, systems 

integration, and operational 
management of the Disclosure 
Scotland system in a 12-year 
public private partnership in 
conjunction with the Scottish 
Executive.
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Innovative commercial 
partnerships with BT

Flexible joint venture partnerships are increasingly 
seen as an alternative to outsourcing in the drive 
to reduce public sector expenditure and improve 
services. BT’s innovative risk sharing and transaction-
based models provide public organisations with 
flexible and integrated solutions, dedicated financial 
support and world-class expertise

Sharing risk and rewards 
with a partner

The public sector is continually exploring 
new ways to deliver more efficient 
service levels – without excessive risk and 
investment. An increasingly popular method 
of achieving expensive public service goals is 
by forming long-term partnerships with the 
private sector, or public-private partnerships 
(PPPs) – where financial risks and rewards 
are shared between the two parties. 

In such a partnership, the private sector 
typically designs, builds, finances and 
operates facilities based on specifications 
provided by the public sector. The aim is 
to transfer some or all of the risk to the 
private sector contractor, whilst giving the 
private contractor the opportunity to form 
profitable long-term partnerships.

BT employs innovative and flexible risk 
sharing and transaction-based models 
which offer public organisations the 
opportunity to transform their business. 
BT has already established several key 
strategic partnerships which provide public 
organisations in England, Scotland and 
Northern Ireland with a range of innovative 
business solutions. 

Our approach is founded upon extensive 
experience in the public sector marketplace 
throughout the United Kingdom, working 
with partners such as Liverpool, Suffolk and 
Rotherham Councils, The City of Edinburgh 
Council, the Scottish Government and Land 
Registers of Northern Ireland, to name a few.
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“We’re getting the benefit of 
BT’s expertise in implementing 
and managing communications 
technologies as well as huge 
amounts of support for the process 
of business transformation. I think 
that’s a pretty compelling offer.”

Colin Hilton
Chief Executive
Liverpool City Council

Redefining services in 
Liverpool 

Liverpool City Council needed to radically 
change the way in which it delivered 
services to its population. Outdated 
technology and inefficient processes were 
among the problems as a (then) poorly 
performing local authority. 

The council partnered with BT to form a 
joint venture company, Liverpool Direct Ltd 
(LDL). Service improvements were a specific 
requirement of the contract. The council and 
LDL developed the service improvement 
plans together – but LDL accepts the 
commercial risk of implementation.

Rather than having a fixed-fee structure, 
BT benefits when targets are exceeded – a 
classic win-win situation. The profits are 
shared, which equates to a reduction in the 
contract fee to Liverpool City Council and 
a ‘return’ for BT. Liverpool would not be 
liable if the joint venture company were to 
incur losses, making partnering with BT a 
financially safe investment decision.

Planning and building a 
partnership in Edinburgh

BT is central to The City of Edinburgh 
Council’s ‘Smart City’ transformation and 
has successfully delivered back office 
transformation as well as a number of 
public-facing projects - including Planning 
and Building Standards (P&BS). 

BT is working in partnership with The City of 
Edinburgh Council to supply the necessary 
technology, people and processes. The 
project is funded through a risk and reward 
basis over ten years, allowing the council 
to invest significantly more in development 
and technology upgrades to improve 
service delivery. 

Under the private finance initiative (PFI) 
agreement, BT initially financed the work 
with a contribution from the council. To 
recoup its costs, BT makes a charge each 
time a transaction is completed on the new 
system. The council was thereby able to take 
advantage of a powerful new system and the 
substantial benefits that it offers, without 
having to raise the necessary capital upfront.

“We are now providing a much more 
comprehensive and a much faster 
service to our principal clients. It’s a 
better, faster information flow and 
that is what people want and are 
prepared to pay for.”
Andrew Holmes
Director of City Development
The City of Edinburgh Council

Disclosure Scotland – helping 
enhance public safety

Disclosure Scotland was established by the 
Scottish Government to carry out criminal 
history checks. Its aims are to enhance 
security, increase protection of children and 
vulnerable adults, to widen access to data 
and to enable more informed recruitment 
decisions.

The service was developed as a public-
private partnership (PPP) between 
the Scottish Government and BT. Each 
organisation is jointly responsible for 
various aspects of the day-to-day service. 
BT provided most of the initial investment 
and is making a return via the transaction of 
Disclosures requested by public and private 
organisations. 

BT designed and developed the Disclosure 
Scotland system which can handle a high 
demand for disclosure certificates, as well as 
enabling communication between Disclosure 
Scotland and the UK Police Forces.

“[BT] showed us their ability to 
manage and change with legislation 
that affects the service we supply. 
I have every confidence in BT to do 
that in the future and am looking 
forward to continued partnership 
with them.”
Brian Gorman
Manager
Disclosure Scotland
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Transforming operations 
in RMBC

Rotherham Metropolitan Borough Council 
(RMBC) has transformed the delivery and 
efficiency of services to its citizens through a 
12 year public-private partnership with BT.

RBT (Connect) Ltd was launched to generate 
£30m investment in new technology 
and create better, more efficient ways of 
operating, putting the customer at the 
centre of all the council’s activities. A 
secondment model ensures the closest 
alignment and co-operation between 
stakeholders.

Multi-million pound savings through 
eProcurement have been ploughed back 
into front-line services, including new 
customer service centres. Residents benefit 
from better access to services, cleaner 
streets, cutting edge technology in schools 
and trail-blazing improvements in benefits 
and HR and Payroll.

RBT (Connect) Ltd was named Public Private 
Partnership of the Year in 2006 at the 
prestigious Municipal Journal Awards.  Later 
in the same year Rotherham was named as 
one of the top 10 most improved councils in 
the country.

“We’re already looking ahead 
to 2010 and beyond. Our 
transformation was never just about 
the use of ICT, but about clarity 
around our role in commissioning 
and providing services and the 
balance we aim to achieve between 
the two. These are exciting times for 
us and hopefully even better times 
for the citizens we answer to on the 
service delivery front.”
Mike Cuff
Chief Executive
Rotherham Metropolitan Borough Council.

“The objective of this partnership 
was to equip our staff with the right 
tools, so that they could provide 
an even better level of service. 
This would not have been possible 
without BT’s financial commitment, 
system improvement knowledge, 
and joined-up approach to 
networking services.”

Jeremy Pembroke
Leader
Suffolk Council

Revitalising customer 
services in Suffolk

Suffolk County Council and Mid Suffolk 
District Council sought a private sector 
partnership to overhaul their customer 
services by providing more integrated 
access to users and improving efficiency. 
They aimed to combine disparate functions 
in a single joint venture and so establish an 
innovative model structured according to 
customer needs, rather than administrative 
limitations. 

BT was chosen as the councils’ partner in 
a new company – Customer Service Direct 
(CSD) Limited. Furthermore, BT agreed 
to invest £50 million in business process 
re-engineering, change management and 
training over the 10-year lifetime of the 
contract. 

The partnership has helped both Suffolk 
County Council and Mid Suffolk District 
Council reach the top of local authority 
efficiency league tables. In the longer 
term, BT’s financial stability underpins a 
secure business model, whereby upfront 
investment in networked IT services could be 
paid for through process change over time.



Offices worldwide
The services described in this publication are subject to availability 
and may be modified from time  to time. Services and equipment 
are provided subject to British Telecommunications plc’s respective 
standard conditions of contract. Nothing in this publication forms 
any part of any contract.

© British Telecommunications plc 2007.
Registered office: 81 Newgate Street, London EC1A 7AJ
Registered in England No: 1800000

Addresses
Alexander Graham Bell House
1 Lochside View
Edinburgh Park
Edinburgh
EH12 9DH

“BT’s innovative approach to 
financing the project was extremely 
attractive to us, and in fact made 
the whole programme possible.”
Wally Gamble
IT Projects Manager
LRNI

BT’s partnership with LNRI

Land Registers of Northern Ireland (LRNI) 
is at the forefront of the modernising 
government agenda since the introduction 
of its pioneering Internet portal landweb 
direct. BT signed a £45 million, 12-year 
partnership agreement with LRNI, with an 
option to extend this by a further five years. 

BT and LRNI jointly transformed the 
organisation from paper-intensive to 
completely electronic as part of their 
pioneering private finance initiative (PFI). 
New systems delivery was financed by 
BT, which charges a certain amount per 
transaction, but only after the system 
began generating revenue for LRNI. This 
transaction-based partnership enables 
LRNI to take advantage of its new systems 
without having to raise a prohibitive amount 
of capital

Results
Within three years of rollout, the Land 
Registry’s online service landweb direct 
achieved:

• 93.6 per cent market recognition 
of landweb direct (2005 annual 
customer survey) 

• By November 2003 online transactions 
surpassed the number of manual 
transactions – by 2006 landweb 
direct accounted for 71 per cent of total 
LRNI transactions

• By August 2005 over 50 per cent of all 
solicitor companies in NI were actively 
using landweb direct – accounting for 
around 80 per cent of total transaction 
volumes generated by solicitors

• Year on year transaction growth due 
to the buoyant real estate market. The 
combination of the back-office and 
online service have enable LRNI to 
achieve annual growth and improved 
efficiency

• Expanded customer base includes, 
the police, law searchers, banks and 
other local and central government 
departments

• Solicitors now account for only 53 per 
cent of the total customer base, from a 
high of 93 per cent

Awards
• Winner of IT category at PFI Awards 2000

• Highly commended in the National 
eGovernment Awards Take-up 
category 2005

• Government Innovation Awards 2006

Case study
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For more information visit:
www.bt.com/uk/devolvedgovernment
www.bt.com/uk/localgovernment

http://www.bt.com/uk/devolvedgovernment
http://www.bt.com/uk/localgovernment
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Land registry increases efficiency 
and improves customer service

Marketplace

Land Registers of Northern Ireland (LRNI) 
is the government agency responsible for 
recording accurate details of legal interest 
pertaining to land in Northern Ireland. It sits 
at the heart of all property transactions and 
aims to provide a fast and accurate service to 
support the conveyancing process.   

With records going back more than 100 
years there was no shortage of maps, 
folios, deeds, and other paper-based 
documents at LRNI. However, that heavy 
reliance on paper records meant inefficient 
processes and duplication of effort. Also, 
Land Registration fees were perceived 
as expensive. Furthermore anyone who 
wanted to view records needed to visit 
personally the single central LRNI office in 
Belfast – often involving a costly and time 
consuming journey.

Business opportunity

Change was on the horizon. Legislation 
requiring Compulsory First Registration 
(CFR) for all unregistered land – accounting 
for around half of all properties in Northern 
Ireland – would result in a dramatic increase 
in the number of cases being handled by 
the Registry. LRNI realised that its existing 
processes and resources would be unable to 
support this additional work. It decided that a 
major transformation of its processes, records 
and customer service systems was required.

Following an EU approved invitation to 
tender and selection process, LRNI chose BT 
as its partner for the transformation project. 
“We were impressed with BT’s work with 
the Registers of Scotland,” recalls Wally 
Gamble, landweb Project Manager at LRNI. 
“Aspects of BT technology, such as the ability 
to append notes to scanned documents, 
made its proposal stand out. Finally, BT’s 
innovative approach to financing the project 
was extremely attractive to us and made the 
whole programme possible.”

 BT solution

Under the terms of the £45 million, 12-year 
partnership agreement LRNI did not have 
to find up front capital to fund the project. 
Instead BT would provide the finance. 
Transaction charges would then apply 
once the system was fully functional. That 
agreement meant that BT made a significant 
investment in the project and absorbed the 
primary risk. And with income derived on 
a per transaction basis, both parties would 
have a strong incentive to grow the business 
in the future.

The project consisted of two parts: landweb 
– the internally facing automation of LRNI 
business processes; and landweb direct 
– the customer focused service that allows 
solicitors and others to access data online.  

“We were impressed with 
BT’s work with the Registers 
of Scotland. Aspects of BT 
technology, such as the ability 
to append notes to scanned 
documents, made its proposal 
stand out. Finally, BT’s innovative 
approach to financing the 
project was extremely attractive 
to us and made the whole 
programme possible.”
Wally Gamble
landweb Project Manager
Land Registers of Northern Ireland

Under a 12-year strategic partnership with BT, Land 
Registers of Northern Ireland has transformed its 
business model
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a risk analysis and management review in 
accordance with government policy and set 
security and access policy. BT also developed 
a number of disaster recovery and business 
continuity plans to ensure that valuable 
LRNI data records would not be lost in the 
event of a major disaster, power outage or 
component failure. 

Transferring from a paper-based to an 
electronic system required a significant shift 
in the way LRNI staff worked. BT change 
management consultants were engaged 
in a leadership training programme to 
ensure that LRNI people were able to take 
full advantage of the new systems and 
processes. BT now maintains and supports 
the system, and deals with any technology 
related queries, while LRNI has a customer 
information centre with a help desk facility 
to handle customer business enquiries.

Results

Northern Ireland, like the rest of the UK, 
has experienced a property boom in the 
last decade and, in addition to the CFR 
initiative, this contributed to an increase in 
annual transactions from 350,000 in 2000 
to 670,000 less than five years later. The 
landweb business transformation equipped 
LRNI to effectively handle the increase in 
volume with no increase in staffing levels. 

Productivity increases have been 
underpinned by the landweb MIS. 
This provides much improved business 
reporting, enabling LRNI to optimise 
resource deployment. Meanwhile secure 
online access to folios, maps and other 
data greatly speeded up the conveyancing 
process. Processing documents, which used 
to take perhaps ten days, now takes just five 
minutes. This has both greatly improved 
efficiency within LRNI and conveyancers can 

also now be sure – through the search and 
view facilities – that they are requesting the 
correct documents, which again saves time 
and money.

By 2005 over half of all solicitor firms 
in Northern Ireland were actively using 
landweb direct, and the service was 
handling 71 per cent of total LRNI 
transactions. Patricia Montgomery, Chief 
Executive of Land Registers of Northern 
Ireland, says:    “By enabling solicitors to 
give clients a more modern and efficient 
service landweb direct provides a speedier 
process for all concerned – purchaser, 
vendor and legal advisor.” 

The Northern Ireland legal community 
has welcomed the improvements. Legal 
Secretary, Norma Dunnon, comments: “One 
key benefit of the service becomes obvious 
when one is acting for a purchaser. We have 
the ability to quickly access documents that 
they don’t have or have misplaced. The way 
LRNI has filed and referenced information, 
together with the online speed, allows us 
to find information while clients wait. This 
simply wouldn’t have been possible 
before landweb direct: we would 
have had to delay proceedings by days, 
sometimes weeks.” 

The success has been noted externally. The 
landweb project won the IT Category at the 
PFI Awards in 2000, where it was deemed 
by the judging panel to be “outstanding… 
an exemplar of the transformational effects 
of PFI”. It was also the runner up for the 
Association for Graphical Information 
– Central Government Award in 2002 for use 
of GIS technology in the government sector. 
In addition, it was highly commended in the 
Central eGovernment Excellence: Take-Up 
Category of the eGovernment National 
Awards 2005.

The first task for the BT team was to ensure 
that people at LRNI had a PC on their 
desk, and that these were networked to 
provide universal access. BT embarked on 
a simultaneous programme to convert the 
LRNI paper archives into electronic form. A 
bespoke electronic document and records 
management system (EDRMS) that was 
capable of handing the unique nature of the 
LRNI documents was built. The BT team also 
used its geographical information systems 
(GIS) expertise to build a platform to support 
the map-base. A casework management 
application was incorporated so that each 
individual case could be handled efficiently 
and monitored effectively as it passed 
through the various property purchase 
and registration stages. Along with a 
management information system (MIS) 
and an enterprise resource planning (ERP) 
application, all these applications were 
integrated together to provide a seamless 
end-to-end workflow. 

To complete the solution the landweb 
direct portal – through which customers 
access the system – was built. It incorporated 
secure transaction payment facilities using 
the authentication service provided by the 
Government Gateway. To ensure the security 
of the new electronic service, BT conducted 
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“The landweb direct facility 
has enabled solicitors to give 
clients a more modern and 
efficient service. This provides 
a speedier process for all 
concerned – purchaser, vendor 
and legal advisor.”
Patricia Montgomery
Chief Executive
Land Registers of Northern Ireland

Main BT products and services
• Systems integration and implementation services to deliver the 

landweb transformation programme and landweb direct 
customer portal for Land Registers of Northern Ireland

• Change management and business consultancy
• Upgrade of LRNI local area network and refresh of all individual PCs
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