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FOREWORD 

As Chancellor of the Duchy of Lancaster, with responsibility for public 
service matters, I have two clear priorities for the Civil Service. These are 
to continue to raise the standards of public service; and, at the same time, 
to continue to improve the efficiency with which these services are 
provided to minimise the burden on the taxpayer. 

These two priorities were strongly endorsed by the White 
Paper, 'The Civil Service: Continuity and Change’ which the Government 
published earlier this year. That White Paper emphasised the need for 
continued improvements in performance in order to deliver high quality 

public services at a cost which the country can afford. 
So I am delighted to be introducing this review of progress in the Next Steps Programme. 

Executive agencies established under the programme have played a decisive part in ensuring that 
the executive functions of the Civil Service are progressively carried out in a more businesslike and 
effective way, with greater openness and closer to the citizen. This Review contribute,; to that 
openness, by bringing together information about each agency and its performance over vhe past 
year. 

And that performance has been impressive. As the individual entries in the Review show, 
agencies are producing consistent improvements in performance for the benefit of customers and 
taxpayers. They are delivering the improved service which inspired the Citizen’s Charter. That is 
demonstrated by the fact that 30 Charter Marks have been awarded to agencies in the first 3 years 
of the competition. 

The White Paper emphasised that the search for further improvements in quality of service 
and efficiency must go on. Agencies will be essential in that, and the Overview of the Next Steps 
Programme which introduces this Review outlines ways in which we are seeking to make the 
agency model even more effective. And we will be ensuring that some of the most successful 
features of Next Steps, such as the clear definition of objectives, delegation of management 
responsibility, and a clear focus on outputs and outcomes, are applied more widely across the Civil 
Service. 

Over 100 agencies have now been launched, covering 62% of the Civil Service. That in itself 
has been a considerable achievement by the staff who have taken forward necessary, and 
sometimes difficult, change. Far more important, however, are the real improvements in service 
delivery and value for money which are being achieved by executive agencies. I commend their 
progress and wish them well with the further challenges ahead. 

The Rt. Hon. David Hunt, MP 
Chancellor of the Duchy of Lancaster, 
Minister of Public Service and Science 
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NEXT STEPS REVIEW 1994: OVERVIEW 

The Next Steps Programme passed a milestone on 27 September 
with the 100th agency launch. Sixty two per cent of the Civil 
Service now work in agencies and the executive structures of the 
two Revenue Departments, with another 17 per cent in functions 
identified as definite or possible agency candidates. 

2. This Review reports progress in the 102 agencies currently 
operating and the Executive Units of HM Customs and Excise and 
the Executive Offices of the Inland Revenue, which work on Next 
Steps lines.Itsummarisesforeachagency its tasks, performance 
against targets in 1993-94, key targets for the present financial 
year, and the ways in which it is seeking to improve services for 
the benefit of customers and taxpayers. 

FOCUSING ON THE TASK 

3. The Next Steps programme was launched in March 1988 in 
response to the recommendations of the Ibbs report ‘Improving 
Management in Government: The Next Steps’ (HMSO 1988) 
which concluded: 

'The work of each department must be organised in a way 
which focuses on the job to be done; the systems and 
structures must enhance the effective delivery of policies 
and services.’ 

Underthe NextSteps programme, each of the executive functions 
of cei.:ral government is examined to consider how it should be 
provided in future and, if it is to remain within government, the 
best framework for its management. 

4. Despite the range and diversity of their functions, the 
organisations covered in this Review share common features. 
Each agency has a clearly defined task, or range of tasks, which 
are set out in its published framework document. Key performance 
targets - covering financial performance, efficiency and service 
to the customer - are set by Ministers annually and announced to 
Parliament. Each agency has a Chief Executive, normally directly 
accountable to Ministers and with personal responsibility for the 
success of the agency in meeting its targets. The majority of Chief 
Executives have been appointed through open competition and 
more than haif of those appointed in this way have come from 
outside the Civil Service. Staff in 'Next Steps agencies’ remain 
civil servants, accountable to Ministers and governed by the 
same strict rules of conduct as those working in departmental 
headquarters. 

5. The individual entries show the ways in which the Next 
Steps programme has benefitted customers and taxpayers. 
Summary results of the performance of agencies in meeting their 
targets are shown in the bar chart. In total, agencies have met 
80% of their targets in 1993-94. This shows a continuing trend 
of improvement over last year’s figure of 77% and the previous 
year’s figure of 76%. Most targets have also become more 
demanding year on year, reflecting the need to ensure that 
limited public resources are used with maximum efficiency. 
Annex A shows the results for each agency. 

1992.93 AND 1993-94 PERFORMANCE AGAINST TARGETS 
(PtfCMtag* o<lii«v«d in imiividual and all cotagorias) 

Quolity HnoMol EffxitKr TOTAL 

SERVICE TO THE CUSTOMER 

6. The need to enhance the 'effective delivery of services’ 
which the Ibbs Report highlighted as a key aim has been reinforced 
by the Government’s Citizen’s Charter programme. Delivering a 
high quality and responsive service is now at the forefront in the 
process of agency creation: when a new agency is launched, its 
framework document and business and corporate plans reflect 
customer service from the outset. Those agencies which deal 
directly with the public are normally expected to have in place a 
Charter or Charter Standard Statement on launch, setting out the 
service which the citizen can expect, together with arrangements 
for consultation and redress. All agencies are expected to consult 
the users of their services about their priorities for improving 
them, within what can be afforded. 

7. Many agencies have shown significant improvements in 
customerserviceyearonyear.Forexamplethe Driving Standards 
Agency has reduced the waiting time for car driving tests from 13 
weeks in 1988 to less than 6 weeks and the UK Passport Agency 
has reduced the average time for processing straightforward 
passport applications from 3.5 weeks in 1989 to less than 8 
working days. 

8. A number of agencies have been successful in the first three 
yearsoftheCharterMarkcompetition, reflecting thecommitment 
of agency Chief Executives and their staff to high standards of 
customer service (see table). The individual entries give details 
of the many ways in which agencies are seeking to improve 
customer service. 
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Chatter Mark winners 

Companies House 
Driver and Vehicle Licensing Agency 
Driving Standards Agency 
Employment Service 

Brighton District 
Caerphilly and Heads of Valley District 
SE London District 

HM Customs and Excise 
Edinburgh VAT Office 

HM Land Registry 
HM Prison Service 

Bedford Library 
Inland Revenue 

Oxford Tax Enquiry Centre 
Stamp Office 

Ordnance Survey 
Patent Office 
Queen Elizabeth II Conference Centre 
Royal Parks Agency 
Scottish Prison Service 

Dungavel Prison 
Social Security Agency (Northern Ireland) 

Northside Community Benefit Office 
Social Security Benefits Agency 

Benefits Agency Enquiry Line 
Birmingham North West District 
Child Benefit Centre, Washingtcii 
East Lowlands District 
Glasgow East District 
Glasgow Southwest District 
Harrow and Hillingdon District 
Lothian West District 
Manchester Central District 
Newcastle District 
South Devon District 
South Gwent and Isiwyn District 
South Tees District 
Springburn and Cumbernauld District 

Social Security War Pensions Agency 
UK Passport Agency 

CONTINUOUS IMPROVEMENT 

9. In recommending the establishment of agencies, the Ibbs 
report recognised that the overriding need was that 'there must 
be a real and sustained pressure on and within each department 
for continuous improvement in the value for money obtained in 
the delivery of policies and services’. Faced with ever-increasing 
demands for higher quality public services within finite financial 

resources, continuing improvement in performance is essential 
as the recent White Paper 'The Civil Service; Continuity and 
Change’ (Cm 2627) made clear. 

10. Agencies have played a key part in improving value for 
money and one way of ensuring that they continue to make 
improvements is for departmental Ministers to set performance 
targets which are demanding, as well as being truly representative 
of the agency’s work. OPSS and Treasury will also continue to 
workwithdepartmentsandagenciestoensurethatthe framework 
within which agencies operate is one which will enable them to 
function with maximum effectiveness and efficiency. 

THE RIGHT FRAMEWORK 

11. The financial framework within which agencies operate is 
crucial to their success. Twelve agencies are operating as 
tradingfunds.Thisallowsthemtoexerciseconsiderableflexibility 
in the management of their own resources. 

Trading Funds 

Central Office of Information 
Chessington Computer Centre 
Companies House 
Defence Research Agency 
Fire Service College 
HMSO 
HM Land Registry 
Medicines Control Agency 
Patent Office 
Royal Mint 
The Buying Agency 
Vehicle Inspectorate 

12. All agencies, whether trading funds or not, are required to 
publish commercial-style accounts on an accruals basis, at the 
latest within two years of launch. Accruals-based accounting has 
helped agencies to use resources better and to undertake more 
effective business planning and the Government has now decided 
that this approach should be extended to all departments by April 
1998. 

13. Agencies have also led the way in developing pay and 
grading arrangements tailored to their specific needs which 
enable them to improve value for money from their paybill. By 1 
April 1994, 21 agencies, and the two revenue departments, 
altogether employing about 60% of the Home Civil Service, had 
taken delegated responsibility for their own pay and pay-related 
conditions of service. The Government has proposed to extend 
this policy so that by April 1996 responsibility for pay and grading 
of staff below senior levels will be delegated to all departments 
and agencies. 
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THE TROSA REPORT 

14. On 1 March, OPSS published the report on relationships 
between agencies and departments ■ The Next Steps: Moving 
On - by Sylvie Trosa, a French civil servant on secondment to 
OPSS. The recommendations being carried forward include 
strengthening the arrangements for strategic monitoring of 
agencies by departments, including the arrangements for ensuring 
that Ministers can have independent advice on the level of 
performance they should expect from their agencies. During the 
coming year OPSS and Treasury will undertake further work on 
target setting for agencies in the light of the Trosa report 
recommendations and taking account of examples of best practice 
in the development of unit costs and productivity measures. 

A FLEXIBLE APPROACH 

15. It has alv/ays been a feature of the Next Steps programme 
that an agency should be set up only after a thorough review has 
concluded thattheactivityconcernedisnecessaryandappropriate 
to Government and that creating an agency is, at present, the 
most cost-effective way of carrying it out. Before an agency is 
launched, and at intervals thereafter, a number of questions - 
known as 'prior options’ - will be asked. 

16. In a changing environment it is possible that the work of an 
organisation - or at least some aspects of its work - may outlive 
their usefulness. The first question is therefore whether an 
activity needs to continue at all. If the activity must be carried out, 
the question then arises whether the Government has to be 
responsible for it or whether it can be privatised and left to the 
market. Where the Government needs to remain responsible for 
an activity, does the Government have to carry out the task itself, 
or can it buy it in from one or more outside providers? The 
Government may decide as a matter of policy strategically to 
contract out the provision of a service or the service may be 
markettestedwithcivilservantscompetingwith outside suppliers 
to determine which method of provision provides best long-term 
value for money. The scope for contracting out/market testing is 
addressed in each agency review. Finally, where the job must be 
carried out within Government, is the organisation properly 
structured and focused on the job to be done? 

17. Some agencies have been launched with the expectation 
that they will be transferred to the private sector in due course. 
An example is DVOIT which was sold by trade sale to EDS. 
Decisions have been announced to transfer to the private sector 
the Transport Research Laboratory, the National Engineering 
Laboratory and the Laboratory of the Government Chemist. 

18. Initial reviewsofagencycandidatesandperiodicreviewsof 
established agencies also address the scope for rationalisation 
betv/een agencies and between agencies and other organisations. 

Following such a review, Warren Spring Laboratory was merged 
with AEA Technology to create a new National Environmental 
Technology Centre. 

19. Prior options reviews are rigorous and consider the whole 
range of available options. To enable all those with an interest in 
the agency and its work to contribute to the discussion of its 
future organisation and status, agency reviews are now announced 
to Parliament and listed in the Market Testing Bulletin. Annex B 
shows the position reached in the reviews of individual agencies. 

20. While the prior options process must be rigorous, it is also 
important that, when the process has been completed and 
agency status decided on or confirmed, the agency should have 
a reasonable period of stability in which to concentrate on 
improving performance. 'The Civil Service: Continuity and Change’ 
therefore announced that in future there will normally be a five- 
year period between reviews after an agency is created. 

PARTNERSHIP WITH THE PRIVATE SECTOR 

21. In addition to the outsourcing of tasks, agencies are 
collaborating with organisations in the private sector in a variety 
of ways. For example, the Building Research Establishment, in 
partnership with industry interests, has launched theConstruction 
Quality Forum, the Heritage Support Service and two new versions 
of BREEAM (the BRE Environmental Assessment Method). The 
QEII Conference Centre, in partnership with four other major 
conference venues in the capital (two in the private sector), has 
formed 'Congress London’, which aims to raise the profile of 
London as a major international convention destination. The 
Central Veterinary Laboratory has signed licensing agreements 
with a number of commercial companies to incorporate CVL 
know-how into their products and services and has found 
commercial partners for the research and development of new 
vaccines and diagnostic kits. 

LOOKING AHEAD 

22. A priority over the next two years will be the completion of 
the programme of agency creation. Since last year’s Review, the 
Ministry of Defence has completed its Defence Costs Study, 
which confirmed that the establishment of agencies to deliver 
many defence support services will be an essential part of the 
'Front Line First’ programme. Including these MoD functions, 
there are some 64 agency candidates, listed at Annex D which are 
expected to be launched as agencies. It is the Government’s 
intention that most candidates should be up and running as 
agencies by mid-1995. Because of its scale, the MoD programme 
will not be completed by then. In Northern Ireland, the Next Steps 
programme started later, and the aim is to complete the 
programme during 1996. Thechartat Annex Eshowsa breakdown 
of Civil Service functions between agencies, agency candidates 
and others. 

IV 
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23. Over the last six years the Next Steps initiative has 
fundamentally altered the way in which the Civil Service is 
managed. The work to complete the agency creation programme 
will be pushed ahead as a key part of the programme of reform 
outlined in 'The Civil Service: Continuity and Change’. The White 
Paper also stated that there are substantial benefits to be gained 
by extending throughout the Civil Service many of the principles 
of Next Steps, including maximum clarity about objectives and 
targets, delegation of management responsibility and a clear 
focus on outputs and outcomes. The Government does not, 
however,envisageextendingtheformalestablishment of agencies 
into areas of the Civil Service primarily concerned with policy. In 
carrying out reviews of their senior organisation and staffing 
departments will be looking for structures which reflect these 
principles. This approach will build on the success of agencies. It 
will lead to a more flexible and cost-effective Civil Service, well- 
equipped to meet the challenges of the future in providing 
support for Ministers on policy matters and in the management 
of public services which meet the needs of their users. 

For further information about the Next Steps programme please 
contact the Next Steps Team, Cabinet Office, (OPSS), Horse 
Guards Road, London, SWIP SAL. 
Telephone 071-270-6286. 
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ANNEX A: PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

Key targets are set annually by Ministers. They are tailored specifically in each case and the categorisation of key targets given below 
is therefore approximate. It is for Ministers to decide which types of target they wish to set. 

More detailed information can be found in the individual entries in this Review. 

KEY 

C = target covers more than one year* 
- = no target set in this category 
* = not yet audited* 

AGENa QUALITY TARGETS 

Set Achieved 

FINANCIAL TARGETS 

Set Achieved 

EFFICIENa TARGETS 

Set Achieved 

THROUGHPUT TARGETS 

Set Achieved 

Accounts Services Agency 
ADAS 
Army Base Repair Organisation 
Building Research Establishment 
Cadw: Welsh Historic Monuments 
Central Office of Information 
Central Science Laboratory 
Cential Statistical Office 
Central Veterinary Laboratory 
Chemical and Biological 

Defence Establishment 
Chessington Computer Centre 
Civil Service College 
Companies House 
Compensation Agency 
Defence Accounts Agency 
Defence Analytical Services Agency 
Defence Animal Centre 
Defence Operational Analysis Centre 
Defence Postal and Courier Services 
Defence Research Agency 
Driver and Vehicle Licensing Agency 
Driver and Vehicle Licensing (NI) 
Driver and Vehicle Testing Agency 
Driving Standards Agency 
Duke of York’s Royal Military School 
Employment Service 
Fire Service College 
Forensic Science Service 
Government Property Lawyers 
Historic Royal Palaces Agency 
Historic Scotland 
HM Customs and Excise 
HM Land Registry 

4 3 
1 1 

1 1 

2 2 

2 2 
30 24 
2 1 

3 2 
2 2 
1 1 

3 3 
1 1 

4 4 
2 1 
1 1 
2 2 
2 T+IC 
9 8 
11 9 
6 4 
5 3 
6 3+lC 
2 1 
4 4 
1 1 

2 2 
3 3 

7 5 
4 4 

2 2 

1 1 

1 1 

3 2 
3 2 
1 1 

1 1 

2 2 

1 1 

1 1 

2 2 

2 2 

1 1 

1 1 

2 2 

3 2 
1 1 

2 1 

1 1 

1 1 

1 1 
3 3 

3 0 
1 0 
1 1 

2 1 
1 1 
2 2 
3 2+lC 

1 1 
2 2 

3 3 
1 1 
1 1 

1 1 
2 1 
1 1 

2 2 

3 3 
1 1 

1 C 
1 1 
2 2 

2 2 

2 2 
2 2 
1 1 

2 2 
5 5 
1 1 
1 1 
2 2 
4 2 
3 3 
1 1 

1 0 
1 C 
1 1 

1 1 
5 3 
1 C 

1 1 

1 0 

4 3 

1 1 

2 1 

3 3 
2 0 

9 9 
1 0 

1 1 

2 2 

1 1 

1 1 

2 2 

9 8 
2 2 

1 0 
2 2 
1 1 

5 5 
1 1 

1 1 
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AGENCY QUALITY TARGETS FINANCIAL TARGETS EFFICIENa TARGETS THROUGHPUT TARGETS 

Set Achieved Set Achieved Set Achieved Set Achieved 

HM Prison Service 
HMSO 
Hydrographic Office 
Inland Revenue 
Insolvency Service 
Intervention Board 
Laboratory of the Government Chemist 
Maintenance Group Defence Agency 
Medicines Control Agency 
Meteorological Office 
Military Survey 
National Physical Laboratory 
National Weights and Measures 

Laboratory 
Natural Resources Institute 
Naval Aircraft Repair Organisation 
NEL 
NHS Estates 
NHS Pensions Agency 
Northern Ireland Child 
Support Agency 
Occupational Health Service 
Ordnance Survey 
Ordnance Survey of Northern Ireland 
Patent Office 
PAYMASTER 
Pesticides Safety Directorate 
Planning Inspectorate 
Public Record Office 
Queen Elizabeth II Conference Centre 
Queen Victoria School 
Radiocommunications Agency 
Rate Collection Agency (NI) 
Recruitment and Assessment Services 

Agency 

7 5+lC 
2 1 

1 1 

6 2 

2 2 
2 2 
3 3 
6 4 

6 6 

2 1+lC 

3 2 

1 1 
4 2+lC 
3 2C 
9 6 

4 2 
3 3 
2 2 

1 1 

2 2 

3 2 
3 2 

4 3 

2 2 

2 1 

1 1 
1 1 

1 0 

1 0 

3 3 
1 1 
2 2 
2 2 

3 3 
1 1 

3 1+lC 

1 1 

2 1 

1 1 

1 1 
4 4 

2 1 
1 1 

1 1 
1 1 

1 1 

1 1 
2 2 

5 2 
2 1 

2 2 

1 1 

6 4 

2 2 
2 1 
2 2 

2 2 
2 2 
2 2 
1 1 

1 1 

2 1-flC 

1 1 

1 0 
1 0 

1 1 
3 2+1C 
1 1 

1 0 

2 2 

1 1 
5 4+lC 
2 2 
1 1 
1 1 

1 1 

5 5 
1 1 
2 1 
1 0 

2 2 

8 8 

1 1 

11 7 

8 5 
1 1 

6 4 

3 1 
1 1 

1 0 

1 0 

2 2 
2 2 

4 3 
1 0 

2 2 

2 2 
2 ] 

9 8 
2 2 

1 1 
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AGENa QUALITY TARGETS 

Set Achieved 

FINANCIAL TARGETS 

Set Achieved 

EFFICIENCY TARGETS 

Set Achieved 

THROUGHPUT TARGETS 

Set Achieved 

Registers of Scotland 
Royal Mint 
Royal Parks Agency 
Scottish Agricultural Science Agency 
Scottish Fisheries Protection Agency 
Scottish Office Pensions Agency 
Scottish Prison Service 
Scottish Record Office 
Security Facilities Executive 
Service Children’s 

Schools (North West Europe) 
Social Security Agency (NI) 
Social Security Benefits Agency 
Social Security Child Support Agency 
Social Security Contributions Agency 
Social Security Information 

Technology Services Agency 
Social Security Resettlement Agency 
Teachers’ Pensions Agency 
The Buying Agency 
Training & Employment Agency (NI) 
Transport Research Laboratory 
UK Passport Agency 
Valuation and Lands Agency 
Valuation Office 
Vehicle Certification Agency 
Vehicle Inspectorate 
Veterinary Medicines Directorate 
Wilton Park 

4 4 
3 2 
1 1 

6 6 
3 3 
2 1 

1 1 

3 3 
21 12 
6 3 
1 0 
1 1 

2 2 
2 2 
? 2 
2 1 

6 2+4C 
1 1 
2 2 
3 2 
3 2 
1 1 
4 3 

1 0 

1 1 
2 1 

2 2 

1 1 

1 1 

1 1 

1 0 

3 2 

3 2 
5 4 
2 1 

3 3 

2 2 

1 1 

1 1 

2 1 

1 1 

1 1 
1 1 

1 1 

1 1 

1 1 

3 2 
2 1 

3 
1 

6 

1 
6 

1 
1 

1 
5 
1 

3 
1 

4 
1 
5 
0 
1 

1 
5 
1 

1 
0 
1 

1 

1 

3 

2 

1 

1 
1. 

1 

1 

1 
0 
1 

0 

1 
3 

2 

1 
1 
1 

1 
0 

4 
1 

14 
1 

7 

8 

4 
2 

1 

4 
1 

11 

0 

6 

8 

4 
2 

3 
4 
4 
2 

2 

1 

2 
2 
4 
1 

1 

1 

TOTALS 275 214 137 109 147 127 186 150 

' Key targets which have not been audited or which are continuing have been excluded from the Set/Achieved totals. 
* For reporting purposes, where a key target contains two or more distinct elements, it has been shown here as two or more targets. 

VIII 
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ANNEX B: PROGRESS IN COMPLETING REVIEWS 

Each Department is responsible, on behalf of its Minister(s), for conducting a review of the performance and operation of its Agencies. 
Following publication of the Civil Service White Paper 'The Civil Service: Continuity and Change’, this will normally be at five yearly intervals 
(this also applies to HM Customs and Excise Executive Units and Inland Revenue Executive Offices). Each review covers three elements: 

• an evaluation of the arrangements under which the Agency operates as set out in the Framework Document and of the Agency’s 
performance: 

• a reconsideration of the prior options that were first examined when the Agency was launched, ie the options of abolition, 
privatisation, and contracting out the whole of the Agency’s function; and, assuming that Ministers agree that Agency status 
remains appropriate 

• a revision of the Framework Document to reflect the Agency’s agreed objectives and managerial arrangements and any increased 
flexibilities. 

The table below shows progress in (ompleting reviews. All three elements must be (ompleted before a review con be regarded as finalised. 

AGENCY (LAUNCH DATE) 

Accounts Services Agency^ (1.10.91) 

COMPLETED UNDERWAY DUE TO AGENCY LAUNCHED 
BY 1/11/1994 ATI/11/1994 COMMENCE IN 1994/REVIEW NOT 

BY 1/11/1995 APPROPRIATE 

ADAS^ (1.4.92) 
Army Base Repair Organisation (1.4.93) 
Building Research Establishment (2.4.90) 
Cadw: Welsh Historic Monuments (2.4.91) 
Central Office of Information (5.4.90) 
Central Science Laboratory (23.4.94) 
Central Statistical Office (19.11.91) 
Central Veterinary Laboratory (2.4.90) 
Chemical and Biological Defence Establishment (1.4.91) 
Chessington Computer Centre^ (1.4.93) 
Civil Service College (6.6.89) 
COASTGUARD (1.4.94) 
Companies House (3.10.88) 
Compensation Agency (1.4.92) 
Defence Accounts Agency (1.4.91) 
Defence Analytical Services Agency (1.7.92) 
Defence Animal Centre (1.6.93) 
Defence Clothing 8t Textiles Agency (22.11.94) 
Defence Operational Analysis Centre (1.7.92) 
Defence Postal and Courier Services (1.7.92) 
Defence Research Agency (2.4.91) 
Dispposal Sales Agency (1.10.94) 
Driver and Vehicle Licensing Agency (2.4.90) 
Driver and Vehicle Licensing NI (2.8.93) 
Driver and Vehicle Testing Agency (1.4.92) 
Driving Standards Agency (2.4.90) 
Duke of York’s Royal Military School (1.4.92) 
Employment Service (2.4.90) 
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AGENa (LAUNCH DATE) 

Fire Service College (1.4.92) 

COMPLETED UNDERWAY DUE TO AGENCY LAUNCHED 
BYl/11/1994 AT 1/11/1994 COMMENCE IN 1994/REVIEW NOT 

BY 1/11/1995 APPROPRIATE 

Forensic Science Service (1.4.91) 

Government Property Lawyers (1.4.93) 

Highways Agency (1.4.94) 

Historic Royal Palaces Agency (1.10.89) 

Historic Scotland (2.4.91) 

HM Customs & Excise^ (1.4.91) 

HM Land Registry (2.7.90) 

HM Prison Service (1.4.93) 

HMSO (14.12.88) 

Hydrographic Office (6.4.90) 

Inland Revenue (1.4.92) 

Insolvency Service (21.3.90) 

Intervention Board (2.4.90) 

Laboratory of the Government Chemist^ (30.10.89) 

Logistic Information Systems Agency (21.11.94) 

Maintenance Group Defence Agency (2.4.91) 

Marine Safety Agency (1.4.94) 

Medical Devices Agency (27.9.94) 

Medicines Control Agency (11.7.91) 

Meteorological Office (2.4.90) 

Military Survey (2.4.91) 

National Physical Laboratory *(3.7.90) 

National Weights and Measures Laboratory* (18.4.89) 

Natural Resources Institute (2.4.90) 

Naval Aircraft Repair Organisation (1.4.92) 

NEL* (5.10.90) 

NHS Estates (1.4.91) 

NHS Pensions Agency (20.11.92) 

Northern Ireland Child Support Agency (5.4.93) 

Occupational Health Service (2.4.90) 

Ordnance Survey (1.5.90) 

Ordnance Survey of Northern Ireland (1.4.92) 

Patent Office (1.3.90) 

PAYMASTER (1.4.93) 

Pesticides Safety Directorate (1.4.93) 

Planning Inspectorate (1.4.92) 

Public Record Office (1.4.92) 

Public Trust Office (1.7.94) 

Queen Elizabeth II Conference Centre (6.7.89) 

Queen Victoria School (1.4.92) 

Radiocommunications Agency (2.4.90) 

X 
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AOZNCY (LAUNCH DATE) 

RAF Signals Enginnering Establishment (22.11.94) 

COMPLETED UNDERWAY DUE TO AGENa LAUNCHED 
BY 1/11/1994 AT 1/11/1994 COMMENCE IN 1994/REVIEW NOT 

BY 1/11/1995 APPROPRIATE 

✓ 

RAF Training Group Defence Agency (1.4.94) 

Rate Collection Agency (NI) (14.91) 

Recruitment and Assessment Services Agency (2.4.91) 

Registers of Scotland (6.4.90) 

Royal Mint (2.4.90) 

Royal Parks Agency (1.4.93) 

Scottish Agricultural Science Agency (1.4.92) 

Scottish Fisheries Protection Agency (12.4.91) 

Scottish Office Pensions Agency (1.4.93) 

Scottish Prison Service (1.4.93) 

Scottish Record Office (1.4.93) 

Security Facilities Executive (15.10.93) 

Service Children’s Schools (North West Europe) (24.4.91) 

Social Security Agency (NI) (1.7.91) 

Social Security Benefits Agency (2.4.91) 

Social Security Child Support Agency (5.4.93) 

Social Security Contributions Agency (2.4.91) 

Social Security Information Technology Services Agency (2.4.90) 

Social Security Resettlement Agency (24.5.89) 

Social Security War Pensions Agency (13.4.94) 

Student Awards Agency for Scotland (5.4.94) 

Teachers’ Pensions Agency (1.4.92) 

The Buying Agency (31.10.91) 

Training and Employment Agency (NI) (2.4.90) 

Transport Research Laboratory^ (2.4.92) 

UK Passport Agency (2.4.91) 

Valuation and Lands Agency (1.4.93) 

Valuation Office (30.9.91) 

Vehicle Certification Agency (2.4.90) 

Vehicle Inspectorate (1.8.88) 

Veterinary Medicines Directorate (2.4.90) 

Wilton Park (1.9.91) 

1 

2 

3 
4 

5 

6 

7 

The Minister for Energy announced on 11 February 1994 that the Accounts Services Agency should be moved into the private sector by competitive 
tendering of the services controct. 
On 24 October 1994 the Minister of Agriculture, Fisheries ond Food announced the Government's intention to privatise ADAS. The expectation 
is thot the privotised body will include the whole of the commerciol consultoncy ond reseorch and development arms and some other work. 
Chessington's future commercial stotus is under consideration ond o decision is expected in Spring 1995. 
Most Executive Units are currently being reviewed. More will be reviewed next yeor. The Management and Consultancy Service Unit wos launched 
in July 1993. 
The President of the Boord of Trade onnounced on 14 April 1994 that the Loboratory of the Government Chemist should be estoblished as an 
independent non-profit distributing company in the privote sector; o trade purchoser would be sought for NEL in the Summer of 1995; ond proposals 
would be invited for o management contractor of the National Physicol loboratory during 1995. 
On 21 July 1994 the President of the Boord of Trade onnounced that the Notional Weights and Meosures Loboratory would remoin o Next Steps 
Agency. 
The Secretory of State for Transport onnounced on 30 Morch 1994 thot the Transport Research laboratory is to be privatised during 1995-96. 
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ANNEX C: ESTABLISHED AGENCIES 

Accounts Services Agency 

ADAS 

Army Base Repair Organisation^ 

Building Research Fstablishment 

Cadw: Welsh Historic Monuments 

Central Office of Information^ 

Central Science Laboratory 

Central Statistical Office 

Central Veterinary Laboratory 

Chemical and Biological Defence Establishment^ 

Chessington Computer Centre’ 

Civil Service College 

COASTGUARD 

Companies House’ 

Compensation Agency^ 

Defence Accounts Agency 

Defence Analytical Services Agency 

Defence Animal Centre^ 

Defence Clothing and Textiles Agency^ 

Defence Operational Analysis Centre^ 

Defence Postal and Courier Services^ 

Defence Research Agency^’ 

Disposal Sales Agency 

Driver and Vehicle Licensing Agency 

Driver and Vehicle Licensing Northern Ireland^ 

Driver and Vehicle Testing Agency^ 

Driving Standards Agency 

Duke of York’s Royal Military SchooP 

Employment Service 

Fire Service College’ 

Forensic Science Service 

Government Property Lawyers 

Highways Agency 

Historic Royal Palaces Agency 

Historic Scotland 

HM Land Registry’ 

HM Prison Service 

HMSO’ 

Hydrographic Office" 

Insolvency Service 

Intervention Board 

Laboratory of the Government Chemist 

Staff’ 

Logistic Information Systems Agency^ 400 

Maintenance Group Defence Agency^ 9,245 

Marine Safety Agency 380 

Medical Devices Agency 170 

Medicines Control Agency’ 390 

Meteorological Office 2,400 

Military Survey 1,135 

National Physical Laboratory 700 

National Weights and Measures Laboratory 45 

Natural Resources Institute 410 

Naval Aircraft Repair Organisation^ 1,550 

NEL 285 

NHS Estates 100 

NHS Pensions Agency 530 

Northern Ireland Child Support Agency^’^ 685 

Occupational Health Service 115 

Ordnance Survey 2,110 

Ordnance Survey of Northern Ireland’ 200 

Patent Office’ 950 

PAYMASTER 770 

Pesticides Safety Directorate PO 

Planning Inspectorate 600 

Public Record Office 450 

Public Trust Office 585 

Queen Elizabeth II Conference Centre 65 

Queen Victoria School 65 

Radiocommunications Agency 530 
RAF Signals Engineering Establishment 1,560 

RAF Training Group Defence Agency^ 8,920 

Rate Collection Agency^ 265 

Recruitment and Assessment Services Agency 140 

Registers of Scotland 1,190 

Royal Mint’ 955 

Royal Parks Agency 250 

Scottish Agricultural Science Agency 140 

Scottish Fisheries Protection Agency 250 

Scottish Office Pensions Agency 175 

Scottish Prison Service 4,500 

Scottish Record Office 115 

Security Facilities Executive 1,050 

Service Children’s Schools (North West Europe)* 870 

Social Security Agency (Northern Ireland)’ 5,090 

Staff’ 

90 

2,165 

3,705 

690 

230 

510 

700 

1,260 

635 

625 

405 

250 

545 

970 

155 

1,990 

120 

220 

445 

190 

505 

9,270 

90 

4,100 

225 

240 

1,820 

95 

43,610 

260 

650 

125 

2,300 

460 

635 

8,645 

38,005 

2,990 

835 

1,600 

915 

300 
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Social Security Benefits Agency 65,380 

Social Security Child Support Agency' 5,000 

Social Security Contributions Agency 9,880 

Social Security Information Technology 
Services Agency 4,600 

Social Security Resettlement Agency 200 

Social Security War Pensions Agency 1,780 

Student Awards Agency for Scotland 140 

Teachers’ Pensions Agency 330 

The Buying Agency^ 95 

Training 8t Employment Agency (Northern Ireland)^ 1,325 

Transport Research Laboratory 520 

United Kingdom Passport Agency 1,350 

Valuation and Lands Agency^ 320 

Valuation Office 4,905 

Vehicle Certification Agency 75 

Vehicle Inspectorate^ 1,580 

Veterinary Medicines Directorate 90 

Wilton Park 30 

102 in number TOTAL AGENCY STAFF 281,680 

TOTAL CIVIL SERVANTS 268,215 

HM Customs and Excise® (30 Executive Units) 25,170 

Inland Revenue® (29 Executive Offices) 59,785 

TOTAL CIVIL SERVANTS WORKING ON 
NEXT STEPS LINES 353,170 

1 April 1994 figures for Civil Servants. Casuals are excluded. 
2 Figures include military personnel. 
.3 Trading Fund. 
4 Northern Ireland Civil Service. 
5 When fully operative, it is estimated that staff in post will I'iimber 850. 
6 Excludes 1,284 locally engaged staff in Service Children's Schools 

(North West Europe). 
7 OSS estimate the Agency will ultimately have around 5,000 staff. 
8 Departments operating fully on 'Next Steps' lines. Staffing figure for 

Inland Revenue excludes the Valuation Office which is a free standing 
agency. 
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ANNEX D; AGENCY CANDIDATES 

Department Staff* 

CONFIRMED AGENCY CANDIDATES 

Army Base Storage and Distribution Agency' 
Court Service 
Defence Transport Movements Executive' 
Forensic Science Laboratory 
Forest Enterprise' 
MoD Police' 
National Meat Hygiene Service 
Public Records Office 
RN Training and Recruitment' 
Prison Service 
Scottish Court Service 

Water Executive 

Defence 6,525 
Lord Chancellor’s 10,750 
Defence 240 
NIO 140 
Forestry Commission 3,395 
Defence 4,580 
Agriculture 1,300^ 
NICS 90 
Defence 5,415 
NIO 3,710 
Scottish Courts 1,020 
Administration 

NICS 2,430 

AGENCY CANDIDATES UNDER CONSIDERATION 

Army Engineer Services' 
Army Pay and Personnel Management' 
Army Procurement and Provisioning ' 
Army Recruiting' 
Army Technical Support Authority' 
Army Training' 
Business Development Services 
Civil Service Superannuation and HPSS Superannuation 
Crown Prosecution Service^ 
Defence Central Services 
Defence Codification Authority 
Defence Communication Service' 
Defence Estates Organisation' 
Defence Medical Services 
Department for National Savings^ 
Departmental Information Systems Units 
Environment Services 
Estate Services Directorate 
Fisheries Research Services 
Fleet Maintenance and Repair Organisation' 
Fuel Procurement Branch 
Health and Safety 
Health Service Information Systems 
Highways Directorate 
Industrial Research and Technology Unit 
Insolvency Service 
Land/Deeds Registration 

Defence 
Defence 
Defence 
Defence 
Defence 
Defence 
NICS 
NICS 

Defence 
Defence 
Defence 
Defence 
Defence 

NICS 
NICS 
NICS 
Scottish Office 
Defence 
Environment 
NICS 
NICS 
Welsh Office 
NICS 
NICS 
NICS 

760 
2,165 

660 
1,025 
1,180 

18,255 
170 

70 
6,585 
1,220 

105 
875 

1,370 
5,240 
5,695 

400 
415 
135 
245 

2,115 
15 
60 

145 
165 
150 
60 

210 
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Department Staff! 

Marine Services (Naval) 

Naval Support^ (includes the Naval Bases and 
Supplies & Transport) 

Office of Population Censuses and Surveys^ 
Other Defence Training^ 
Personnel Vetting Agency^ 
Planning Service 
Pricing & Quality Service 
Property Holdings 
RAF Logistic Support Services^ 
RAF Pay and Personnel Management^ 
RAF Recruiting^ 
RAF Support Management Groups 
RN Pay and Personnel Management^ 
RN Platform & Equipment Support^ 
Roads Directorate 
Roads Services 
Science Service 
Serious Fraud Office^ 
Statistics, Census Office, GRO 
Telecommunications 
Trading Standards 
Treasury Solicitor’s Department^ 
Watercourse Management 
Works Service 
Youth Treatment Service 

Defence 1,800 

Defence 14,735 

1,985 
Defence 2,580 
Defence 470 
NICS 415 
Defence 1,180 
Environment 445 
Defence 1,525 
Defence 915 
Defence 740 
Defence 1,970 
Defence 495 
Defence 2,685 
Scottish Office 150 
NICS 2,575 
NICS 720 

140 
NICS no 
NICS no 
NICS 55 

390 
NICS 545 
NICS 785 
Health 235 

64 In number TOTAL STAFF 126,840 

TOTAL CIVIL SERVANTS 93,575 

1 April 1994 figures for Civil Servants. Casuals are excluded. 
2 Figures include military personnel. 
3 Forest Enterprise is staffed by Forestry Commission civil servants. 
4 Estimated to require 1,300 staff, drawn from a variety of sources. 
5 Independent Government Departments. 
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ANNEX E: BREAKDOWN OF CIVIL SERVICE FUNCTIONS 

HOME CIVIL SERVICE, NORTHERN IRELAND CIVIL SERVICE 
AND FORESTRY COMMISSION 

(April 1994 slaHing figures) 
Total: 568,405 

Centres of Departments (10%) 

Other Executive Functions (11%) 1 

Confirmed Agency Condidotes (6%) 

Agency Condidotes Under Considerotion (11%) — 

* tndudes tnlond Revenue and HM Customs and Excise 
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/ ACCOUNTS SERVICES 
/ AGENCY 

ACCOUNTS SERVICES AGENCY 
PO Box 100, Caerleon House, Cleppo Pork, Newport, Gwent, NPl 9YG 

Tel: 0633652332 Fox: 0633 652288 

Chief Executive: Michael Hoddinott 

ACCOUNTS SERVICES AGENQ (ASA), launched in October 1991, 
provides a full range of high quality financial and management 
accounting services to its parent Department - the Department of 
Trade and Industry (DTI) - and to other Government Departments 
and Agencies. The Agency employs 100 staff at its Newport base 
and its turnover in 1993-94 was £3.5m. 

1993-94 was another successful year for the Agency in terms of 
meeting formal targets set by DTI Minsters, fulfilling service 
commitmentstocustomers,obtainingnewbusinessandinproduct 
development. ASA met or exceeded all but one of its key targets. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Recover full economic costs: adiieved. The Agency made 
a small surplus of £64,000 against its break even target. 

• Net cash requirement in Vote terms of £90,000 or less: 
achimd - nil cash requirement. 

• 4.8% efficiency improvement: achieved 11.0%. 

• 97% of all payments made within 3 working days of 
receipt: achieved. 

• Bank all cheques within 36 hours of receipt, 75% to be 
banked within 8 hours: achieved. 

• Record all previous month’s transactions on database 
within 5 working days: achieved. 

• Produce and distribute all operating statements within 6 
working days: not achieved. One day late in November 
when ASA failed to react quickly enough when a supplier 
did not provide a complete set of operating statements for 
ASA to distribute. Achieved in other months. 

These achievements were made against a background in which 
DTI decided in September 1993 to bring forward the prior options 
review of the Agency and announced in February 1994 its 
conclusion that ASA should be moved into the private sector by 
competitive tendering of the service contract. The Department 
has received 3 bids and expects the new contract to be awarded 
by the end of the current financial year. 

In traditional service areas, ASA handled over £8.7bn of payments 
and £3.3bn of receipts, controlled and managed 64 bank accounts 
on behalf of customers and 750 suspense accounts and helped 
customers to recover £22m of VAT receipts. Appropriation 
Accounts were prepared for 14 Votes and ASA managed 
customers’ asset registers for some 33,000 assets with a value 
of some £40m. DTI’s well established financial management 
information system (FINMIS) continued to be provided to over 
2,000 cost centre managers with on-line access to over 1,000 
terminals. 

New business included providing and operating an integrated 
Vote and accruals accounting systemfor the Office of the National 
Lottery (OFLOT); installing a similar system for the Insolvency 
Service: introducing a computerised time recording system to 
DTI’s Solicitors Office; and introducing and managing an on-line 
personnel system for the Department of National Heritage to 
supplement the financial and management accounting services 
already provided to them. 

Although ASA does not provide services directly to the general 
public, it adopts Citizen's Charter principles in dealing with its 
internal customers. There are formal agreements setting out 
agreed levels of service with provision for regular reporting on 
performance and any complaints. 

ASA's Annual Report and Accounts are available from the Agency. 

However, the Agency's Corporate and Business Plans are not published 

for reasons of commercial confidentiality. 

KEY TARCETS 1994^95 
• recover full economic costs 

• NIL net cash requirement in Vote terms 

• 4% eNiciency improvement. At least 2% by 30 September 
1994 

• 97% of all payments made within 3 working days of receipt 

• bank all cheques within 36 hours of receipt, 75% of them to 
be banked within 8 hours of receipt 

• record all previous month's transactions on database within 
5 working days 

• produce and distribute all operating statements within 6 
working days 

1 
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ADAS 
Oxlord Spires Business Park, The Boulevard, Kidlington, Oxon 0X51NZ 

Tel: 0865B42742 Fox: 0865 845055 

Chief Executive: Dr Julia Walsh 
ADA.S 

POOD. FARMINO. LAND A LEISURE 

ADAS, launched as an Agency of the Ministry of Agriculture, 
Fisheries and Food (MAFF) and Welsh Office in April 1992, is now 
one of the largest consultancy businesses in Britain with 2,300 
staff and a turnover of around £90m. One third of its revenue was 
derived from the private sector in 1993-94. The Agency provides 
a range of consultancy, R&D and information services to clients 
which include government and local authorities, and the 
agricultural, land and food industries. 

The future challenges for ADAS are encapsulated in this Mission 
Statement: "To be the leading consultancy to land-based 
industries in the UK, working with our customers through the 
provision of quality services for the benefit of their business''. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

Target Achieved 

•Cost recovery: charged advice 52% 53% 

• Reduction in cost per direct hour 2% 5% 

•Reduction in debtor days 3% 10% 

•R&D project milestones achieved 90% 98% 

•Improve customer satisfaction: athieved. Statement 
of commitment to customer response established. 

As a customer driven service organisation ADAS draws extensively 
on opportunities for cost effective outsourcing of non-core 
activities, for example to meet printing, publicity and IT systems 
servicing needs. Collaboration and sub-contracting are also 
employed where specialised skills are required for specific 
customer projects and are not available in-house, or where it is 
necessary to supplement internal resources at times of peak 
customer activity. The scope for further market testing is expected 
to be limited, but opportunities continue to be assessed in terms 
of commercial advantage. ADAS has successfully bid for several 
projects put out to competitive market testing by other 
organisations. 

In line with Citizen's Charter principles, ADAS has established a 
statement of commitment to customer response that sets out the 
processes for responding to enquiries and complaints. Work is 
in progress on linking these processes to the ADAS Total Quality 
Management programme and to the regular programme of 
customer satisfaction surveys and internal appraisal of staff 
performance and development. ADAS faces competition in all 
sectors. To remain competitive, service standards are constantly 
evolving to meet the best expectations of customers in each 
sector. 

ADAS is engaged in extensive contract research and development 
activities for clients from MAFF, other Departments, levy funded 
organisations and the corporate sector and also on its own 
account. Although primarily driven by customer requirements, 
wherever feasible priority is given to research and development 

which addresses the longer term issues facing the UK Agriculture 
and Environment Industries. The knowledge learned from these 
activities is made available to staff engaged in consultancy work 
enabling them to transfer the technological benefits directly back 
to clients in those industries. 

In October 1994, MAFF announced the Government’s intention to 
privatise ADAS. The expectation is that the privatised body will 
include the whole of the commercial consultancy and commercial 
R&D arms and some other work. 

ADAS operates to an annual Business Plan and 5 year Corporate 
Plan, both of which are commercially sensitive and hence are produced 
as internal documents only. 

KerrARClTS 1994-95 
• recover 63% of costs for advisory services through charges 

to commercial customers; the remaining costs will be met by 
MAFF; to restructure operation in order to achieve this 
target; to reduce cost base to make it competitive in all 
markets 

• to achieve full cost recovery from all other work 

• to reduce the total cost per hour in contract delivery in real 
terms by 4% 

• to maintain average debtor days at or better than the best 
achieved in any previous year 

• to meet 90% of R&D prolect milestones 

• to continue to achieve customer satisfaction as measured by 
customer surveys 

2 
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ARMY BASi REPAIR ORGANISATION 
Monxton Road, Andover, Hants SP118HT 

Tel: 0264383186 Fax: 0264 383144 

Chief Executive: Brigadier Jim Drew 

^ • V 

The ARMY BASE REPAIR ORGANISATION (ABRO), launched in April 
1993, is an Agency of the Ministry of Defence responsible for the 
repair, refurbishment and modification of equipment in service 
with the Army. In 1993*94, the cost of ABRO’s operation amounted 
to £260m and, on average, 3,500 staff were employed. 

The service is delivered through a network of 9 strategically 
located workshops and 11 contract repair offices. 

The organisation aims to provide the Army’s front line soldiers 
with the best possible repair and refurbishment service, to 
enable them to perform their often difficult role with the maximum 
of confidence in their "battle winning" equipment. No less 
important is the aim to deliver this service in the most cost 
effective way. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• To complete the repair programme to plan: not athieved. 
In the course of the year ABRO workshops delivered a 
total of 2.63m hours, which represented 97% of the 
planned work. The shortfall was due to the non-availability 
or late arrivals of equipment against the programme and 
thecustomers’requirements to vary programme priorities 
in-year, in response to operational needs. 

• To conduct a customer survey of quality and to institute a 
system for measuring the timeliness of the Agency’s 
output and to set improving targets for both by 1 April 
1994: achieved. A comprehensive survey was undertaken 
with ABRO’s customers to establish the existing quality 
and timeliness of the service. Improved targets have been 
established from this survey. 

• To complete the market test of 18 Base Workshop by 1 
April 1994: achieved. Ministerial announcement of the 
successful in house bid was made on 15 March 1994. 

• To reduce by 5% the ratio of labour costs to hours of 
production by 1 April 1994: achieved. A 5.4% reduction 
was achieved. 

• To establish the value and the proportion of risk price 
contracts placed by the Agency by 1 October 1993 and set 
targets for increases in 1994-95 by 1 April 1994: achieved. 
In the year ending 31 March 1994,99% of the contracts 
by proportion and 93% by value were placed on a risk 
price basis, where the price is agreed at the outset of the 
contract, the risk for the contractor is that the estimate of 
costs is correct. The target for 1994-95 is for all contracts 
to be let on a risk price basis. 

• To operate a full cost accruals accounting system by 1 
April 1994: achieved. The Agency’s unaudited accounts for 
1993-94 were prepared using an interim full cost accruals 
accounting system. 

Although ABRO does not provide a service direct to the public, the 
organisation’s corporate strategy embraces the quality, choice, 
service standards and value for money themes of the Citizen's 
Charter programme in its services to the UK Armed Forces. A 
customer survey was conducted during 1993-94, which sought 
the opinions of ABRO’s major customers on the service provided 
to them. The results of the survey are being followed up by 
Quality Action Teams, which have been formed at all levels of the 
Agency, to promote Total Quality culture. The programme will be 
one of continuous improvement and in 1994-95 a further survey 
v/ill be conducted. 

Prominent an.ong the achievements of 1993-94 has been the 
successful market test of ABRO Bovington (formerly 18 Base 
Workshop, Bovington), which resulted in the contract being 
awarded to the in-house team. The remainder of the ABRO 
market testing programme is subject to review and revalidation 
following the Defence Costs Study. Value for money is also 
secured through a dual sourcing policy for work placed by the 
Agency. Work is placed in both the Agency's workshops and 
under contract with industry, this provides a basis for 
benchmarking and in-hose costs and ensures an element of 
competition which tends to drive down costs. 

Other significant achievements have been: 

• The closure of 23 Base Workshop in Germany and transfer of 
the work to the UK, without detriment to customer service; 

• 47% reduction in the throughput time for the overhaul of 
Challenger Main Battle Tanks is an example of the market 
testing process driving down costs and increasing efficiency: 
and 

• establishment of a base overhaul facility for the Warrior 
combat vehicle at the Donnington workshop. 

ABRO's Annual Report and Accounts for 1993-94 and Corporate Plan 

for 1994 con be obtained from the Agency. ABRO’s Business Plan is 

not made publicly available. 

KeYTARCerS 1994^95 
• to complete the repair programme to the plan as agreed on 

lAprin994 

• to implement an automated full cost accruals accounting 
system by 31 March 1995 

• within the overall total quality management (TQM) philosophy 
adopted by ABRO, to achieve ISO 9002 pre-assessment in 
the HO and all workshops by 31 March 1995 

• to complete the market test of ABRO services in the Eastern 
Districtby31 March 1995 (subject to review and revalidation 
following the outcome of the Defence Costs Study 
recommendations) 

• to reduce by 5% the 1993-94 ratio of labour costs to hours 
of production by 31 March 1995 
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BUILDING RESEARCH ESTABLISHMENT 
Garston, Watford, WD2 7JR 

Tel: 0923 664800 Fax 0923 664010 

Chief Executive: Roger Courtney 

The BUILDING RESEARCH ESTABLISHMENT (BRE) was launched as 
an Executive Agency of the Department of the Environment in 
April 1990. Its main role is to advise and carry out research for 
Government on technical aspects of buildings and other forms of 
construction, the prevention and control of fire and aspects of 
environmental protection. At the end of 1993-94 BRE had 725 
staff. Its receipts for 1993-94 were £41m, which covered its full 
economic costs. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Break even on Trading Account: ath'med. A surplus of 
£97,000 was generated. 

• £96,000 net contribution to Exchequer: achieved. 

• 9.2%‘net non-Exchequer income: no/orA/everf. Outcome 
was 7.2% but the associated cash target was exceeded. 
The percentage figure depends on the level of Government 
income and on the expenditures incurred in non-Exchequer 
work. Both were higher than expected. 

• Reduction in unit cost ratio for Research and Technical 
Consultancy: achieved. 

1 Figure revised from 10.9V, to 9,2% follov/ing negotiation and Ministerial agreement. 

The Department of the Environment’s new sponsorship policy for 
construction is bringing BRE’s work for Government and for 
industry closer together. In partnership with industry interests, 
the Agency launched the Construction Quality Forum, the Heritage 
Support Service and two new versions of BREEAM (the BRE 
Environmental Assessment Method). Senior BRE staff are also 
prominent in national initiatives such as Technology Foresight, 
reflecting BRE’s position as a principal contributor to the 
development of improved building technologies and processes. 
A recent consultant’s report commented on 'the key role of BRE 
staff who repeatedly emerge as intermediaries and nodes of 
communication’. 

The Large Building Test Facility at Cardington has been further 
developed, enabling researchers to carry out controlled tests on 
a whole building designed and built to current practice. The tests 
include subjecting elements within a building to elevated 
temperatures. The construction of a new burn hall for fire 
research at Garston will maintain the Establishment as a leading 
world centre in fire studies. The forthcoming move of the Fire 
Research Station from Borehamwood to Garston will greatly 
strengthen the technical links between fire expertise and BRE’s 
other disciplines. 

The Establishment has secured substantial research funding 
from the Commission for the European Union, including funds for 
two projects in the field of industrial materials and technologies 
under the BRITE/EURAM Programme. BRE will lead these 
projects, which have a value of almost Elm. The Establishment 
has been invited to manage the Construction Industry European 
Research Club. 

In the wider international field, BRE retains its high profile 
through participation in many CIB and RILEM groups and through 
membership of specialised networks. The Establishment also 
offers research training and experience to visiting scientists, one 
example being the week spent at the Fire Research Station by a 
team from Taiwan’s Ministry of the Interior. 

BRE’s Technical Consultancy Programme remained buoyant. 
Work undertaken included a study of energy efficient lighting in 
the commercial sector, rain penetration in post-war multi-storey 
dwellings and the development of insulated overcladding systems. 

Afurther IBgraduateorpost doctoral staff v/ere recruited during 
the year, strengthening the Agency’s technical resources. Client 
ratings of BRE’s output significantly improved. BRE adheres to 
Citizen's Charter principles in dealing with the public and industry. 
BRE is committed to courteous service from identified staff; 
efficient and prompt attention is given to enquiries; the Agency 
responds to views on standards of service; and a complaints 
procedure has been established. 

Most of BRE’s internal services are subject to a 3 year programme 
of mnrket testing, which is now in its second year. BRE market 
tests about one fifth of the value of its research and technical 
programme: expenditure with other research bodies, universities 
and consultants falls just short of £8m, with other external 
expenditure adding significantly to the sum spent on the basis of 
market considerations. 

The status of BRE within the public sector is being considered as 
part of the Government’s response to the Public Sector Research 
Establishment scrutiny. This work should be completed in the 
early part of 1995 following the completion of the consultation 
period provided for as part of the scrutiny process. 

The BRE Annual Review and Financial SlalemenI can be abtained 
directly from the Agency. Its Corporate and Business Plans contain 
commercially sensitive information and are not available to the 
public. 

mrARGBTS 199445 
• £920,000 net contribution to the Exchequer 

• income to cover fuii economic costs on a trading basis 

• gross non-Exchequer income of £3.6m 

• taking into account changes in BRE's charging poiicy, an 
improvement of 3% in the average daiiy cost of commissions 
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CADW: WEUH HISTORIC MOHUMENTS 
Brunei House, 2 Fitiolon Rood, CardiK CF21UY 

Tel: 0222 500200 Fox: 0222 500300 

Chief Executive: John Corr 

CADW: WELSH HISTORIC MONUMENTS, launched in April 1991, is 
an Executive Agency of the Welsh Office (WO). It has about 260 
staff and is responsible for carrying out the Secretary of State for 
Wales’ responsibilities for preservation, conservation and 
enjoyment of the built heritage of Wales, at an annual running 
cost of £5.02m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Complete 90% of approved maintenance programme 
during the year: not achieved. 84% of the programme 
completed. 

• Complete 20 resurvey lists and 60 scheduling entries: 
achieved. 22 resurvey lists and 77 scheduling entries 
completed. 

• Resolve 75% of statutory cases within target period: 
achieved. 

Listed Building Consent - 82% resolved within 28 day 
target; Scheduled Monuments Consent - 95% resolved 
within 90 day target; and Ad hoc listings- 78% completed 
within 120 day target. 

• Resolve 80% of grant applications within target period 
and pay 90% of certified grant claims within 5 weeks of 
receipt: achieved 

Historic Buildings grants: 84% resolved within 17 week 
target; Ancient Monuments grants: 94% resolved within 
6week target; and CivicInitiative(Heritage)GrantScheme: 
88% resolved within 10 weeks target; 

Historic Buildings and Civic Initiative grants: 100% paid 
within the target of 5 weeks following receipt; and Ancient 
Monuments grants: 97% paid within the target of 5 
weeks. 

• Maintain Cadw’s market share of the top 20 heritage sites 
in Wales at 63%: not achieved. Actual 61.5% 

• Increase average spend per visit from 175 pence in 1992- 
93 to 188 pence in 1993-94: achieved 195 pence. 

• Operate within budget: achieved. 

• Make 2% efficiency improvements against gross running 
costs: achieved. 

Monuments of exceptional national importance were acquired on 
behalf of the Secretary of State, with successful negotiations for 
StQuentin’sCastleandWiston Castle. Developmentprogrammes 
for two important ecclesiastical monuments in Clwyd - Rug 
Chapel and Hangar Church - were completed and opened to the 
public. 

The Agency launched its 'Makers of Wales’ campaign, an initiative 
aimed at facilitating understanding and appreciation of Welsh 
heritage, highlighting not only human achievements in built 
heritage but also interweaving the importance of landscape, 
cultural and social factors in forging Welsh identity. A programme 

of annual themes until 2000 is being prepared in conjunction with 
other Welsh organisations. Exhibitions entitled "Chieftains and 
Princes", and reflecting the 1994 theme, were planned for 
Caernarfon, Caerphilly and Oxwich Castles. 

In line with Citizen's Charter principles, the Agency continues to 
improve customer services and its own efficiency. Cadw’s Heritage 
Charter Statement, published in December 1993, describes the 
standard of service it aims to give the public and the procedures 
for complaint. A Visitor’s Charter is displayed at Cadw sites. 
Surveys of levels of satisfaction with all Cadw services are being 
undertaken. 

During the year, the Agency contributed to the Welsh Office’s 
market testing programme, through the test of support services. 

Ministers have accepted the recommendation contained in the 
prior options review that Cadv/ should continue as an Executive 
Agency for a further 5 years and its Framework Document is now 
being revised. Ministers have also accepted that there should be 
a greater emphasis on market testing and an increase in the 
involvement of the private sector in Cadw’s activities. 

The Cadw Annual Report is available from the Agency but the 
Agency's Corporate and Business Plans are not published because 
they contain commercially sensitive information. 

KEY TARGETS 1994-95 
• to complete 90% of the approved conservation maintenance 

programme 

• to complete 40 resurvey lists 

• to resolve 75% of ad hoc listing cases within 120 days 

• to complete 100 scheduling actions, of which at least 70% 
involve additional protection 

• to resolve 75% of Listed Building consent cases within 28 
days, and 90% of cases within 42 days 

• to resolve 75% of scheduled monument consent cases within 
28 days, and 90% of cases within 90 days 

• to resolve 80% of Historic Buildings grant applications 
within 17 weeks 

• to resolve 80% of Ancient Monument grant applications 
within 6 weeks 

• to pay 90% of properly presented claims for Historic Buildings 
and Ancient Monument grants within 4 weeks of receipt 

• to achieve a market share of 63% of the number of visitors 
to the top 20 heritage sites in Wales 

• to increase the average spend per visitor to 206 pence 

• to operate within allocated programme and running cost 
budgets 

• to achieve an efficiency saving of 2.0% on gross running 
costs 
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CENTRAL OFFICE OF INFORMATION 
Hercules Road, London SEI7DU 
Tel: 01712618409 Fox; 0171 6200612 
Chief Executive: Mike Devereou 

The CENTRAL OFFICE OF INFORMATION (COI) advises on and buys 
publicity services in all media for its clients in Departments and 
Agencies. It was launched as an Agency in April 1990 and since 
April 1991 has operated as a Trading Fund. COI is a Department 
in its own right and reports to the Chancellor of the Duchy of 
Lancaster. Currently 521 staff work in the Agency which last year 
had an income of £125.1m. In 1993-94 COI’s running costs were 
£19.9m. 

Over the years, the nature of COI’s role and the work it performs 
have changed and continue to evolve. COI’s clients range from 
major Departments, employing their own publicity staff, to small 
Departments and Agencies, relying heavily upon COI for specialist 
publicity services. COI is responsible for advising its clients on 
the efficiency of possible approaches to publicity problems and 
for delivering the most cost-effective media solutions. 

Eightregionalnetworkofficessupplyamulti-Departmentalservice 
to the regional press and broadcasting media parallel to that 
provided to national media by individual Departmental Press 
Offices. Regional staff also provide media assistance to the Royal 
Household outside London. 

PliRFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Break even in current cost terms after covering all costs, 
including interest on borrowing: achieved. Income rose in 
relation to 1992-93, in cash terms, by £10m, mainly as a 
result of the BT3 flotation campaign. Non-advertising 
income fell by £6m on the year although, after adjusting for 
inflation and COI price reductions arising from efficiency 
gains, volume rose slightly on the previous year. 

• 1% reduction in unit cost of output in real terms while 
maintaining suitable levels of quality: achieved. Unit cost 
of output was reduced by 6.9%, resulting in a 18% overall 
improvement in efficiency during the past 4 years. COI has 
met or beaten its financial and efficiency targets in each of 
its first 4 years as an Agency. 

• To better or equal the proportion of work delivered in 
accordance with client specification in 1992-93: achieved. 
The proportion of work satisfying, first time, the customer’s 
specification improved to 98.73% from the 1992-93 level 
of 98.45%. 

• To better or equal the proportion of work delivered on time 
in 1992-93: achieved. The percentage of jobs delivered on 
time rose from 95.59% to 95.87%. 

As in recent years, COI spent more than 80% of its income (this 
year 85%) with outside suppliers, using its procurement expertise 
and buying power to secure savings in the costs of publicity: as 
a result, customers’ bills were 9.1% lower than they would 
otherwise have been. 

Although COI does not usually deal directly with members of the 
public it recognises, in line with Citlien's Charter principles, the 
benefits to be gained by providing better quality services. A 
customer satisfaction index is now in operation and a target 
based on this measure has been set for 1994-95. 

COI also seeks to improve the Government’s communications 
with citizens of all kinds. During the year COI launched its 
"Informability" programme which aims to make information 
more accessible to people who, due to visual or hearing impairment 
or low literacy levels, may not be reached by the usual methods 
of publicity. In a similar vein, COI was able to organise research 
among ethnic minorities, on behalf of several customer 
Departments, aimed at ensuring that the communication of the 
Government’s messages to these groups is made more 
understandable and effective. 

COI’s current market testing plan covers the period to September 
1997 and will test some £943,000 of business involving 17 staff. 
Areas scheduled for market testing include events management, 
TV and radio fillers and news distribution. As the Agency already 
places most of its work with the private sector, scope for further 
market testing is limited. 

In addition to the formal market testing programme, COI’s core 
business is routinely market tested by its customers and COI’s 
non-core activities are subject to an untied internal market within 
the COI. 

COI’s Framework Document fell due for review at the end of 
1992-93. Consultants were commissioned in November 1992 to 
report on performance, to assess prior options and suggest 
areas for further cor.tractorisation and market testing. The 
consultants’ report is under consideration. 

co/'s Annual Report and Accounts are published by HMSO and can 
be purchased from HMSO bookshops and agents. However, its 
Corporate Plan and Business Plan contain commercially sensitive 
information and are not available to the public. 

KEY TARGETS 1994-95 

• to break even in current cost terms after recovering all costs, 
including interest on borrowings 

• to achieve a 2% reduction in unit cost of output in real terms, 
while maintaining suitable levels of quality 

• to equal or better the proportion of work delivered in 
accordance with client specification during 1993-94 

• to equal or better the proportion of work delivered on time 
during 1993-94 

• to achieve an average score of 7.7 out of 10 for the new COI 
Customer Satisfaction Index 
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CENTRAL SCIENCE LABORATORY 
London Rood, Slough, Berkshire SL3 7HJ 
Tel: 01753 534626 Fox: 01753 824058 

Chief Executive: Dr Peter Stanley 

The CENTRAL SCIENCE LABORATORY (CSL) aims to deliver high 
quality sciencetomeetcustomers’needs. CSLwas first launched 
as an Executive Agency of the Ministry of Agriculture, Fisheries 
and Food (MAFF) in April 1992 and was re-launched as an 
enlarged Agency in April 1994 following its merger with the Food 
Science Laboratories at Norwich and Aberdeen. The Agency’s 
primary role is to provide MAFF with an efficient and competitive 
service of research and development (R&D), scientific support 
and advice to meet both policy and statutory objectives in the 
areas of: plant health; the authenticity, safety and nutritional 
value of the food supply; pesticide safety; veterinary residues; 
the control of pests and diseases of growing and stored foodstuffs; 
wildlife management and the impact of food production on the 
environment and the consumer. In addition, CSL offers R&D and 
advice to other Government Departments and the public and 
private sectors, both nationally and internationally, on a 
commercial basis, to assist in the development of scientific 
expertise and research capability. 

Turnover for 1993-94 was £16.91m and, after excluding 
exceptional items, the Agency incurred operating costs of £16.87m. 
In April 1994 CSL moved from gross to net running cost control. 

Since the merger in April CSL has employed some 700 staff who 
are currently located on 5 main sites at Slough, Harpenden, 
Worplesdon, Norwich and Aberdeen with 6 smaller outstations 
throughout England. In 1996 a major part of the Agency will 
collocate to a single site near York. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• 100% recovery of full costs: achieved. 

• 2.5% overall efficiency gain: achieved. 

• 5% reduction in real terms of unit costs for services: not 
achieved. However the reduction of 3.81% achieved 
compares favourably with the previous year’s figure of 
2.66%. 

• At least 90% of work completed to time and within budget: 
achieved. 

• At least 95% minimum of contracts delivered to the 
customers’ satisfaction: achieved. 

• Implementation of arrangements for the independent 
assessment of the quality of the scientific work and 
publications: achieved. An independent visiting group 
assessed the scientific management practices and facilities 
of CSL’s Plant Health Group and a full report of its 
generally favourable findings was presented to the CSL 
Ownership Board. 

In April 1994, as part of the Citizen's Charter initiative, CSL 
published a revised "Statement of Our Standards and Quality of 
Service". In particular, the statement details how the more 
complex scientific contracts will be treated and CSL’s commitment 

to the assessment of customer satisfaction on completion of the 
work. It also advises customers how they may make a formal 
complaint about the treatment they have received or any aspect 
of the delivery of the work. No such complaints have yet been 
received. CSLiscommittedtoaqualitymanagementprogramme, 
which includes accreditation and participation in internationaliy 
recognised external quality systems. During the next 3 years a 
Quality Improvement System, which encourages staff to perform 
to the same high standard, will be introduced throughout the 
Agency and a Quality Manager has been appointed to take this 
initiative forward. 

CSL’s market testing and contracting-out strategy is primarily 
aimed at reviewing the wide range of services in order to ensure 
efficient and effective operation of the new laboratory at York. 
CSL is embarking on a fundamental review of its entire support 
function including IT support services and is considering 
introducing facilities management in the areas of security, office 
services, building services etc.. The review will enable CSL to 
determine the areas to be market tested. The Agency is 
strengthening its procurement team and is adopting a supplier 
reduction policy to achieve improved value for money. 

Over the next two years CSL v/ill face a number of major 
challenges arising from serious competition for research funding 
and the requirement to market test some areas of the business. 
In addition, in 1996 the Agency plans to relocate the major part 
of its operations to York. Work there is well underway to provide 
a new, purpose-built laboratory, designed to provide better 
working conditions for the staff whilst meeting the highest 
standards in terms of health and safety. The accommodation has 
been designed to be flexible to meet the changing needs of 
scientific procedures and CSL customers. The new laboratory 
represents a substantial investment by MAFF in the long-term 
future of CSl. It will improve the cost effective operation of the 
organisation as well as providing a stimulating science 
environment. 

CSL's Annual Report and Accounts for 1993-94 is available on 
request from the Agency, however, the Annual Business and Corporate 
Plans contain sensifiVe information and are therefore not published. 

KEY TARGETS 1994-95 
• 100% recovery of fuii costs 

• an overaii efficiency gain of 2% 

• 0 reduction of 2% in reai terms of representative unit costs 
for services 

• at feast 90% of work compieted to time and within budget 

• at feast 95% of contracts deiivered to the customer's 
satisfaction 

• continuing independent assessment of the guaiity of the 
scientific work and pubfications 
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CENTRAL STATISTICAL OFFICE 
Great George Street, London SW1P 3AQ 

Tel: 0171 270 6363 Fox: 0171 2706019 

Executive: Bill McLennan 

Central ^ 
Statistical j 
Office—^ 

The CENTRAL STATISTICAL OFFICE (CSO) was launched as an 
Executive Agency in November 1991, reporting to the Chancellor 
of the Exchequer. It’s principal roles are to compile and 
disseminate statistical estimates needed for UK Government 
central economic management; to provide the institutions of the 
European Union with statistics required under EU legislation for 
which itis responsible: anotocarry out centralfunctions required 
by a decentralised statistical service. The CSO’s mission statement 
emphasises that its aim is to get its statistics used, "to improve 
decision making, stimulate research and inform debate within 
Government and the wider community". The Agency has running 
costs of £42m and 1,300 staff, most of whom are based in 
Newport, Gwent. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

Overall, 27 out of 33 published targets were achieved. 

• Timeliness - 4 targets to meet the agreed timetables for 
the production and publication of CSO’s statistics: 2 
achieved, 2 not achieved, 

• Revisions -10 targets relating to revisions to key economic 
indicators; 5 ocA/evet/, 2 not achieved. The targets on the 
Balance of Payments current account were missed due to 
revisions reflecting methodological improvements and 
the introduction of the new Intrastat system for EU visible 
trade. 

• Coherence - 9 targets relating tocoherence and consistency 
of outputs: 9 achieved. 

• Statistical Inquiries - 3 targets relating to response rates 
for annual, quarterly and monthly inquiries: 3 achieved. 

• Retail Price Index and Family Expenditure Survey - 2 
targetsforthe number of pricescollectedand the response 
rate: / achieved, I not achieved. A response rate of 69% 
was achieved against a target of 70%. 

• Finance - 3 targets relating to running costs, efficiency 
improvements and receipts; 3 achieved. 

• Other targets - 2 targets relating to handling of 
correspondencefromthepublicandminimisingthe burden 
of form filling: f achieved, I not achieved. The 
correspondence target was missed. 

In 1993-94,6 central issues shaped the work of the CSO: 

• the quality of economic statistics - efforts to improve 
quality continued with positive results, as demonstrated 
by the recent reductions in revisions to the growth rate of 
Gross Domestic Product; 

• getting CSO statistics much more widely used - the White 
Paper on Open Government (July 1993) reinforced the 
importance of statistics by recognising that reliable social 
and economic statistics are fundamental to open 
Government. The increased focus on customers of CSO 
statistics has led to numerous developments, in line with 

Citizen's Charter principles, designed to meet their needs 
more closely, including the collection and publication of 
additional information; 

• public confidence in official statistics - through a customer 
orientated approach, including adopting open working 
practices and an agreed work programme, the CSO has 
enhanced its image and reputation; 

• improving efficiency and minimising the load placed on 
respondents - two major developments aimed at improving 
value for money were the efficiency scrutiny, which looked 
at the structure and conduct of CSO inquiries, and the 
market testing programme. As a result of the efficiency 
scrutiny, an Action Plan was issued in June, which 
emphasised the restructuring of v/ork as a key factor in 
improving efficiency. The market testing programme, 
includes Retail Price Index data collection, statistical 
methodology and training; 

• focusing and coordinating statistical work with Europe - 
the CSO has taken a proactive stance in European statistical 
developments and the UK was one of the first member 
states fully to implement the PRODCOM system. This is a 
European directive which provides harmonised product 
statistics across EU member states and enables CSO’s 
customers to make EU wide statistical comparisons; and 

• improving the efficiency and effectiveness of Government 
statistics as a whole - for example, the CSO has 
spearheadedeffortstodeviseanewGovernmentStatistical 
Service Code of Practice which will confirm the professional 
standards that underpin Government statistical work. 

CSO's Annual Report and Accounts gives full details of performance 
against key targets and is available from HMSO. Copies of the CSO 
Corporate Plan and Programme Strategies are available from : The 
Library, Central Statistical Office, Cardiff Road, Newport, Gwenf, 
NP9 IXG. 

KSY TARCm 1994-95 
• timeiiness • 4 targets to meet agreed timetables for 

publication or release of data 

• revisions ■ 10 targets relating to revisions to key economic 
indicators 

• coherence - 9 targets relating to coherence and consistency 
of outputs 

• statistical inquiries • 5 targets relating to response rates to 
statistical inquirios 

• running costs and receipts • 3 targets relating to running 
costs, efficiency improvements and receipts 

• other targets - 2 targets relating to the time taken to respond 
to correspondence from the public and to minimising the 
costs to businesses of filling in forms 
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CENTRAL VETERINARY LABORATORY 
New Haw, Addlestone, Surrey KT15 3NB 

Tel: 0932341111 Fax: 0932 347046 
Chief Executive : Dr Tony Little 

The CENTRAL VETERINARY LABORATORY (CVL) was launched as an 
Executive Agency of the Ministry of Agriculture, Fisheries and 

Food (MAFF) in April 1990. Its purpose is to provide MAFF with 
an effective and efficient service of specialist scientific and 
technical support and consultancy in the fields of animal health 

and welfare, food safety and the environment. CVL achieves this 

by delivering specialist diagnostic, research and consultancy 
services and products as required by MAFF. It also delivers 
services and products in these areas to other public and private 

sector organisations on a commercial basis. CVL employs over 

600 staff and has a turnover in excess of £26m per year. 

CVLaims to meet the needs of its customers in both the public and 
private sectors by providing its services economically, effectively 

and efficiently. It will improve the quality and effectiveness of its 
services by carrying out research which maintains and develops 

CVL’s technical capability and develops new technologies. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

CVL’s fourth year as an Executive Agency was challenging but 
successful. CVL consolidated its business position and achieved, 

in good measure, financial and other performance targets. 

• Full cost recovery for all CVL services: athieved. The 

Laboratory recovered its full costs from charges for 

services supplied to customers within or outside MAFF. 

• 2.5% overall efficiency improvement: achieved. 

• 80% of R8(D milestones met: achieved. 

• Achievement of a satisfactory report from a visiting group: 

achieved. During 1993-94, a peer assessment of the 

research work within the Virology Department took place. 

The Visiting Group was impressed by work on Newcastle 

Disease and Avian Influenza. In particular, the Department 
was praised for work on Blue Eared Pig Disease, Chlamydia 
and Diagnostic Markers for Bovine Spongiform 

Encephalopathy. 

• Achievement of laboratory accreditation of the Quality 

Control Unit: not achieved. Awaiting formal certification 
from the Department of Health but claiming compliance 
with Good Laboratory Practice. Formal certification was 

received in September. 

A prior options review of CVL is being carried out. At the same 

time CVL reviewed its Framework Document. The review is 

awaiting Ministerial approval. In the meantime. Ministers have 

announced consultation on the proposal that the Veterinary 
Investigation Service, currently part of MAFF’s integrated 
Veterinary Field and Investigation Service, should merge with 
CVL by October 1995. 

CVL is organised in 3 divisions, R8iD, Operations and Business. 

They combine to provide a service for its customers no other 

veterinary research establishment can match, with a range of 

consultancy, operation and research services unique in its field. 

CVL’s commitment to the quality of its science was exemplified by 

the Quality Control Unit and the Tuberculosis Section of the 
Cultural Bacteriology Unit claiming Good Laboratory Practice 
(GLP) compliance. In addition, CVL’s Licensed Products gained 

compliance with Good Manufacturing Practice (GMP). In its role 
as a national reference laboratory for residues in meat, the 

Analytical Chemistry Unit participated in an international study to 
establish the criteria for a residue surveillance programme. 

On the research front, development of a Polymerase Chain 

Reaction (PCR) for classical swine fever and the establishment of 

a geographical information system as a resource in the fight 

against bovine tuberculosis, were exciting innovations. The 
large scale serological surveillance of the national herd continued 
to be a major component of the laboratory service to MAFF. The 

current sampling strategy successfully detected the re-emergence 

of Brucellosis and warble fly infections in Britain, reinforcing the 
importance of this work. 

CVL expanded its range of commercial services. Licensing 

agreements have been signed with a number of commercial 

companies to incorporate CVL know-how into their products and 
services. CVL’s unique scientific expertise and extensive 

laboratory and animal accommodation enabled it to win a 

substantial number of commercial contracts. Important 
commercial partners were found for the research and 

development of new vaccines and diagnostic kits. 

CVL also ran an active market testing programme during the year. 
The in-house teams for the Library, Messenger and Driver 

service and the Incinerator and Sterilisation unit won their bids 
and have been awarded a Service Level Agreements. Management 

reviews were carried out for the supply of pigs, chicks and dairy 
cattle of known health status. A similar management review of 

the stores and purchasing function was also carried out. 

CVL published a service statement implementing those aspects 

of the Cifiren's Charter principles which apply to the Laboratory 
and also published a customer guide to the export testing service 
in early 1994. Additionally, the Agency is applying the principles 

of the Citizen’s Charter through a major customer survey, followed 

up by regular questionnaires. 

The Agency's Annual Report and Accounts, the CVL Annual Review and 
the CVL marketing brochure may be obtained direct from the Agency. 
The Agency's Corporate and Business Plans contain commercially 
sensitive information and are therefore not available to the public. 

KEY rmirs 1994-95 
• full cost recovery for all Central Veterinary Laboratory services 

• an overall efficiency gain of 2.5% 

• 85% of R&D milestones achieved 

• achievement of a satisfactory report from a visiting group 

• achievement of laboratory accreditation of Biological 
Products and Analytical Chemistry Unit 
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CHEMICAL AND BIOLOCICAL DEFENCE ESTABLISHMENT 
Porton Down, Salisbury, Wiltshire SP4 OJQ 
Tel: 0980613365 Fax: 0980611777 

Chief Executive: Dr Graham Pearson C6 

The CHEMICAL AND BIOLOGICAL DEFENCE ESTABLISHMENT (CBDE), 
established in April 1991 as an Agency of the Ministry of Defence 
{MoD),istheUK’sscientificandtechnicalauthorityonallchemical 
and biological defence matters. Its primary role is to carry out 
research so that its principal customers, the Armed Forces, are 
provided with effective protective measures against threats 
from chemical and biological weapons. The Agency also provides 
advice and support to the Foreign and Commonwealth Office, the 
Home Office and other Departments on chemical and biological 
warfare and defence matters, including arms control, and in 
other areas where its specialist expertise and capability are 
useful. Itemploys 600 people and cost £37m (full cost terms) to 
run in 1993-94. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• 88% of programme milestones agreed with customers to 
be achieved within agreed timescales: achieved. Actual 
90%. 

• 82% of agreed programme assignments required by 
customers to be achieved within the specified cost and 
within CBDE’s overall budget: not achieved. Despite the 
agreedprogrammebeingcompletedwithinCBDE’soverall 
budget, individual assignments were completed above as 
well as below cost targets. 

• Maintain scientific and technical staff to at least 70% of 
the total planned manpower: not achieved. Actual 69.3%. 

• 2.5% efficiency increase with emphasis on improving 
output efficiency: achieved. 

• Continue the agreed market testing programme to include 
the preparation of the specification in 1993-94, to produce 
an in-house bid and to complete the process by 31 March 
1995: achieved. The market testing specification was 
prepared by 31 March 1994. 

• Increase the percentage of CBDE cash expenditure (less 
capital works) attributed to direct costs by 5% to 60%: 
achieved. 

• Extend improved resource allocation and cost attribution 
system to provide project costs on a full cost basis: 
achieved. CBDE now provides project costs on a full cost 
basis. 

• Carry out a customer satisfaction survey and a self 

assessmentofthequalityofscientificandtechnicaloutputs: 
achieved. A customer satisfaction survey was carried out 
and 88% of customer replies rated the quality of CBDE's 
output as very good or excellent. The self assessment of 
the quality of scientific outputs has been completed and 
validated by members of the Chemical and Biological 
Defence Board. 

The Agency continues to be directly involved in work on both 
chemical and biological arms and export controls as well as in 
support of the United Nations Special Commission on Iraq. The 
past year has seen the Agency’s participation in the Preparatory 
Commission at The Hague which is preparing fc r the coming into 
force of the Chemical Weapons Convention as well as in the final 
meetings of the Ad Hoc Group of Governmental Experts examining 
possible verification measures for the Biological Weapons 
Convention. It is increasingly evident that effective chemical and 
biological protective measures complement arms and export 
controls in a web of deterrence that should cause a State 
considering acquisition or use of chemical or biological weapons 
to judge that this is not worthwhile. 

Although CBDE has limited contact with the public, the principles 
of the Citizen's Charter are applied to its internal relationships 
both with MoD and other customers outside defence. Progress 
against Charter principles includes: establishment of customer- 
supplier relationships v;ith milestones for agreed timescales and 
cost; the provision of full and accurate information for customers; 
and regular consultation with customers to determine priorities. 

The Agency has won two contracts worth £3.5m from outside the 
MoD, one with the Home Office and one with the Directorate of 
Science (Ballistic Missile Defence). Work done under these 
contracts has enhanced the expertise and capabilities of the 
Agency that are required to meet the MoD programme. 

Copies of CBDE's Annual Report and Accounts can be purchased 
from HMSO. The Corporate and Business Plans are commercially 
sensitive and not available to the public. 

KEY TARGETS 1994-95 
• 90% of programme milestones to be achieved to time 

• respond to 85% of requests for unplanned urgent advice 
within the negotiated timescale 

• deliver agreed work programme within the aggregate of 
programme costs 

• 1% efficiency increase by reducing net expenditure 

• develop system of trading to provide greater empowerment 
of the customer by April 1995 

• continue agreed market testing programme and place service 
level agreement/contract by March 1995 

• survey customers to identify appropriate measures of the 
quality of service and subsequently conduct a full customer 
satisfaction survey by March 1995 

• develop a strategy for a formal quality plan for the conduct 
of all research carried out ut CBDE 
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chessmgton 
COHri'Tri CCNTIE 

CKESSINGTON COMPUTER CEHTRE 
Leatherhead Road, Chessington, Surrey KT9 2LT 

Tel: 0181 391 3896 Fax: 0181 391 3986 

Chief Executive: Bob Edwards 

CHESSINGTON COMPUTER CENTRE is an Executive Agency of the 
Cabinet Office, Office of Public Service and Science (OPSS). 
Located at Chessington in Surrey, it employs about 400 technical 
and support staff. This is about the same number of staff as 5 
yearsago,althoughinthattime, businessvolumes have increased 
by around 40% and the Agency now has an annual turnover of 
around £14m. It was established as an Agency and Trading Fund 
in April 1993. 

Chessington’s mission is to deliver quality payroll, personnel, 
financial accounting, superannuation and related services, 
including training and consultancy support, to central Government 
and public sector customers. Chessington has provided payroll 
and related services since 1957 and is the largest supplier of 
payroll services to Government Departments with 60% of the 
market. Chessington also sells extensively to the wider public 
sector. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Achieve an operating surplus of El.lm: achieved. 

• Achieve an average 6% increase in pay clerk productivity: 
achieved. A 20% productivity increase was achieved as a 
result of the rapid take-up by customers of Chessington’s 
on-line data capture system (SPIRE). 

• Achieve on-line availability of 97.5% for all services: 
achieved. 

• Meet the quality of service standards set in Customer 
Service Agreements: achieved. 

During the year Chessington competed for 6 payroll market tests 
- for the Department of Employment, the Department of Trade 
and Industry, The Scottish Office, the Central Office of Information, 
the Lord Chancellor’s Department, and the Department for 
Education. It vm all 6 against stiff private sector competition. 
Chessington also won the payroll and personnel work for the new 
Meat Hygiene Service. The largest of these market tests, the full 
payroll service of the Department of Employment, will increase 
Chessington’s revenues by around 10% from 1995. In parallel 
with these developments, Chessington has completed its own 
internal programme of market tests covering reprographic 
services, staff training, welfare and internal audit. The value of 
these services was around £340,000. The provision of 
reprographics and most of staff training was outsourced to 
private sector suppliers as a result of this process. 

The success in winning customer market tests has rewarded 
Chessington’s decision to invest heavily in new products and new 
technology, providing greater flexibility and added value to the 
customer. Central to these changes is Chessington’s Open 
Systems development. Argosy. This was a response to the 
growing popularity in the computer world of Open Systems and 
the increasingly integrated pay and personnel requirements in 

the public sector. Chessington is now able to offer customers a 
Unix based fully integrated personnel management information 
system - Argosy Personnel. This is the first in a line of products 
and will be developed to include payroll data capture during the 
coming year. 

Argosy’s common integrated service - in which a family of 
products are based on the same database and the same software 
tools - is designed around user needs and working practices. The 
Treasury and National Museum of Science and Industry were the 
first to go live with the system in April and May this year. Others 
are following, including Ordnance Survey, the Central Office of 
Information, PAYMASTER, and the Meat Hygiene Service. 
Alongside this, developments are taking place on other Argosy 
productstocoverthesuperannuation administration and financial 
management requirements of users. 

This increased emphasis on meeting the needs of customers and 
users is reflected in Chessington's Pay CharterStandard Statement. 
First launched in October 1992, all of Chessington’s customers 
have received a copy of the Charter Statement setting out the 
service standards that can be expected of Chessington’s payroll 
service. In particular, customers can expect: 

• the correct pay on pay day to more than 99% of staff on the 
payroll; 

• an answer to telephone enquiries within one day; and 

• a response to written enquiries within two weeks of receipt. 

A complaints procedure for payees is also in place. Overall, the 
initiative has been well received by customers and they have 
found it helpful to have service standards clearly described. 

A reviev/ to consider Chessington’s future commercial status is 
currently underway and a decision is expected in spring 1995. 

Copies of Chessington's Framework Document, 1993-94 Annual 
Report and Accounts, marketing and promotional literature and Pay 
Charter Standard Statement are available on request. The Agency's 
Corporate and Business Plan is commercially sensitive and is therefore 
not publicly available. 

KEY TAKCETS 1994^95 
• achievement of an operating surplus of£Um 

• achievement of a 6% increase in pay clerk productivity 

• increasing usage of the on-line data capture system (SPIRE) 
to 82.5% 

• raising minimum on-line service avaiiability to 98.5% 

• continually improving services to customers by updating 
software 
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CIVIL SERVICi COLLEGE 
Sunningdale Park, Larch Avenue, Ascot, Berks SL5 OQE 

Tel: 0344634000 Fax 0344 634233 

Chief Executive: Dr Stephen Hickey 

Civil Service College 
MANAGEMENT IN GOVERNMENT 

The CIVIL SERVICE COLLEGE is an Executive Agency of the Cabinet 
Office Office of Public Service and Science (OPSS) and was 

launched in June 1989. It has 251 staff with total running costs 
during 1993-94 of £17.3m. The College exists to encourage the 

developmentofmanagerialandprofessionalskillsof civil servants 

and to promote best practice throughout Government in 
management and key profe.ssional areas. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

Liberation Movement in South Africa were also run very 

successfully and the College was commissioned by the Overseas 

Development Administration to design, lead and deliver a large 
programme of strategic reform in Hungary. 

The review of the College’s initial period as an Agency was under 
taken. On 20 October 1993, David Davis, OPSS Parliamentary 
Secretary announced that the College would remain as an Agency 

for a further period. The Framewok Document is currently being 

reviewed. 

• Break even in accruals accounting terms, after a Central 
Payment from OPSS of £1.3m: achieved. 

Consultancy income 

Students at grade 7 and above 

Students below grade 7 in 
development schemes 

Students for externally validated 
qualifications 

Percentage of course evaluations 

in boxes 1 and 2 

Target 

£300,000 

7,200 

2,400 

2,120 

80% 

Performance 

£383,000 

8,019 

3,079 

3,721 

80% 

There is also a medium term objective of obtaining a 10% 
increase in efficiency over the period 1991-92 to 1995-96. By the 

end of 1993-94 the College had made extremely good progress 

towards this objective. 

1993-94 saw an increase of about one fifth in the number of 

students participating in College programmes and in the number 
of events mounted during theyear. The volume of output measured 
in student-days increased by about 3% to 96,370. Customers 

continued to look for shorter and in many cases individually 

tailored courses 

Overall income (excluding the central payment) increased by 
about 13% to £17.6m and for the first time ever the number of 
students at grade 7 and above topped the 8,000 mark. There was 

a significant increase in the number of private sector students 
attending College courses; 940 during 1993-94 compared to 741 

during 1992-93. 

The College once again succeeded in increasing the quality of its 
output as judged by its customers with 80% of course members 

evaluating their courses as very successful in meeting their 

objectives. The evaluation of the quality of service in non- 
teaching areas also showed improvement on the previous year 

(1992-93 evaluation shown in brackets): accommodation 7.4 

(5.53), catering 7.1 (680) and support 7.0 (6.13). 

During the year the 12 3 programme, dedicated to the special 

needs of grades 1 to 3 and Agency Chief Executives, became 
firmly established as part of the top management scene within 

the Civil Service. A number of training programmes for the 

The College is to be put onto a fully commercial footing by phasing 

out the central payment from OPSS and from 1995-96 will be 
requiredtofully cover itscostsfromrevenuesfromits operations. 

The combined impact of the Citizen's Charter and the Competing 
for Quality initiatives together with the Next Steps programme 

informed much of the activity throughout the College during the 
year. This involved both the development of new programmes 

and also a new focus on general management training through 

case studies and outside speakers. 

During the year the College developed a Charter setting out the 
main teaching targets, how customer satisfaction standards are 

measured and monitored and pointing to other published 
information about the College. It is available to all who visit the 

College at London and Sunningdale. 

As part of the College’s response to the Competing for Quality 

initiative, the College’s facilities contract management strategy 
was reviewed. Good progress was made in reshaping some 27 

contracts into 3 main contracts at Sunningdale Park covering 
hotel, catering and related services, security and building and 

grounds maintenance. A review of catering at the London centre 

led to a new contractor v/orking to a new operational requirement, 
reduced accommodation costs and improved customer 
satisfaction. New advisers on the College’s relations with press 

were also appointed. 

The Agency's Annual Report and Accounts and Strategic Plan are 
published and available on request direct from the Agency. The 
Agency's Framework Document, currently being revised, will also be 
available from the Agency. 

m TARGETS 1994-95 
• to break even in artrualaccounting terms taking into account 

the Central Payment from OPSS 

• to earn £600,000 from consultancy work 

• to attract 7,800 students at Grade 7 or above 

• to attract 990 students from the private sector 

• to earn 80% of course evaluations in the two highest (of 6) 
categories 

There is also a longer-term objective of obtaining a 10% 
increase in efficiency over the period 1991-92 to 1995-96 
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F2 COASTGUARD 
COASTGUARD AGENa 

Spring Place, 105 Commercial Road, Southampton SOI 51E6 
Tel: 0703 329100 Fox: 0703 329451 

Chief Executive: Chris Harris 

The COASTGUARD AGENW (known as COASTGUARD for short) 
became an Executive Agency of the Department of Transport in 
April 1994, undertaking responsibilities previously carried out by 
the Marine Emergencies Organisation. COASTGUARD comprises 
Her Majesty’s Coastguard and the Marine Pollution Control Unit. 
It exists to minimise loss of life amongst seafarers and coastal 
users; and minimise pollution from ships to sea and the coastline. 
COASTGUARD employs approximately 580 staff assisted by around 
3,500voIunteerAuxiliaryCoastguardsandinl993-94 had running 
costs of £24.07m. 

Her Majesty’s Coastguard’s primary role is to coordinate ail civil 
search and rescue operations around the 10,500 miles of the UK 
coast and for up to 1,000 miles into the North Atlantic. A 24 hour 
watch is kept through the ’999’ service and by radio on the 
international maritime distress frequencies and search and 
rescue action is coordinated from 21 rescue centres around the 
UKcoastline.ThecoastisdividedintoSectors,each one overseen 
by an officer who is responsible for the management of Auxiliary 
Coastguard Stations/Coastal Response Teams which are 
strategically sited and provided with appropriate rescue vehicles 
and equipment. Auxiliary Coastguards mainly form the Coastal 
Response Teams although some act as Operations Room 
Assistants. The small Marine Pollution Control Unit is responsible 
for planning and operating counter pollution measures at sea 
when spilled oil or other hazardous substances from ships 
threaten the UK coast, important fisheries or concentrations of 
marine wildlife. It also provides advice and assistance to local 
authorities and port and harbour authorities. 

On becoming an Agency, COASTGUARD produced a Citizen's 
Charter Charter Standard Statement explaining the services 
provided by the Agency and the standards of service that the 
public can expect. It covers matters such as what happens in an 
emergency at sea or on the coast, including target response 
times for arriving on the scene of a shoreline incident and for 
Coastguard helicopters in respect of incidents at sea, safety 
advice and advice on how to contact COASTGUARD. 

COASTGUARD already contracts out some 60% of its total 
expenditure and the common services within the headquarters 
building will also be contracted out during 1994-95. As part of the 
1994-95 market testing programme, a fundamental review of the 
training requirements of the Agency is being carried out. 

The COASTGUARD Framework Document, Business Plan and Charter 
Standard Statement are available from the Agency. The Corporate 
Plan is confidential and not for public issue. 

KEY TARGETS 1994^95 
• to discharge the Secretary of State's responsibility for 

maritime Search and Rescue (SAR)^ through its own or 
dedicated assets by: 

i) maintaining a 24 hours Search and Rescue coordinating 
capability within and including the coasts and shoreline 
of, the United Kingdom Search and Rescue Region 
(UKSRR); 

ii) maintaining a comprehensive radio reception and 
transmission coverage of the UKSRR permitting SAR 
coordination action for the duration of incidents without 
interruption or equipm'jnt malfunction 

• to determine through the UK SAR and local SAR Committees 
the availability, readiness, capability, and responsiveness of 
SAR resources, to seek agreements with the appropriate 
controlling authorities for improvements as necessary and to 
report to the Secretary of State, identifying any improvements, 
by March 1995 

• to pursue a SAR prevention strategy through training, patrols, 
and public relations endeavours, including a safety campaign 
costing £25,000, to be launched by 30 April 1994 designed 
to reduce incidents involving sea canoeists 

• to maintain a fully operational 24 hours Channel Navigation 
Information Service (CNISj covering the Dover Strait Traffic 
Separation Scheme (TSS) in concert with the appropriate 
French Authorities 

• to discharge the Secretary of State's responsibility for marine 
pollution by the maintenance of a National Contingency 
Plan and in particular: 

i) testing the effectiveness of the Plan by undertaking a 
major exercise and reporting on the outcome by 31 
March 1995 and where appropriate: 

ii) activating the Plan within 30 minutes of notification of 
an incident; and 

Hi) commencing action at sea to deal with a spill of dispersible 
oil within 4 hours of notification of an incident 

• to carry out 500 hours aerial surveillance of the sea area for 
which the UK has responsibility, to detect or deter incidents 
of marine pollution, including illegal discharges from ships 

• to make a running costs efficiency gain of 3% 

• to investigate on a means of measuring awareness of, and 
satisfaction with, the services provided by the Agency by 
December 1994 
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COMPANIES HOUSE 
Crown Way, Moindy, Cardiff CF4 3UZ 

Tel: 0222380801 Fax: 0222 380900 

Chief Executive: David Durham 

COMPANIES HOUSE became the first Department of Trade and 
Industry (DTI) Agency in October 1988. It achieved Trading Fund 
status in October 1991. The Agency’s main functions are: the 
incorporation and dissolution of companies along with the 
registration of charges (mortgages); and the provision of 
information about companies to the public, for which purpose it 
pursues companies who fail to meet their statutory filing 
requirements. It also administers certain regulatory functions on 
behalf of the Secretary of State. Operating costs for 1993-94 
v/ere £30.72m. The costs to DTI of regulating companies and 
developing company law were met from charges to customers. 
The average weekly number of employees during this period was 
1,227, equivalent to 1,036 full-time posts. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• A compliance rate of 86% for accounts and annual returns 
by June 1993, increasing to 90% by June 1994: achieved. 
In June 1993, the overall compliance rate stood at 88.1%, 
the highest ever attained. At the end of June 1994, this 
rate had risen to 90.4% 

• To reduce real unit costs by an average of 2% per year: 
achieved. Unit costs v/ere reduced by 2%. 

• To achieve a 6% average annual rate of return based on 
the operating surplus expressed as a percentage of average 
net assets employed at current values: achieved. An annual 
rate of return of 13% was achieved. Prices were frozen for 
the third consecutive year. 

• Complete searches within 2 hours for customers: not 
achieved. Actual was 99.7%. 

• Make all documents available for public inspection within 
a maximum of 5 v/orking days of receipt at Companies 
House: not achieved. 56.7% of documents were processed 
within the target. Average processing time for all 
documents was 5.9 days. Time taken to process 
incorporations and changes of name was 3.4 days with 
98% processed within 5 days. Processing time for ail 
other statutory documents was 6.4 days with 50.1% 
processed within 5 working days. 

Major market research carried out in 1992 established that 
despite high general satisfaction with the Agency’s level of 
service, there v/ere 4 main areas where customers sought 
improvement: further increases in compliance to ensure that 
company searchers have up-to-date information; increase in on- 
line information; improvement in the quality of information on 
microfiche; and improvement in ease of access by telephone. 
Most of the Agency’s efforts during 1993-94 have focused on 
these fundamental points. 

The number of companies sending their documents to the Registrar 
on time has now reached record levels and continues to rise. This 
has been achieved through the introduction of an easy-to-use 
computerised annual return, late filing penalties for accounts 

and the effective use of publicity to increase awareness of 
directors’ responsibilities. 

The introduction of an on-line register of company directors has 
been v/ell-received by customers and attracted considerable 
interest in Companies House Direct, the Agency’s on-line system. 

There has been a considerable improvement in the quality of 
microfiche over the last 4 years. Innovations in the areas of 
document handling and microfiche production will lead to further 
advances. Improvements v/ill be monitored by new public targets. 
The Agency’s Cardiff headquarters answers around 2.25m 
telephone calls each year. Since April 1994 a new target has been 
introduced of answering 90% of in-coming calls v/ithin 20 seconds. 

As one of the first winners of Charter Mark, Companies House is 
acutely conscious of its obligations as a provider of public 
services. In February 1994, it published, "What You can Expect 
from Companies House", a clear outline of customer rights in line 
v/ith the principles of the Citizen's Charter, containing named 
contact points at all levels of the organisation. During 1994, a 
complaints adjudicator was appointed. 

Since Companies House has been an Agency for over 3 years, a 
review by the DTi on its performance and options for its future 
status is currently underway. 

Copies of the Annual Report, which includes the Agency's commercial 
accounts and full details of performance against targets, is available 
by writing to Companies House Marketing Section in Cardiff or from 
all HMSO bookshops. The Agency's Business Plans are commercially 
sensitive and are for internal use only. 

KlY TARGETS 1994-95 
• fo make all stalutory documents available for public inspection 

within a maximum of 5 working days of receipt in Companies 
House 

• to ensure that by 31 March 1995 a minimum of 90% of fiche 
provided to customers are error free 

• to reduce real unit costs by 5% in 1994-95 

• to achieve a 6% average annual rate of return based on 
operating surplus expressed as a percentage of average net 
assets employed at current values 

• to answer 90% of incoming telephone calls within 6 rings (20 
seconds) 

• to achieve an overall compliance rale for Companies filing 
annual returns and accounts of 90% by 30 June 1994 and for 
the remainder of the year to achieve, on average during the 
period July 1994 to March 1995, a monthly compl. ance rate 
for accounts submitted of 94% and for annual returns 
submitted of 91% 

• To reply within 10 working days to letters from Members of 
Parliament delegated to the Chief executive for reply 
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COMPENSATION 
Agency 

The COMPENSATION AGENCY became an Executive Agency within 
the Northern Ireland Office in April 1992. It is responsible, on 
behalf of the Secretary of State for Northern Ireland, for the 
administrationof compensation schemesundar criminal injuries, 
criminal damage and emergency provisions legislation. The core 
of the Agency’s work is processing compensation claims and in 
fulfilling this role it supports the victims of violent crime, helps 
maintain business confidence and, under emergency provisions 
legislation, compensates those v/ho have suffered loss or damage. 
The Agency has around 155 staff. Extensive use is made of 
external professional advisers, such as loss adjusters and 
barristers. During 1993-94 compensation payments amounted to 
£103.3m and running costs to £3.2m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Clear 21,100 claims made up of 11,250 criminal injury, 
5,250 criminal damage and 4,600 emergency provisions 
claims; o(Weve(/.TheAgencycleared21,840claims (11,289 
criminal injury, 5,949 criminal damage and 4,602 
emergency provisions claims) exceeding the target by 
740. 

• Reduce the average time taken to decide claims under the 
criminal injury and criminal damage schemes by two 
v;eeks over the previous year’s targets and for emergency 
provisions to reduce the time by 23 days: achieved. The 
criminal injury target and criminal damage time targets 
were both bettered by 4 weeks, while the time target for 
emergency provisions was bettered by 13 days. 

• Reduce the number of criminal injury and criminal damage 
claims over 3 years old where no decision had been 
reached by 16% and 25% respectively. Also reduce by 
7% the number of emergency provisions claims over one 
year old where no decision had been reached: achieved. 
The actual reductions were 16%, 70% and 58% 
respectively. 

• Manage the workload within a running cost budget of 
£3.4m reflecting 1.5% cash efficiency gain: achieved. The 
target was bettered by more than 6% saving £223,000. 

• Manage the budget for demand-led and programme costs 
expenditure within approved financial limits while ensuring 
that expenditure is within 0.5% of approved expenditure; 
achieved. The actual expenditure of £103.3m was within 
0.1% of approved expenditure. 

• Reduce the unit costs for processing claims by 2%: 
achieved. The actual unit cost reduction was 5.5%. 

• Complete a survey of a representative sampleof applicants 
and their legal advisers to measure their attitudes to the 
quality of service provided: achieved. The main findings of 
the survey, of over 3500 applicants and their solicitors, 
indicated that 61% of respondents were satisfied with the 
level of service provided -an increase of 20% against the 
previous year. 

COMPENSATION AGENQ . 
Royston Horse, 34 Upper Queen Street, Belfast BT16FD 

Tel: 0232249944 Fox: 0232 246956 

Chief Executive: Denis A Stanley 

• Publish a Charter Standard Statement and a new 
information booklet on the criminal damage compensation 
scheme: achieved. The Charter Statement was published 
in November 1993 and criminal damage guide published in 
October 1993. Both documents were distributed widely 
and were well received. 

In line with Citizen's Charier principles, and the Agency’s 
commitment to improving the service, a second applicants’ 
opinion survey was carried out. The main findings indicated that 
61% of applicants and solicitors were satisfied with the overall level 
of service: an increase of almost 20% on the previous survey. 

A feasibility study to market test legal services in the Agency v/as 
carried out; however, this has been subsumed into the Agency’s 
first review. 

Management consultants were appointed by the Department to 
carry out the prior options study. Their final report was submitted 
in October 1994. All but one of the report’s recommendations 
have been accepted by the Review Steering Group who have 
recommended the Department’s adoption of it on this basis. 

Further information is contained in the Agency's Annual Report and 
Business Plan which can be obtained from the Agency. The 
Compensation Agency's Corporate Plan is not publicly available. 

m TARGETS 1994-95 

• clear i 1,300 criminal injury, 5,570 criminal damage and 
4,650 emergency provisions claims 

• process 3,400 appeals to the Courts 

• reduce the average time taken to decide cases by 3 weeks for 
criminal injury and criminal damage claims and by 12 days 
for emergency provisions claims 

• reduce the number of criminal injury and criminal damage 
claims over 3 years old where no decision has been reached 
by 15% and 25% respectively. Also reduce by 10% the 
number of emergency provisions claims over one year old 
where no decision has been reached 

• manage the workload within a running cost budget of£3.3m 
reflecting a 3% cash efficiency gain 

• manage the budget for demand-led and programme 
expenditure within financial limits approved by the 
Department while ensuring that expenditure is within a 
margin of 0.5% of approved expenditure 

• reduce the unit cost for processing claims by at least 3% 

• implement, by November 1994, improvements to the quality of 
service identified from the 1993 survey of applicants'opinions 

• publish, by December 1994, a new information booklet on 
the emergency provisions compensation scheme to 
complement the existing guides to the criminal injury and 
criminal damage compensation schemes 
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DEFENCE ACCOUNTS AGENQ 
Worminster Road, Both BA15AA 
Tel: 0225 828106 Fox: 0225 828681 
Chief Exetutive; Mike Dymond 

The DEFENCE ACCOUNTS AGENCY was launched in April 1991. It 
employs some 2,000 civilian staff, cost a little over £45m to run 
in 1993-94 and has offices in Bath, Cheadle Hulme, Liverpool, 
Worcester and Malta. The Agency provides central financial and 
accounting ser\ ices to the Ministry of Defence (MoD). This work 
includescivilianpayrollservices,pensionsawarding, authorising 
and paying contractors’ bills, invoicing and recovering debts, and 
managing MoD cash and banking. It also maintains the MoD 
Central Ledger, produces the Appropriation Accounts, and supplies 
managementaccountinginformationandadvicetoits customers. 
Services are also provided to other Government Departments 
and Agencies on repayment terms. 

Repayment work is becoming increasingly important as the 
Agency’s traditional customer base reduces through economies 
in the Defence Budget. Valuable sales and marketing experience 
has been gained during 1993-94 and a drive is underv/ay to 
attract new business from other Agencies and Departments as 
market testing programmes continue. Some pension business 
has already been won with the Independent Police Complaints 
Commission in Northern Ireland. 

PERFORfVIANCE AGAINST KEY TARGETS IN 1993-94 

• To complete the Agency’s planned workload, as agreed 
v/ith customers, v/ithin the funds allocated for this purpose 
and to cope with any unforeseen requirements in the year: 
athieved. 

• To maintain the Agency’s quality of service as defined in its 
Service Level Agreements (SLAs) and secondary targets: 
achieved. 

• To seek further efficiencies in the use of resources, to the 
advantage of the Agency and its customers, thereby 
making efficiency savings of at least 1.5% of the total Cash 
Budget (excluding savingsarising from centrally managed 
efficiency measures): achieved 2%. 

• To compete successfully for payroll work offered through 
the Government’s market testing programme: flo/of/»/eve</. 
Interest was expressed in 6 invitations to tender for 
payroll services in other Government Departments. In 5 
of these, examination of the statement of requirements 
showed that the Agency would be unable to make a 
compliant bid. The remaining tender was lost narrowly to 
the in-house bid. 

• To carry out a study into the incidence of cost in the Agency 
so that fixed and variable costs are clearly and separately 
identifiable, with the further aim of reducing fixed costs: 
achieved. 

The Agency operates Service Level Agreements with its MoD 
customers; many of these SLAs have undergone major reviews in 
the past year. Repayment business is conducted either under 
contract or memoranda of agreement. Customer surveys have 

regularly confirmed a high level of satisfaction with the Agency’s 
services and as a key target for 1994-95, the Agency aims to 
further reflect Citizen's Charter principles by operating a customer 
charter for its payroll services. Quality remains a cornerstone of 
the Agency’s business objectives and in 1994-95 an Agency-wide 
quality strategy is being developed as a further key target. 

The Agency is playing a full part in the MoD’s market testing 
programme. Both civilian payroll servicesand pensions awarding 
services are currently in the programme. Timing for the testing 
of the former is linked to decisions on the introduction of the 
integrated payroll and personnel system (POPSI) and is currently 
scheduled for 1997-98. The testing of the pension awarding 
services is dependent on deregulation legislation being passed, 
but could be linked with civilian payroll services. Bill payments 
and receipts are no longer a part of the programme following the 
Ministerial decision not to proceed to full test. 

The first review of the future of the Agency began in March 1994. 
The Agency is plav'ng an active part in the process and has 
developed its own innovative proposals for the future. 

The Agency's Annual Report and Accounts 1993-94 is available from 
HMSO bookshops and ogenfs The Agency's Corporate and Business 
Plans are not publicly available. 

KSYTARGm 1994^95 
• to complete the following workload within the funds allocated 

for this purpose: 

manage 92,500non-industrial pay accounts, manage 45,200 
industrial pay accounts, complete 150,000 pensions award 
transactions, approve 500,000 claims for travel or transfer 
expenses, pay 17,000 fees claims, pay 3,300,000 bills, 
process 48,000 invoices, make 420,000 personal payments, 
manage 9,000imprests accounts, process35,000HQ receipts, 
process 2,750 banknote orders, process 2,150 bank fundings 

• to meet the Agency's quality of service standards in SLAs and 
performance targets 

• to achieve 10% manpower reductions required by centrally 
managed efficiency measures by 31 March 1995 

• to make efficiency savings of at least £1.1 m which is 
approximately 2,5% of the initial cash allocation, 
concentrating on the fixed costs identified in a recent study 

• to compete for Payroll and Pension awarding business 
oHered through the Government's market testing programme 

• to operate a Customer Charter for Civil Pay services by 31 
March 1995 

• to complete the Full Study of the Mainframe Rationalisation 
Project 

• to develop a Quality Strategy by 31 March 1995 
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DEFENCE ANAmiCAL SERVICES AGENa 
Northumberland House, Northumberland Avenue, London VIC2N 5BT 

Tel: 0171 218 0872 Fox: 0171 218 5203 

Chief Executive: Paul Altobell 

The DEFENCE ANALYTICAL SERVICES AGENCY (DASA), launched in 
July 1992, supplies a variety of statistical and other services 
which are vital to the Ministry of Defence’s (MoO’s) operations. 
Employing 123 staff, DASA has an annual budget of £6m and has 
offices in London, Bath, Portsmouth and Gloucester. 

Areas of work include: 

• manpower planning; 

• financial movement; 

• surveys; 

• analytical projects; and 

• ethnic monitoring of the Armed Forces on behalf of MoD. 

DASA publishes MoD’s official statistics and provides information, 
advice and analytical services for management. This information 
and advice underpins much of MoD’s budgetary, personnel and 
logistics planning, as well as providing an important input into 
policy considerations. DASA is part of the Government Statistical 
Service. Its Chief Executive is the MoD’s Chief Statistical Advisor 
and is the head of the profession for staff in the statistical grades 
in I he Department. 

The Agency’s broad aims are; to meet the needs of MoD and other 
customers for statistical advice, information and analytical 
services; to promote the use of statistical and analytical methods 
in the conduct of MoD’s business; and to seek progressive 
improvements in the professionalism, quality and cost 
effectiveness of its services. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• To increase the coverage of Service Level Agreements to 
75% in suitable areas: achioved. 

• To meet at least 95% of the timeliness and quality targets 
set in established SLAs: athieved, 

• For the remaining parts of the business (for which SLAs 
are not appropriate) to meet at least 95% of the timeliness 
and quality targets in each project agreement: achieved. 

• Toincreaseefficiencyintheproductionofregularstatistical 
reports by 5%; achieved. 

• Reduce manpov/er to a level 20% below the 1990 baseline 
manpower level by 1 April 1994: achieved. 

• To achieve in the annual Customer Satisfaction Survey, at 
least 90% of customers expressing themselves satisfied 
or better with the timeliness, quality of work and helpfulness 
of staff; achieved. 

DASA has introduced a number of initiatives which have led to a 
more efficient and customer focused organisation. For instance, 
the Agency has succeeded in reducing its staff from 150 to 123 
while at the same time sharply increasing output. This has only 
been possible through greater'teamwork resulting from a more 
innovative and flexible approach adopted by its staff. 

The provision of social and economic statistics are fundamental 
totheCIliien'sCharterandopengovernment. DASA’s commitment 
to the Charter has formed the basis of improvements in timeliness, 
public access and quality of defence statistics, both social and 
economic, which are published in quarterly press releases, 
statistical reports and the Department’s annual statistical 
compendium "UK Defence Statistics". This year, for the first 
time, the compendium had a fixed, pre-announced publication 
date. The Agency has entered into SLAs with customers which set 
out the targets for both timeliness and quality of the service 
provided. In addition to regular contact with customers, each is 
invited to take part in an annual Customer Satisfaction Survey. 
Members of the public can also contact the editor of" UK Defence 
Statistics" through the Agency for answers to their queries. 

Areas of v/ork within the Agency, estimated to be valued at £3.1m 
were identified as suitable for market testing. A study, completed 
in February 1993, recommended the market testing of data 
collection and processing (including medical events, surveys and 
logistics) and analytical projects (technical advice to customers). 
Work is ongoing in this area. 

Copies of the Agency's Annual Report and Accounts 1993-94, 
Framework Document, Business Plan 1992-93 to 1994-95 and 1994 
Strategic (Corporate) Plan are available direct from the Agency. 

KiY TARGETS 1994-95 

• fo increase the coverage to 100% for SLAs in suitable areas 

• to meet ct least 95% of the timeliness and quality targets set 
in the establishod SLAs 

• for the remaining parts of the business (for which SLAs are 
not appropriate) to meet at least 95% of the timeliness and 
quality targets in each Project Agreement 

• for all parts of the business, to achieve, in the annual 
Customer Satisfaction Survey, at least 90% of customers 
expressing themselves satisfied or better with the timeliness, 
quality of work and helpfulness of staff 

• to increase efficiency in the production of regular statistical 
reports by 5% 

• to develop and implement a system for identifying the full 
cost of each of DASA's outputs 
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M DEFENCE ANIMAL CENTRE 
Welby Lane, Melton Mowbroy, Leicestershire, LEI3 OSL 

Tel: 0664 63281 Fox: 0664 410694 

Chief Executive: Colonel Andrew Rooche 

The DEFENCE ANIMAL CENTRE (DAC) was launched as a Defence 
Agency in June 1993. DAC has a civilian and military staff of 236 
and a cash budget of £5.2m. DAC is based at Melton Mowbray in 
Leicestershire and at Newton in Nottinghamshire. It is a Joint 
Service unit under Army Command. 

Through the use of animals the Agency aims to: satisfy 
requirement? of national security both in peace and during 
periods of international conflict or war, and support the demands 
of the traditional ceremonies of state. It researches and develops 
the use for Military Working Animals (MWA) and trains animals 
and their handlers for operational and ceremonial functions. 
Continued technical support - in particular, veterinary care - is an 
essential part of our 'after-sales’ service. DAC currently maintains 
a world-wide defence establishment of some 2,000 dogs and 500 
horses and provides instruction in animal handling and related 
matters to around 600 students annually. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• To achieve target output levels: achieved. The DAC met the 
output levels required by its customers with 340 dogs, 53 
horses and training for 915 students.^ 
1 Vsnj.xe from figures is due to aiiered customer demand. 

• To have a training success rate within established wastage 
rates: achieved. 

TARGET ACHIEVED 

Patrol Dog Training 90% 78% 

Specialist Dog Training 60% 63% 

Horses 90% 100% 

Patrol Dog Handlers 95% 95.5% 

Specialist Dog Handlers 95% 89% 

Equitation Instructors 90% 100% 

• To achieve programmed output within budget: achieved. 
Running costs for 93/4 were £4.95m out of an allocated 
cash budget of £5.03m representing a saving of 1.6% 
(£0.08m). 

• To produce proposals for reducing the cost per animal/ 
handler: achieved. Increased efficiency and reduction in 
unit costs is to be achieved by concentration on tv/o major 
areas: 

• Colocation of training at a single site - the proposal to 
locate the training site at Melton Mowbray has been 
endorsed and is one of the main recommendations of 
the Defence Costs Study (DCS). 

• Integrated training - removal of anomalies between 
Army and RAF training doctrine is being addressed. 
Where there is a need for differences of emphasis in 
training this is to be achieved through a modular 
training approach. 

• To install a financial accounting and Management 
Information System package to enable operation of a full 
cost accruals accounting system: achieved. A full-cost 
accruals system was in place by 1 April 1994. 

• To initiate a market testing programme by 1 April 1994: 
achieved. The market testing programme is well under 
way but is being shaped by the available resources and the 
requirements of both the MoD market testing programme 
and DCS rather than as envisaged in the plan. In November 
1993 the post of market testing Project Officer was filled. 
Initial tasks included liaison with the MoD market testing 
team and attendance on relevant training courses. Terms 
of Reference for a market testing Feasibility Study and a 
study plan were drafted and put out for discussion. The 
Feasibility study commenced in August and will be 
completed by December 1994. 

• To conduct a customer satisfaction survey and set targets 
for improvement: not achieved. A decision was taken to 
defer achievement of this target. It became apparent that 
the end-users of the varied services were not sufficiently 
clearly identified. The need to set up customer-supplier 
agreements with all customers, and review existing 
arrangements, is of higher priority and is reflected as a 
key target. However, no complaints were received about 
the quality of service. In the future we see surveys of 
customer satisfaction v/ill be an integral and enduring 
feature of the operation. 

Although DAC does not supply a service direct to the public, it 
recognises the benefits to be gained by pursuing Citizen's Charter 
standards in providing better quality services to its customers. 

The Agency's Corporate Plan is available to Government Departments 
on request. The first Annual Report, containing unaudited accounts 
IS also available on request. 

KEY TARGITS 1994-95 
• establish Service Level Agreements (SlAs) or appropriate 

equivalent with all major customers and suppliers 

• meet at least 95% of the standard of service targets laid out 
in the SLAs 

• increase overall business efficiency by at least 2.5% 

• implement the Options for Change reduction in manpower 
with minimal reduction in output 

• develop an Output-Costing system which will measure the 
resources used to produce various outputs 

• adopt a common syllabus for Joint-Service dog training 

• complete market testing Feasibility Study 
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DEFENCE CLOf KING AND TEXTILES AGENCY 
HQ QMG, Portwoy, Monxton Road, Andover, Hants SP118HT 

Tel: 0264 382791, Fax: 0264382652 
Chief Executive: Brigadier Richard H T Kirby C6E 

The DEFENCE CLOTHING AND TEXTILES AGENQ (DCTA) was 
launched as an Agency of the Ministry of Defence (MoD) in 
November 1994. The Agency is responsible for providing an 
agreed range of clothing and textile products and services to 
meet the needs of the UK Armed Forces and other customers 
within agreed standards in the most cost effective manner. The 
Agency has a total of 447 military and civilian staff and an annual 
budget in 1994-95 of £120m. 

The Agency comprises 5 Interlocking Business areas 

• Business Management 
• Product Management 
• Science and Technology (S&T) 
• Quality and Product Support, and 
• Procurement 

The DCTA is responsible for a diverse range of products, from the 
ceremonial dress of the UK Armed Services to meeting the needs 
of UK forces deployed in demanding operational roles overseas 
in varying climatic conditions, such as those found in the Gulf and 
in Bosnia. 

The DCTA currently occupies some 9 sites, from Glasgow in the 
North to Andover in the South. Plans are in hand to relocate the 
organisation onto one site. The formation earlier this year of 
Multi-Disciplinary Groups has already demonstrated a marked 
improvement in the cohesion of the DCTA. 

In keeping with the principles of the Citiien's Charier, the needs 
of the customer (ie the Serviceman or woman) are paramount, 
and the Agency seeks to meet these in a way that provides a 
product that: 

• is suited to the operational environment within which it is to 
be worn; 

• is comfortable for the individual to wear; 
• provides maximum environmental protection; and 
• is functional for the purpose. 

The Agency aims to achieve this by establishing detailed and 
accurate product specifications for quality, timeliness of delivery 
to the customer and provision in a manner which represents best 
value for money. 

In its dealings with other Government Departments, commercial 
customers and the public, the DCTA will continue to deal with 
enquiries v;ith courtesy, consideration and promptness. 

Commercial organisations contribute to DCTA’s business in the 
supply of manufactured goods and in research and development 
and some 90% of the Agency’s annual budget is currently spent 
in industry. In accordance with the Department’s commitment to 
Competing for Quality, the DCTA will continuously review its 
business with a view to extending private sector involvement 
where it can be demonstrated that the stringent performance 
specifications required by the UK Armed Forces can be met by the 
private sector within required timescales at less cost. 

Copies ofDCTA's Corporate Plan for 1994-1999 are available from 
the Agency. 

m TARGETS m *: 95 
• to achieve 80% availability of stock from shelf 

• 80% of R8D milestones met by due date within budget 

• 80% of procurement to meet planned lead time for delivery 

• to develop the framework for a full customer satisfaction 
survey 

• to establish the mechanisms required for a full cost accruals 
accounting system 

• initiate action to formulate and develop plans for restructuring 
and cO‘location of the Agency 

• complete NA/i/IAS Accreditation of DCTA laboratories 

• to remain within the 1994-5 cash allocation, incorporating 
current efficiency assumptions 
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DEFENCf OPEUmONAl ANALYSIS CENTRE 
Broadooks, Porvis Rood, West Byfleet, Surrey KT14 6LY 

Tel: 0252 340035 Fox: 0252 349721 

Chief Executive: Dovid Doniel 

The DEFENCE OPERATIONAL ANALYSIS CENTRE (DOAC), launched in 

July 1992, is the largest single centre for operational analysis 
(OA) in the UK. Its primary role is to conduct OA studies to provide 
Ministry of Defence (MoD) Ministers, policy makers and Service 

staff with the best possible advice and analysis on which to base 
decisions. 

The Agency employs around 210 staff including Royal Navy, Army 

and Royal Air Force personnel, in addition to scientific and other 
civil servants. A wide range of disciplines are represented, 
including mathematicians, physicists, computer scientists, 

chemists, geographers and psychologists. Operating costs are 
approximately £llm a year. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• 85%plannedstudiescompletedwithinagreedtimescales: 
achieved. 

• 80% of planned studies completed within planned costs: 
achieved. 

• 75% of planned studies completed within agreed 

timescales and planned costs: not achieved. Actual 74%. 

• 100% of new major studies conducted to formal quality 
plan: achieved. 

• 85% of requfifts from MoD customers for unplanned 

urgent advice met within timescales negotiated at the 
outset: achieved. 

• Overall efficiency increase of 2%: achieved. 

• Implement a full cost accounting system and publish 

a'.iditable accruals based accounts and achieve a Treasury 
Accounts Direction in 1994-95: achieved in 1993-94. 

Studies are focused on providing advice for decision making at 

the highest level within the MoD. Current topics include the 
assessment of military operationalcapability,alternativeconcepts 

of operations and force structures, resource allocation and 
equipment procurement. So/ne major examples of DOAC at work 
in 1993-94 were: studies into the preferred mix of maritime, land 

and air force capabilities in relation to a range of possible future 
tasks implicit in emerging UK defence policy; methods for 
measurii y the defence output of the UK’s armed forces; the 

capabilities and miilitary worth of the tri-partite Common Next 
Generation Frigate; and the contribution and cost-effectiveness 

of the Attack Helicopter in anti-armour warfare. Other studies 
h.'i'/e included the number of Eurofighter 2000 aircraft required 

and the use of simulators in the collective training of battlefield 

command staff. 

Recommendations from a single study often indicate savings on 
equipment procurement and ownership many times more than 

the operating cost of the Agency. In one study this year a better 

way was shown of how to meet the information needs of 

operational commanders by changing the balance of proposed 

investment in surveillance and reconnaissance systems. The 

20% cost saving would amount to more than £75m per annum 
over the next 20 years. 

Although DOAC’s customers are from within the MoD rather than 

the general public. Citizen's Charter principles are followed in 
providing service to them. Six of the 1994-95 targets are 

designed to improve directly the service customers receive, 

whilst a seventh, achieved one year early, drives the financial 
systems needed to monitor success in achieving value for money. 

The new quality procedures instituted during 1992-93 are 
challenging all aspects of study processes and have been 

developed further in 1993-94 to emphasise the feedback to 
customers. The Agency will also measure customer/peer reaction 

to the quality of the studies. 

In July 1994, as a result of the Defence Costs Studies contained 
in the publication, "Front Line First", Ministers have agreed that 

DOAC should combine with a number of other organisations 
undertaking similar work and become an independent element of 

a much larger scientific and technology Agency operating under 
a Trading Fund. As it is planned that DOAC should cease to exist 

as a separate Agency at the end of the financial year 1994-95, a 
formal review will not be carried out. 

DOAC maintains strong national and international links with 
other organisations within NATO, the European Community and 

the Commonwealth. 

The Annual Reporf and Accounts hr 1993-94 is available from 
HMSO. The Agency's Corporate Plan for 1994-98 clearly identifies 
the strategies for development of its business and is available from the 
Agency. The Business Plan prepared annually contains sensitive 
Defence information and is not publicly available. 

KlY TARGCTS FOR 1994-95 
• 90% of planned studies completed within agreed timescales 

* 85% of planned studies completed within planned costs 

* 80% of planned studies completed within agreed timescales 
and planned costs 

• 100% of new major studies conducted to formal quality plan 

* 90% of requests from MoD customers for unplanned urgent 
advice met within timescales negotiated at the outset 

• overall efficiency increase of 3% 
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DEFENCE POSTAl AND COURIER SERVICES 
Ministry of Defence (Army), British Forces Post Office 777 

Tel: 0181 346 2611, Fox: 0181346 2611 ext 3309 

Chief Executive -.Brigadier Tweedie Browne CBE 

The DEFENCE POSTAL AND COURIER SERVICES (DPCS) Defence 
Agency was launched in July 1992. It exists to provide mail and 
Post Office counter and remittance services to Servicemen and 
women in all 3 Services while overseas and to provide a secure 
classified mail service for the Ministry of Defence (MoD), other 
Government Departments and defence-related organisations in 
the UKandworldwide.The Agency currently employs 225 military 
personnel, 255 non-industrial and 52 industrial civilian staff with 
a net full cost budget of some £21m. The Agency’s receipts 
totalled £2.21m in 1993-94. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Improve the percentage of airmail items that meet quality 
of service standards by 0.5%: achieved. The quality of 
service standard of 95% for airmail was exceeded by 2%. 
This significant improvement in the standard of service 
was achieved by careful monitoring of airline contracts 
and representations made to the airlines themselves. 

• Improve the percentage of MoD Van Service items that 
meet quality of service standards by 2%: achieved. The 
MoD Van Service improved by 2.4% against its target. 

• Introduce an automated financial management and 
information system by 31 March 1994 to produce all 
necessary information to support measures of output and 
unit costs and to meet the accounting requirements of 
Defence Agencies: achieved. Following a competitive 
tendering exercise n contract was placed v/ith Mansysco 
for the supply and installation of the "Exact Accounting” 
system. The system was installed in February 1994. 

• Increase the Agency’s efficiency by making a 1% saving 
against 1992-93 outturn net operating costs (either by 
input or output means): achieved. In particular,more 
stringent business discipline was applied to the Defence 
Courier Service schedules which were streamlined and 
which resulted in an award from the Quartermaster 
General’s Efficiency Fund and, in addition, close monitoririg 
of special courier journeys resulted in further substantial 
savings. 

• Implement Phase one of the Agency’s market testing plan 
and examine the potential areas for further study: achieved. 
An invitation to tender was issued for the catering and 
stewardship functions at Mill Hill and a contract is about 
to be let pending final discussions with trade unions. 
Further areas of study include the market testing of the 
mail sorting functions at Mill Hill and St Giles Court - Phase 
two of the Agency’s market testing plan. Phase 3 will 
market test the MoD Van Service and is due to begin on 1 
January 1995. 

In 1993-94, the Agency had continued to radically examine its 
structure and organisation to reflect the need to reduce postal 
expenditure in the light of the drawdown of forces personnel and 
the relocation of MoD headquarter buildings to other sites 
around the UK. The Mail 2000 initiative rationalises the MoD Mail 
Service and Defence Courier Services and seeks to introduce a 
fully integrated postal network within the UK. Projected savings 
are £2.69m per year. 

As a Defence Agency, DPCS has no direct dealings with the public. 
However, in line with Clllien's Charter principles. Service Level 
Agreements (SLAs) lay down a quality of service standard which 
mirrors that of the civil Post Office and which is agreed with 
customers. These standards relate to letter and parcel delivery 
times and are monitored by the Customer Services Group. 
Amongst other initiatives, the marketing department will be 
concentrating on achieving BS 5750 in the coming year. 

For maximum effectiveness and efficiency within the Agency 
clear service standards are specified and contracts have been 
negotiated with shipping companies, airlines, mail order 
comp'.mies and the civil Post Office. The interests of tri-service 
customers are protected by a dedicated customer care team and 
by the external Agency Customer Group, made up of 
representatives of all customers. This meets at least twice a year 
to discuss problem areas, customer satisfaction, SLAs and quality 
of service. The Customer Group reports once a year on the 
quality of the Agency’s services. During 1994-95, DPCS intends 
to publish a guide to the service for all customers and appoint a 
firm of consultants to conduct a consumer audit. SLAs have been 
designed and signed up to by a representative of each and every 
customer area, such as RAF, Royal Navy, British Forces Germany, 
and Northern Ireland. 

The DPCS Defence Support Agency Annual Report, Framework 
Document and Corporate Plan are available from the Agency. 

HEY TARGETS 1994 95 
• review the assessment of Military Core Capability and report 

by I July 1994 

• increase the Agenc/s efficiency by making a 0.5% saving 
against 1993-94 outturn net operating costs 

• improve the percentage of mail moved by the MoD Mail 
Service that meets Quality of Service Standards by 0.5% to 
97.5% 

• complete Phase Two of the Agenc/s Market Testing Plan 

• following the necessary consultations, implement the MAIL 
2000 recommendations, and report progress by 31 March 
1995 
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M DEFENCE RESEARCH AGENa 
WK Meudon Avenue, Farnborough, Honts GU4 6TD 

Tei: 0252 394568 Fox: 0252 394571 

^ Chief Executive: John Chisholm 

The DEFENCE RESEARCH AGENCY (DRA) was established in April 
1991, becoming a Trading Fund in April 1993. Reporting directly 
to the Secretary of State for Defence, and employing just under 
9,000 people, it exists primarily to serve two key needs of the 
Ministry of Defence (MoD): providing the research-based scientific 
and technical advice necessary for MoD to be an expert customer 
in the procurement of an £8bn equipment programme; and by 
making the results of its research available to new equipment 
programmes in industry, ensuring that technologically superior 
and war-winning equipment isavailable to the UKArmed Services. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• To meet profit and cash targets consistent with a 6% 
Return on Capital Employed: not achieved. The Agency 
achieved 4.3%, finishing its first year in profit. 

• To improve overall utilisation from40% in 1992-93 to49% 
in 93-94 and 52% in 1997-98: achieved. Overall utilisation, 
measuring the percentage of all staff time available booked 
directly to customers, rose to 52%. 

• To reduce Administrative and General Overhead expressed 
as a percentage of total variable costs to less than 15% in 
1993-94 and to hold it at this level or better in following 
years: achieved 15%. 

• To seek competitive proposals in 1993-94 for market 
testing amounting on an annual basis to 5% of DRA’s 
annual turnover, for secondary competition amounting to 
3% of turnover and for subcontracts amounting to 24% of 
DRA’s turnover: achieved. During the first year of trading, 
competition featured significantly. The Pathfinder 
programme, whereby firms can bid into the MoD research 
programme and have their proposals evaluated against 
DRA’s own projects, led to the selection for consideration 
with MoD customers of proposals worth £41m, exceeding 
the key target for secondary competition of 3%. Sub- 
contracts exceeded the target of 24% by a full 2% and the 
DRA’s market testing programme, despite a change of 
direction in year caused by the need for greater flexibility 
in providing services for v/hich demand fluctuated, 
substantially exceeded its key target, achieving 9% against 
5%. A key element of this success was the award of the 
contract for experimental flying, previously valued at 
£25m, to the in-house team from the DRA and the MoD’s 
Test and Evaluation establishment at Boscombe Down. 

• To achieve 70% of customer milestones on time in 1993- 
94 and to increase this to 85% by 1997-98: achieved. 
Target was beaten by a margin of 15%. 

• To achieve an increase of 2% in overall performance and 
customer satisfaction in 1993-94 (as measured by the sum 
of satisfaction criteria in the business planning survey): 
achieved 2.8%. 

• To achieve a running cost reduction of £38m in 1993-94 
and to achieve the final target of £90m by 1997-98: 
achieved. Costs fell by £64m. 

• To achieve formal quality certification to BS 5750 for one 
sector by 31 December 1994, and for the rest of DRA by 31 
December 1996: continuing. The DRA has a formal target 
involving certification to ISO 9000 and is well on target to 
achieve this for one Sector by 31 December 1994 and for 
the rest by 31 December 1996. 

The DRA’s first year as a Trading Fund has been highly successful. 
New trading contracts were entered into with all MoD and other 
Government Department customers and on a turnover of £77I3m 
the DRA finished the year with an operating profit of £62.4m. The 
new customer trading relationship did, however, lead to a fall-off 
in customer demand in two Sectors causing losses of £35m. The 
management flexibility inherent in the Agency meant, however, 
that urgent action could be taken to abandon these activities as 
distinct businesses. The financial impact of the unbudgeted 
exceptional costs arising from the related closures reduced net 
profit to just £2.6m. That the impact of the losses and exceptional 
costs was relatively small was due largely to the success of the 
rest of the Agency in over-achieving against financial targets. 

Improvements in efficiency have come about not just through the 
pressures of the customer/supplier relationship, although these 
have been important, but through a thorough process of corporate 
re-engineering, aimed at removing the wasteful and valueless 
processes that had been allowed to accumulate. The chosen 
vehicle for the change process in the DRA is the Total Quality 
Programme which through an emphasis on continuous 
improvement and individual responsibility has already made a 
mark on the DRA’s performance. Nov/here is this more apparent 
than in the manpower mix where over the last 3 years the number 
of supporting staff has fallen from over 6,000 to just 4,000 whilst 
the number of scientific staff, and hence the amount of scientific 
effort available to customers, has increased from 4,600 to 5,000. 

Although the DRA’s first customer is MoD, the quality of research 
issuch that many discoveriesand inventionsare finding important 
civil applications with rewarding commercial consequences for 
both DRA and industry. Indeed, the Office of Science and 
Technology, in the White Paper "Realising Our Potential", laid 
on DRA the specific aim of maximising exploitation and wealth 
creating potential insofar as this was compatible with the Agency’s 
primary defence purpose. In practice, royalty income rose from 
£4.6m in 1992-93 to £15.3m in 1993-94, due largely to the policy 
of active exploitation by the DRA’s Intellectual Property 
Department, and non-MoD work increased slightly from £68.8m 
to £72.4m over the same period. Whilst the latter does not 
represent a particularly significant expansion, it is nonetheless a 
creditable achievement at a time when the defence industry 
generally is undergoing considerable downsizing. Other initiatives 
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aimed at increasing the exploitation of DRA’s knowledge base for 
the benefit of wealth creation include the launch of a series of 
Dual Use Technology Centres: the first, in the field of Structural 
Materials, came into being on 1 April 1994. 

Although not supplying a service directly to the public, the DRA 
nevertheless believes that what it has achieved by way of 
management reforms accords entirely v/ith the principles of the 
Citlien's Charter by ensuring that its customers, and therefore 
ultimately the taxpayer, receive best value for money. 

The Annual Report (or 1993-94 may be obtained from the Compony 
Secrefory's Department at DRA Farnborough, Rm 601, Bldg OWI, 
DRA Farnborough, Hampshire, GUI4 STD. DRA's Corporate and 
Business Plans are internal documents containing commercially 
sensitive information and are not therefore publicly available. 

KiY TARGETS 1994^95 
• to meet profit and (ash targets consistent with a 6% return 

on capital employed 

• to maintain overall utilisation at a level of 51% 

• to reduce the total overhead expressed as a percentage of 
total variable costs from 15% at I April 1994 to 12% at 31 
March 1995 

• to market test 4% of DRA's turnover; to achieve secondary 
competition amounting to 3% of turnover: and to achieve 
competition in subcontracts amounting to 6% of turnover 

• to maintain achievement on time of customer milestones at 
the 1993-94 level of 85% 

• from December 1993 survey baseline to achieve 2% 
improvement in overall performance by December 1994 and 
a 4% increase in the quality and proiect management 
measures 

• to have met by 31 March 1995 all 1994-95 rationalisation 
project milestones as specified and to have achieved a 
running cost reduction of £70m per annum 

• to achieve a non-MoD income of £64m in 1994-95 

• to achieve formal quality certification to ISO 9000 for one 
sector by 31 December 1994 
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t DISPOSAL SALES AGENCY 
St Christopher House, Southwark Street, London SE1OTD 
Tel: 0171 921 1707, Fox: 0171 921 1443 
Chief Executive: Keith Ellender 

The DISPOSAL SALES AGENCY within the Defence Export Services 
Organisation of the Ministry of Defence (MoD) was launched in 
October 1994. The Agency has a staff of 100 and an annual 
budget of £3.9m. 

The Agency is responsible for the disposal by sale of all surplus 
Defence equipment, stores, spares and other material. 

The Agency has two core tasks: 

• to negotiate the sale of major capital assets on a Government- 
to-6overnment basis; and 

• to identify and make contractual arrangements for the most 
appropriate method of disposal by sale of all other items. 

The range of commodities is wide and extends from a complete 
class of ex-Royal Navy warships in operational condition to food 
and drink; from tanks and artillery to v/aste paper. 

The Agency is currently facing an enormous surge in business as 
the size of the UK Forces reduces, and substantial reductions are 
made in equipment and spares holdings, and as workshops and 
depots are closed. 

The Agency has a sales operation in Germany and has been 
particularly successful in the sales of vehicles and equipment 
from units engaged in the drawdown exercise. The rationalisation 
programme is now largely completed and the Agency is reviewing 
its sales operation in Germany. 

Much of the selling work is already contractorised through the 
use of auctioneers, term contractors and joint venture partners. 
The Agency pioneered contractual arrangements with commercial 
companies for the storage, marketing and sale, with profit 
sharing, of surplus stores and spares. So far the Agency’s 
commercial partners have invested £2m and have established 45 
full-time jobs in setting up the necessary handling and storage 
facilities. The Agency is committed to a programme of withdrawal 
from direct selling and greater commercial involvement. A wide 
rangeofcommoditieswillbepassedintothehandsof contractors 
for marketing and sale. 

Agency status has enabled Disposal Sales to focus more clearly 
on 3 key strategies: 

• satisfying customers; 
• making best use of the private sector; and 
• achieving value for money. 

The Agency will continue to develop Citizen's Charter principles, 
through its customer av/areness programme, by ensuring that 
prompt, courteous and efficient se.’-vice is a primary aim. 

A number of outline performance indicators have been identified, 
but in the absence of suitable data to support these, the Agency 
will concentrate on the key targets listed: 

mTARCm 1994-95 
• achieve disposal sales revenue of £60.8m 

• introduce three new storage and marketing agreements 
(joint ventures) with industry 

• implement the first stage of a 3-year programme of 
withdrawal from direct seliing other than Government-to- 
Government sales 

• improve efficiency by reducing the overhead of the Agency's 
stores activity in Germany 

• estabiish an Agency resource database and interim output 
budget incorporating full cost accruals accounting 

• development of Performance Indicators 
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DRIVER AND VEHICLE LICENSING AGENCY 
Longview Rood, Morriston, Swonseo SA6 7JL 

Tel: 0792783112 Fox: 0792 783003 

Chief Executive: Stephen Curtis 

The DRIVER AND VEHICLE LICENSING AGENQ (DVLA), an Agency 
of the Department of Transport, was established in April 1990. It 
is responsible for the registration and licensing of drivers and 
vehicles and the collection and enforcement of vehicle excise 
duty. It also arranges the transfer and sale of attractive vehicle 
registration numbers. The Agency’s customers for these services 
are the motoring public, commerce and industry as well as the 
police, courts and Government Departments. During 1993-94 the 
Agency employed 4,330 staff in its headquarters at Swansea and 
network of 7 area and 51 local offices. Total operating costs were 
£186m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• 2.5% improvement in overall efficiency: athieved. 

• 95% of vocational driving licences within 11 days. Medical 
cases ’.vithin 35 days: achieved. 

• 95% of first provisional driving licences within 12 days: 
achieved. 

• 95% of ordinary driving licences within 13 days. Medical 
cases v/ithin 25 days: achieved. 

• 95% of changes to vehicle registration documents within 
13 days: achieved. 

• 95% of registration documents for new vehicles within 15 
days: achieved. 

• 80% of telephone calls to be answered within 30 seconds: 
not achieved. A new ACDS telephone system has now been 
installed to raise performance. 

• 90% of written enquiries to be answered within 8 days: 
achieved. 

• Complete a minimum of 445,000 successful enforcement 
cases: achieved. 455,420 successful enforcement cases 
were completed. Revenue recovered in out of court 
settlements and fines amounted to £46m against a target 
of £40m. Additional revenue, estimated at £26m, was 
raised through measures aimed at securing voluntary 
relicensing. 

The sale of attractive vehicle registration numbers continues to 
be popular, raising £22m in revenue and £6m from assignment 
fees in 1993-94. The scheme has raised £140m for the Exchequer 
with over 300,000 numbers sold. 

The Agency continues to build on the services for which it was 
awarded the Citizen's Charter Charter Mark in October 1993. For 
example, the introduction of pictograms on driving licences has 
simplified entitlement details for drivers and operational 
streamlining of procedures has helped speed up the issue of a full 
driving licence following test pass. An independent mediator has 
been appointed to assist the Agency with customer complaints. 

Work to improve the accuracy and quality of the Agency’s 
databases is ongoing. Market research has been commissioned 
to pin-point the reasons for errors. 

The result of the prior options part of the Agency’s 3 year review, 
announced in May 1993, was that there should be no change in 
the status of DVLA at that stage. The Secretary of State wanted 
the Agency to concentrate on further measures to improve the 
quality and efficiency of its services, including full use of market 
testing to secure best value for money. The extended market 
testing programme for the year covered over 500 Agency posts. 
The DVLC Security Service, Despatch Section and Graphic Print 
Unit were market tested with the in-house team winning the 
contracts. The market testing of other non-core services (eg, 
messengers, stores and personnel) is in progress. The revision 
of the Framework Document and evaluation stages of the review 
are still underway. 

A 3 year programme of investment in new technology has been 
announced for the Centre at Swansea which will lead to improved 
efficiency and a saving of 700 posts. There are also forthcoming 
changes to the way in which new vehicles are registered and 
changes proposed in the way that Vehicle Excise Duty is levied 
and enforced, which will lead to the closing of the Agency’s 
network of local offices, currently employing 1,500 staff. 

Copies of the Annual Report and Accounts can be purchased from 
HMSO and the Business Plan is available from the Agency. The 
Agency's Corporate Plan contains sensitive information and is therefore 
not publicly available. 

KEY TARCiTS 1994-95 
• 4% improvement in overall efficiency 

• 95% of vocational driving licences within 10 days. Medicai 
cases within 30 days 

• 95% of first provisional driving licences within 11 days 

• 95% of ordinary driving licences within 12 days. Medical 
cases within 22 days 

• 95% of changes to vehicle registration documents within 13 
days 

• 95% of registration documents for new vehicles within 13 
days 

• 80% of telephone calls to be answered within 30 seconds 

• 95% of written enquiries to be answered within 8 days 

• complete a minimum of 457,000 successful enforcement 
cases. Achieve an enforcement yield to cost ratio of 2.6:1 

(The turnaround targets relate to working days from receipt 
at the centre to delivery to customers) 
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DRIVER AND VEHICLE LICENSING NORTHERN IRELAND 
County Hall, Costlerock Rood, Coleraine BT512HS 
Tel: 0265 44133 Ext 246 Fox: 0265 54433 
Chief Executive: Brendan Mogee 

DRIVER AND VEHICLE LICENSING NORTHERN IRELAND (DVLNI) 
was launched in August 1993 as an Executive Agency of the 
Department of the Environment (NI). The Agency is responsible 
for licensing drivers, registering and licensing vehicles and 
collecting and enforcing vehicle excise duty in Northern Ireland. 
It employs 226 staff at its Headquarters in Coleraine and in 8 
Local Offices throughout Northern Ireland. Annual running costs 
are £4.43m. Annual income from Driver Licence fees is around 
£700,000. The Agency is also responsible for the collection of 
about £83m annually in vehicle excise duty on behalf of the 
Secretary of State for Transport. The Agency is fully reimbursed 
by the Department of Transport for the costs incurred in carrying 
out vehicle licensing in Northern Ireland. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Provisional Licences: 

to achieve a yearly average of 90% of licences dispatched 
within 10 days of receipt of application; achieved. 

and not exceeding 12 working days in any one month: not 
achieved. Exceeded 12 day target working on one occasion. 

• Ordinary Licences: 

to achieve a yearly average of 90% of licences dispatched 
within 11 working days of receipt of application: achieved. 

and not exceeding 12 working days in any one month: not 
achieved. Exceeded 12 day target on one occasion. 

• Vocational Licences: 

to achieve a yearly average of 95% of licences dispatched 
within 11 working days of receipt: achieved. 

and not exceeding 13 working days in any one month: 
achieved. 

• Registration books for new vehicles: 

to achieve a yearly average of 90% of books dispatched 
within 16 working days of receipt of application; achieved. 
and not exceeding 17 days in any one month: achieved. 

• Refunds of vehicle excise duty: 

to achieve a yearly average of 90% of refunds dispatched 
within 11 working days of receipt of the application: not 
achieved. 85% of refunds dispatched within target. 

and not to exceed 12 working days in any one month: not 
achieved. 

• Postal Licensing: 

to achieve a yearly average of 90% of licences dispatched 
within 6 working days of receipt of the application: Of A/evet/. 
and not exceeding 8 working days in any one month: 
achieved. 

• Duplicate Registration Books: 

to achieve a yearly average of 90% of books dispatched 
within 6 working days of receipt of the application: achieved. 

and not to exceed 7 working days in any one month: 
achieved. 

• Changes to Registration Books: 

to achieve a yearly average of amended books dispatched 
within 8 working days of receipt of application: achieved. 

and not exceeding 10 working days in any one month: 
achieved. 

• Waiting time at Local Vehicle Licensing Offices: 

Peak period maximum v/aiting time; 

first 8 and last 2 working days of each month: 25 mins: not 
achieved. 98% within target. 

other working days: 10 mins: not achieved. 99% within 
target 

• Written Enquiries: 

substantive replies to 90% of written enquiries to be 
dispatched within 5 working days of receipt: achieved. 

• Error Rates: 

reduction of error rate (errors on any item sent out by the 
Agency) to 0.6% of total Agency output: achieved. 

• Efficiency Targets: 

to achieve an aggregate unit cost calculated on the basis 
of cost per standard hour of work of £26.37 (at 1992-93 
prices): achieved. 
to achieve an overall efficiency gain of 4.29%: achieved. 

• Enforcements; 

achieve unit cost of £22.12 per vehicle excise enforcement 
case completed: achieved. 

The Agency continues to be fully committed to the principles of 
the Ciflien's Charter and has produced a Statement of Charter 
Standards (available from the Agency) v/hich sets out the Agency’s 
broad policy on customer service, giving information on the range 
of services provided, policies and aims on the standard of service 
to be provided, details on information and enquiry services, 
policy on identification of staff and the Agency’s complaints 
procedure. DVLNI also produces Customer Service Guides, one 
for vehicle licensing and one for driver licensing, which give 
detailed information about the targets which have been set for 
the Agency and which relate directly to the standard of service, 
for example, how long it should take to get a driving licence. 
These leaflets are issued to customers with licence reminder 
forms. 
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The Agency’s strategic objectives are: to improve the efficiency 
and effectiveness of driver and vehicle licensing services; and to 
identify customer needs and improve the quality of service. 
Among the initiatives which the Agency will introduce in pursuit 
of these objectives will be improvements in the development and 
use of IT, the training and development of staff and the introduction 
of more flexible working patterns. 

DVLNI has set out a comprehensive programme for market 
testing a wide range of its activities over the next two years. This 
process is intended to assist the Agency in achieving the best 
possible value for money in providing quality services to the 
customer. In year one, all the Agency’s Local Office functions will 
be market tested, followed in year two by Vehicle Licensing and 
support functions carried out by the Central Office. 

The Agency's Annual Report and Accounts are available from the 
Agency. The Agency produces an annual Business Plan and a 
Corporate Plan which sets out its main strategies and objectives for a 
3 year period. 

KEY TARGETS 1994-95 

• to produce an overall eHidency gain of 2% 

• to reduce the unit cost per vehicle excise enforcement case 
completed to £21.73 (at 1992-93 prices) 

• to dispatch 90% of registration books for new vehicles 
within 16 working days to the receipt of application 

• to dispatch 90% of refunds of vehicle excise duly within 11 
working days of receipt 

• to dispatch 92% of vehicle excise licences within 6 working 
days of receipt of postal applications 

• to dispatch 92% of duplicate vehicle registration books 
within 6 working days of receipt of applications 

• to dispatch 96% of amended vehicle registration books 
(following changes to vehicles oi keepers) within 8 working 
days of receipt of applications 

• to dispatch 91% of ordinary driving licences within II 
working days of receipt of applications 

• to dispatch 96% of vocational driving licences within II 
working days of receipt of applications 

• to dispatch 91% of provisional driving licences within 10 
working days of receipt of applications 

• to dispatch substantive replies to 90% of written inquiries 
within 4 working days of receipt 

• to limit maximum waiting time at local vehicle licensing 
offices to 25 minutes during peak periods (the first 8 and last 
2 working days of each month) and 10 minutes at other 
periods 

• to reduce the error rate (errors on any item sent out by the 
agency) to 0.5% of total agency output 
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DRIVER AND VEHICLE TESTING AGENCY 
Balmorol Rood, Belfost BT)2 6QL 
Tel: 0232681831 Fox: 0232 665520 
Chief Executive: Brian Watson 

O 
TESTING 

fH\C' 
AGENCY 

The DRIVER AND VEHICLE TESTING AGENa was established in 
April 1992 as an Agency of the Department of the Environment for 
Northern Ireland, to carry out the Department’s statutory 
responsibility for testing the roadworthiness of a range of vehicles, 
including private cars, light goods vehicles and motorcycles used 
on Northern Ireland’s roads, and for conducting the full range of 
driving tests required. The Agency employs some 264 staff and 
operates from 15 purpose built Test Centres throughout Northern 
Ireland. Business turnover during 1994-95 is estimated to be 
£8.03m with direct running costs amounting to £6.54m. 

The Agency undertakes other miscellaneous work such as the 
Approved Driving Instructors Scheme, taxi licensing, road accident 
work, tachograph inspection and approval and transport 
international routier work. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Private cars/goods vehicles tests - 4 weeks waiting time 
for 80% of applications; maximum v/aiting time of 5 
weeks: athieved. Actual performance was 93.28% in 4 
weeks and 100% within the maximum time of 5 weeks. 

• Driving tests - 8 week.s maximum waiting time for 80% of 
applications; maximumv/aitingtimeoflOweeks:of/i/eved. 
Actual performance was 96.07% in 8 weeks and 100% 
within the maximum time of 10 weeks. 

• Vehicle testing - units/man/day not below 15.75: achieved. 
Actual performance was 16.01 units. 

• Driving testing - units/man/day not below 7.6: achieved. 
Actual performance was 7.88 units. 

• Faulty inspections as percentage of annual tests conducted 
not to exceed 0.5%: achieved. 

• Level of complaints about booking arrangements as 
percentage of applications received to be less than 2%: 
achieved. 

• Level of complaints about the conduct of tests as percentage 
of applications received to be less than 2%: achieved. 

• Level of customer satisfaction with booking arrangements 
to be greater than 92%: not achieved. A level of 92% was 
recorded (but is subject to a sampling error of -f/- 3%). 

• Level of customer satisfaction with test procedures greater 
than 96%: not achieved. A level of 95% was recorded (but 
is subject to a sampling error or -f-/-3%). 

• £15.83 composite unit cost of driver and vehicle tests: 
achieved- £15.58. 

• Compensation payments made to be not more than 2% of 
applications received: achieved. 

The Agency remains committed to the Northern Ireland Citizen's 
Charter. The waiting times for test appointments were improved 
despite increased demand and the additionof an exhaust emission 
test to the MOT inspection. For the second successive year there 
was no need to increase fees for the majority of tests. Several 
new customer initiatives were introduced during 1993-94. A 
Code of Practice was published explaining the standards which 
customers should expect and how major customers will be 
consulted. A new record sheet v/as introduced to provide all ’L’ 
test candidates with information on their standard of driving 
whether they pass or fail the test. Reception areas in all of the 
Agency’s Test Centres were improved and now give customers 
clear information on performance against set targets. In addition, 
a staff bonus scheme was introduced. 

Although the Agency does not have a market testing programme, 
a major study was undertaken by consultants of the private car 
testing system in Northern Ireland which is the DVTA’s major 
activity. The report concluded that the current system is the 
optimum formof testing in Northern Ireland. It will be considered 
by the Department during its first review of the Agency. 
Negotiations are underway with the Department of Finance and 
Personnel to secure agreement that the efficiency element of the 
review be completed by March 1995 with the prior options study 
being completed a year later. 

Copies of Ihe Annual Report and Accounts and Business Plan are 
available from the Agency. The Agency's Corporate Plan is not made 
publicly available. 

HiY rmSTS 1994-95 
• vehicle test appointments • 5 weeks average waiting time 

• driving test appointments -10 weeks average waiting time 

• vehicle test productivity • 16.15 units/man/day 

• driving test productivity - 7.7 units/man/day 

• faulty inspections not to exceed 0.3% of tests conducted 

• complaints about booking arrangements to be less than 2% 
of applications 

• complaints about test conduct to be less than 2% of 
applications 

• customer satisfaction with booking arrangements - greater 
than 80% 

• customer satisfaction with test procedures - greater than 
90% 

• composite unit cost of driver and vehicle test - £16.32 

• compensation payments made to be less than 1% of 
applications 
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DRIVING STANDARDS AGENCY 
Stanley House, 56 Talbot Street, Nottingham N615GU 

Tel: 0115 955 7600 Fax: 01159557734 

Chief Executive; Dr John Ford 

The DRIVING STANDARDS AGENCY(DSA) is responsible for testing 
drivers and approved driving instructors on behalf of the Secretary 
of State for Transport. Conducting the driving test for car, lorry 
and bus drivers (Large Goods Vehicles -mi Passenger Carrying 
Vehicles - LGV/PCV) and motorcyclists comprises nearly 95% of 
its work. The Agency also operates the statutory register of 
Approved Driving Instructors (ADI). Established in April 1990 as 
an Executive Agency of the Department of Transport, DSA has a 
turnover of about £50m a year and employs about 1,800 people, 
most of them at some 490 test centres across Great Britain. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 
• Recover full cost in fees and charges: achieved. A surplus 

of £1.6m v/as made. 

• £24.12 unit cost for car tests; £56.26 for LGV/PCV tests; 
£31.84 for motorcycle tests; and £37.40 for ADI activities: 
2 achieved, 2 not achieved. The LGV/PCV target was 
achieved v/ith a unit cost of £55.99 and for motorcycle 
tests the outturn was £29.58. For car tests the outturn was 
£24.48, just 1.5% over target compared to a 3.2% loss in 
volume. The ADI unit cost was £39.08,4.5%> over target, 
due to a 6.7% loss in volume. 

• Maintain national average v/aiting time for:- 

• car tests at 6 weeks; achieved. The national average 
waiting time was 5.98 v/eeks. 

• motorcycle, lorry and bus tests at 4 weeks; / achieved, 
J not achieved. The v/aiting time for lorry and bus tests 
was 1 week and for motorcycles was 5.9 weeks. Even 
though demand for motorcycle tests was 5.5% above 
forecast, the waiting time over the year v/as reduced 
by 1 week. 

• ADI practical tests at 5 weeks: achieved. The national 
average waiting time was 4.4 weeks. 

• Answer 90% of telephone calls to booking offices within 
1 minute: not achieved. In the first full year of automated 
monitoring, the target was achieved in the last 5 months 
of the financial year. 

Demand for the Agency’s services was at its lowest level since 
1977, declining more than forecast. DSA was able to use the 
opportunity to demonstrate its ability to manage downwards. 
Whilst demand for LGV/PCV tests fell 10.7% below plan, the unit 
cost target was bettered. The car test target was missed by just 
1.5% compared to a 3.2% loss of volume. 

As part of the programme of continuing rationalisation of the 
Agency’s test centre estate, the closure of 22 test centres, 
spread across the country, was announced in January 1994. DSA 
also made savings by rationalising cash handling and post opening 
work from Traffic Area Offices to 5 DSA Regional Offices. 

DSA continued with its programme of changes to improve its 
ability to respond to fluctuations in demand for tests. The first 
stage of the new retirement policy for all Driving Examiners was 
implemented. The opportunity was taken to use newly retired 
examiners, on a fee paid basis, to cover some of the short 
absences of examiners, enabling the Agency to cancel fewer 
tests. A small programme of recruiting "contract" examiners in 
London and Scotland, where examiners are needed to cope with 
local peaks in demand, v/as also started. 

FollowingtheawardoftheCitizen'$CharterCharterMarkinl992, 
the Agency has continued to improve customer service. The 
successful system of booking car and motorcycle test 
appointments by post and telephone using Credit Cards was 
extended to include Switch and Delta cards in October 1993. The 
findings of the second Customer Survey (published in September 
1993) showed support for the service performance targets set in 
the Service Standard and indicated that the targets were generally 
being met. A third Customer Survey is underway. 

DSA continued to expand its publications. A new title was added 
to the "Driving Skills, series - "Your Large Goods Vehicle Driving 
Test" in February 1994. A second edition of" Your Driving Test" 
was published n April 1993. 

The Agency is market testing the processing of driving test 
applications and local finance functions. A decision is expected 
to be announced in January 1995. 

Each year DSA publishes its Anriuol Report arid Accounts along with 
its Business Plan for the year. Copies of the Annual Report and 
Accounts are available from HMSO bookshops but copies of the 
Business Plan are available direct from the Agency. The Agency's 
Corporate Plan is not made public. 

KEY TARGETS 1994^95 
• recover full costs in fees and charges, including the recovery 

of accumulated deficits by 1995-96 

• achieve or better unit costs of: £24.50 for car tests; £59.03 
for LGVIPOf tests; £32.66 for motorcycles; and£38.62 for 
ADI activities 

• maintain national average waiting time for: 

* car tests at 6 weeks; and 

• lorry, bus and motorcycle tests at 4 weeks 

• answer 90% of telephone calls to booking offices within 1 
minute 
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^ J9 DUKE OF YORK'S ROYAL MILITARY SCHOOL 
Dover, Kent Q15 5EQ 

JH Executive: Colonel Gordon Wilson BA MEd 

The DUKE OF YORK'S ROYAL MILITARY SCHOOL, founded by Royal 
Warrant in 1803, became an Agency of the Ministry of Defence in 
April 1992. The School’s primary function is to provide a high 
quality and stable boarding education for the sons and daughters 
of those who have served for a minimum period on regular 
engagements in the Armed Forces. The owner is the Adjutant 
General representing the Secretary of State for Defence. Staff 
comprises the Headmaster, 50 teaching staff (including 4 part 
time) and 46 (including 8 part time) non-teaching staff. Running 
costs for the year 1993-94 were £5.01m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• 5 or more GCSE passes at grades A to C for 80% of 
candidates: achieved. 

• 90% of A level passes at grades A to E and 35% of A level 
passes at grades A and B: not achieved. 83% and 22% 
achieved respectively. 

• 100%awardrateforallBTECNationalDiplomacandidates: 
achieved. 

• List minimum boarding standards for all Houses by April 
1994: achieved. 

• Write policy on extra curricular activities by July 1993: not 
achieved. Initial study completed but was found to be 
inadequate. A new study is nov/ underway. 

• Formulate policy on assessing, monitoring and reporting 
by March 1994: not achieved. 

• Prepare 5 year financial plan by October 1993: achieved. 

• Maximise efficiency in works property management: 
achieved. 

• Save £150,000 by March 1994: achieved. 

• Carry out a Pay and Conditions Review by April 1994: 
achieved with 23.7% reduction in Boarding School 
Allowance and an 18% increase in teachers’ workloads. 

• Produce prospectus and market the school effectively: 
achieved. 

• Complete preparations for co-education by April 1994: 
achieved. Planning has been completed with 51 girls 
confirmed in 4 year groups. 

Like other schools in the UK, the Duke of York’s is pursuing 
policies under the Parents’ Charter, in line with the principles of 
the Citizen's Charter. It has improved communication with 
parents by introducing a termly Nev/sletter in addition to existing 
forms of communication. The prospectus has been updated, the 
reporting system to parents has been reviev/ed and pupil reports 
are provided more frequently than that required in the Parents’ 
Charter. Records of Achievement have been introduced, 
curriculum provision has been considerably enhanced beyond 
the requirements of the National Curriculum and subject choices 

in the sixth form expanded. Examination results are published 
annually and a Finance and General Purposes Committee and a 
Pastoral and Curriculum Committee have been introduced. 

Under the market testing programme, major school non core 
functions such as grounds maintenance, catering and cleaning 
have been contractorised. 

Copies of the School's Annual Report and Accounts 1993-94 are 
available from HMSO. Copies of the Agency's Corporate and 
Management Plans are available direct from the Agency. 

KEY TARGETS 1994-95 
• to achieve at least 97% of GCSE passes at grades A to 6 

August 1994 

• to achieve at least 5 GCSE passes at grades AtoC for 80% 
of pupils August 1994 

• to achieve 85% of A level passes at grades A to E August 1994 

• to achieve 3 A level passes at grades AtoE for 80% of pupils 
August 1994 

• to achieve 30% of A level passes at grades A and B August 
1994 

• to achieve 100% award rate for BTEC National Diploma 
courses August 1994 

• to implement new timetable September 1994 

• to complete detailed pastoral preparations for co-education 
September 1994 

• to implement school policy on extra-curricular activities 
September 1994 

• to update policy on assessing, monitoring and reporting in 
context of Bearing Review September 1994 

• to implement financial measures from Pay and Conditions 
Review September 1994 

• to implement efficiency decisions on management of works 
services April 1994 

• to implement new school clothing system August 1994 

• to introduce new software package for administration and 
finance September 1994 

• to introduce new school billing system September 1994 

• to reduce pupil per capita costs to £11,246 April 1995 

• to review Agency Framework Document April 1995 

• to start RAF section of the Combined Cadet Force September 
1994 

• to achieve 200 applicants for September 1995 intake by 
April 1995 
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EMPLOYMENT 
SERVICE 

The EMPLOYMENT SERVICE (ES) was established as an Executive 
Agency within the Employment Department Group in April 1990. 
Its aim is to promote a competitive, efficient and flexible labour 
market by helping into work unemployed people, especially those 
who are disadvantaged, and by paying benefits and allowances 
to those entitled to them. The ES employs 45,000 staff in a 
national netv/ork of some 1,100 local offices (ES Jobcentres). 
Over 80% of the people in the Agency work locally, delivering 
services direct to clients. For 1993-94 the ES had an overall 
running costs budget of £l,054m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• 1.47m unemployed people placed into jobs: achieved. Of 
which: 

• 27% (396,900) to be long term claimants: achieved. 

• 3% (44,100) to be people with disabilities: achieved. 

• 35% (514,500) to be people in inner cities: achieved. 

The ES exceeded its placings targets in 1993-94. It converted a 
greater percentage of its vacancies into unemployed placings 
than in any of the previous 3 years. ES achieved this in the context 
of better labour market conditions. This improvement, and a 
concerted marketing effort to employers, led to the Agency 
handling over 2.25m vacancies during the year; more than 
assumed at the start of the year and more than in any previous 
year as an Agency. 

The Agency placed 1,640,000 unemployed people into jobs, 
almost 220,000 more than the previous year. Of this total 462,000 
(28.2%) were long term claimants, over 580,000 (35.4%) were 
clients of inner cities offices and over 53,000 (3.25%) v/ere 
people v/ith disabilities. 

• 65% of starts on Training for Work to be as a result of ES 
referrals: achieved 74%. 

• 87% of clients due an advisory interviev/ to receive one: 
achieved 92%. 

• 30% of unemployed clients due a 12 month advisory 
interview to start on a Jobplan workshop: achieved 45%. 

• 87% of first payments to be despatched on the day that 
benefit entitlement is established, rising to 90% in the last 
quarter: achieved 89.4%. Taken over the year the ES 
exceeded its target for prompt despatch of first 
unemployment benefit payments in 87% of cases; even 
though performance in the last quarter did not reach the 
subsidiary target of achieving 90% by year end. 

• 96.5% of unemployment benefit payments to be correct 
by value: not achieved. Actual 96.4%. The Agency fell 
short of its target by just 0.1%, reflecting in part the 
increasing rigour of the checking process. 

IMPLOYMENT SERVICE 
St Vinwnt House, 30 Oronge Street, London WC2H 7HT 

Tel: 0171 389 1377/1372 Fox:0171 389 1373 
Chief Executive: Mike Fogden C6 

• 9% of initial claim enquiries not to be pursued as new 
claims: not achieved 8.9%. 

• 63,000 claims to be withdrawn following investigation by 
ES inspectors: achieved 67,400. 

• to achieve £21.2m efficiency savings: achieved. £21.2m 
savings achieved, with the main savings coming from 
computer assisted training, better means of procurement 
and the continuing integration of local offices. 

Other achievements in 1993-94 were: 
• working towards the achievement of Investor in People 

status which, following national assessment, was awarded 
in June 1994; 

• successfully introducing Community Action and meeting 
the commitment to provide 20,000 filled places on this new 
programme by March 1994; 

• continuing to implement the replacement computer 
systems NUBS2 (National Unemployment Benefit System) 
and ESP (for making payments to trainees). Significant 
enhancements have also been made to the system, most 
notably linking NUBS2 to the system operated by the 
Benefits Agencyto pay Income Support. This has eliminated 
several million paper transactions each year between the 
tv/o Agencies resulting in an improved and more cost 
effective service to clients; and 

• improving the level of customer satisfaction - in integrated 
offices it rose by 3 percentage points to 83% in respect of 
jobseeking services and by 2 percentage points to 88% in 
respect of benefit services (figures taken from the 1993 
National Customer Satisfaction Survey). 

To help achieve higher targets in 1994-95, a number of new 
initiatives have been introduced including: two week Restart 
Courses; Workwise, a pilot jobsearch and confidence building 
course for young people; and 1-2-1, giving clients more intensive 
advice and support. These are all aimed at long term claimants. 
In addition, a new programme, Access to Work, extends and 
simplifies the range of ES services available to people v/ith 
disabilities and their employers. 

Other current measures to improve quality and 
effectiveness in the ES include: 

• playing a full part in developing the Jobseeker’s Allov/ance, 
the replacement for Unemployment Benefit and Income 
Support; 

• a new version of the Jobseeker's Charter. This includes 
new additional standards of service for the currency of 
vacancy displays and the speed of response to 
correspondence, the display of comparative performance 
information in ES offices (local and neig'ibouring offices) 
and an enhanced complaints procedure; 
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• establishing a District network, based on groups of offices 
in a local labour market, to give a much clearer line 
management focus on performance; 

• continuing an organisational review of head office and 
regional office functions; 

• introducinganewaccountingsystemthatprovidesfinancial 
information in both cash (Vote) and commercial (accrual) 
terms. This will help the ES improve value for money by 
using the new financial information to feed into 
performance and unit costing systenis that will help 
managers better understand their business. The nev/ 
accounting system also integrates with a new purchasing 
system; 

• implementing new pay and appraisal arrangements for 
junior and middle managers, taking forward the changes 
which were begun with all senior managers last year. 
They are based on assessing an individual’s contribution 
to ES business objectives. ES is currently reviewing the 
pay and grading arrangements for specialists, clerical, 
support and typist grades; 

• reviewing the contents of the ES Personnel Handbook and 
negotiating a package of changes to some key internal 
policies and procedures. The changes affect ES’s policies 
and procedures governing discipline, inefficiency and 
grievance among others; 

• strengthening NUBS2 by the issue of new software and 
developing other IT initiatives; and 

• continuing good progress with the local office 
“integration" programme bringing together job placing 
and benefit payment services in self-contained ES 
Jobcentres. By the end of the year some 80% of all ES 
clients were being served in these open-plan, new-style 
offices. Customer surveys confirm people prefer them. 

The ES continued to pursue its market testing programme, focusing 
as planned on a range of competitions for corporate support 
services. The 1992-93 programme had a value of £31.5m against 
an anticipated value of £34.2m, while the 1993-94 programme is 
currently worth £30.2m against an original estimate of £20.5m. 
Afurther programme has been identified for 1994-95andbeyond, 
while consideration isbeinggiven to theimpacton market testing 
of the recent announcement on delivery arrangements for the 
new Jobseeker’s Allowance. 

The Framework Document for the Agency was reviewed and a 
revised one came into effect in October 1993. The prior options 
study is currently underway and is due to be completed by March 
1995. 

The ES publishes an annual Operational Plan which sets out the 
Agency's objectives, targets and main activities for the year ahead. 
The published Annual Report and Accounts reports performance 
against targets and presents financial accounts. Both documents are 
available from the Agency. 

KSY mcm 1994-95 
• L7m i‘ob pladngs of unemployed people of whom: 

• 29.5% (500,000) will be long term claimants; 

• 3.3% will be people with disabilities; 

• 26% will be people in inner cities 

• 50% positive outcomes for claimants invited to a 12 month 
advisory interview 

• 35% positive outcomes for claimants invited to a 24 month 
advisory interview 

• 92% of clients due an advisory interview to receive one 
assuming 9m interviews are due 

• 9% of initial claim enquiries not to be pursued as new claims 

• 135,000 submissions to adjudication where there is an 
arguable case with supporting information to show that the 
claimant is not available for, actively seeking or willing to 
accept work 

• to despatch 75% of first payments of unemployment benefit 
within 10 days of a claim 

• 97% of Unemployment Benefit payments by value to be 
correct 

• 70,000claims to be withdrawn of those suspected of obtaining 
benefit by deception following fraud investigation 

• to achieve £25.1 m in efficiency savings 
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FIRE SERVICE COLIEGE 
Moreton-in-Marsh, Gloucestershire 6L56 ORH 

Tel: 0608650831 Fox: 0608651788 

Chief Executive: Nigel Finloyson 

The FIRE SERVICE COLLEGE became an Executive Agency and 
Trading Fund of the Home Office in April 1992. It v/as the first 
Agency to operate from the outset as a Trading Fund. It cost 
£15.6m to run in 1993-94 and its turnover in the year was £12.9m. 
It directly employs 277 staff, including some 76 officers seconded 
from UK Fire Brigades. Another 175 staff are employed by 
contractors. 

The College is the central training establishment for the UK Fire 
Service and is the most comprehensive facility of its kind in the 
world. During 1993-94, the College ran over 260 courses and 
trained more than 5,000 individuals in fire, safety, finance, 
management and computer skills. It is continually reviewing, 
expanding and developing new courses and facilities to meet the 
changing operational and technical needs of the UK Fire Service 
as well as catering for a broad range of requirements from 
industrial and commercial clients. The College’s corporate aim 
is to remain the pre-eminent higher education college for fire 
related training and for promoting fire safety awareness. 

The College, which is attractively situated on the edge of the 
North Cotsv/olds, has extensive social and recreational facilities. 
It also has residential accommodation of 660 individual study 
bedrooms and offers facilities for conferences and other events 
in order to maximise use of its assets. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Break even financially: not achieved. The failure of the 
College’s business strategy for a second year resulted in 
a deficit of expenditure over income of £2.7m. 

• 6.5% return on capital employed: nofofft/everf. A negative 
return on capital was the end year result. 

• £800 unit cost per student week: not achieved. The unit 
cost was £847. 

• 99% of students completing training courses: achieved 
99.7%. 

• 90% of students successfully completing assessable 
courses: achieved 91.4%. 

• 10% of students on assessable courses obtaining the 
highest grade of performance (grade a): achieved31.6%. 

• 75% of students expressing satisfaction with the 
attainment of course objectives and other key quality 
dimensions based on student questionnaires: achieved 
84.8%. 

• The volume of student weeks: 

UK Fire Service target 15,534: achieved 16,105 

Wider markets target 2,358: achieved 2,421. 

The College remains committed to development and progressive 
change in order to maintain its position as the world leader in fire 
engineering education and training. It now has in place 4 degree 
courses networked with British universities and one validated by 
the South Bank University, which commenced October 1994 and 
is run by the College for UK Fire Service officers. The College has 
obtained accreditation from the Civil Aviation Authority (CAA) as 
an Airport Firefighters’ School and has invested in the provision 
of the necessary facilities to enable it to run CAA accredited 
courses. The College anticipates that aviation will become a 
major business stream from 1995-96 onwards. The College has 
also continued its policy of continually upgrading the extensive 
facilities on its fireground which offer unparalleled practical 
training scenarios for both Fire Service and commercial clients. 

The College is committed to Citizens' Charter principles and has 
produced a Citizens’ Charter statement of standards to supplement 
previous initiatives including name badges, widespread customer 
care training and the continued work of the College’s Quality Unit 
towards accrediting the College’s quality management system to 
BS5750. During the year the number of complaints received by 
the Quality Unit halved compared with 1992-93. 

The College has been active in the implementation of the 
Government’s market testing initiative. In all, some 20 different 
tasks (including catering, cleaning, grounds maintenance and 
security), to a value of £2.4m, are now contracted out. 

The College continues to place high value on comprehensive and 
effective staff training and in December 1993 achieved Investor 
in People (IIP) status. The thrust of the College’s IIP policy is to 
improve the teaching qualities and capabilities of all its staff. The 
College is also a corporate member of the Management Charter 
Initiative and has incorporated the standards set into its 
management development programme, thereby offering staff 
theopportunityfortraininganddevelopment to nationally agreed 
levels. 

In May 1994, a new management team was appointed in response 
to the College incurring two years of significant deficit as a 
Trading Fund. Oneof the key tasksaspart of restoringtheCollege 

to viability, is a review of the College’s Corporate and Business 
strategy for the future. At the same time, the College is also 
carrying out a prior options review. 

The College's Annual Report and Accounts and Corporate and 
Business Plans are available from the Agency. 

KeYTAROETS 1994^95 

At the time of publication, the 1994-95 Business Plan had 
not been finalised 
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FORENSIC SCIENCE SERVICE 
Priory House, Goorh Street North, Birmingham B5 6QQ 

Tel: 0121 6666606 Fox: 0121 6225889 

Chief Executive: Dr Janet Thompson 

The FORENSIC SCIENCE SERVICE (FSS) becamean Executive Agency 
of the Home Office in April 1991. Its purpose is to serve the 
administration of justice by providing scientific support in the 
investigation of crime and by giving expert evidence to the courts. 
Its customers include the police, Crown Prosecution Service, 
coroners and the defence. The FSS’s scientific work is carried out 
in 6 laboratories: Aldermaston, Birmingham, Chepstov/, Chorley, 
Huntingdon and Wetherby. During 1993-94, the Agency had 630 
staff, expenditure of £25.9m and income of £25.7m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 
Target Achieved 

• Recover full costs 100% 99.1%‘ 

• Unit cost (and related 
efficiency improvement) £451.99 (1.8%) £476.05 (-2.95%) 

' excludes exceptional costs of £1.7m. 

• Accreditation to NAMAS MIO and BS 5750 standards for 
all 6 laboratories: achieved. The FSS was the first forensic 
science organisation to achieve joint accreditation to 
NAMAS and BS 5750. A Quality Management System has 
been introduced to the Service Development function. 

The Royal Commission onCriminal Justice reported in the Summer 
of 1993 making significant recommendationsforforensic science. 
The FSS, with other UK public sector providers, are actively 
involved in giving advice on this and other recommendations. The 
FSS was also commissioned to advise the Home Office on the 
feasibility of establishing and operating the National DNA 
database. 

The FSS underwent a review of its status in 1993-94, which 
resulted in confirmation as an Agency for the present, with a 
move to Trading Fund status in due course. A review of the 
Framework Document is currently underway. 

The shortfall of less than one per cent on full cost recovery was 
due in part to a reduction in the number of simple items submitted 
per case, leading to increased average complexity of items 
submitted and, underlying this, the volatility of the forensic 
science market which needs to be developed and stabilized and 
the consequent difficulty of forecasting demand and setting 
prices. This also affected the unit cost and efficiency gain 
targets. Work is in hand on development of the charging 
structure better to reflect changes in customer requirements, 
and linked to that more representative efficiency measures. An 
intensive programme of work to address the immaturity of the 
market is nov/underwayjointly with representativesof the police 
and other members of the Criminal Justice System. 

Although the FSS does not provide services direct to the public, 
it applies Gllien's Charter principles to its work by: publishing 
clear performance targets and results; undertaking regular 
consultation with customers; introducing and maintaining a 
Quality Management System v/ith independent validation; and 
showing clear commitment to continuous improvements in 
efficiency and effectiveness. 

FSS Estate Management was market lasted in consultation with 
the Home Office market testing Unit during 1993-94. This 
resulted in a transfer of the work from Central Building Services 
Unit to the private sector, arranged through the Department of 
Transport. Other areas to market test are under consideration. 

Improved turn around times for customers by case type: 

arson 

break-in 

drugs 

GBH/assault 

theft 

murder 

sexual 

90% of cases 
completed within 

(days) 
62 

75 

29 

86 

56 

102 

120 

Proportion 
achieved 

85 

81 

93 

81 

74 

76 

92 

Average turn around times decreased steadily during the year, 
an improvement of 7.5%. A delivery date system has replaced 
the service timeliness internal target for 1994-95 to reflect real 
customer requirements. 

The Forensic Science Service won the 1994 Price Waterhouse 
award for the best Agency Annual Report and Accounts. 

Copies of the Annual Report for 1993-94 con be obtained from the 
FSS Birmingham Headquarters. The FSS Corporate and Business 
Plans contain commercially sensitive material and are not therefore 
publicly available. 

KEY TARGETS 1994-95 
• recover full economic costs 

• unit cost target of £485.45, with related efficiency of 1% 

• extension of delivery date system to all laboratories in 
consultation with customers and targeting to meet 90% of 
dates agreed with the customer 

• retention of accredited status of NAMAS and BS 5750 
standards 

• completion of a customer satisfaction survey showing 
improvementfrom the 1992-93survey in customer perception 
of timeliness and value for money 
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THE GOVERNMENT 

Property Lawyers 

GOVERNMENT PROPERTY LAWYERS 
Riverside Chambers, Castle Street, Taunton, Somerset TA14AP 

Tel: 0823 345200 Fox: 0823 345202 

Chief Executive: Tony Osborne 

The GOVERNMENT PROPERTY LAWYERS were launched as an 
Executive Agency of the Treasury Solicitor’s Department in April 
1993. The Agency provides conveyancing and lands advisory 
services to Government Departments and other publicly funded 
bodies in England and Wales, including other Executive Agencies. 
It employs 130 staff and has a budget of around £5m. 

Conveyancing services include purchases of land and buildings 
for trunk roads, motorways and by-passes, sales by auction and 
tender and of houses under various Departmental Discount 
Schemes, as well as negotiation of high value commercial leases 
for office occupation, including development and construction 
contracts. The value of cases handled in 1993-94 was over 
£630m, with a total number of cases being dealt with at any one 
time of over 7,000. 

The Lands Advisory Service provides comprehensive legal advice 
on all matters relating to land, such as the interpretation of deeds 
and documents, statutory provisions and notices. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Recovery of full operating cost: achieved. 

• 6,000 new instructions: achieved. 6,742 received. The 
volume of new instructions received reflected a general 
increase spread across the Agency’s client base, coupled 
with a significant rise in the number of Lands Advisory 
cases. 

• 5,910 completed cases: achieved. 6,634 completed. 

• To maintain and improvethequality of service, inparticular 
by keeping the proportion of completed cases requiring no 
rectification through fault of the Agency at or above 
99.5%: achieved. The proportion was 99.9%. 

• Cases completed on or before the target date to be at or 
above 99.5%: achieved. The proportion was 100%. 

• Steady reduction in operating costs of an average of 2% 
per year in real terms over the 3 year period of the 
Strategic Plan continuing: see key target for 1994-95 
below. 

The Agency takes pride in thequality of the workitcarriesout and 

aims to provide a cost-effective, prompt and efficient service to 
a consistently high standard. It operates from modern offices 
and with up-to-date equipment. Its procedures are monitored to 
ensure that it can give the best service possible. 

The Agency applies Citizen's Charter principles in dealing with its 
client Departments and monitors its relations with them closely, 
through regular meetings. Market testing of legal services is the 
responsibility of the Agency’s clients, who are free to use either 
the Agency’s services or alternative sources of legal advice. 
However, its own programme for 1994 included typing services 
and office cleaning. 

The Agency's first Annual Report for 1993-94 is available from the 
Agency. The Agency's Strategic and Business Plans contain 
commercially sensitive information and therefore are not available to 
the public. 

KeYTMCETS 1994-95 
• to recover the full operating cost of the Agenqf 

• to achieve 6,000 new instructions from its clients 

• to increase the number of completions effected to an average 
of 83 per caseholder, equivalent to a total of 6,050 

• to maintain and improve the quality of service, in particular 
by keeping the proportion of cases completed satisfactorily 
(i.e. without requiring rectification by reason of any fault of 
the Agency) on or before the target date at or above the 
current rate of 99.5% 

• to achieve a steady reduction in operating costs of an 
average of 2.5% per year in real terms over the 3year period 
of the Strategic Plan (1994-95 to 1996-97) 
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t HIGHWAYS AGINCY 
St Christopher House, Sourhwork Street, London SE1 OTE 
Tel: 0171 921 3666 Fox: 0171 921 3908 
Chief Executive: Lowrie Hoynes 

HIGHWAYS 
AGENCY 

The HIGHWAYS AGENCY was established in April 1994, as an 
Agency of the Department of Transport. It is responsible for 
managing, maintaining and improving the national motorway and 
trunk road network in England, safely, cost effectively and within 
the strategic policy framework and the financial resources set by 
the Secretary of State for Transport. The Agency makes best use 
of the existing 6,600 mile national road network through efficient 
traffic management and maintenance and improves the network 
by managing the design and construction of new schemes. 

The Agency’s 1994-95 capital programme of £l,980m will be 
spent on delivering the Government’s road improvement 
programme and on capital maintenance of existing roads and 
bridges. The Agency also plans to spend about £190m on routine 
maintenance during 1994-95. 

At its launch the Agency employed 2,416 staff, including those 
who work part time, and has a budget of £88.8m to meet staff and 
other administration costs in 1994-95. During 1994-95, the 
Agency is charged with reviewing staffing levels and options for 
organisational change and relocation to meet its present and 
future needs. Proposals for restructuring were put forward by 
the Agency for consultation with staff in July and include: 

• streamlining the Agency to speed up delivery of the road 
programme and improve management of the trunk road 
network; 

• introducing new management methods and cultural change 
to improve communication and delegation; 

• reducing running costs by 20% by 1996-97; and 
• reducing staff levels by 500 posts and the number of sites 

from which the Agency operates. 

The Highways Agency has a significant remit under the Ciflien's 
Charter to deliver a high quality of service from the motorway and 
trunk road network to road users and those affected by roads. 
The standards of service expected of the network and the 
Agency’s forv/ard programme of improvements are set out in The 
Road User’s Charter which explains: 

• hov/ the Agency will deal with environmental concerns by 
carrying out rigorous environmental assessments for all new 
nationalschemesandmakingtheinformationfreely available; 

• how it will manage, maintain and improve the existing network 
by better scheduling and speeding up roadworks to improve 
lane availability; 

• the measures in place to improve safety and security; 
• what information services are available to drivers; and 
• how any comments or complaints will be dealt with. 

This is supported by the Agency’s Charter Standard Statement 
Your Home and Trunk Road Proposals. This provides people 
whose homes may be affected by the Agency’s road schemes 
with a more detailed explanation of the planning process, the 
circumstances in which the Agency may offer to buy property, 
entitlement to compensation, and rights of appeal. 

In line with its objective of securing value for money, many of the 
functions of the Highways Agency such as design, construction 
and research are already out-sourced. The Agency will continue 
to pursue a programme of market testing where there is scope for 
improving the value for money of functions and services. 

The Agency's Annual Report and Accounts will be made public. The 
Agency's Business Plan is available from the Agency but the Corporate 
Plan contains material which is commercially sensitive and is not 
publicly available. 
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m TAROTS 1994-95 

Efficiency 

• using existing management systems, report on the Agency's 
internal unit costs for the management and supervision of 
new construction schemes over£3m in value, compared to 
costs in the last 3 years 

• develop an information system for attributing all staff and 
other costs to the Agency's outputs, identifying those 
attributable to motorways and other trunk roads separately 
wherever possible, so as to: 

• extend the coverage of unit costs beyond the new 
construction of national schemes 

• enable comprehensive targets for reductions in unit 
costs to be set in future years 

Quality of Service 

• meet the aims and targets enshrined within The Citizen's 
Charter, The Road User's Charter and the Charter Standard 
statement Your Home and Trunk Road Proposals 

• develop systems for measuring the performance of the 
network, including quality of service indicators and 
introducing targets for 1995-96 

Capital Investment (New Construction) 

• reach scheme milestones designated within the prioritised 
roads programme as follows: 

• complete 18 schemes 

- start work on 22 schemes 

• reach 85% of the other scheme milestones 

• state in the Agency's Annual Report: 

• the average time taken to complete schemes that are 
completed in 1994-95, compared with the performance 
in recent years 

- the average time taken between milestones for all those 
schemes that reach milestones in 1994-95, and compare 
this with previous years' performance 

• complete all schemes within the approved scheme brief (ie. 
on time and to budget) and, with the central Department, 
devise appropriate performance measures 

• monitor and state in the Annual Report, the benefit-cost 
ratio for the national roads programme based on the scheme 
briefs and agree with the central Department a target level 
for 1995-96 and following years, below which the target 
should not fall 

• monitor and state in the Annual Report, the unit cost of new 
construction 

• carry out up to 5post-scheme evaluations as agreed with the 
central Department 

Copitai Investment (Structural Maintenance) 

• maintain the trunk road network cost effectively by planning 
a programme of capital maintenance to ensure that: 

- the target of reducing the percentage of the road network 
past the critical condition to 7-8% by the year 2000 is 
achieved 

• all bridges on the network are able to carry the full 
assessment loading for vehicles of 40 tonne maximum 
gross vehicle weight by the end of 1998 

by, (in 1994-95) 

- reconstructing 137 nearside lane kilometres (niks) of 
trunk road and 40 nIks of motorway 

- overlaying a further 394 niks of motorway and 227 niks 
of motorway 

- assessing the structural capacity of 795 bridges and 
strengthening 177 bridges 

• monitoring, and stating in the Annual Report, the unit 
cost of road maintenance 

Safety 

• contribute to the Government's target of reducing road 
casualties by one third by the year 2000, compared to the 
annual average for 1981-85 

• publish, as part of the Agency's Annual Report, a section 
reporting its activities to promote road safety, including the 
accident rate on motorways and trunk roads 

Environment 

• publish as part of the Agency's Annual Report a report on 
environmental matters 

Finance 

• in accordance with the normal rules of government 
accounting: 

- avoid breaching the cash limit on the budgets voted by 
Parliament for programme expenditure, gross running 
costs, and pay 

- produce certified Appropriation Accounts by August 1995, 
and unaudited financial statements in an Annual Report 
by October 1995 
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HISTORIC ROYAl PALACES AGENCY 
Hompton Court Poloce, East Molesey, Surrey KT8 9AU 

Tel: 0181 781 9750 Fox:0181 781 9754 

Chief Executive: David Beeton 

The HISTORIC ROYAL PALACES AGENCY (HRPA) was launched as an 
Executive Agency of the Department of the Environment in 
October 1989. In 1992 it became part of the Department of 
National Heritage. The Agency is responsible for the care, 
conservation and presentation to the public of the 5 Historic 
Royal Palaces: The Tower of London; Hampton Court Palace with 
its Gardens and Park; Kensington Palace State Apartments with 
the Royal Ceremonial Dress Collection and Orangery; the 
Banqueting House, Whitehall; and Kew Palace with Queen 
Charlotte’s Cottage. 

The 1994-95 budget is £38.1m of which 77% is expected to be 
met from receipts. The Agency’s aim is to reduce the call on the 
taxpayer over subsequent years and it is also committed to 
releasing an additional £16.5m over the next 4 years to help the 
Royal Armouries move part of their collection from the Tower of 
London to a new museum in Leeds. The Agency operates on a net 
running cost regime, covering all its running costs from receipts. 
There are approximately 495 permanent staff, plus about 50 
seasonal employees. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

Target Performance 

•Commercial surplus £4.5m £4.6m 
•Call on taxpayer £6.5m' £6.7m 

' The published figure o< £7.6m v/as subsequently reduced by £l.lm to 

compensate for the overspend against the Vote in 1992-93. 

• Visitor satisfaction ratings: 
value for money 0.7 to 1.0 1.27 
enjoyment above 1.3 1.50 
helpful and friendly staff above 1.3 1.49 

(For an explanation of the values, see the 1994-95 key targets below.) 

• 2% efficiency gains on running costs: achieved. 

• Complete surveys and drav/ up programmes of building 
conservation work by November 1993: achieved. 

Highlights of the year included: the opening by Her Majesty the 
Queen of the nev/Jewel House in theTower of London. This £10m 
project was completed to timetable and budget and was funded 
from *he Agency’s growing business income without any additional 
call on the taxpayer; 

Henry VIII’s State Apartments at Hampton Court Palace were 
reopened in July 1993, presented as they were when Henry VIII 
and his court were in residence. Work started this year on the 
restoration of the parterre in the Privy Garden to the original 
design of 1702; 

At Kensington Palace work continued on the William Kent interior 
of the King’s Gallery where 7 ceiling canvases have been restored 
and the panelling has been painted white and gilt; and 

An Inquiry was set up by the Secretary of State to review fire 
precautions in the Royal Palaces following the fire at Windsor. 
The Agency’s fire safety arrangements were, with minor 
exceptions, found to be adequate to guard against immediate 
risks. However, the Inquiry recommended a programme of 
modernisation, costing about £9m over 5 years, which has now 
started. Half the cost will be met by the taxpayer, half from the 
Agency’s business income. 

The Agency’s Visitor's Charter v/as launched in April 1992. The 
objective is to ensure that visitors receive the best possible 
standard of service and that any complaints or suggestions they 
make are listened to and acted upon. 

The Agency has a market testing programme. The gardening 
operations at Hampton Court Palace have already been tested 
and as a result unskilled ground maintenance work has been 
contracted out. In 1993 the Agency embarked on a 3 year 
programme to review the scope for market testing the warding 
and security operations at each of the Palaces. Some security 
services at the Tower of London have already been contracted 
out and in 1994 the Hampton Court Palace State Apartments 
warding operation is being market tested. 

Copies of the Agency's Annual Report and Accounts are available 

from HMSO Bookshops. Copies of the Agency's Corporate Plan are 

available from Caroline Brennan at the Agency. 

KerrARGiTS 1994^95 
• commercial surplus of £6m 

• call on the taxpayer of £8.9m 

• visitor satisfaction ratings (based on results from independent 
market research) 

value for money 0.7 to 1.0 

enfoyment above 1.35 

helpful and friendly staff above 1.35 

(Values: 2.0 = extremely good; 1.5 - very good; 1.0 = 
quite good; 0 = OK; -1.0 = quiic aoor; -2.0 = very poor) 

• efficiency gains on running costs of 2% 

• conservation target: To complote the fire prevention works 
planned for 1994-95 and the programme of works Identified 
by the building condition surveys as being a priority for 
1994- 95; to undertake further detailed Inspections of the 
specific areas identified by the surveys as being a priority for 
1995- 96 
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HtSTORIC SCOTLAND 
Longmore House, Salisbury Place, Edinburgh EH915H 

Tel: 0131 6688600 Fax: 0131 6688699 

Chief Executive: Graeme Munro 

HISTORIC SCOTLAND acts on behalf of the Secretary of State for 

Scotland to protect Scotland’s built heritage and to help everyone 

to understand and enjoy it. It became an Agency of The Scottish 

Office Environment Department in April 1991. There are 649 

permanent staff, with staffing levels increasing to around 790 in 

the summer season. The Agency has an annual budget of £41m, 

of which £8.4m is expected to be met from receipts. 

Historic Scotland cares for 330 historic properties and opens 

them to the public. The properties range from Edinburgh Castle, 

which attracts over Im visitors per year, to remote sites 

throughout rural Scotland. It gives statutory protection to other 

sites and buildings by scheduling ancient monuments and listing 

historic buildings. It can also give grant aid towards the repair 
ofimportantmonumentsandbuildingsanditfun'^sarchaeological 

excavations. The Agency is also responsible for advising the 

Secretary of State on all policy issues affecting Scotland’s built 

heritage. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• 340 ancient monuments of national importance to be 

scheduled: achieved. 395 scheduled (includes monuments 

re-scheduled and de-scheduled). 

• 150 units of the resurvey of listed buildings to be completed: 

achieved. 

• 135 historic building repair grants to be awarded: achieved. 
Grant paid in 149cases. 

• 2.4m visitors to monuments: achieved. An increase of 

2.6% on the 1992-93 level. 

• £7.5m income: achieved. £8m income reflecting 

improvements at Edinburgh Castle and elsewhere on the 

estate. 

• Reduce the backlog of overdue maintenance of monuments 
incare:ocA/evet/.Thistargetcannotbemeasuredrigorously 

until the next quinquennial survey of the estate in 1996. 
However, reports indicate that the Agency has made 

progress. 

• Achieve savings which amount to 3.5% of maintenance of 
monuments in care: achieved. The target was exceeded, 

with savings of 4.2% attained. 

In line with Citizen's Charter principles to improve the quality and 

delivery of services, the Agency has focused on key Agency 

service standards and has continued to improve services for 

visitors. In particular, Historic Scotland published, "Raising the 

Standard - for the built heritage", which focuses on Agency 

service standards. 1993-94 saw Historic Scotland’s first full 

programme of events - notably a re-enactment by the Sealed Knot 

Society of a 1650 battle at Linlithgow. At Edinburgh Castle the 

main event of the 1993 season was the opening of the "Honours 

of the Kingdom" exhibition, which tells the story of the Scottish 

Regalia and has been commended by the Society for the 

Interpretation of Britain’s Heritage. Other improvements include 

measures to make the Castle accessible to people in wheelchairs 

and the provision of a courtesy vehiclefor the disabled. At Stirling 

Castle phase one of a £20m project to improve visitor services 

has been completed, with a nev/ shop, ticket office, restaurant 

and introductory display. The second phase involves restoration 

of the Chapel Royal, new displays in the historic kitchens and 

better information signs throughout. 

The Agency has developed good working relationships with many 
other bodies. Examples include agreement with the National 

Galleries of Scotland and two local authorities to convert Duff 

House, an Adam mansion near Banff, from an empty shell into a 
restored country house gallery, with benefits for the local 

community and economy. The £2.8m project is due for completion 

in Spring 1995. 

In November 1993 the Agency announced a 3 year programme of 

market testing as part of The Scottish Office market testing 

programme. Within the programme nearly two-thirds of all posts 

will be tested. The 4 areas of activity that were tested between 

October 1993 and September 1994 were the Central Area Directly 

Employed Labour who carry out maintenance and conservation of 

properties in care in Tayside, Fife and Central Regions and in 

Argyllshire; patrolmen in Edinburgh Castle, gardeners/ 

groundstaff, and facilities management for Longmore House. 

Having been launched as an Executive Agency in April 1991, 

Historic Scotland has been the subject of a prior options review 

and Framework Document review in 1994. Ministers decided that 
Historic Scotland should remain an Executive Agency and a 
revised Framework Documentwas published in October 1994. In 

the evaluation, increased delegation of various functions was 

agreed upon. Historic Scotland has therefore assumed 
responsibilityforthepersonnelmanagementofitsadministrative 

staff from 1994-95, as well as for the functions of payroll input, 

computer systems, accommodation and support services. 

Copies of the Annual Report and Accounts and the Corporate Plan are 

available from the Agency. 

KEY TARGETS 1994-95 

• 350 ancient monuments of national importance to be 
scheduled (includes monuments rescheduled and de- 
scheduled) 

• 150 units of the resurvey of listed buildings to be completed 

• 137 historic building repair grants to be awarded 

• 2.4m visitors to monuments in care 

• £7.9m income 

• conservation of monuments in care: reduce maintenance 
backlog 

• 3.5% value for money savings on maintenance of monuments 
in care 
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NM CUSTOMS AND EXCISE 
New King's Beam House, 22 Upper Ground, London SE19PJ 
Tel: 071 6201313 Fox: 071 6201313 Ext 5005 
Choirmon: Valerie Strochon CB 

The main responsibilities of HM CUSTOMS AND EXCISE are: to 
collect and manage VAT and excise duties; fight drug trafficking 
and enforce other import and export prohibitions and restrictions 
on, for example, firearms and endangered species; collect customs 
duties and agricultural levies on behalf of the European Union 
(EU); compile trade statistics; and give policy advice on these 
subjects to Ministers. The taxes for which the Department is 
responsible amount to some 45% of central Government taxation. 
Gross running costs for Customs and Excise in 1993-94 were 
£735.4m, including superannuation of £55.6m. 

Since April 1991 most of the work of Customs and Excise has been 
organised in Executive Units, operating on Next Steps lines. 
There are now 30 Executive Units, which include all 21 of the 
Department’s operational Collections, the Investigation Division 
andanumberof operational and supportunitsformerly organised 
as Headquarters divisions. Around 95% of the Department’s 
25,800 staff work in Executive Units. 

In his November 1993 Budget, the Chancellor of the Exchequer 
announced the introduction of two new taxes which the 
Department would administer: 

Air passenger duty v/ould be charged on air travel from the 
UK at a rate of £5 for each passenger flying to a destination 
within the UK and EU and £10 for passengers flying elsewhere. 
It v/as introduced on 1 November 1994; and 

Insurance premium tax would be charged at a rate of 2.5% 
of premiums for most forms of general insurance where risk 
is located in the UK. It was introduced on 1 October 1994. 

PERFORMANCE AGAINST KEYTARGETS IN 1993-94 

VAT 

• To deploy control resources to maximise overall trader 
compliance: achieved. £1.6bn net additional liability and 
£2.1bn gross additional liability v/ere identified, together 
with sum of adjustments of £3.7bn. 

• To visit, according to risk, all newly registered traders 
within 3 years of registration: not achieved. During the 
year 80.5% of businesses were visited within 3 years of 
their date of registration. Processing delays affected 
progress. 

• To reduce average daily VAT arrears to 4.3% of 12 months 
liability: achieved. Arrears reduced to 3.5%. 

Single Market 

• To complete a post-implementation evaluation of the 
workings of the new system for: 

• the movement of goods by 30 April 1993; 

• VAT and excise by September 1993; 

• collecting statistics of intra-EU trade by September 
1993;and 

• dealing with travellers at ports and airports and anti- 
smuggling controls by March 1994: ocA/everf. Evaluation 
completed. UK businesses are expected to benefit by 
at least £440m during the first 5 years of the Single 
Market. 

Customs 

• Through careful targeting, to maintain the value of drugs 
prevented from entering the UK at least at the average of 
the last 3 years, while enabling a visibly freer flow of intra- 
EU traffic: achieved. Drugs worth £1979m were prevented 
from entering. 

• To maintain the effectiveness of enforcement of 
prohibitions and restrictions relating to strategic exports, 
international sanctions, illicit weapons, and paedophile 
material through intelligence led, selective checks: not 
achieved. Number of detections: strategic exports and 
sanctions up 58%; illicit weapons down 25%; paedophile 
material down 18%. 

• To maintain levels of productivity in import entry 
processing: not achieved. Productivity was marginally 
lower probably because the basis for measurement (staff 
levels in the second quarter of 1992) had already started 
to decline in anticipation of the future drop in work. 

Excise and Inland Customs 

• To continue implementation of the Excise and Inland 
Customs Strategy in accordance with the milestones set 
out in the Strategic Plan: achieved. 

Statistics 

• To ensure that 75% of intra-EU trade by value is reported 
for the first quarter of 1993 by 31 May 1993 and to deliver 
first quarter intra-EU trade figures to Central Statistical 
Office (CSO) by mid-June: achieved. 81.6% reported. 
Figures delivered by 11 June. 

Service to the public 

• To carry forward the development of the Citizen’s Charter 
measures, in particular to conduct customer surveys and 
ensure that standards in the Charter Standard documents 
are achieved: not achieved. Not all standards in the 
Traveller’s Charter were achieved. In particular, only 
47% of those who paid charges had the calculation 
explained to them and only 23% of travellers who had to 
wait longer than 10 minutes to pay charges were offered 
an explanation of the delay. Work has already begun to 
improve the service to the public in these areas. 

Deregulation 

• Within the context of the Government’s Deregulation 
initiative, to undertake one major review within each of 
the Department’s main functional areas: achieved. 
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Support Services 

• To continue to develop an integrated Performance 
Management System including: 

• the phased introduction of a new departmental pay 
system and grading structure in line with the move to 
delegated pay bargaining from 1 April 1994; 

• training for and implementation of the new personal 
appraisal system, incorporating Personal Development 
Plans, by September 1994; 

• ensuring that the system for filling posts meets the 
evolving needs of the department and takes account of 
the career development needs of staff: continuing on 
target. 

• To achieve a 2.25% year on year saving in space while 
continuing to improve quality and operational value and to 
contain costs at 1991-92 levels in real terms: achieved. 
2.4% saving. 

• To obtain 4% overall better value for money from new 
purchasing initiatives in the year: achieved. 4.26% value 
for money saving obtained. 

Market testing 

• While ensuring that in-house bids are able to compete 
fairly: 

• to complete the 1992-93 agreed market testing 
programme covering 2,200 posts; and 

• to agree from within non-core areas a further 
programme for 1993-94 and start work on it: both 
achieved. 

Under the Citizen's Charter initiative. Executive Units are 
responsible for delivering a high standard of service in line with 
the commitments of the Department’s Charter Standard 
Documents. All major groups of users of services are covered by 
a Charter or Charter Standard Document. The Charters are 
supported by an extensive programme of customer surveys. 
Coverage of the surveys includes travellers through ports and 
airports and VAT registered businesses and people who have 
previously complained about Customs and Excise. 

The Department has reported significant achievements against 
its Charter standards, including responding to 90% of written 
enquiries and complaints within 10 working days, processing 
96.1% of Customsentry documentation within specified standards 
and repaying VAT due to businesses within 30 days in 99.96% of 
cases. 

The Department has constructed a Quality Framev/ork to cover 
all aspects of its work with a view to introducing the principles of 
Quality management andimprovingthequalityofserviceprovided 
to the public. 

The 1992-93 market testing programme was completed 
successfully. In-house bids won in the majority of cases. The 
value of the work tested, £60m, exceeded plans. Savings of 20- 
25% were made and there were also improvements in the quality 
of service provided. A comparable programme has been conducted 
for 1993-94 and with many of the tests now complete a very 
similar pattern is emerging, a predominance of in-house wins 
and savings again in the region of 20-25%. In addition, in the light 
of advice from outside consultants, a quality assurance team has 
been put in place to ensure fair competition. 

As part of its human resource development strategy "Customs 
and Excise People", the Department has continued to devolve 
decision making and accountability to local managers. A second 
survey of staff views and opinions has been carried out to identify 
progress in the area since the first survey in 1991. Although the 
results were mixed, they indicated improvements in some 
important areas of the Department’s Human Resource 
Development Strategy. For example, staff gave their line managers 
a higher rating than they did in 1991 and sources for many of the 
questions about working in Customs and Excise improved. 

The Customs and Excise Fundamental Expenditure Review (FER), 
covering all aspects of the Department’s activities, was 
commissioned by the Paymaster General as part of the 
Government’s programme of fundamental expenditure reviews. 
Four reviews have dealt with the main business objectives of the 
Department - UK revenue (VAT and excise duties), EU revenue 
(customs duties and the Common Agricultural Policy), prohibitions 
and restrictions (drugs and licensing controls etc), and trade 
statistics - while the support functions have been grouped into 
two reviews under the headings of "money" and "people". A 
separate review is examining the Department’s organisation and 
structure. 

In each area the teams have applied business re-engineering 
techniques, already used successfully in the private sector, 
together with the Government’s "prior options" process. The 
FER should enable the Department to improve its efficiency, 
v/hilst increasing its effectiveness and improving its quality of 
service to the taxpayer, especially through reducing burdens on 
business. The FER will take the findings of the various 3 year 
reviews undertaken during 1993-94 into account. 

The Deportment's key results are published in its Management Plan 
(available from the Department) and are reflected in the plans of each 
Executive Unit. Results against these plans are published in the 
Department's Annual Report (available from HMSO) and annually in 
reports for each Executive Unit (available from Units at the address 
shown overleaf). 
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XEYTARGETS1994-95 

Maximising compliance with the law on taxes, duties and trade 
statistics: 
• to ensure, through our more ellicient and effective use of 

resources, that businesses achieve greater accuracy on their 
VAT returns and are encouraged to meet their overall tax 
liabilities: 
Measures include: 
• the year-on-year value of adjustments to declarations, 

as an indicator of businesses accuracy: for example, 
during 1994-95 we expect to discover errors nmounting 
to a total of £3.8bn including £1.7bn net additional 
liability (including under declarations voluntarily 
disclosed) and£Z2bn gross additional liability from the 
assurance programme 

• achieving progressive reductions in VAT arrears by 31 
March each year, including average daily arrears, month 
end arrears and discharge of debt advised to local 
offices 

• deploying at least 55% of the net effective VAT resource 
available in Collections during 1994-95 on assurance 
work 

• to deploy Excise Verification Officers effectively so as to 
protect the trade from unfair competition by deterring and 
detecting the sale of excise goods which have not borne 
excise duty and VAT in the UK: 

• to make 2200 detections and secure revenue of £3m 
from illegal imports of excise goods 

• to introduce: 
• insurance premium tax on I October 1994; 

• air passenger duty on I November 1994 

• to maximise Intrastat trader compliance and improve 
completeness and accuracy of declarations: 

Measures include: 
• improve quality of data submitted to us by 10% during 1994- 

95 

• increase the value of trade received by the due date for 
February 1995 by at least 15% over the February 1994 
amount 

• visit all businesses registered for Intrastat at least once by 
31 March 1995 

Protecting the public from drugs and other prohibited and 
restricted goods: 
• to improve the effectiveness of drugs enforcement: 

• to prevent at least £1164m worth of drugs from entering 
the UK in 1994-95. This represents an increase of 2% 
over the average for the last 3 calendar years 

• to maintain the overall effectiveness of enforcement of non- 
drugs prohibitions and restrictions at 1993-94 levels 

Improving the quality of our service, including facilitating 
trade through deregulation and consultation: 
• to develop the Department's Quality Framework and raise 

service standards by implementing service improvements 
identified in business surveys: 

* to meet the milestones in the Department's Quality 
Framework 

• To continue the 4 year deregulation programme to minimise 
burdens on business: 

* achievement of review targets in the 1994-95 plan 

Empowering staff and encouraging them to develop their full 
potential: 
• to continue development of an integrated performance 

management system to support the activities of the 
Department: 

Measures include: 
* introduce the new appointments system by 1 October 

1994 

* introduce performance- related pay schemes by 30 June 
1994 

* complete training for and implement the personal 
appraisal training by 30 September 1994. 

Seeking value for money within the resources available: 

• to complete a fundamental review of the Department's 
expenditure to ensure that what the Department does is 
necessary and provides good value for money 

• to complete the 1993-94 market testing programme covering 
1500 posts, agree from within testable areas a further 
programme for 1994-95, and start work on it 

• to obtain 4.5% overall better value for money from new 
purchasing initiatives during the year 
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HM CUSTOMS AND EXCISE 

MrsVStrachanCB 
Choirmon 
New King's Bean House 
22 UpperGrouni 
London SEl 9PJ 

Tel: 071 6201313 
Fox: 071 6201313 xSOOS 

Belfast Collection 
Mr T W logon 
Collector 
HM Customs ond Excise 
Custom House 
Belfost 
Northern Irelond 
BT13EU 
Tel: 0232 234466 Fox: 0232 311590 

Birminghom Collection 
Mr A Bowen 
Collector 
HM Customs and Excise 
Alpho Tower 
Suffolk Street 
Queenswoy 
Birmingham B11TX 
Tel: 021 643 2777 Fox: 021 643 9657 

Dover Collection 
MrWIStuttle 
Collector 
HM Customs and Excise 
Burlington House 
Townwall Street 
Dover ai61SY 
Tel: 0304 206789 Fox: 0304 215171 

Eost Anglion Collection 
Mr R C Shepherd 
Collector 
HM Customs ond Excise 
Hoven House 
17 Lower Brook Street 
Ipswich IP41DN 
Tel: 0473 232388 Fox: 0473 225371 

Eost Midlonds Collection 
Mr M D Potten 
Collector 
HM Customs ond Excise 
Bowmon House 
100/102 Tolbot Street 
Nottingham NG15NF 
Tel: 0602 470451 Fox: 0602 483487 

Edinburgh Collection 
Mr C Arnott 
Collector 
HM Customs and Excise 
44 York Piece 
Edinburgh EH13JW 
Tel: 031 469 2000 Fox: 031 469 7341 

Glasgow Collection 
Mr B Scott 
Collector 
HM Customs and Excise 
Portcullis House 
21 Indio Street 
Glosgow G2 4PZ 
Tel: 041 221 3828 Fox: 041 226 5733 

Leeds Collection 
Mr H Peden 
Collector 
HM Customs and Excise 
Peter Bennett House 
Redvers Close 
West Pork Ring Rood 
Leeds LS166RQ 
Tel: 0532 304444 Fcx: 0532 883322 

Liverpool Collection 
Mr A P Allen 
Collector 
HM Customs ond Excise 
Custom House 
Liverpool L31DX 
Tel: 051 227 4343 Fox: 051 255 0368 

London Airports Collection 
Mr D Tweddle 
Collector 
HM Customs ond Excise 
Custom House 
North Side 
Heothrow Airport 
Hounslow Middlesex TW6 2LA 
Tel: 081 7501504 Fox: 081 750 1516 

London Control Collection 
Mrs F Boordmon 
Collector 
HM Customs and Excise 
3rd Floor 
Thomos Paine House 
Angel Square 
London EC1V1TA 
Tel: 071 865 3090 Fox: 071 8653107 

London North & West Collection 
Mr JR Galloway 06E 
Collector 
HM Customs and Excise 
Dorlond House 
388 High Rood 
Wembley HA96AJ 
Tel: 081 903 9001 Fox: 081 903 3556 

London Port Collection 
Mr R L H Lowrence 
Collector 
HM Customs ond Excise 
Custom House 
The Terrace 
Gravesend DA1226W 
Tel: 0375 844121 Fox: 0474 537389 

London South Collection 
Mr T S Archer 
Collector 
HM Customs ond Excise 
3rd Floor 
AMP House 
Dingwoll Road 
Croydon CR91TR 
Tel: 081 680 1700 Fax: 081 6801065 

Manchester Collection 
MrRAFIavill 
Collector 
HM Customs and Excise 
Custom House 
Furness Quoy 
Salford M52XX 
Tel: 061 872 4282 Fox. 061 848 7029 

Northampton Collection 
Mr A Boll 
Collector 
HM Customs and Excise 
Britannio House 
3-5 Rushmills 
Northampton NN4 OYB 
Tel: 0604 601800 Fox: 0604 238589 

Northern England Collection 
Mr J Priestley 
Collector 
HM Customs ond Excise 
Custom House 
39 Quoyside 
Newcostle-upon-Tyne NE13ES 
Tel: 091 261 0981 Fox: 091 232 9032 

Southampton Collection 
Mr C J Packmen 
Collector 
HM Customs and Excise 
Custom House 
Orchord Ploce 
Southompton S091ZD 
Tel: 0703 330330 Fox: 0703827909 

South Wales & Borders Collection 
Mr H Bernard 
Collector 
HM Customs ond Excise 
Portcullis House 
21 Cowbridge Rood Eost CordiHCFI 9SS 
Tel: 0222 238531 Fox: 0222 387302 

South West Englond 
Collection 
Mr PB Grange 
Collector 
HM Customs and Excise 
Froomsgote House 
Rupert Street 
Bristol BS12QP 
Tel: 0272 266091 Fox: 0272 221732 

Thames Volley Collection 
Mr JCBornord 
Collector 
HM Customs and Excise 
Eoton Court 
104-112 Oxford Rood 
Reading RG17FU 
Tel: 0734 583921 
Fox: 0734 505618 

Investigotion Division 
Mr R Kelloway 
Chief Investigation Officer 
HM Customs and Excise 
Lower Thornes Street 
London EC36EE 
Tel: 071 696 7777 Fox: 071 696 7799 

Accounting Services 
Division 
Mr D C Hewett 
AccountonI ond Comptroller General 
HM Customs and Excise 
Portcullis House 
Southend on Seo 
SS26AL 
Tel: 0702 367177 Fox: 0702367385 

IT Division 
Mr B G Dowborn 
Head of IT Division 
HM Customs and Excise 
Alexander House 
Victorio Avenue 
Southend 
SS991AA 
Tel: 0702 367937 Fox: 0702 366089 

Internal Audit Unit 
Mr C Outhwoite 
Chief Internol Auditor 
HM Customs and Excise 
Boryto House 
Victoria Avenue 
Southend SS2 6AP 
Tel: 0702 366234 Fax: 0702 367472 

Solicitor 
MrDEJNissen 
HM Customs and Excise 
New King's Beam House 
22 Upper Ground 
London SEl 9PJ 
Tel: 071 865 5121 Fox: 071 865 5022 

Toriff & Stotisticol Office 
Mr A H Cowley 
Controller 
HM Customs ond Excise 
Portcullis House 
Victoria Avenue 
Southend 
SS26AL 
Tel: 0702 367155 Fox: 0702 366093 

Training Services Division 
Mrs M Smith 
Deportmental Troining Officer 
HM Customs and Excise 
Corby House 
Victorio Avenue 
Southend 
SS26EB 
Tel: 0702367515 Fox: 0702 366069 

Management and 
Consultoncy Services 
Mr 0 Child 
HM Customs and Excise 
7th Floor 
Dorset House 
Stomford Street 
London 
SE19PS 
Tel: 071 8655884 Fox:071 8655898 

VAT Operations Liverpool 
Mr M Corcoran 
HM Customs and Fxcise 
Room 3/1 NW 
Queen's Dock 
Liverpool L74 4AA 
Tel: 051 703 8606 Fox: 051 703 8212 
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HM lAND REGISTRY 
Room 107, Lincoln's Inn Fields, London WC2A 3PH 

m rlsM 
Chief Executive: John Monthorpe CB 

K 
LancJ Registry 

HM LAND REGISTRY maintains and develops a stable and effective 
land registration system throughout England and Wales as the 
cornerstone for the creation and free movement of interests in 
land. It is a separate department and, since July 1990, has been 
an Executive Agency reporting to the Lord Chancellor. It has been 
a Trading Fund since April 1993. The Agency employs 8,600 staff 
and its 1993-94 turnover v/as £231.7m. 

PERFORMANCE AGAINST KEYTARGETS IN 1993-94 

• 6% return on average capital employed: ethieved 29%. 

• £0 external financing limit: achieved. The Registry achieved 
a negative external financing limit and so made a surplus 
of £36.4m. 

• 96% pre-completion applications handled in 3 days: 
achieved 99%. 

• 5 weeks average processing time for post-completion 
applications: achieved average 4 v/eeks. 

• 99.70% pre-complotion applications handled free of error: 
achieved 99.95%. 

• 97.65% post-completion applications handled free of error: 
achieved 98%. 

• 8.30m registered titles computerised: achieved 8.78m. 

By 1997-98 

• 13% progressive reduction in unit costs in real terms, with 
an improvement of at least 2% in 1993-94: confinuing. The 
Agency achieved a reduction in unit costs of 2.97%. 

• 13% progressive increase in output per post, with an 
improvement of at least 2% in 1993-94: continuing. Unit 
output per post again reached record levels and the 
Agency achieved an increase of 7.4% against a target of 
2.6%. 

The award of the Charter Mark in 1992 and commitments made 
under the Cltiien's Charier have served as a focus to the Agency’s 
continuing efforts to further improve standards of service. Its 
statement of Charter Standards was first published in February 
1994 and is now reproduced in the Agency’s Customer Service 
booklet, Business Plan and Annual Report and Accounts. The 
Registry has introduced a new service aimed directly at the 
citizen where, on completion of a simple application form and 
payment of half the normal fee, anyone can ascertain the name 
and address of the owner of any registered title in England and 
Wales. The Registry has also published, jointly with Department 
of the Environment, the leaflet "Public Information about Land 
and Property and where to lind it" (available from the Land 
Registry), which includes details of nearly 500 public bodies that 
can make land information available. 

system by: undertaking a pilot project, covering an area of 
Bristol, to establish the feasibility of developing "one stop" 
access to their computerised land data; and progressively 
including a unique property reference number into their main 
land and property records to make access to information easier 
in the future. 

The Agency conducted its fourth major annual customer survey 
in July 1993 and 7,600 questionnaires were issued. As a result of 
replies from the survey, the Registry has introduced new fax 
servicesforthelodgingofapplicationsandextendeditssuccessful 
telephone service for official searches and office copies. By 
telephoning any one of 5 regional centres, customers can now 
apply for official searches and for office copies of any registered 
title in England and Wales. 

The Registry has mainta i led an active market lasting programme 
acrossa broad range of ac tivities during theyear.Contractswere 
v/on by private sector bidders for legal services (on employment, 
health and safety, contracts etc.), catering services, building 
management and estate services. In site inspections, national 
printing and graphic design and records management in-house 
bids were successful. Current activities, due for completion in 
1994-95, include records management (local file stores), 
reprographics and IT procurement, hardware support, 
maintenance and training. 

The Registry's Annual Report and Accounts is on sale in HMSO 
bookshops. Enquiries concerning its Corporate and Business Plans 
should be made to the Agency. 

KEY TARGETS 1994-95 
• 6% return on average capital employed 

• £0 external financing limit 

• at least 2% reduction in unit costs in real terms 

• at least 2% increase in output per post 

• no less than 98% of pre-completion applications handled in 
3 days 

• no more than 5 weeks average handling time for post- 
completion applications where no requisitions arise 

• no less than 99.75% pre-completion applications handled 
free of error 

• no less than 97.70% post-completion applications handled 
free of error 

• increase the number of registered titles in computerised 
format to 10.50m 

In conjunction with Ordnance Survey and the Valuation Office, 
the Registry is exploring the scope for a national land information 
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HM PRISON 
SERVICE 

HM PRISON SiRVICE 
Clelond House, Poge Street, London SWIP 4LN 

Tel: 0171 217 3000 Fox; 0171 2176635 

Chief Executive: Derek Lewis 

HM PRISON SERVICE v/as established as an Executive Agency of 
the Home Office in April 1993. It is responsible for providing 
prison services in England and Wales, both directly and through 
contractors, with a budget of £1.6bn in 1994-95. In August 1994, 
the Service had 38,455 directly employed staff (including 1,046 
part timers). There were 49,900 prisoners in custody in October 
1994 at 128 establishments in England and Wales. 

The Prison Service’s primary duty is to keep in custody those 
committed to it by the courts. The Service also has a duty, set out 
m its Statement of Purpose, to look after prisoners with humanity 
and help them live lav/-abiding lives in custody and after release. 
These various tasks and responsibilities are identified in the 
Service’s 6 principal goals, v/hich are to: 

• keep prisoners in custody; 

• maintain order, control, discipline and a safe environment; 

• provide decent conditionsforprisonersand meet their needs, 
including healthcare; 

• provide positive regimes which help prisoners to address 
their offending behaviour and allow them as full and 
responsible a life as possible; 

• help prisoners prepare for their return to the community; and 

• deliver prison services using the resources provided by 
Parliament with maximum efficiency. 

The Director General is personally responsible for the day to day 
management of the Prison Service and directly accountable to 
the Home Secretary for its performance and operations. The 
Director General is also responsible for advising Ministers on 
policy issues, including the role of the private sector in managing 
prisons. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• To ensure that the number of escapes from prison 
establishments and escorts was fewer than in 1992-93: 
athieved. The number of escapes was 25% lower. 

• To reverse, over the period 1993-96, the rising trend of 
assaults on staff, prisoners and others (expressed as a 
percentage of the average prison population): (onlinuing. 

• By end March 1994, no prisoners to be held 3 to a cell 
designed for one person: achieved. 

• To provide 24-hour access to sanitation in at least 4,700 
more prison places: achieved. 4,724 cells were provided 
with access to sanitation. 

• To ensure that prisoners spent, on average, at least 24.9 
hours per week in purposeful activity (an increase of 3%): 
achieved. There was a 4% increase in the average time 
prisoners spent in purposeful activity, and a 9% increase 
in total hours spent in work, training and other regime 
activities. 

• By end March 1994,34% of the prisoners to be unlocked 
for at least 12 hours on weekdays: not achieved. 29% of 

the prison population v/ere unlocked for at least 12 hours 
on weekdays. 

• By end March 1994, at least 90% of prisoners to be given 
the opportunity toexceedtheminimum visiting entitlement: 
achieved. Over 99% of prisoners were given this 
opportunity. 

• To ensure that the average cost per prisoner place did not 
exceed £23,561: achieved. The average cost per place was 
reduced by 3% in real terms to around £22,600. 

The Prison Service published a Citizen's Charter statement at 
launch. A Prisons Ombudsman was appointed in April 1994 to 
review unresolved complaints. During 1993-94, Bedford Prison 
was av/arded a Charter Mark for its library. 

The private sector is becoming increasingly involved in the 
management of prisons and the provision of services. The Court 
Escort and Custody Service is being progressively contracted out 
throughout England and Wales. Four prisons are under private 
sector management and the 6 new prisons which are to be built 
will be designed, constructed and managed by contractors. 

The Prison Service's Annual Report and Accounts, Corporate and 
Business Plans are available on request from Prison Service 
Communications, Room 302, Cleland House, Page Street, London 
SW1P4LN. 

KiY TARGETS 1994-95 
• to ensure that the number of escapes from prison 

establishments and from escorts, expressed as a percentage 
of the average prison population, is fewer than in 1993-94 

• to reverse, over the period 1993-96, the rising trend of 
assaults on staff, prisoners and others, expressed as a 
percentage of the average prison population 

• to ensure that in 1994-95 the average number of prisoners 
held 3 to a cell in accommodation which is intended for one 
prisoner is fewer than in 1993-94, subject to ensuring that 
no prisoners are held in police cells unless this is absolutely 
unavoidable 

• to provide 24 hour access to sanitation in at least3,500 more 
cells, including new and renovated accommodation, thus 
ensuring that at least 95% of prisoners have access to 
sanitation at all limes 

• to ensure that prisoners spend an average of at least 25.5 
hours per week in purposeful actn/ity 

• to ensure that by 31 March 1995 at least 36% of prisoners 
are held in establishments where prisoners are unlocked on 
weekdays for at least 12 hours 

• to ensure that all prisoners have the opportunity to exceed 
the minimum visiting entitlement throughout 1994-95 

• to ensure that the average cost per prisoner place (including 
places temporarily out of use) does not exceed £24,500 
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HMSO 
St Crispins, Duke Street, Norwich NR3IPD 

Tel: 0603695047 Fox: 0603 695045 

Chief Executive: Dr Paul Freeman CB 

I 

HMSO was launched as an Agency in December 1988. It has 

businesses in office technology, stationery, furniture, print and 

publishing. The Agency is a Trading Fund with running costs of 

£117m and a turnover of £360m. It employs some 2,900 staff. 

Ministerial responsibility for HMSO transferred to the Chancellor 

of the Duchy of Lancaster in June 1992. 

PERFORMANCE AGAINST KEY TARGETS IN 1993 

• 100% of vital print orders delivered to time: not achieved. 
99% were delivered to time. 

• 95% of all print orders delivered to time: acWeverf. 98% 

of orders were delivered to time. 

• 100% of print orders delivered without fault: achieved. 

• 100% of basic publication production jobs and 95% of all 

publication production jobs, delivered to time: achieved. 
100% of basic jobs and 99% of all jobs, were delivered to 

time. 

• 100% of publication production jobs delivered without 

fault: not achieved. 99% were delivered without fault. 

• 85% of publication orders despatched within 4 working 

days of receipt, 95% within 5 working days: achieved. 
85% of orders despatched within 4 days and 96% within 

5 days- 

• 99% of orders for stock office supplies catalogue items 

despatched within 4 working days of receipt, 96% of items 

despatched 'first time' from existing stocks: not achieved. 
97% of orders for stock items were despatched within 4 

days excluding November/December when the new 

Distribution Centre was coming on stream. 95% were 

despatched 'first time' from stock. 

• 95% of orders for non-stock office supplies catalogue 

Items placed with contractors within 5 working days of 

receipt in HMSO: achieved. 95% of orders for non-stock 

catalogue items were placed within 5 working days. 

• Current cost operating profit of £8m before exceptional 

items: achieved. In a year of intense competition as 

customer expectations continued to rise, better buying, 

more sensitive market pricing and close attention to 

resource costs achieved an operating profit of £13.8m. 

Quality customer service is of paramount importance: during the 

year performance levels were largely maintained and in some 

cases improved, with even higher service targets set for the 

future. 

Early trading results encouraged HMSO to bring forward a 

number of Investments, and to augment resources aimed at 

accelerating the pace of change. These included simplifying 

business processes. Increasing productivity and improving service 

quality. It was judged possible to further reduce staffing levels 

by the selective use of voluntary early retirement. Staff in post 

at the end of 1993 were 2,908, compared with 3,174 a year 

earlier. A rapid acceleration in office automation is also underway, 

which will encourage greater team working and easier 

communication. Further investment for the future included the 

opening of the new Stationery Distribution Centre in Bristol, and 

the construction of a new Forms Distribution Centre in Manchester. 

In accordance with the principles of the Citizen's Charter, all 

customer-facing divisions now have a formal complaints 

procedure. Staff in contact with the public wear name badges and 

notices appear in all HMSO Bookshops explaining the standards 

of service that can be expected, together with the name of the 

manager to whom any complaints or suggestions for improvement 

should be directed. Catalogues contain similar Information. 

All major operational areas of HMSO are now BS 5750 registered. 

The remaining parts of the business are working towards 

accreditation with the aim of joining the few organisations v/hich 

have achieved company-wide registration. The key to winning, 

and retaining, business is to provide an exceptional level of 

quality customer care and this is HMSO's main focus. The goal is 

to become even more businesslike, less bureaucratic and easier 

to deal with, whilst providing faster service, of higher quality and 

at lower cost. 

In this context too. Business Process Redesign Is focusing on 

HMSO's service efficiency.The ensuing Improvements in accuracy, 

reliability and unit costs are helping to strengthen HMSO's 

competitive position. 

Customers are now alive to the advantages of electronic trading, 

in which HMSO holds a leading position. Further expansion in 

1993 saw theannual value of this business leap to £45m, a tenfold 

increase on 1991. Customer benefits include faster and more 

accurate ordering, reduced costs, greater control over cash flov/ 

and improved management information. HMSO was com.mended 

inBritishTelecom'sprestigiousnationalschemeforinnovationin 

electronic trading. 

Market testing, both internally and externally, played a major part 

in 1993's achievements, with HMSO's emphasis on "customer 

care through quality" to the fore. During theyear the Parliamentary 

Press was successful in the market test for the production of 

Hansard, while the Manchester Press won the lion's share of the 

UK Passport Agency test for the production of UK passports. 

HMSO Print FM gained the contract to provide reprographics 

facilities management services for Inland Revenue at Worthing 

and Somerset House. Other wins were with The Scottish Office 

for design, print and publishing services and the Recruitment 

Assessment Services Agency for reprographics. In addition, 

HMSO now manages 3 reprographics units for the Department of 

Employment. Successful in-house bids have resulted in both cost 

savings and improved service targets. It is estimated that once 

implementation is complete, market testing of HMSO services so 

far will result in annual savings in excess of £3m. 
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To allow greater senior management attention to the important HMSO s Annual Report and Accounts are available from HMSO 

commercial developments currently in train, the two mam trading bookshops. Thu Agency's Annual Review is available on request from 

areas of Business Supplies have been separated. The divisions Agency. The Agency's Busmess and Corporate Plans are 

are now HMSO Office Supplies and HMSO Office Equipment. commercially confidential. 

In HMSO Print further improvements to customer service were 

achieved by forming 3 Regional Business Units in London, 

Manchester and Norwich each split into customer-facing Strategic 
Business Units. Consequent on the Manchester Security Press 

winning theUKPassportAgencycontract,areplacementpassport 
assembly line is to be installed. Spare capacity will be used to 

produce work for overseas clients following the appointment of 

an International sales executive to promote the service. 

Publications further Improved on its trading position through an 

attractive mix of publications, sales/promotional activity and 

careful control of costs. Rationalising the printing, finishing and 

distribution of Hansard, at one site - HMSO Parliamentary Press 

- required initial capital investment, but led to on-going savings 

In manpower and overheads which have enabled HMSO to 

declare a price freeze on Hansard and other routine Parliamentary 

papers for the life of the present Parliament. 

As well as winning TheScottlsh Office design, printand publications 

Facilities Management contract, HMSO Scotland also established 

a Customer Service Section for Business Supplies and Print and 

appointed a Publications Commissioning Editor. 

HMSO Northern Ireland is committed to becoming the leading 

public sector supplier In the Province, as well as continuing to 

expand trade with the Irish Republic. A promising start has been 

made on electronic trading. 

The HMSO Review (Commercialisation Study) was carried out by 

Binder Hamlyn Consultants. Their report went to the Minister In 

April and decisions are imminent. 

KEYTAUGETSim 
• to achieve a current cost operating profit of£1 h9m before 

exceptional items 

• for print, to achieve 96% of all orders delivered to time, and 

95% of all orders from the print storage and distribution 

warehouse to be delivered on time 

• for business supplies to dispatch 99% of validated orders or 

stock catalogue items within two working days of receipt and 

for 96% of items to be despatched first time from stock 

• forbusinesssuppliestoachievedispatchtimesforcustomers' 

mail, EDI and telephone orders of 85% within 4 working 

days of receipt and 96% within 5 working days 
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HYDROGRAPHIC OFFICE 
Taunton, Somerset TA12DN 

nU^jfl Teh 0823 337900 Fox; 0823 325522 

Chief Executive: Rear Admirol Nigel Essenhigh 

The HYDROGRAPHIC OFFICE (HO) produces charts and navigational 
publications for the Royal Navy and commercial and private 
customers at home and abroad. Launched as an Agency of the 
Ministry of Defence (MoD) in April 1990, it employs around 800 
people and has a net running cost budget of £5m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• To promulgate urgent dangers to navigation by Radio 
Navigational Warnings within 20 hours of receipt of the 
information; adiieved. 

• To improve the state of revision of Admiralty navigational 
charts and publications in waters of UK national 
responsibility so that as at 1 April 1994, 80% will have 
been revised or reviewed and found to need no revision 
within the previous 10 years: athleved 80.5%. 

• To deliver the endorsed and funded Defence programme 
to agreed cost, time and quality standards: achieved. 

• To seek to minimise the level of Exchequer support by 
achieving 72% cost recovery: not achieved. 71% cost 
recovery achieved - the extremely small shortfall on target 
was a result of a combination of reduced receipts and 
increased costs. 

Whilst chart output 'ell slightly with 297 new charts and new 
editions being published, sales remained fairly constant with 
2.2m charts and 0.54m publications being sold. Additional effort 
has been expended on the development of digital products and 
the Office is now heavily involved in the production and marketing 
of the Admiralty Raster Chart Service (ARCS) which will consist 
of raster versions of Admiralty Charts for use in Electronic Chart 
systems, updated weekly by raster versions of Notices to Mariners. 

Value for money remains the keynote to HO activity, and a review 
of HO procedures is being conducted to identify further significant 
efficiency savings. 

Following its establishment as an Agency in 1990, HO is nearing 
the completion of its first 3 year review. This review, undertaken 
by the Management Services Organization of MoD, took account 
of the views of a large number of customers, both commercial 
and Defence. The review concluded that the vast majority of 
customers were very satisfied with products and services 
received, that response times to requests had improved, and that 
they still considered that they received good value for money. 
The Agency’s current status therefore will remain unchanged. 
The Agency’s Framework Document is being revised. 

Although the HO does not serve the public directly, its core values 
reflect the standards of customer care principles set out in the 
Citizen's Charter. The HO encourages its chart agents to perform 
to standards equivalent to those required to meet the Charter 
Mark criteria. 

Copies of the Agency's Annual Report and Accounts can he obtained 
from HMSO. However, the Corporate and Business Plans contain 
commercially sensitive information and are therefore not available fo 
the public. 

KEY TARGETS 1994-95 
• to ensure that ail urgent dangers to navigation are 

promulgated by radio navigational warnings within 20 hours 
of receipt of the information 

• to improve the state of revision of Admiraity navigationai 
charts and pubiications in waters of UK national responsibiiity 
so that at I April 1995 82% will have been revised or 
reviewed within the previous 10 years and found to need no 
revision 

• to achieve the endorsed and funded Defence programme. In 
pursuing all the primary objectives to strive to deliv'\' 
optimum value for money 
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INLAND REVINUE 
Somerset House, London, WC2R1L6 

Tel: 017) 4386420 
Choirmon; Sir Anthony Bottishill KCB 

The INLAND REVENUE is responsible, under the overall direction 
of Ministers, for the efficient administration of income tax, 
corporation tax, capital gains tax, petroleum revenue tax, 
inheritance tax and stamp duties; for advice on tax policy; and for 
valuation services. Last year the Inland Revenue employed 
around 72,000 people (of whom about 10,000 worked part time) 
and collected £77.5bn at a cost of £1.66bn. 

The Department’s Executive Offices, established in April 1992, 
carry out the Department’s day-to-day operations in assessing 
and collecting tax and in providing internal support services. The 
Heads of the Offices have enhanced management responsibilities 
and accountability for the work of their Offices. They prepare 
annual operating plans and annual reports of overall performance 
against their plans. Each Office has a Framework Document 
setting out its relationship with the rest of the Department. 
During 1993-94 the number of Executive Offices v;as reduced 
from 34 to 29 by mergers and the scope for further mergers is 
being reviewed. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• TaxandCollectionOfficestorespondtoallcorrespondence 
within 28 days, in at least 93% of cases giving a full reply 
(or the fullest possible in the circumstances) and for the 
remainder sending a response saying when the letter will 
be fully dealt with; achieved. 

• Tax enquiry centres to attend within ] 5 minutes to at least 
93% of people who call without an appointment: achieved. 

• Capital Taxes Office (England, Wales and Northern Ireland) 
to clear 85% of non-taxpaying estates in 3 months and 
95% in 6 months; and to clear 65% of taxpaying estates 
in 15 months and 75% within 18 months: achieved. 

• The Stamp Office to process 97.5% of documents within 5 
working days: achieved. 

• To clear 92% of previous year’s Schedule E liabilities 
(income from employment) by April 1994: achieved. 

• To make 97.5% of Schedule D assessments (mainly on the 
self-employed) to meet due date: achieved. 

• To collect 87% of assessed taxes (most of which have 
fallen due in the 12 months to October 1993) and limit the 
amount outstanding for over 3 months to £2.6bn: achieved. 

• To bank 100% of cheques received for £10,000 and over 
on the day of receipt: achieved. 

• To achieve efficiency savings of 2.8% of departmental 
running costs: achieved. 

• To market test, in line with the Government’s Competing 
for Quality initiative, work with a value of £280m of annual 
expenditure including secretarial and typing services and 
facilities management: achieved. 

In 1993-94 the direct yield from action against non-compliance 
was £4.7bn, equivalent to the yield from an increase of about 
2.5 pence in the basic rate of income tax. This was slightly more 
than the £4.6bn obtained in 1992-93. 

Customer surveys show that taxpayers’ top priority is for the 
Revenue to get their tax right first time and it is essential that key 
targets reflect this. During the year, trials of a new system to 
monitor the quality of clerical v/ork in local tax offices were 
successfully completed. Although targets were not set for 1993- 
94, an exercise in March 1994 showed improvements over 1992- 
93. A survey of pensioners showed that 87% were satisfied with 
the overall service they got from the Revenue. The survey 
showed a high level of trust and confidence in the Revenue; most 
pensioners believe that the Reve;iue is fair and accurate and 
there was also a general acceptance that people’s affairs were 
kept confidential. And a survey of employers found that 84% 
were satisfied with the Revenue’s service, v/ith only 3% 
dissatisfied; and that 38% thought the service had improved. 

The Department continued its major programme of change aimed 
at achieving a significant and continuous improvement in its 
overall performance both in terms of service to customers in line 
with the Citizen's Charter and the quality of its compliance work. 
This includes a quality improvement programme involving all 
parts of the Department led by a newly appointed Director of 
Quality Development. 

It is a Citizen’s Charter principle that public services should have 
easily accessible complaints systems, with provision for impartial 
review where possible. In response to this, the Inland Revenue 
completed a review of its complaints systems and Elizabeth Filkin 
took up appointment as the first Revenue Adjudicator in July 
1993. She acts as an impartial referee for people who feel that 
they have been unfairly treated by Inland Revenue and have not 
been able to settle matters with the Controller of the relevant 
Executive Office. The Adjudicator is independent of the Inland 
Revenue. 

During the year, the Office of the Adjudicator took up 308 
complaints for full investigation, 105 of which had been settled by 
31 March 1994. 65 were wholly or partly settled in favour of the 
taxpayer and 36 cases settled wholly in favour of the Inland 
Revenue. 

The results of the completed market tests at 31 March 1994 v/ere 
that activities with a value of £4m covering 250 staff were 
retained within the Department. These tests covered typing and 
secretarial work in the South West Executive Office and clerical, 
administrative and support services in the Valuation Office Agency. 
Work with a value of £17.5m covering 130 staff was abolished or 
went outside the Department. 
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A 10 year contract for the supply of information technology 
services to the Department under a "partnership" arrangement 
was av/arded to Electronic Data Systems (EDS). Contracts were 
signed on 23 May 1994. The first transfer of work and 1,100 staff 
took place on 1 July 1994. A further 800 staff are expected to 
transfer with their work on 1 January 1996. 

The programme for the year to 30 September 1994 covers around 
4,250 staff and £68m of annual expenditure. The following year 
includes plans for market testing functions covering around 475 
staff and £32m. In addition to this, the Department will be 
considering further innovative approaches including 
benchmarking. Benchmarking is a rigorous review of the cost and 
quality of our processes against comparable processes carried 
on in private sector companies with the aim of discovering best 
practice and implementing it within Revenue operations. 

The Board of Inland Revenue's Annual Reporl is published by HM50. 
The Erecuhve Offices each publish their own Annual Reports which 
can be obtained directly from the Executive Office concerned. Copies 
of the Department's Management Pan can be obtained d 'ect from 
the Inland Revenue. The Inland Revenue Adudicalor's Annual Report 
can be obtained from her office. 

KEY TARGETS 1994-95 
Service Standards 

• Tax and Collection Offices to respond to all correspondence 
within 28 days, 93% fully or as fully as possible, and telling 
the taxpayer when he or she may expect the reply 

• Tax Enquiry Centres to attend within IS minutes to at least 
94% of people who call without an appointment 

• to deal with 88% of repayment claims received between 
April and September within 42 days and throughout the rest 
of the year deal with 93% of claims within 28 days 

• to deal correctly first time with 93% of Schedule E cases and 
82% of Schedule D cases 

• Capital Taxes Office to clear 85% of non-taxpaying estates 
in 3 months and 95% in 6 months; and to clear 65% of 
taxpaying estates in 15 months and 75% within 18 months 

• the Stamp Office to process 98,5% of documents within 5 
working days 

Operational Standards 

• to clear 93,7% of previous year's Schedule E liabilities 
(income from employment) by April 1995 

• to make 97,2% of Schedule D assessments (mainly on the 
self-employed) to meet due date 

• to collect 88,2% of assessed taxes and limit the amount 
outstanding for over 3 months to £'!,2bn 

• to bank 100% of cheques received for £10,000 and over, on 
the day of receipt 

Efficiency standards 

• to achieve efficiency savings of £103,4m on Departmental 
running costs 

• to market-test, in line with the Government's Competing for 
Qualify initiative, work with a value of around£68m for the 
year to 30 September 1994, This will cover secretarial, 
typing and support services; estate management services; 
and forms procurement 
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HEADS OF EXECUTIVE OFFICES 

ACeddesOBE 
Controller 
Accounts Office (Cumbernould) 
(umbernould 
Glosgow G70 5TR 
Tel: 0236 736121 

P Clark 
Controller 
Accounts Office (Shipfey) 
Victorio Street 
Shipley 
West Yorkshire 8098 8AA 
Tel: 0274 594141 

BD Kent 
Controller 
Copitol Toxes Office 
Commerce Square 
The lore Morket 
Nottingham NGl IHS 
Tel: 0602 243939 

R Hooper 
Controller 
Corporate Communicotions Office 
North West Wing 
Bush House 
Aldwych 
London WC2B4PP 
Tel: 071 4386844 

K Burns 
Controller 
Enforcement Office 
Ourrington Bridge House 
Borrington Rood 
Worthing BN124SE 
Tel: 0903700222 

CRFJury 
Controller 
FAUAS Office 
South Block 
Barrington Rood 
Worthing BN124)(H 
Tel: 0903 700222 

D Hortnett 
Controller 
Finonciol Intermediories 
ond Cfoims Office 
St Johns House 
Merton Rood 
Bootle 
Merseyside L69 9BB 
Tel: 051 4726000 

J D Eosey 
Controller 
Finonciol Services Office 
South Block 
Borrington Rood 
Worthing BNl 2 4XH 
Tel: 0903 700222 

JEYord 
Director 
Business Services Office 
lOMoltrovers street 
London 
WC2RILB 
Tel: 071 4387483 

N R Buckley 
Controller 
Internal Audit Office 
5th floor 
North West Wing 
Bush House 
London WC2B4PP 
Tel: 071 4387269 

R A J Jones 
Controller 
Lorge Groups Office 
New Court 
Corey Street 
London WC2A2JE 
Tel: 071 324 1232 

R C Mountain 
Controller 
Oil Toxotion Office 
Melbourne House 
Aldwych 
London WC2B4LL 
Tel: 071 438 6222 

SJ McManus 
Controller 
Pension Schemes Office 
Lynwood Rood 
Thornes Ditton 
Surrey KT7 OOP 
Tel: 081 398 4242 

B E Cleove 
Solicitor ofinlond Revenue 
Solicitor's Office 
East Wing 
Somerset House 
London WC2R ILB 
Tel: 071 438 7259 

F J Bronnigon 
Controller 
Speciol Complionce Office 
Angel Court 
199 Borough High Street 
London 
SEl IHZ 
Tel: 071 234 3712 

K S Hodgson 
Controller 
The Stomp Office 
South West Wing 
Bush House 
Strond 
London WC2B4QN 
Tel: 071 4387252 

RGWord 
Director 
Statistics ond Economics Office 
West Wing 
Somerset House 
London WC2R ILB 
Tel: 071 438 6622 

OJ Timmons 
Controller 
Troining Office 
Lowress Holl 
Riseholme 
Lincoln LN22BJ 
Tel: 0522561700 

J F Coding 
Controller 
Inlond Revenue London 
New Court Corey Street 
London WC2A2JE 
Tel: 071 324 1232 

M J Hodgson 
Controller 
Inland Revenue Eost 
Midgote House 
Midgate 
Peterborough PEI ITD 
Tel: 073363241 

TLHope 
Controller 
Inland Revenue Greoter Manchester 
Apsley House 
Wellington Rood North 
Stockport SK41EY 
Tel: 061 4806009 

RI Ford 
Controller 
Inlond Revenue North 
1st Floor 
100 Russell Street 
Middlesborough 
ClevelondTSl 2R2 
Tel: 0642 213214 

I Ccrrie 
Controller 
Inland Revenue North West 
The Triad 
Stanley Rood 
Bootle 
Merseyside L20 3PD 
Tel: 051 922 4055 
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R S T Ewing 
Controller 
Inland Revenue Northern Ireland 
Dorchester House 
52/58 Greof Viriorio Street 
Belfast 3T270E 

OJDCIorke 
Controller 
Inlond Revenue Scotlond 
80 Louriston Ploce 
Edinburgh EH3 9SL 
Tel: 031 2299344 

DLSBeon 
Controller 
Inland Revenue South Eost 
Albion House 
Chertsey Rood 
Woking GU211BT 
Tel: 0183 723322 

Mrs ME Williams 
Controller 
Inlond Revenue South West 
Longbrook House 
New North Rood 
Exeter EX44UA 
Tel: 0392 453210 

A Sleemon 
Controller 
Inlond Revenue South Yorkshire 
Sovereign House 
110 Queen Street 
Sheffield SI 2EN 
Tel: 0742 739099 

MW Kirk 
Controller 
Inlond Revenue Wales and Midlonds 
Controller's Office 
Ty Glos 
Llonishen 
Cardiff Cf 4 STS 
Tel: 0222 755789 

Elizabeth Filkin 
Revenue Adjudicator 
Revenue Adjudicotor's Office 
3rd Floor 
Hoymorket House 
28 Hoymorket 
London SW1Y4SP 
Tel: 071 930 2292 



THE INSOLVENa SERVICE 
PO Box 203,21 Bloomsbury Street, London WC1B 3RW 
Tel: 0171 6376300 Fox: 0171 636 4709 
Chief Executive; Peter Joyce 

f_ THE 
a INSOLVENCY 
"SERVICE 

THE INSOLVENCY SERVICE became an Executive Agency of the 
Department of Trade and Industry (DTI) in March 1990. It 
provides an essential means of dealing with individual and 
corporate financial failure and investigating possible fraud and 
misconduct in insolvencies, supporting wider DTI objectives of 
maintaining confidence in markets and protecting consumers. It 
operates from 33 locations with headquarters in London and 
Birmingham. In 1993-94 it had an average staff of 1,818 and 
running costs of £54.7m. 

TheService’s functions include: administration and investigation 
of the affairsofbankruptsandcompaniesincompulsory liquidation 
and reporting criminal offences; taking disqualification 
proceedings against unfit directors of failed companies; 
authorisationandregulationof insolvency practitioners; provision 
of banking and investment services for bankruptcies and company 
liquidations; and provision of policy advice to Ministers. 

While caseloads fell, for the first time since April 1989, to 36,619 
in 1993-94, heavy backlogs continued to put pressure on the 
Agency's ability to achieve its targets. 

PERFORMANCE AGAINST KEYTARGETS IN 1993-94 

• Sustain the level of productivity in case administration 
achieved to date: not adtieved. Productivity reduced by 
5.9%, as The Service concentrated on maintaining case 
administration standards. However, since the 
establishment of the base line in 1989-90, case productivity 
per person has more than doubled, with the ratio per head 
rising from 9:1 to 18:5. 

• Hold initial meetings of creditors v/ithin 12 weeks in at 
least 80% of cases: not adtieved. 72.8% of meetings 
were held within 12 weeks. The target was not met 
because priority was given to case administration 
standards. 

• Report to creditors on assets and liabilities within 9 weeks 
in at least 75% of cases: not adtieved. 69.5% of reports 
were made within 9 weeks. The target was missed because 
priority was given to case administration standards. 

• Submit reports within 10 months in at least 80% of cases 
where there is evidence of criminality: not achieved. 82.1% 
of bankruptcy reports were submitted within 10 months, 
although only 66.8% of company reports were submitted 
in that timescale. 

• Submit disqualification reports within 15 months in at 
least 80% of cases where there is evidence of unfit 
conduct by directors: not achieved. 49.5% of reports were 
submitted. Thistargetandthepreviousonehavecontinued 
to be affected by the record levels of insolvencies, with 
specialist resources increasingly being taken up on the 
discharge of statutory duties. Hov/ever, a number of steps 
have been taken to enhance The Service’s regulatory 

performance and increase the number of insolvency 
administrations completed. Such steps include the 
allocation by Ministers of more staff resources to The 
Disqualification Unit, use of the private sector and Official 
Receiversconcentrating more resources ondisqualification 
and prosecution work. These have resulted in 
improvements in performance against the above targets 
in the second half of the year compared to the first half. 

• Complete the administration of at least 28,000 cases: 
achieved. 33,989 cases were completed. 

• Check and action at least 95% of payment requisitions 
within 10 days or by the due date: achieved. The Service’s 
Central Accounting Unit actioned 100% within 10 days. 

• Reply within 10 working days to letters from Members of 
Parliament delegated to the Chief Executive: achieved. No 
letters from MPs to Ministers v/ere delegated to the Chief 
Executive for reply. 

• Produce commercial-style accounts for 1993-94: not 
achieved. Hov/ever, the accounting system necessary to 
enable expenditure to be accounted for in future years on 
both a cash and accruals basis was installed at the end of 
1993-94. 

• Bring proceedings for disqualification of directors of failed 
companies in the public interest and submit prosecution 
reports where there is evidence of criminality: achieved. 
Proceedingsfordisqualificationwerebroughtin464 cases 
and prosecution reports were submitted in 392 
bankruptcies and 257 companies. 

In the context of tl .e Citizen's Charter, a customer survey in 1992- 
93 of insolvency practitioners who use the Central Accounting 
Unit’s services has resulted in simplification of the regulations 
relating to payments into and out of The Insolvency Services 
Account and provision of information to creditors. The Service is 
also about to embark on a survey of all its customers, the results 
of which will be taken into account in among other things future 
revisions of The Insolvency Service’s published standard. This 
standard sets out the Service’s general operational aims for the 
benefit of The Service’s customers and for the benefit of staff so 
that they know what is expected of them. 

The Central Accounting Unit (CAU) was market tested during 1993 
and the in-house team won the bid. An interim Service Level 
Agreement has been in operation since August and will be fully 
implemented in early 1995, with the completion of the replacement 
computersystemfortheCAU’sbankingandinvestmentfunctions. 

A monthly briefing system v/as introduced to cascade information 
orally through the line management to all staff. The team briefing 
is supported by a written core brief prepared by The Service’s 
Directing Board. A subsequent survey provided a strong 
endorsement of the system v/ith 86% of respondents in favour of 
it continuing. 
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A review by Stoy Hayward Consulting of the extent to which the 
private sector could become involved in the work of Official 
Receivers completed its second stage in September and ms 
published in October. Any decision to contract out /ork would be 
subject to consultation v/ith the Official Receivers as statutory 
office holders, and the approval of an Order by both Houses of 
Parliament. Ministers announced in October the start of 
preparatory work to enable Official Receivers to contract out 
insolvency case v/ork. This would allow Official Receivers to 
concentrate more on their investigative role. 

More detailed information about performance is included in the 
Agency Annual Report, available by telephoning: 0530 272515. The 
Agency's Corporate Plan is commercially sensitive and therefore not 
publicly available. 

KSY TARGST5 1994-95 
(based on an assumption of 35,000 new cases) 

* report to creditors on assets and liabilities within 8 weeks in 
at least 80% of all cases; and within 12 weeks in 98% of all 
cases 

* hold the initial meeting of creditors within 12 weeks in at 
least 80% of all cases; and within 16 weeks in 98% of all 
cases 

* submit reports within 10 months in at least 80% of cases 
where there is evidence of criminality 

* submit disqualification reports within 15 months in at least 
80% of cases where there is evidence of unfit conduct by 
directors 

* check and action at least 95% of payment requisitions within 
five days or by the due date 

* complete the administration of at least 53,000 cases 

* reply within 10 working days to letters from Members of 
Parliament delegated to the Chief Executive 

* increase the number of proceedings brought for 
disqualification of directors of failed companies in the public 
interest and increase the number of prosecution reports 
submitted where there is evidence of criminality 

* operate within expenditure budget of £57.5m 
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INTERVENTION BOARD 
Fountain House, 2 Queen's Wolk, Reading RGl 7QW 

Tel: 0734583626 Fox: 0734 597736 
Chief Executive: Guy Stapleton 

The INTERVENTION BOARD was launched as an Agency in April 
1990. It is responsible for implementing the UK’s obligations 
under the Common Agricultural Policy (CAP), as directed by 
Agriculture Ministers. It finances over 70 schemes to support the 
market in farm and food products and itsolt operates some 50 of 
them. It employs around 970 staff and in 1993-94 handled £3.3bn 
of European Union (EU) funds and public money. Total operating 
costs v/ere about £44.8m and direct running costs around £32.3m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 
• 98% of claims processed within deadline: athieved. 

Virtually all claims were processed v/ithin deadline. 

• 98.5% of claims processed correctly: o(/t/evec/. 98.8% of 
claims were processed correctly. 

• 2.5% running cost efficiency gains and 5% improvement 
in productivity: adtieved. Running cost efficiency gains 
were 4.5% and there was an 8% improvement in 
productivity. 

• Keep disallowance within 0.40% of EC funds handled: 
achieved. Disallowance, at 0.3%, was well within target. 

• Keep expenditure within Vote, running cost and cash 
limits: achieved. 

• 5% value for money improvements in ptocurement of 
goods and services: achieved. New value for money savings 
of 6.5% attained. 

A consultant’s report on the Intervention Board’s first 3 years as 
an Executive Agency, praised the progress the Agency has made 
in performance, customer service and managen ent. This progress 
has been made in a constantly shifting situation. The switch in the 
Common Agriculture Policy (CAP) from end-use to producer 
support meant that, while the Agency continues to fund and 
account for all EC Guarantee expenditure in the UK, 1993-94 was 
the first year in which CAP spending by the Agriculture 
Departments on farm-based schemes exceeded that by the 
Agency on trader-based schemes. This is a trend which is likely 
to accelerate over the next few years. 

1993-94 was also characterised by smaller numbers of export 
and import claims, although intervention activity was at a high 
level, and interest in growing non-food crops on set-aside land 
increased markedly. The Agency implemented the new banana 
imports regime and completed its preparations for taking over 
the administration of milk quotas from the Milk Marketing Boards 
in April 1994. 

The decline in the throughput of claims, brought about by the 
effects of the Single Market and CAP reform, was offset by a 
higher thap expected level of final year claims in those schemes 
transferred to the Agriculture Departments and increased 
documentary controls and anti-fraud activity. 

The Agency is also pressing ahead with internal management 
reforms. Work began on formulating an Agency pay and grading 
system, linked to taking responsibility for local pay bargaining 
from April 1995. Consultants undertook a strategic review and 
made recommendations. Much detailed v/ork will now be required 
to implement what will be a radical change over the period 1994- 
96. The evaluation process is nov/ complete and the prior options 
paper recommends continued Agency status. Both prior options 
and evaluation have been agreed at official level and await 
Ministerial approval. The Framev/ork Document still requires 
further work. 

The Intervention Board also made significant strides under the 
Citizen's Charter. In addition to a qualitative and quantitative 
customer attitude survey, it published a new customer care 
policy to Charter standards and introduced automated payments 
of aid direct to customers’ bank accounts. By the end of the year 
60% of all support v/as being paid in this way. The Agency is also 
committed to the prompt payment of bills. Payment terms for 
contracts v/ere met in over 98% of cases and more generally the 
principles behind the CBI Prompt Payers Code were observed. 

Substantial progress in cost saving v/as made under the 
Government’s Competing for Quality initiative. Virtually all the 
initial market testing programme was completed and the 17 
completed tests yielded an average 34% saving, cutting £1.7m 
from the Agency’s costs. Contracted-out work now accounts for 
82% of the Agency administration spending and ancillary 
intervention costs and the current and forward market testing 
programmes include virtually all the non-core activities still 
performed in-house. 

Results against targets are given the Annual Report and Accounts, 
which is published by HMSO. Details of plans for the coming 5 yeors 
are published in the Agency's Corporate Plan, which is available from 
the Agency. The Agency's Business Plan is not published. 

KiYrmsrS 1994-95 

percentage of claims processed within deadlines 98.5% 

• percentage of claims processed correctly 98.5% 

• running cost efficiency gains 2.5% 

• improvement in productivity 6.0% 

• ratio of Agency disallowance to EC funds handled 0.4% 

• keep expenditure within Vote, running cost and cash limits 

• new value for money savings in procurement 5.0% 
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UBORATORY OF THE GOVERNMENT CHEMIH 
Queens Road, Teddington, Middlesex TW11OLY 

Tel: 0181 9437000Fox;0181 9432767 

Chief Executive: Dr Richard Worswick 

The UBORATORY OF THE GOVERNMENT CHEMIST (LGC) provides 
authoritative and impartial services and advice based on analytical 
chemistry and biosciences to underpin the v/ork of Government, 
commerce and industry. In 1993-94 it employed 317 staff on 
average and had an income of £16m against expenditure of 
£15.9m. It has been an Executive Agency of the Department of 
Trade and Industry (DTI) since October 1989. 

As the centr( for the development of the chemical National 
Measurement System and the focus for analytical chemistry and 
related sciences in Government, LGC plays an important role in 
the enforcement of lav/, the maintenance of public health, the 
protection of Government revenue, consumer and environmental 
matters, and in facilitating trade particularly across the single 
European market. Government Departments, including DTI, are 
LGC’s main customers. However, the laboratory is securing an 
increasing proportion of income from work for other customers 
in the UK and overseas. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• To recover full economic costs: or/»/eve«/. A net surplus of 
approximately £61,OOOwasachieved, Turnover increased 
slightly from £15.8m in 1992-93 to £16m in 1993-94. 

The Laboratory’s performance v/as also monitored against 
4 secondary targets: 

• To increase the rate of completion of reports on analysis 
of (or research into) samples by the date agreed with 
customers from an average of 88% in the first quarter to 
an average of over 90% in the last quarter: athieved. The 
rate of completion improved from an average of 90% 
between April and June 1993 to an average of 95% 
between January and March 1994. 

• To achieve more than85% of contract research milestones 
within the timescale agreed with customers: achieved 
91%. 

• To maintain accreditation from the National Measurement 
Accreditation Service (NAMAS) for the existing categories 
of work and obtain NAMAS accreditation for a further 
category of work by April 1994: achieved. 

• To acquire Laboratory-wide certification to BS 5750 (ISO 
9001) by April 1994: achieved in March 1994. 

LGC is committed to the principles of the Citizen's Charter in its 
dealings with all customers, whether drawn from the public or 
private sector. Customer care initiatives continue to be integral 
to the Laboratory’s successful development by focusing greater 
attention on customer needs and by reinforcing the importance 
of delivering quality services. The determination to establish and 
maintainhighstandardsofaccuracyandreliabilityincore scientific 

work and support services is particularly reflected in the way in 
which the Laboratory has been able to extend the use of quality 
systems effectively. It is now in the position of having third party 
recognition for the 3 principal quality systems applicable to 
analytical laboratories: BS5750 Part 1 - BS EN ISO 9001 for the 
Laboratory as a whole, and for specific areas NAMAS and Good 
Laboratory Practice. LGC has also made further efforts to 
improve the planning and conduct of its business through a small 
but dynamic business development team, including a manager 
with specific responsibility for promoting LGC’s profile in Europe. 

LGC contracts out a significant proportion of its support services 
(estimated to be approximately one-third by value) and 
sub-contracts some aspects of its scientific v/ork. It continues to 
review the scope for securing improved value for money through 
market testing services currently performed in-house. 

Further consolidation of LGC’s progress depends on the 
contributionsmadebyindividualsat every levelof the organisation. 
Particular attention is being given to the importance of retraining 
to provide staff with the additional competencies they need to 
respond to structural changes in LGC’s traditional markets. 

A review of the future of the Laboratory was initiated in May 1993 
by the President of the Board of Trade and included an assessment 
of the prospects for privatisation 1 he President announced in 
April 1994 that he had decided to pursue the consultants’ 
recommendations that LGC should be established as an 
independent non-profit-distributing company in the private sector. 
This would both maintain LGC’s impartial position and provide the 
Laboratory with the opportunity to acquire greater commercial 
freedom. However, the President also indicated that his mind 
was not closed to the possibility of a trade sale of LGC if a suitable 
buyer came forward who could demonstrate the requisite 
independence. 

LGC produces an Annual Report, which con be obtained from the 
Agency. The full Corporate Plan contains market sensitive information 
and is therefore not published. 

KEY TARGHS 1994-95 
• to recover the fail cost of the Laboratory 

• to achieve an average rate of 90% for completion of reports 
on analysis of (or research into) samples by the date agreed 
with customers for the year as a whole 

• to achieve more than 85% of contract research milestones 
within the timescale agreed with the customer 

• to maintain NAMAS accreditation for the categories of work 
in which the laboratory operates, registration for Good 
Laboratory Practice (GIP) and Laboratory-wide registration 
to BS 5750 (ISO 9001) 
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LISA LOGISTIC INF0Rf;iATI0N SYSTEMS AGENCY 
Portway, Monxton Rood, Andover, Hampshire SP118HT 

Tel: 01264 382745, Foi: 01264 382820 

Chief Exerutive: Brigadier Alon Pollord 

The LOGISTIC INFORMATION SYSTEMS AGENa(LISA) was launched 
in November 1994 as an Agency of the Minstry of Defence (MoD). 
Its mission is to enhance the logistic effectiveness of the Army in 
peace and war by providing information systems, services and 
support by providing Information Systems (IS) and Information 
Technology (IT) support on a world wide basis to the Army’s 
logistic organisations, whether involved in single Service or Joint 
Service activities. The inclusion of a core of military personnel 
allows "intelligent supplier" front line support during operations. 

LISA has 4 main functions: 

• Maintenance of Quartermaster General’s (QMG) IS strategy; 

• Information systems consultancy; 

• Development of logistic information systems; and 

• Operation of logistic area information systems. 

LISA’S Strategy and Support Division maintains QMG’s IS strategy. 
This involves annual updates to the Corporate IS Strategy to 
ensure it continues to meet the needs of QMG’s business. 

In addition to corporate level advice on the overall strategy, the 
Customer Support Divisions (CSD) advise business areas on all 
aspects of information systems. This includes advice on: 

• Business area strategies; 

• IS aspects of business planning; 

• IS requirements; 

• IT trends and developments; 

• Financial aspects of IS including assistance with business 
cases and benefits management; and 

• IS Security. 

The CSDs conduct IS requirements analyses on behalf of 
customers. The CSDs develop logistic information systems on 
behalf of customers using the most appropriate mix of in-house 
and contracted staff. Typically, development is via prototyping 
and Rapid Application Development techniques using commercial 
off the shelf packages v/henever possible. CSDs also manage 
system procurement, delivery and. if required, system testing. 
The customer retains executive responsibility for, and control 
over, the project and delivered system and exercises this 
responsibility through System Management Boards. The Project 
Support Division supports all development work including the 
maintenance of Data Management facilities. 

IT Services Division (ITS) and CSDs jointly maintain and enhance 
logistic IT systems on behalf of customers. ITS runs a Help Desk 
which is a first point of contact for customers regarding problems 
or assistance with any services provided by ITS. 

ITS also provides, maintains and manages the corporate IS 
infrastructure such as wide area networks and some local area 
networks. In addition to the systems that ITS runs, customers 
can use this infrastructure for their own systems. 

Although LISA has limited contact with the public, the principles 
of the Citizen's Charter are applied to its relationship with 
departmental customers. Progress in the application of Charter 
principles includes the establishment of customer-supplier 
relationships with project milestones for agreed timescales and 
cost, and the introduction of a detailed customer survey 
arrangement. 

Copies of USA's Corporate Plan for 1994-1999 are available from 
the Agency. 

KlY TAROTS 1994-95 
• meet targets laid down by the Quartermaster General for the 

timeliness, cost and planning effertiveness of projeds. 
Projeds should be delivered within planned time and (ost 
tolerance without adjusting the proied plans 

• by I April 1995, carry out a customer satisfaction survey of 
the quality, completeness and responsiveness of the services 
offered and set targets for improvement 

• by 1 April 1995, Introduce dummy invoicing for chargeable 
services provided by LISA 

• within the Competing for Quality (CFQ) framework, reach a 
decision by I April 1995 on the best way to deliver CFQ policy 
and efficiency savings with a partnership agreement with 
the Private Sector, and if not, determine what other initiatives 
should be employed to achieve the desired savings and 
efficiencies 

• by 31 December 1994, finalise pre-CFQ initiative 
organisational structure and, by I April 1995, complete the 
associated internal changes 

• by April 1995, Introduce financial and business systems to 
enable the operation of a full cost accruals jccounting 
system 

• operate within budgetary provision and achieve agreed 
output; by 1 April 1995 establish baselines for Agency 
overheads and unit costs of chargeable output as a more 
reliable means of measuring efficiency, and set targets for 
reductions 
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MAINTINANCi GROUP DEFINCE AGENCY 
Logistiu Command, RAF Brompton, Huntingdon, Combs PE188QL 

Tel: 0148052151 Ext 6306 Fox; 01480 52151 Ext 6309 

Chief Executive: Air Vice-Marshal Richord Kyle M6E 

The MAINTENANCE GROUP DEFENCE AGENCY was established as 
an Agency of the Ministry of Defence in April 1991 and is a major 
element of the RAF’s new Logistics Command, which itself was 
formed on 1 April 1994. The formation of Logistics Command, 
which brought about the co-location of the Group’s headquarters 
with those of its principal customers, also saw the end of its direct 
involvement with ground and satellite communications. The 
Group provides aerosystems and avionic I epair and maintenance, 
storage and distribution services to the RAF and other UK and 
foreign armed services. In doing so, it also provides a core of 
trained and experienced uniformed manpov/er from v/hich the 
RAF's front line can be reinforced in lime of crisis or war. 
Furthermore, the Groupgives the RAF both an intelligent customer 
capability and an alternative source of supply where a monopoly 
situation would otherwise exist in industry. It currently has a 
workforce of approximately 4,565 Service and 4,950 civilian staff 
located at 7 principal units, with a running cost budget for the 
year of L250.3m and a full cost budget of £460m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• To achieve at least 98% of the specified maintenance and 
communicalions-eleclronic tasks to 'tandard and on time: 
achieved. 

• ToachievetheJointServicePublicalion(JSP)336Defence 
Supply Manual speed of issue and pipeline targets for at 
least 95% of the Depot Supply task; achieved. 

• To keep within the Group’s allocated budget: achieved. 

• To reduce the cost per unit of output by 2.5%: achieved. 

• To achieve the quality system targets set out in the 
Group’s Management Plan: achieved. 

• To install the new Financial and Management Accounting 
System (FAMAS) at all of the Group’s major units by 31 
March 1994; achieved. 

• To clear the Warehouse and Transportation Management 
System (WTMS) Full Study with HM Treasury by 1 November 
1993; achieved. 

The Group’s radical programme of rationalisation has continued 
on schedule with several task transfers being completed. Test 
Equipment Wing moved from RAF Henlow to RAF Sealand thus 
enabling the calibration task to be co-located with the repair 
function, with associated savings. The last of the avionic repair 
work carried out at RAF Carlisle was also moved to RAF Sealand 
thereby completing the rationalisation of avionic work within the 
Group. Future plans include the concentration of all depot 
equipment storage functions at RAF Stafford, with the consequent 
closure of RAF Carlisle in 1997 and RAF Quedgeley by 1998. In 
addition, RAF Chilmark in Wiltshire is scheduled to close in 1995, 
as part of a tri-Service rationalisation of armament storage 
facilities. Finally, RAF North Luffenham has been proposed for 
closure, with its ground radio servicing facilities transferring to 

RAF Sealand. This will complete the concentration of the Group’s 

avionicandassociatedcapabililiesattheonecentreof excellence. 

Increased delegation has enabled the Group to reduce its 
headquarters staff levels by 20% and a further reduction of 15% 
in headquarters staff costs is planned. In addition, a Group wide 
policy of increased civilianisalion is being implemented and 
consideration is being given to the Group assuming responsibility 
for its own civilian pay and grading arrangements. 

The Maintenance Group provides a service to the defence 
community rather than direct to the public. Nonetheless, the 
Group operates within the principles of the Citizen's Charter and 
its key targets reflect this, with specific targets relating to the 
quality and cost of the service provided. Strong customer/ 
supplier relationships are fostered by regular consultation and 
by means of a Customer Advisory Committee which provides 
periodic formal reports to the Group’s owner. 

The Group’s programme of market fesling has been extensively 
recast and v/ill in future be based on major sites and activities 
rather than, as previously, discrete functions. A study into 
increased pivale sector involvement in RAF Sealand’s activities is 
underway, with implementation scheduled in 1996-97. A feasibility 
study into market testing the whole of RAF St Athan is scheduled 
to start in late 1994, with implementation in 1997-1998 and RAF 
Stafford is also due to be tested, following completion of 
warehousing rationisalion in 1997. The RAF Freight Distribution 
System is being considered as part of an Army-led Iri-Service 
programme. 

The review of the Group’s operation since its launch as an Agency 
is underway. Reports on the Evaluation and the re-examination 
of prior options are currently with Ministers, and the revision of 
the Framework Document has commenced. 

The Group's Corporate and Management Plans ore only available to 
Government Departments. Copies of the Annual Report and Accounts 
are available on application to the Group. 

K£YTARGerSI994'9S 
• to achieve at least 98% of the specified aerosystems 

maintenance task to standard and on time 

• to achieve the Joint Service Publication 336 Defence Supply 
Manual speed of issue and pipeline targets for nt least 95% 
of the Depot Supply task 

• to keep within the Group's allocated budget 

• to reduce the cost per unit of output by 2.5% 

• to complete the implementation of the Warehouse and 
Transportation Management System by 31 March 1995 

House of Commons Parliamentary Papers Online. 
Copyright (c) 2007 ProQuest Information and Learning Company. All rights reserved. 



■'i
iin

sn
iP

H
 

MARINE SAFETY AGENCY 
Spring Ploce, 105 Commercial Road, Southampton S0151EG 
Tel: 0703 329103 Fox: 0703 329105 
Chief Executive: Robin Brodley 

MSA 
MARINE SAFETY AGENCY 

The MARINE SAFETY AGENCY (MSA) was established as an Executive 
Agency of the Department of Transport in April 1994 and was 
formerly known as the Surveyor General’s Organisation (SGO). It 
is responsible for the implementation of the Government’s strategy 
for marine safety and the prevention of pollution from ships. The 
Agency’s overall aim is to develop, promote and enforce high 
standards of marine safety and to minimise the risk of pollution 
of the marine environment from ships. The Agency employed 
about 350 staff in April 1994 and running costs were £13.8m in 
1993-94. 

The Agency’s key tasks include maintaining and promoting the 
improvement of safety standards and pollution control on UK 
ships, and on foreign ships using UK ports; and seeking 
international agreement to improve the survivability standards 
of existing ro-ro (roll-on, roll-off) passenger ferries. 

Follov/ing extensive consultation on how marine survey and 
certification work should be undertaken in the future and how 
private sector participation could be extended through a market 
testing programme. Ministers agreed that the private sector 
would have the opportunity of taking on 25% of the remaining 
ship survey and certification work currently undertaken by the 
MSA. To ensure that satisfactory standards are maintained the 
MSA has initiated action to undertake an enhanced programme 
of audit, inspections and monitoring. 

In addition, the MSA has progressed the establishment of pilot 
schemes for the delegation of certain renewal surveys for small 
passenger ships and increased private sector participation in the 
inspection of fishing vessels over 12 metres in length. 

The MSA is committed to the principles of the Citliens's Charter. 
In April 1994, the Agency issued a Code of Practice, including a 
Charter Statement, which sets out v/hat its customers can expect 
of MSA: to be fair; to help customers; to provide an efficient 
service; and to provide a complaints procedure for customers 
who are not satisfied. 

Achievements in 1993-94 include an agreement between 14 
nations on ro-ro ferry survivability within a defined North West 
European regional area, publication of codes of practice for 
commercially operated small craft and progress in the 
International Maritime Organisation (IMO) towards a Safety of 
Life at Sea Convention (SOLAS) amendment that v/ill allow the 
introduction of mandatory routing and reporting measures to 
protect coasts and enhance safety. 

In addition, important nev/ Merchant Shipping legislation gave 
effect to international requirements for the design and 
construction of oil tankers including double hulls, enhanced 
surveys and shipboard emergency plans. 

The SCO's Annual Reports 1992-93 and 1993-94, MSA's Business 
Plan 1994-95 and Framework Oocumenf ore available from the 
Agency. The Corporate Plan 1995-96 to 1997-98 is an internal 
document. 

KlY TARGETS 1994-95 
• (omplete Iho (altulations for the phase-in aileria for ro-ro 

passenger ferries built before 1990 and implement the first 
stage of the North West European Stability Agreement and 
the related UK regulations by 30 November 1994 

• submit an interim report to the Secretary of State by 31 
October 1994 reviewing the fishing vessel safety provisions 
legislation, including the progress made, in consultation 
with the industry, towards a Fishing Vessel Safety Code of 
Practice for vessels under 12 metres in length 

• complete technical negotiations by 31 March 1995within the 
IMO to secure amendments to Chapter I (generalprovisions) 
and for the introduction of mandatory ships' routing and 
reporting under Chapter V (safety of navigation) of the 
SOLAS Convention including the drafting of any statutory 
instruments to give effect to the adopted amendments in UK 
law 

• provide technical input to European Community negotiations 
on the following proposed Directives: 

a) convergent application of IMO rules and resolutions and 
specifically on Segregated Ballast Tanks 

b) ship safety equipment 

c) transit and access in European Community waters 

d) standards for vessels not covered by SOIAS convention 

• establish by 31 March 1995 mechanisms to allow the 
delegation of further survey and certification work to the 
private sector and the arrangements for its audit (as already 
agreed by the Secretary of State) 

• audit by 3 7 March 1995 two organisations authorised by the 
Secretary of State to undertake survey and certification work 

• undertake port state control inspections (including 
operational aspects) of 30% of the foreign flagged vessels 
using UK ports 

• achieve a running cost efficiency gain of 3% 

• as part of a two year programme of deregulation, produce 
proposalsby31 December 1994 for a first round of revocations 
of regulations 
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The MEDICAL DEVICES AGENCY was established in September 
1994 as an Executive Agency of the Department of Health. It 
safeguards public health by ensuring that medical devices and 
equipment for sale or for use in the United Kingdom meet 
appropriate standards of safety, quality and performance. It also 
ensures thatthey comply v/ithrelevantEuropeanUnion Directives. 
It has 170 staff, mainly in London but with some in Blackpool and 
Surrey, and running costs of £12m. 

Medical devices are v/ide-ranging: contact lenses and condoms; 
heart valves and hospital beds; resuscitators and radiotherapy 
machines; surgical instruments and syringes; wheelchairs and 
walking frames; and many more - any products, except medicines, 
used on or in a patient to prevent, diagnose, monitor, treat or 
alleviate illness, injury or disability. 

Most of MDA’s staff are specialists: medical and nursing staff; 
professionally qualified technologists and scientists (including 
biological scientists, chemists, engineers, ophthalmologists, 
toxicologists, pharmacists and physicists); and specialists in 
quality assurance. Many have established international 
reputations in their field. 

MDA provides 6 complementary services: 

• auditing the quality assurance systems of medical device 
manufacturers who supply the UK market, and publishing a 
register of approved companies - the Manufacturer 
Registration Scheme (MRS); 

• investigating adverse incidents associated w,Th medical 
devices and issuing safety warnings where necessary; 

• managing an on-going programme to evaluate medical ("evices 
and publish reports; most of the evaluations are und;irtaken 
under contract with external Evaluation Centres but some are 
done by staff of the two outstations; 

• offering advice on medical device safety to a range of 
customers, including Ministers, the Department of Health, 
the NHS, other healthcare providers and manufacturers; 

• settincj safety and performance Standards for medical devices 
through the British Standards Institution; and 

• introducing nev/ European Directives and enforcing their 
statutory controls on medical devices throughout the UK. 

The Agency leads for the UK in negotiating and implementing the 
Directives and has acquired a leading position among European 
regulators of medical devices. It acts for the Secretary of State 
as the Competent Authority for the UK, enforcing the Directives, 
appointing and monitoring Notified Bodies v/ho ensure that 
manufacturers comply with quality assurance or product testing 
requirements of the Directives, and assessing applications from 
manufacturers for clinical investigations. 

The move to Agency status has generated challenging objectives 
and performance targets, particularly in relation to customer 
service and the recovery of costs from those who benefit from the 
Agency’s services. 

MIDICAL DEVICES AGENQ 
14 Russell Squore, London YalB SEP 

Tel: 0171 972 2000 Fox: 0171 9728104 

Chief Exerutive: Alon Kent 

The Agency has started to fulfil its commitment to the principles 
of the Citizen's Charter by publishing its first Business Plan, a 
corporate brochure and a guide to Agency contacts. Customers 
are now well informed about the work of the Agency and standards 
for the speed of response to applications and enquiries are 
clearly set out. The Agency’s publications unit is the first service 
to be market tested. 

Copies of the Age ncy Framework Document and Business Plan ore 
available on request. The first Annual Report and Accounts will be 
published in the summer of 1995. 

KSYmom 7994-95 
• establish a programme of pro-active investigations of serious 

device-related safety problems and report outcomes by 
March 1995 

• establish investigations of adverse incidents with devices 
undergoing clinical investigations by January 1995 

• implement a Service Level Agreement with the Secretary of 
State, for Public Health and Competent Authority functions 
by 31 March 1995 

• develop a marketing and sales strategy for the evaluation 
programme and establish an advisory customer group 

• scrutinise 90% of MRS applications within 10 days and 
100% within 15 days; notify 90% of applicants of eligibility 
within 30 days and 100% within 45 days and clear the 
backlog of audits. 

• issue 65% of Hazard Notices within 30 days and 100% 
within 3 months 

• remain within running costs and other cash limits 

• develop systems for accruals accounts for 1995-96 

• recover 40% of MRS costs in 1994-95 and develop 
mechanisms to recover 65% in 1995-96 

• introduce, no later than 1 April 1995, charges for services to 
Notified Sodies and for applications for clinical investigations 

• develop mechanisms for untying 20% of evaluation 
programme funds 

• develop information systems to improve management control 
and target setting and to enable development of a corporate 
eHiciency index 

• develop p market testing programme; renegotiate Evaluation 
Contra contracts and develop new tendering procedures, by 
October 1994 
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Ir M MEDICINES CONTROL AGENCY 
Market Tower$, 1 Nine Elms Lane, London SW8 5NQ 

IjwV Tel: 0171 273 3000 Fox: 0171 273 0334 

Chief Exerutive: Dr Keith Jones 

The MEDICINES CONTROL AGENCY (MCA), was launched as an 
Executive Agency of the Department of Health in July 1991. Its 
primary function is to safeguard public health by ensuring that all 
medicines on the UK market meet appropriate standards of 
safety, quality and efficacy. This is achieved through a system of 
licensing and monitoring medicines after the licence has been 
granted. TheMCAhasseparatebusinessesdealingwithlicensing, 
post licensing, inspection and enforcement of medicines, executive 
support and finance. During 1993-94 the Agency employed an 
average of 374 people and had running costs of £21.4m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

Safety and Quality 
• 6 high level targets: achieved within an overall compliance 

in excess of 95%. 

• Enter all reports of fatal adverse drug reactions on the 
database within 72 hours: achieved. 

• All newly introduced medicines to be monitored 
intensively for at least 2 years and risk-benefit review 
conducted at 2 years: achieved. 

• Medicines Inspectorate to accomplish certification to 
ISO 9002: achieved. 

Standards of Service 
• 11 high level targets: achieved within an overall compliance 

in excess of 95%. 

• Complete all new medicines licensing assessments 
within 120 + 90 calendar days and 70% within 100 
days: achieved. 

• Complete assessment of all valid abridged licence 
applications locommittee stage in 130days: not achieved. 

• Develop a leading international role, in and outside 
Europe, to promote views and expertise in handling 
pre-licensing, licensing and post-licensing activities 
progressively over the next 3 years: achieved. 

Financial Control and Efficiency 
• 4 high level targets: achieved 

• Operate within External Financing Limits of £3m: 
achieved. 

• 3% efficiency saving: achieved. 

The MCA continues to participate in the Department of Health’s 
programme for market testing of building management and office 
services. At the beginning of 1993-94, the data storage, file office 
and registration functions were put to tender. An in-house bid 
was successful. Office support services v/ere also market tested 
as part of the Department’s overall programme and an in-house 
bid was successful. 

The MCA does not provide a direct service to the public but its 
work is clearly of importance to the public. It also seeks to apply 

Citizen's Charter principles by:- 
• providing information on drug hazards and ways of improving 

the safe use of medicines through 'Current Problems in 
Pharmacovigilance’ bulletins and links with the British National 
Formulary: 

• providing a freephone enquiry service on drug safety issues 
(dial 100 and ask for CSM freephone): 

• providing clear information about the services provided 
through MAIL (Medicines Act Information Letters), a nev/ 
publication Towards Safe Medicines", a free public meeting 
to launch the Annual Report and a programme of symposia 
and meetings: 

• undertaking regular consultation and discussion with all 
service recipients: 

• providing .specific Agency telephone enquiry points, with 
courteous and efficient staff response: and 

• distribution of "Controlling Medicines in the UK” to all GP 
surgeries and retail pharmacists - a leaflet for the public 
explaining medicines control in the UK in plain language. 

The Agency's Annual Report is available from HMSO price £9.50. 
Copies of the 1994-95 Business Plan are available from the Agency 
(Room 1629, Market Towers). The Agency's Corporate Plan contains 
commercially sensitive information and is therefore not publicly 
available. 

KEY TARGETS 1994-95 
Safety and Quality 

• 4 high level targets: to discharge responsibility to ensure all 
medicines on the UK market meet acceptable standards of 
safety, quality and efficacy 

Standards of Service 

• 3 high level targets: 

• to deliver specified licensing targets without misusing its 
monopoly position or causing undue impediment to the 
progress of the pharmaceutical industry; 

• to amend UK law for iU Future System by J January 
1995; 

• to develop within the EU greater public access to 
information 

Financial Control and Efficiency 

• 4 high level targets: 

• taking one year with another, achieve an operating 
surplus equivalent to a 6% return on net assets; 

• deliver efficiency gains in excess of 2% of costs; 

• operate within an external financing limit of£4.7m and 
develop by December 1994 indicators for a corporate 
efficiency index 
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MEHOROLOGICAL OFFICi 
London Road, Bracknell RGI2 2SZ 

Tel: 0344 854455 Fax: 0344 856087 

Chief Executive: Professor Julian Hunt 

The METEOROLOGICAL OFFICE became an Executive Agency in 
April 1990. Its aim is to provide the United Kingdom with an 
effective, modern and efficient national meteorological service 
on behalf of the Secretary of State for Defence. In fulfilling this 
aim the Office provides meteorological services (including climate 
advice) to the Armed Forces, Government Departments, the 
public, civil aviation, shipping, industry, agriculture, commerce 
and others. At the end of March 1994 it employed 2,474 staff at 
home and overseas. In 1993-94 expenditure was £142m, with 
income of £55m (Voted Expenditure £135m. Voted Receipts 
£62m). 

PERFORMANCE AGAINST KEY TARGETS 1993-94 

• To achieve 80% of all business plan targets for customer 
satisfaction, forecast accuracy and timeliness: adiieved. 
82% of all business plan quality targets were met with 
most of the others almost met. 

• To produce a Charter Standard for Public Services by 
September 1993: adiieved. and is available from the 
Agency. 

• To provide timely and apt advice to Ministers and the 
general public on meteorology and climate: adiieved. All 
requests for advice and information were dealt with to 
schedule. 

• To progress the research programme in accordance with 
the 1993-94 Research Plan and to satisfy the requirements 
of internal and external customers to schedule and to 
agreed standards: adiieved. The research programme 
output was assessed by the independent Meteorological 
Research Subcommittee and given an overall mark of 
0.74, where 0.5 is satisfactory and 0.8 excellent. 

• To initiate a rolling programme of reviews of scientific and 
technical standards throughout the Agency: adiieved. A 
programme was established and 9 reviews were completed. 

• To increase efficiency in business areas by 2.5% through 
improvementsinqualityandvolumeofserviceandreduced 
unit costs: adiieved. 75% of individual business area 
efficiency targets were achieved, with an efficiency 
improvement of 4% for the Agency as a whole. 

• To achieve Net Operating Costs of £46.7m:orfi/0vei/. Net 
Operating Costs for the year were £44.1m, giving an 11% 
reduction on the figure for 1992-93 based on last year’s 
method of calculation. 

• To increase the uptake of commercial services (excluding 
CAA and DoE) as measured by invoiced sales of £19.1m: 
adiieved. This represents growth of 8% on the equivalent 
figure last year despite increased competition. 

• To provide a gross contribution to core (invoiced revenue 
less a percentage of direct staff costs and relevant external 
costs) of £7.0m from commercial services: adiieved. 

• To provide the output costs of all key activities using the 
Financial and Management Information System (FAMIS): 
adiieved. 

Improving services to customers is a priority. The Agency’s 
Citizen's Charter Charter Standard for the Public covers the 
provision of weather forecasts and v/arnings of severe weather 
and flooding, advice in pollution emergencies and the availability 
of weather and climate information. It sets out specific 
performance targets for accuracy, timeliness and customer 
satisfaction and in the financial year 1993-94 most of these 
targets were exceeded. 85% accuracy was achieved for the 24- 
hour national weather forecast broadcast at 1755 on BBC Radio 
4 (target accuracy 84%). 

The Meteorological Office has consistently made use of outside 
specialists and contractors within its programme. The current 
value of contracted-out services is over £10m per annum, covering 
operational commitments, computing and site maintenance and 
services. There is also increasing use of joint venture agreements 
with the private sector for the provision of products and services 
on a commercial basis. A market testing approach to an initial 
programme of 4 packages, covering the v/ork of some 112 staff, 
has already yielded annual savings of over £200,000 at current 
prices and further studies have been put in hand. This will ensure 
that over 10% of the running costs of the Agency will have been 
subject to private sector involvement or comparison. 

The review of the Meteorological Office is planned to recommence 
in Autumn 1994. 

A limited number of copies of the Annual Report and Accounts are 
ayailable free of charge from the Agency's Enquiries Officer. Because 
of the nature of the Agency's business both the Corporate and 
Business Plans are classified and therefore not available to the public. 

KiYTMGnS 1994^95 
• to achieve at least 80% of all Business Plan targets for 

customer satisfaction, forecast accuracy and timeliness 

• to attain an accuracy of at hast 84% for the 24-hour national 
forecasts broadcast at 1755 by BBC Radio 4 

• to deliver the agreed programme within the Business Plan 
cash limit of £75m 

• to reduce net expenditure, as shown in the Annual Report 
and Accounts, to £93.2m, representing a decrease of 9.1% 
on the 1993-94 budget (both at 1994-95 prices) 

• to provide a net contribution to core and general overheads 
of£3.6m from commercial services (excluding CAA and DoE), 
representing an increase of£0.3m over the 1993-94 budget 
(both at 1994-95 prices) 

• to increase efficiency in individual business areas by between 
2% and 3%, typically, through improvement in quality and 
volume of service and reduced unit costs 
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MILITARY SURVEY 
Elmwood Ave, Felthom, Middlesex TW13 7AH 

Tel: 0181 8182400Fox:01818182148 

Chief Executive: Mojor Generol M P B G Wilson 

MILITARY SURVEY became an Agency of the Ministry of Defence 
(MoD) in April 1991. Its task is to ensure the provision of 

geographic supporttoDefenceplanning, training andoperations. 

The Agency provides a wide range of geographic products, 
technical information and advice to meet Defence requirements. 
Products range from briefs and graphics needed by central staff 

planners for assessing situations, to the wide variety of maps, air 
charts, terrain information and digital data needed to support 
operations and training. Support provided in the field to operations 
includes map production. Terrain Analysis and map distribution 

as in the Former Republic of Yugoslavia (FRY) where Military 
Survey supplies most of the field geographic support to the UN. 
Although the Cold War has ended. Military Survey’s workload has 

increased because of the UK’s new worldwide Defence interests 
in support of the UN and NATO. In April 1994 the Agency had 1,120 
civilian and military staff and operates within a budget of £54m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• To deliver 3,600 man-days of uniformed personnel in 

support of operations: achieved. Demand for support to 
UN and UK national forces in FRY exceeded the planned 

figure by 33% (4,858 man-days delivered). 

• To deliver 26,000 man-days of uniformed personnel in 

support of exercises and military training: not achieved. 
19,354 man-days (75%) delivered. The shortfall was due 
to operational commitments in FRY, the reduction in the 
number of MOD exercises and cancellation of courses at 

the School of Military Survey. 

• To implement the Military Survey modernisation project 
by starting the installation check and test phase by 1 
October 1993: achieved. The project remains on time and 
within budget. 

• To meet the following targets for pre-planned production 
and services: 

a Originate or revise 425 maps/charts: achieved. 447 maps/ 

charts originated or revised, target exceeded by 5%. 

b Produce 820 digital products: not achieved. 711 digital 

products produced (87%). The shortfall v/as due to changes 
in data formats and the cancellation of some RAF 

requirements. 

c Reproduce 7m copies of maps/charts: not achieved. 
Demand required reproduction of only some 6.6m maps 
and charts. 

d. Isjue from stock 7m copies of maps/charts: achieved. 
7,490,012 maps and charts issued. The target v/as 

exceeded by 7%. 

e To carry out 5,300 man-days training for students from 

outside Military Survey: achieved. 
• To make further efficiency improvements to the value of 

2.5% of the budget: achieved. A saving of 4%, in efficiency 
terms was achieved through more effective use of 

personnel and direct savings including the change of 

paper quality,moreaggressivecontractnegotiation, tighter 
control of mapping purchases, improvements in IT 
contracting, streamlining of Map Library procedures, map 

salvage and energy savings. 

• To keep v/ithin the cash allocation of £48.87m for 1993-94: 
achieved. Outturn of £46.31m represented an underspend 

of 5%. More challenging targets have been set to ensure 

expenditure is brought within 2% of the cash allocation by 
FY1995-96. 

Military Survey has no direct link v/ith the general public but 

conforms to the Citizen's Charter v/here appropriate. 

The Agency’s market testing programme has been revised as a 
result of new central guidance and a market testing scoping 

study by its owner. Military Survey has received approval to 
withdraw from tv/o of its 3 market testing programmes which fall 
below Government package value guidelines. The third, IT 

Services, is being reviewed by the owner with a view to conducting 
a Top Level Budget-wide market test. 

The owner’s Evaluation Team have completed their study of the 

workings of the Agency over the last 3 years and this is now being 

circulated to The Central Departments prior to completion of the 
prior options paper. 

Milifary Survey's Annual Report and Accounts is available to the 
general public through Hf/SO. Its Corporate and Management Plans 
are internal documents and not publicly available. 

KiYTARCirS 1994^95 
• to meet 100% of operational requirements for geographic 

support to the required standard and on time 

• to achieve an OPEVAl (Operational Evaluation) status of 
"substantially effective'^ and to improve the OPEVAL concept 
by developing new OPEVAL criteria including two operational 
scenarios 

• to meet the agreed production programme (to the extent 
which operational requirements dictate) which is quantified 
as: 

« originate or revise 275 maps and charts equating to 
10,610 work units 

• produce 763 digital products equating to 2,506 work units 
(Note: I work unit equates to 5 man days of effort) 

• to achieve the efficiency target of at least 3.9% 

• to operate within +/-3%ofthe£53.708mbudgetin 1994- 
95 reducing to -f/• 2% in 1995-96, subject to in-year fop 
level Budget direction 
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NATIONAL PHYSICAL UBORATORY 
Queens Road, Teddington, Middlesex TWH OLW 

Tel: 0181 977 3222 Fox: 0181 943 2155 
Chief Executive: Dr Peter Clophom 

The NATIONAL PHYSICAL LABORATORY (NPL), which became an 
Executive Agency of the Department of Trade and Industry in July 
1990, is responsible for developing and maintaining national 
measurement standards for physical quantities. It also provides 
essential calibration services and undertakes performance- 
related research on standards for engineering materials and 
information technology. It ensures that accurate measurement 
standards, which are compatible with those maintained by major 
trading partners overseas, are available to organisations 
throughout the UK. The Agency employs about 670 people, and 
its turnover in 1993-94 v/as £50m. 

NPL is the focus of the UK’s National Measurement System, v/hich 
provides the framework for accurate and precise measurement 
in partnership with business, commerce and industry at home 
and abroad. NPL is also the base for the National Measurement 
Accreditation Service (NAMAS), which provides accreditation of 
calibration and testing laboratories in both the public and private 
sectors. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Recover operating costs in full from charges to customers: 
achieved. 

• 90% of calibrations completed within 6 weeks: achieved. 
Achieved 98%. 

• 95% of research investigations completed on time: 
continuing. Achieved 91%. 

• 3% increase in completion of project milestones per 
scientist per year: achieved. 1.52 research milestones per 
scientist achieved against a target of 1.36. 

• Reduce cost of administrative support to no more than 
20% of full economic cost: continuing. The cost of 
administrative support as a proportion of full economic 
cost fell to 18.6% (from 23.3% the previous year); but this 
significant progress was in part attributable to a different 
(and more accurate) accounting treatment of irrecoverable 
VAT. 

• 5% increase in staff time spent on scientific programmes: 
continuing. The proportion of staff time attributable to 
programme-related v/ork reduced very slightly to 68% 
(69% in each of the previous 3 years). 

• 2% annual reduction in cost of project staff: not achieved. 
The cost of each member of project staff actually rose to 
£71 per hour against a target of £67 per hour, reflecting 
the reduction in hours booked to direct tasks by scientific 
staff without a corresponding reduction in costs over the 
same period. 

• 2% improvement in overall efficiency each year: achieved. 
Overall efficiency increased by 2.9%. 

Good progress continues to be made towards introducing a 
formal quality regime throughout the Agency. This is a key 
element in supporting the principles of the Citizen's Charter, 
through improving accountability for many of the mechanisms 
which already exist to keep customers informed and satisfied. 
NPL’s commitment to Charter principles is also demonstrated by 
the 36 clubs or research interest groups which it operates, 
providing an open forum for discussion on the development of 
measurement services and on the needs of users. 

All NPL work is carried out on a strict customer-contractor basis, 
and the majority of its research is still commissioned by the 
Agency’s parent Department on behalf of UK industry. However, 
following a review of the future of the DTI’s laboratories, the 
President of the Board of Trade has encouraged NPL to continue 
restructuring to adapt itself to a reduced budget for v/ork of this 
kind, and he has announced his intention to invite proposals for 
a management contractor during 1995. Commercial progress 
under the management of the contractor will be carefully reviev/ed 
and might in due course result in NPL becoming ready to move 
intoprivatesectorownership. TheAgencyisthereforeincreasingly 
looking to carry out measurement-related work for a much 
broader customer base. 

Much of NPL’s scientific work is subject to regular competition by 
virtueofthecustomer-contractorarrangements. NPL’s customers 
are untied and can always seek best value for money. Many 
support services, including security, cleaning, catering, computer 
maintenance and site maintenance have been contracted-out for 
some years, but other areas are kept under regular review, and 
this year, the in-house stores operation, previously costing 
around £130,000 per annum, has been closed down in favour of 
more cost effective alternatives. 

Copies of ihe NPL Annual Report and Accounts may be obtained from 
HMSO, price £12.10. NPL does not, however, publish its Business 
and Corporate Plan for reosons of commercial confidentiality. 

KEY rmirs 1990^95 

• recover operating costs in full from charges to customers 

• 90% of calibrations completed within 6 weeks 

• 95% of .research investigations completed on time 

• 3% increase in completion of project milestones per scientist 
per year 

• reduce cost of administrative support to no more than 20% 
of full economic cost 

• 5% increase in staff time spent on scientific programmes 

• 2% annual reduction in cost of project staff 

• 2% improvement in overall efficiency each year 
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A: 

NATIONAL WilGHTS & MEASURES LABORATORY 
Stanton Avenue, Teddington, Middlesex TW110JZ 

Tel: 0181 9437272 Fox:0181 9437270 

Chiel Exe;utive: Dr Seton Bennett 

The NATIONAL WEIGHTS AND MEASURES LABORATORY (NWML) 
was launched as an Executive Agency of the Department of Trade 

and Industry (DTI) in April 1989. It provides the national and 
international focus for legal metrology in the UK and its mission 
is to maintain confidence in fair trade through accurate 

measurement as required by law. The Agency employs an average 
45 staff and its total operating costs amounted to £2.4m in 1993-94. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Keep current expenditure within allocated budget (£2.30m): 
adihved. NWML’s current expenditure for the year was 
£2.06m. The major saving was achieved through a 
negotiated rent reduction. 

• Reduce the cost of an hour of programme work by 2% in 
real terms: achieved. The unit cost of a programme-hour 

v/as reduced by 4% in real terms, representing a total 
reduction of 9.4% over two years. 

• Achieve the 9 objectives set out in the published Corporate 
Plan: 6 achieved, 3 not achieved. 

• 15-week completion of type examinations achieved for 

75% of jobs; 95% was achieved. 

• 4-week completion of calibrations achieved for 95% of 

jobs; 87.3% was achieved. 

• 10-v/eek completion of certificates achieved for 80% of 

jobs; 84.5% was achieved. 

•4 out of 6 programme objectives completed. 

Once again, the Single European Market has had a major impact 
on the Laboratory’s work during the year. Although there has 
been little progress in the preparation of a general measuring 

instruments Directive, there has been intensive activity in a 
number of international fora. NWML has continued to provide the 
Chairman and Secretariat for the Western European Legal 

Metrology Cooperation (WELMEC) and has played the leading 
role in the preparation of a multilateral type approval agreement 
signed by representatives of 18 countries. The harmonisation of 
UK requirements with international specifications remains an 

important objective and NWML has been particularly active in the 

International Organisation of Legal Metrology (OIML). 

Demand for the Laboratory’s technical services v/as substantially 
higher than in 1992-93, with a 28% increase in the number of new 
measuring instrument designs approved. The number of variants 

to existing designs approved v/as up from 356 to407. In addition, 

the volume of metrology work also rose as a result of a continuing 
increase in demand for traceable calibrations in support of BS 

5750, and the Agency achieved an improved level of NAMAS 
(National Measurement Accreditation Service) accreditation for 
its mass laboratory. 

Following the publication of "Working with Business", the 
Government’s Code for enforcement Agencies, NWML published 

its own code of practice, in line with Citizen's Charter principles, 

at the beginning of 1994. This sets out clear customer service 
standards for the provision of estimates, speed of service and the 
publication of information. It also contains a commitment to 

respond to enquiries within 3 days and to deal promptly with 
complaints. To gauge customer satisfaction with the Agency’s 
performance, NWML now sends out short questionnaires v/ith 

invoices 4 times a year. Returns show 91% of customers 'satisfied’ 
or 'very satisfied’ v/ith the service received. NWML does not have 

a market testing programme for the current year. 

The Laboratory was among the DTI Agencies reviewed by KPMG 
Peat Marwick during 1993. The President of the Board of Trade 

announced on 21 July 1994 that he had decided NWML should 
remain an Agency, as recommended by the consultants. Further 
consideration is being given to moving the Agency to a financial 

control regime which will provide it with the scope it needs to 

utilise its expertise and facilities more fully in meeting a wider 
range of its customers’ needs on a self-financing basis. 

The Agency's Annual Report and Accounts is published by HMSO 
NWML has not published its Business Plan as it is commercially 
sensitive. 

KEY TARGETS I994^9S 
• ensure that fee earning activities remain self-financing 

• increase output per person employed by 2% 

• reduce the real cost of a programme hour by 2% 

• complete 92% of type examinations within 14 weeks 

• complete 96% of calibration jobs within 4 weeks 
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NATURAL RESOURCiES INSTITUTE 
Control Avenue, Chatham Maritime, Chatham, Kent ME4 4TB 

Tel: 0634880088 Fax: 0634 880066/77 

Chief Executive: Anthony Beattie 

The NATURAL RESOURCES INSTITUTE (NRI), which was launched 

as an Executive Agency of the Overseas Development 
Administration (ODA) in April 1990, assists developing countries 

to improve the productivity and sustainable management of their 
renewable natural resources - farming, forestry and fisheries - 

through the application of science and technology. The Institute 

employs 344 permanent and 113 contract staff and expects a 

turnover of some £33m in 1994-95. 

NRI provides research, consultancy and project management 

services to ODA, and to other bilateral and multilateral agencies, 

under customer/contractor arrangements. The Institute’s 

operational programme comprises 3 strategy areas - resource 

assessment and farming systems, integrated pest management 

and food science and crop utilisation - and itsupplements its core 

skills through an extensive programme of links with other British 

scientific institutions and universities. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Break even on full economic costs: nofocA/evet/. Owingto 

the falling away of business projected during the early 

part of the year, a deficit of £2.58m was recorded on the 

Institute’s ordinary activities. 

• Efficiency gain of at least 2%: not achieved. For similar 

reasons, there was an efficiency loss of 5.2% measured 

by reference to the unit cost of time charged to clients. 

• Further expand the share of work undertaken for non-ODA 

clients: ocWeverf. The share of non-ODA business increased 

from 8.7% to 11.8% by volume and from 8.8% to 11.2% 

by value. 

The first triennial review of NRI was completed in 1993. The 

review was led by Sir Charles Reece, a member of ODA’s Steering 

Board for NRI, and considered both the achievements of the first 

3 years of Agency status and strategic options for the future. The 

review recommended, in particular, further diversification of the 

Institute’s customer base and increased concentration on its 

core strengths of adaptive research and technology transfer. 

Action to implement these recommendations has continued in 

1994. A Development Services Group has been established with 

the primary task of marketing the Institute’s services. An audit 

of operational capacity has also been undertaken as a basis for 

the restructuring of the business now underway. A staff reduction 

programme v;as announced in January and has resulted in the 

abolition of 48 permanent and contract posts. Steps have also 

been taken towards the reduction of operating costs by leasing 

accommodation on the Institute’s Chatham site to the University 

of Greenwich for use by its School of Earth Sciences. 

Following the Reece Review, a further study has been 

commissioned by the ODA of future ownership options. The study 

is being carried out by external consultants and will take account 

of the findings of the Cabinet Office scrutiny of public sector 

research establishments announced in July. 

Because of the potential impact of restructuring and of a potential 

change of ownership upon the services concerned, further work 

on market testing has been suspended for the time being. NRI 

does not provide services to the public and has not therefore 

issued a Charter Standard Statement. It does, however seek to 

apply the principles underlying the Citizen's Charter in the provision 

of services to its clients. 

The Institute continues to play a leading role in the work of the 

European Consortium for Agricultural Research in the Tropics 
(ECART) which was launched in May 1992. Originally linking NRI 

with similar institutes in France, the Netherlands and Portugal, 

the membership of the consortium was extended during the year 

to include partner organizations in Germany. 

Copies of NRI's Annual Report and Accounts are available from the 

Agency. NRI's Corporate and Business Plans contain commercially 

sensitive informahon and are not therefore available to the public. 

KEY TARGiTS 1994-95 

• recovery of fail economic cost of ordinary activities 

• continued increase, by 20%, in volume of work done for non- 

ODA clients, with 35% increase in net income from this 

source 

• reversal of 5.2% efficiency loss suffered in 1993-94 with 

reduction of real cost of operational time to below the 1992- 

93 level 
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NAVAL AIRCRAFT REPAIR ORGANISATION 
Royal Navol Aircroft Yard, Fleetlonds, Gosport P013 OAA 

Tel: 0329 826225 Fox: 0329 823043 

Chief Executive: Coptoin W S Graham RN 

The NAVAL AIRCRAFT REPAIR ORGANISATION (NARO) Defence 
Agency was launched in April 1992 under the Ownership of the 
Director General Aircraft (Navy) (DGA(N)). Its running costs in 
1993-94 were approximately £33.3m and it employs around 

1,560 staff. NARO is one of the largest helicopter repair facilities 
in Europe. Its objective is to provide a repair, modification, 

overhaul and storage facility for all the UK Armed Forces’ 
helicopter fleets, their engines and selected components and for 

marine gas turbine engines and their components. 

NARO is situated on two sites and comprises 5 production 
departments. The Royal Naval Aircraft Yard Fleetlands at Gosport, 
Flampshire consists of the: 

• Aircraft Production Department, in which in-depth 
scheduled maintenance including Category 4 repairs,Type 

Mark conversions and modification programmes are 
routinely carried out; 

• Engine Production Department, in which 9 types of 
helicopter and marine gas turbine engines are repaired 

and overhauled: 

• Mechanical Component Department, in which airframe 

structures are modified, repaired and overhauled and 
airframe components manufactured; and 

• Avionics Department, in which an extensive range of high 

technology avionic components are produced, repaired 

and overhauled. 

The Royal Naval Aircraft Workshops Almondbank near Perth, 

Tayside consists of the Component Support Department, in which 
specialist helicopter transmission, hydraulic and some avionic 

components are repaired, overhauled and reconditioned. 
Almondbank also provides NARO with a centre of excellence in 

the manufacture of specialist tools. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Quantity: to complete 100% of the required specified 
task: not adiieved. 99.3% output achieved. Production 

effort was diverted tov/ards development of a new workload 

control system, compliance with Health and Safety 
legislation and preparation for BS 5750 (ISO 9001) 
certification. 

• Quality: toimprove quality performance by 2% against the 

NARO quality index: achieved. 

• Cost: to reduce product costs by 7.5% over the 1991-92 
launch values: achieved. 

• Efficiency Index: to improve efficiency index (measured 
work content divided by measured time taken) from 61.4% 
in 1992-93 to 63.3% by the end of 1993-94: not achieved. 
The efficiency index rating in 1993-94 was 61.3%. This is 
part of a 3 year continuing target. 

• Productivity: to improve productivity from the achieved 

1992-93 figure of 560 to an average of 575 direct output 

units per employee by the end of 1993-94: achieved. 

• Timeliness: to complete more than 85% of contracts on 

time in 1993-94 and to increase this figure to over 95% by 
the end of 1994-95: not achieved. This is part of a 3 year 

continuing target. In year 84% achieved. 

NARO’s market testing programme continued through 1993-94. 

The year saw the commencement of market testing of canteen 
services. With respect to the NARO’s core work, the triennial 
review currently due to complete in April 1995, will determine the 

way ahead. 

Though not dealing directly with the public, NARO has embraced 

the philosophy of the Citizen's Charter and during theyear greater 

emphasis was placed on improving both internal and external 
customer/suppliar relationships by visiting customers, having 

customers visit NARO and by adopting a more proactive approach. 

DGA(N) is required to review NARO after the first 3 years of 

operation as a Defence Agency and decide how it will be taken 

forward for the future. The reviev/ will take into account the 

endorsed findings of the appropriate individual Defence Cost 
Studies. 

NARO's Annual Report and Corporate Plan are available from the 
Agency. The Agency's Management Plan contains sensitive information 
and IS not publicly available. 

m TARGETS 1994-95 

• quantity: to complete 100% of the funded task as detailed in 
the D6A(N) Tri-Service Schedule of Identified Repair Work 

• cost/productivity: the target achieved (in 1993-94) to be 
maintained or improved 

• quality: to improve quality by reducing the NARO inde.x by 2 

«timeliness: to complete more than 95% of contracts on time 

• efficiency index: to improve the NARO efficiency index to 65 
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NEL 
East Kilbride, Glasgow G75 OQU 

Tel: 0355220222 Fox: 03552 36930 

Chief Executive: William Edgar 

NEL, which was established as an Agency of the Department of 
Trade and Industry (DTI) in October 1990, is an independent 
technology organisation, operating internationally and providing 
a comprehensive range of engineering technology services to 
key industry and Government sectors. Its services are focused 
in specific centres of technical expertise. The Agency’s primary 
aim is to achieve commercial viability by 1995 in preparation for 
privatisation. In 1993-94 the average number of staff employed 
at NEL v/as 349 and the Agency generated sales of £14.15m at a 
total cost of £14.72m. 

In pursuit of its primary aim, NEL has the following objectives: 

• to adopt a commercial approach to winning, executing and 
retaining business; 

• to develop new business and exploit new market opportunities 
on a commercial basis; and 

• to achieve such targets as the Secretary of State may set, 
after consultation with the Chief Executive. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

NEL’s primary target is to recover its full economic costs by 1994- 
95. NEL remains on course to achieve this target. The actual 
deficit in 1993-94 was £0.57m compared with a deficit of £3.98m 
in the preceding year. 

• To obtain the return of and review at least 60% o^ contact 
questionnaires from clients: achieved. NEL received 68% 
return of questionnaires sent to clients. All returned 
questionnaires were reviewed. 

• To carry out customer consultations and post-completion 
reviews of 20% of all contracts valued in excess of 
£250,000: achieved. NEL interviewed 33% of such 
customers. 

• To achieve laboratory-wide ISO 9001 accreditation by 31 
March 1994: not achieved. NEL’s manufacturing facilities 
v/ere accredited in February 1994. Other areas will be 
assessed during the current year. 

• Toincrease the numberof non-DTIcustomers whoprovide 
revenues of more than £100,000 per annum by 50%: 
achieved. NEL increased the number of such customers by 
60%. 

• To reply to letters from MPs within 10 working days of 
receipt of such correspondence by the Agency: achieved. 
Average response time v/as 4 days. 

• To complete the training of nominated stnff in 8 
competences covered by the 4 current training 
programmes: achieved. NEL increased the number of staff 
receiving training in the identified conpetencies to 112% 
of original target. 

NEL’s business is won against strong competition from both the 
public and private sectors. To meet this challenge it has continued 
with its value driven comprehensive cost reduction pregramme 
leading to increasing competitiveness. 

NEL has continued in its endeavours to raise the organisation’s 
profile, both nationally and internationally, using conferences, 
exhibitions and technology collaborations to consolidate and 
expand market positions. Open days, seminars and training 
courses for industry and the public sector are important 
components of the thrust to increase awareness amongst potential 
clients of the wide ranging capabilities and facilities the Agency 
offers. 

NEL fully endorses the objectives of the Citizen's Charter and 
places great emphasis on its customer relationships and the 
quality of its product and hov/ it is delivered. Two primary quality 
targets were addressed in the year, namely the use of customer 
questionnaires as a constant and ongoing monitor of customer 
satisfaction and the initial accreditations to ISO 9000. The 
remaining appropriate areas of the laboratory will seek 
accreditation during the current year at which point NEL will have 
the widest possible accreditations to recognised quality 
certification including ISO 9000, NAMAS and TickIT. 

During the year the President of the Board of Trade, following 
advice from independent management consultants, reaffirmed 
the intention to privatise NEL by seeking a trade sale in the 
summer of 1995 with a view to completion of the process before 
the end of 1995. 

In order to simplify the privatisation process by separation of the 
estate from the core activities, ownership of the estate was 
transferred to Scottish Enterprise at the end of March 1994. The 
intention is that the estate will be developed as a Technology 
Park and will remain in the public sector with the NEL core 
businesses becoming the principal tenant. 

The Agency's Annual Report and Accounts are obtainable from NEL 
or HMSO. NEL’s Business and Corporate Plans are not publicly 
available as they contain commercially sensitive information. 

KiY rmm 1994^95 
* recovery of full costs through "arms length" contracts from 

customers by J994-95 

* to increase the number of non-DTI clients who provide 
revenues of more than £100,000 per annum by 50% 

* to introduce by September 1994 a revised divisional based 
organisation designed to facilitate privatisation 

* to arrange training programmes to ensure the managers in 
the revised organisation acquire the new competencies 
needed for the transition to private sector working practices 

* to introduce by September 1994 an improved version of the 
contract completion questionnaire to reflect the input from 
all clients in 1993-94 

* to carry out customer consultation post-completion reviews 
of 20% of all contracts in excess of £250,000 

* to achieve by September 1994 laboratory-wide ISO 9001 
accreditation for those eligible areas which did not receive 
accreditation by the end of 1993-94 
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NHS ESTATES 
1 Trevelyan Square, Boar Lane, Leeds LSI 6AE 

Estates 

NHS ESTATES (NHSE) became an Executive Agency of the 
Department of Health in April 1991. Its main objectives are to 
encourage effective, efficient and economical management of 
the estate and property iised for healthcare and to promote 
excellence of design, with value for money, in new buildings. It 
provides advice to the Government on health estate policy, and 
offers professional consultancy services to all branches of the 
NHS, the private sector and overseas clients. Its mission is, 
'optimum use of estate for better healthcare’. It comprises 130 
staff including architects, engineers, surveyors and other non- 
estate professionals, and operates on annual running costs of 
£8m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Deliver all products and services on time and within cost: 
not achieved. Practically all products and services delivered 
on time and within cost. Extensive additional products and 
services provided substantially outweighing the cost and 
value of those originally specified. 

• Review with customers the quality of services provided, 
frequency and style depending on the nature of the contract 
terms: continuing. Regular meetings with customer 
representative groups tookplace to reviewagency products 
and services, to address delivery topics, agree variations 
and develop new ideas. A customer satisfaction survey is 
being developed for implementation in 1994-95. 

• Increase revenues from the NHS and private sector to 
67% of the cost of services purchased (100% in 1995-96): 
achieved. Revenues from the NHS and private sector 
increased to 88% of the cost of the services purchased. 

• Increase income from UK consultancy services by 5% to 
£640,000: achieved. Income from consultancy activities 
increased from £489,000 to £1,268,000 (160%). 

• Untie a further £725,000 of Agency resources to the NHS 
(market test) and recover through sales. (Total untied, 
£1.2m now, £2.4m in 1995-96): achieved. Top-sliced funds 
(money allocated to the Agency to provide services to the 
NHS) of £959,000 were untied and returned to the NHS, 
income from the NHS has increased by £1.9m. 

• Achieve BS 5750 quality assurance accreditation by 31 
March 1994: not achieved. Relocation to Leeds, and the 
extensive replacement of personnel which this entailed, 
led to postponement of the target date for final BS 5750 
accreditation until 31 December 1994. 

• Explore the scope for market leslirrg functions carried out 
on behalf of the NHS Management Executive by 30 
September 1993: achieved. 

• Keep within agreed PES baselines and additionally make 
4% efficiency savings on (he running cost element: 
achieved. The Agency’s supply estimate Running Cost 
expenditure v/as £9,624,000. The actual unaudited 
expenditure was £8,025,000. 

• Complete relocation of new headquarters to Leeds, saving 
£l.lm a year: achieved. 

• Co-ordinate an induction training programme for all staff 
(75% of Agency staff are new personnel). This will be 
ongoing and will be incorporated in the appraisal 
programme: con//nw/ng. Regular induction seminars were 
held for new staff and the Agency launched itscommitment 
to Investors in People with a target for accreditation in 
1994-95. 

• Develop an overall measure of efficiency based on a cost 
weighted activity index by 1995-96: continuing. 

Although the Agency does not deal directly with the public it 
endorses the principles of the Citizen's Charter. 

The Agency is currently undergoing its first review. 

Copies of fhe published Annual Report and Accounts are available 
from the Marketing Department, NHS Estates, tel: 0113 2547000 
extension 47154. The Agency's Business and Corporate Plan are not 
publicly available. 

KEY TARGETS 1994-95 
• to guickly develop relationships with redefined clients 

following the reviews of the wider Department and the 
central management of the NHS 

• to demonstrate an increasing degree of customer sath/action 
through contract reviews and customer surveys 

• to assist the NHS Executive and Ministers in achieving their 
key estate objectives 

• following the reviews of the wider Department and the 
central management of the NHS, to make any necessary 
amendments to the new agreement with the NHS Executive 
and establish key service level agreements (SlAs) with 
redefined clients 

• to increase revenues from the NHS and private sector to 95% 
(100% in 1995-96} of the cost of services provided, equivalent 
to 49% (51% in 1995-96) of total agency costs 

• to increase revenues from both UK consultancy and 
publications by 5% per annum each 

• to achieve BS 5750 quality assurance accreditation by 31 
December 1994 

• to develop output/unit cost measures and monitor trends 
during 1994-95 as the basis for implementing a cost-weighted 
activity index from I April 1995 

• while at least maintaining output, to keep within allocated 
cash limits making a minimum saving of 4% on running costs 
expenditure, and 2% on other expenditure 

• untie to NHS customers a further £971,000 of resources 
during 1994-95 
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NHS Pensions 
Agency 

NHS PINSIONS AGENCY 
Hesketh House, 200-220 Broodwoy, Fleetwood, Lancs FY7 8LG 

Tel: 01253 774774 Fox: 01253 774860 

Chief Executive; Alec Cowan 

The NHS PENSIONS AGENCY was launched in November 1992 as 
an Agency of the Department of Health. It employs 600 staff, with 
an annual budget in the region of £21m. It administers the NHS 
Occupational Pensions Scheme which, v/ith over one million 
members, is one of the largest in Europe. 

The Agency has a substantial market testing programme covering 
90% of its total costs. Testing has now been completed on 
Common Services work (Support Services, Catering and Building 
Management) resulting in 20% cost savings. Further exercises 
have commenced on IT and pension payment work. 

The Agency’s main objectives are: to provide a timely, accurate 
and helpful service to its customers; to ensure that the annual 
turnover of pension income and expenditure, amounting to some 
£3.1bn, is properly handled; to maximise value for money; and 
to provide Department of Health Ministers, the NHS Executive 
and other interested parties, with timely and high quality advice 
and information on pension matters. The Agency’s prioritiy is to 
forge closer links with NHS employers in order to improve the 
quality of services to Scheme members. It is also developing 
support systems that will minimise the turnaround time for 
dealing with customers. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

TARGET OUTTURN 

• Pensions awards to be cleared: 

(i) within 4 weeks of receipt of 
application from employer 
(ii) within 8 weeks of receipt of 
application from employer 

91% 

99% 

94.8% 

99.8% 

• Pensions estimates (non-practitioners) to be cleared: 

(i) v/ithin 4 weeks of request 91% 93.8% 
(ii) within 8 weeks of request 99% 99.2% 

Pension estimates (practitioners) to be cleared: 

(i) within 6 v/eeks of request 
(ii) within 8 weeks of request 

• Transfer Payments to be made: 

v/ithin 8 v/ceks of application 

• Transfer Estimates to be cleared: 

within 8 v/eeks of application 

• Correspondence: 

All replies to be sent v/ithin 4 v/eeks 

71% 
99% 

99% 

99% 

100% 

93.0% 
98.3% 

99.4% 

71.6% 

98.3% 

Ensure that Agency’s expenditure is contained within 
running costs and other cash limits and deliver at least 2% 
efficiency gains: achieved. An efficiency gain of 2.6% 
against a 3% increase in v/orkloads and a reduction in 
recurring expenditure compared to 1992-93 was achieved. 

The Agency’s full commitment to Citizen's Charter principles is 
demonstrated in its aim to produce a Members’ Charter by the 
end of 1994 which will set out what services and standards 
Scheme members and pensioners can expect to receive. 

A priority during the year v/^r to improve the pensions operating 
links with NHS Employers, who play a key part in pensions 
administration, by increasing the number of payroll personnel 
seminars; carrying out another Employer Survey and issuing a 
new Employer Guide. 

An internal structural and organisation review led to the integration 
of some functional v/ork areas. These changes are nov/ being 
taken forward through a multi-disciplined Prototype Pensions 
Administration Group, which will provide the base for a flatter 
professional operation. 

As part of staff development plans, a commitment has been made 
to the Investors in People initiative which will include provision 
for acquiring appropriate National Vocational Qualifications. 

Copies of the Annual Report and Accounts are available from the 
Agency. This includes on outline of the Agency's forward plans. The 
Agency produces Business and Corporate Plans which ore also 
available direct from the Agency. 

KEY TARGETS 1994-95 
• pens/on awards to be cleared: 

(i) 9S% within 4 weeks of receipt of application from 
employer 

(ii}99% within 8 weeks of receipt of application from 
employer 

• pension estimates (non practitioner) to be cleared: 

(i) 95% within 4 weeks of request 

(ii) 99% within 8 weeks of request 

• pension estimates (practitioner) to be cleared: 

(i) 80% within 5 weeks of request 

(ii) 99% within 8 weeks of request 

• 99% of transfer payments to be made within 8 weeks of 
application 

• 99% of transfer estimates to be cleared within 8 weeks of 
application 

• correspondence: all replies to be sent within 4 weeks 

• ensure that Agency's expenditure is contained within agreed 
running costs and other cash limits and deliver at least 5% 
efficiency gains 
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CHILD 
SUPPORT 

* I' • f r MORTHERN IRELAND CHILD SUPPORT AGENCY 
17 Greol Vidorio Sireel, BeKosI BT2 ZAO 
Tel: 0232 896896 Fax 0232 896693 
Chief Executive: Pol Devlin 

The NORTHERN IREIAND CHILD SUPPORT AGENCY (CSA-NI) was 
launched in April 1993 as an Executive Agency of the Department 
of Health and Social Services. 

The Agency exists for the benefit of children whose parents live 
apart. Its aim is to ensure that both parents meet their financial 
responsibility for their children where they can afford to do so. 

The NI Agency employs almost 1,000 staff. Its Headquarters and 
regional Centre are located in Belfast, with 7 Area Offices in the 
Province, 3 in Belfast. Through a contract with the Great Britain 
Agency, the NI Agency administers one of Great Britain’s Child 
Support Agency Centres. The Centre is co-located with the NI 
Agency and staffed by NI civil servants. The running and capital 
costs for 1993-94 v/ere £13.35m (£4.5m on NI operations). 

During 1993-94, the Agency contacted some 23,000 lone parents 
with care of children. Of these, 10,000 cases were cleared, 6,500 
Of which resulted in an assessment. Nearly 1,000 absent parents, 
\/hose whereabouts were not known to their ex-partner, were 
traced by the Agency (an 80°o success rate). 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• 60% of people with care of children making eligible 
applications to the CSA to have maintenance arranged: 
notachmed. Achievementv/as40%. There are a number 
of reasons for not meeting the target including: over 
optimistic assumptions about client response times; the 
time taken to obtain and verify information; and how long 
it would take to process cases. In addition, policy changes 
implemented in February 1994 meant that staff had to 
concentrate on reviewing assessments made since the 
start of operations in April 1993. This inevitably reduced 
the Agency’s productivity and affected its ability to achieve 
the target. 

• Annua! benefit savings of £12.8m:/iofofAfeire(/. A total of 
£9.69m benefit savings was achieved in the year (76% of 
target). As with the previous target, the work required to 
implement the policy changes absorbed substantial staff 
resources which v/ere not therefore available for normal 
application processing. 

• To manage the Agency’s resources so as to deliver its 
Business Plan within a total budget of £5.1m: odiieved. 
Expenditure for the year totalled some £4.5m. 

• 65% of clients to regard the service as satisfactory, as 
measured by an independent survey: not achieved. The 
results of an independent survey showed that 55% of 
clients regarded the service as satisfactory. Excluding 
those who expressed no view, the overall satisfaction 
level was 69%. 

The Agency remains fully committed to the principles outlined in 
the Citlien's Charter. The Child Support Agency Northern Ireland 
Charter was published in April 1993. It has already put in place 
many of the elements needed to build a high quality service, eg: 

• an enquiry line for clients, their representatives, and 
employers; calls are charged at local call rate; 

• the main client leaflets have been produced in braille, audio 
tape and large print versions to assist any clients who may be 
visually impaired; 

• following consultation v/ith the Royal National Institute for 
the Deaf the Agency has installed a textphone on the Enquiry 
Line for the benefit of hearing impaired clients; 

• appointment of Client Service Managers in each Area Office 
whose availability to assist clients is publicised locally; and 

• Agency staff v/ho deal face to face v/ith the public v/ear name 
badges, and when visiting clients or employers use 
identification passes which bear their name and photograph. 
Staff also give their names when dealing with clients by 
telephone and in letters. 

The Agency continues to be committed to market testing and 
services such as reception duties, post opening, typing, 
photocopying, cleaning, catering and file and stationery stores 
have been outsourced. Further areas of business will be reviev/ed 
as part of the Agency’s commitment to achieving the objectives 
set out in the White Paper Competing for Quality. The services 
which have been market tested are being monitored to ensure a 
high standard of service. 

Copies of Ihe Agency's Annual Report and Accounts 1993-94 and 
Business Plan 1994-95 are available from the Agency. 

KtY TARGETS 1994-95 

• 50% of people with care of children making eligible 
applications to the Agency to have maintenance arranged 

• a score of 65% on an index of client satisfaction with the 
Agency's service, as determined by an independent survey 

• annual benefit savings of £10.2m 

• by the end of March 1995, no more than 55% of outstanding 
maintenance applications to be over 13 weeks old, no more 
than 25% over 26 weeks old and no more than 1% over 52 
weeks old 

• to manage the Agenc/s resources so as to deliver its 
Business Plan within a total budget of £5.7m 
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□ OHS 
CIVIL SERVICE OCCUPATIONAL HEALTH SERVICE 

The OCCUPATIONAL HEALTH SERVICE (OHS) has been an Executive 

Agency of the Cabinet Office (Office of Public Service and Science) 

since April 1990. Its role is to promote health and safety at work. 

The Agency’s 120 staff includes 11 doctors, 61 occupational 

health advisers and 5 hygiene and safety officers who provide a 

comprehensive range of health and safety services to over 200 

Government Departments, Executive Agencies and other public 

bodies employing about 650,000 staff. The full cost of providing 

OHS services in accrual accounting terms for 1993-94 was 

£5.29m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Break even in accrual accounting terms: achieved. The 

OHS achieved a surplus of £84,072 on a turnover of 

£5.37m. 

• Costperproductiveprofessionalday(PPD)-£268:ocA/everf. 

This is a measure of overall efficiency and represents the 

full cost of putting a professional "on the road''. The cost 

per PPD was £266. 

• Cost per case referral - £23.50: achieved. The average cost 

for medical case referrals v/as £23.12. 

• Percentage cases returned within 15 days (no outside 

Information needed) - 90%: not achieved. 80% achieved. 

For both this and the next target, particular staffing 

problems with two regional offices contributed to the 

shortfall. 

• Percentage cases returned within 40 days (outside 

information sought) - 65%: not achieved. 50% achieved. 

• Percentage client satisfaction ratings in top two boxes on 

a 6-point scale - 85%: achieved. Post-service client 

satisfaction questionnaires indicate that 93% of recipients 

placed performance m the top two boxes of a 6-point 

scale. 

• Percentage error-free invoices-85%: flcWeverf. Following 

the introduction of an enhanced accounting system 90% 

of invoices were error-free. 

During 1993-94,4,479 cases were referred to OHS concerning 

the health of potential recruits, 9,071 cases for advice on sickness 

absence and a further 2,726 about possible medical retirement. 

Many more cases were dealt with under special arrangements 

whereby services are provided on Departments’ own premises - 

a total of over 3,500 medical hours in 1993-94. Almost 600 

medical examinations were carried out by OHS doctors. 

OHS continued to provide a range of health promotion services 

with over 5,600 lifestyle screening assessments being carried 

out. In addition, a range of seminars Vi/ere provided offering 

advice on subjects ranging from stress awareness to the 

management of sickness absence. An extensive training 

programme was undertaken and the year saw hygiene, health 

OCCUPATIONAL HEALTH SERVICE 
18-20 Hill Street, Edinburgh EH23NB 

Tel: 0131 220 4177 Fax: 0131 2204183 
Chief Executive: Dr Elizabeth McCloy 

and safety training maintaining last year’s level of income. Total 

income generated increased from approximately £208,000 in 

1992-93 to £215,000 in 1993-94. In addition, OHS maintained its 

ongoing and essential training programmes of Departmental/ 

Agency first aiders. 

OHS also provides statutory and non-statutory health surveillance, 
health and safety audits, advice on rehabilitation of the disabled 

and clinical services for staff and their families working overseas. 

Over 3,800 hours of professional time were devoted during the 

year to advisory visits to Departments. 

OHS Healthline provides ready access to professional advice on 

all aspects of occupational health and has been welcomed by 

clients and staff alike. The Healthline is professionally staffed 

every day in the London office. In 1993-94 over 1,000 calls were 

received covering a range of health and safety matters. 

Although OHS does not deal directly with the general public, it is 

committed to the principles of the Citizen's Charter. OHS is 

engaged in consultation and liaison with clients to ensure provision 

of a high quality service sensitive to their needs. Regular 

meetings take place with clients at senior management level. 

Professional staff are encouraged to liaise directly with personnel 

and welfare staff where this will facilitate the management and 

resolution of individual cases. More formal liaison is undertaken 

through meetings of the Director’s consultative committee, 

meetings with chief welfare officers and safety officers. The 

quality of service indicators included in the Agency’s key targets 

indicate its commitment to the Citizen’s Charter. 

In 1994-95 the OHS will market test arrangements for analysis of 

blood samples taken at its clinic in London and other centres as 

appropriate. Office cleaning and janitor services in the existing 

London office and recently acquired additional accommodation 

will also be the subject of competitive tender. 

OHS's Annual Report and Accounts is available from HMSO. The 
Agency's Strategic Plan for 1991 -95 is available from the Librarian at 
the Agency. 

KiYTARCm 1994-95 

• to break even in accrual accounting terms 

• to turn round within 15 days, 80% of case referrals where no 

additional information is required and 58% within 40 days 

when additional information is required 

• to earn customer post-service satisfaction evaluations of 

90% in the two highest categories 

• to issue at least 90% of invoices error-free 

In addition the Occupational Health Service has cost containment 

targets, the details of which are commercially sensitive. 
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ORDNANCE SURVEY 
Romsey Road, Maybush, Southampton $016 4GU 

Tel: 0703792192 Fax: 0703 792452 

Chief Executive: Professor David Rhind 

ORDNANCE SURVEY was launched as an Executive Agency in May 
1990. It exists to make definitive topographic data and maps of 
Britain readily availabie to users in forms most suited to their 
needs and seeks to provide that service in the most efficient way. 
It is charged with maximising the recovery of costs in meeting 
demand from existing and potentiai customers. The basic 
topographic data coliected by the Agency is widely regarded as 
critical to the land management infrastructure of the country. 
During 1993-94 its activity in pursuit of these aims utilised, on 
average, 2,263 staff and cost £75.9m. Revenue of £54.2m was 
earned from the sale of data, maps and services, an increase or 
more than 10% on the previous year’s trading. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• 71% of total costs recovered: adiieved. Close control of 
expenditure combined with improved marketing 
performance produced excellent results in a far from 
buoyant market. 71.8% of costs were recovered. 

• 780,000 house units of change surveyed (based on 
construction forecasts for major developments): achieved. 
The use of new revision methods and state of the art 
technology produced outputs nearly 20% above target. 

• 39,000 digital maps added to the database: achieved. The 
target was exceeded by over 4% under a continuing 
programme of contracting out. The unit costs of digitising 
were again reduced. 

• Complete Superplan Agents’ network by 1 September 
1993: achieved. Early completion of this retail network 
was essential to bring the new Superplan product to 
customers throughout the country. 

• 90% of orders for small scale maps to be despatched 
within 6 working days: achieved. 

• 10 second response time on telephone Helpline service: 
achieved. This new service was an integral part of the 
Agency’s successful bid for a Charter Mark in 1993. The 
achievement of the target was critical i^ view of the up- 
front commitment given to all the Agency’s customers and 
contacts. Some 30,000 telephone queries were dealt with 
in 1993-94. 

The year was the first since the Agency was established that all 
key targets were met. This was a considerable achievement 
since, for the majority of the year, the Agency was in the throes 
of planning and implementing the most major reorganisation in 
its 200 year history. The old hierarchical, functional structure 
was cast aside and all staff were re-assigned to Business Units, 
each one with reduced levels of management. Internal markets 
were introduced so that all staff now have customers and 
suppliers. The purpose is to accelerate cultural change in the 
previously production-oriented workforce and to improve trading 

performance. The new structure brings far more staff into 
customer focused units and provides senior management with 
the authority and resources to develop markets and products in 
a cohesive manner. 

The award of a Citizen's Charter Charter Mark in the 1993 
competition has increased customer awareness and expectations. 
Inparticular, animproved complaints system hasbeendeveloped 
based on Citizen’s Charter guidelines. In parallel, a planned 
programme of implementing and documenting quality systems 
for assessment to BS 5750 has continued. The first assessment 
in a progressive programme will be completed during 1994. A 
customer satisfaction survey was conducted by consultants 
during the year, the overall opinion of both Ordnance Survey and 
its products was rated good to very good. The factor receiving the 
lowest ratings was price. However, it was pleasing to note that 
Ordnance Survey products are purchased because they are 
perceived as accurate and up-to-date. In assessment 72% rated 
Ordnance Survey as better than average and only 7% as below 
average. 

Theongoingmarkelte$tingprogramme,resultedinthecontracting 
out of the provision of main frame computer services, the 
management and execution of building maintenance and the 
provision of catering facilities. This programme achieved annual 
savings of almost £1.5m. 

During the period. Ordnance Survey was undergoing its 3 year 
review. The evaluation stage was completed and accepted by 
Ministers in September 1993. At the time of writing. Ministers 
were considering reports of an internal study and a consultant’s 
independent review on the Prior Options stage. 

The Agency's Annual Report and Accoun's and Corporate Plan are 
available direct from Ordnance Survey. 

m TARGETS 1994^95 
• 75% of total costs recovered 

• 886,000 units of change surveyed 

• complete initial digitising of all basic scale maps of Britain 

• 90% of land-line products despatched within 6 working 
days of a valid order 

• 90% of small scale maps despatched within 5 working days 
of a valid order 

• 10 second response time on telephone Helpline service on 
working days and an answering service at all other times 
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ORDNANCE SURVEY OF NORTHERN IRELAND 
Colby House, Stronmillis Court, Belfast BT9 56J 

Tel: 0232 661244 Fox: 0232 683211 

Chief Executive: Michael Brand 

ORDNANCE SURVEY OF NORTHERN IRELAND was launched as an 
Executive Agency of the Department of the Environment for 
Northern Ireland in April 1992. The Agency maintains the archive 
of topographical information of Northern Ireland to agreed 
standards of currency, completeness and accuracy. It provides 
customers with information from the archive in forms most 
appropriate to their needs and undertakes special surveys, 
aerial photography, cartographic and reprographic services and 
technical assistance to Government Departments and other 
Government and private sector customers. Ordnance Survey 
(NI) is also responsible for the production of maps, street plans 
and atlases, the creation and maintenance of an archive of aerial 
photographs and the operation of the Northern Ireland Remote 
Sensing Centre. It employs just under 200 staff, costs about 
£6.1m to run and recovers £1.4m from the sale of products and 
services. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• To survey 30,484 house units in the continuous revision 
programme: achieved. Actual output was 32,556 house 
units. 

• To complete 800 data capture units representing 1,429 
basic scale map sheets convert'jd to digital format: 
achieved. Actual output 850 data capture units, representing 
1,630 basic scale map sheets. 

• To update the digital topographical database with 90% of 
the surveyed change within 7 days of receipt of the field 
data: achieved. 

• To despatch within 7 working days 90% of orders for 
folded and basic scale maps: achieved. 

• Toreduceunitcostssothattheweightedmeanpercentage 
reduction of selected representative activities is 2.0%: 
achieved. Actual output 5.9%. 

• To recover, from the supply of goods and services, 21% of 
the total costs incurred by the Agency: achieved. Actual 
output 27%. 

The Agency gives high priority to the conversion of the 
topographical archive into a fully-structured digital database and 
takes the lead in the development of the Northern Ireland 
Geographical Information System (NIGIS), which will be a 
computer system through which all major public utility and local 
authority functions will be linked. The database is growing 
sleadilyandnow contains approximately 60%ofthe topographical 
information held by the Agency. The initial data capture 
programme is expected to be completed by the target date of 
1999. The maintenance of the database with updated information 
is a growing task and the addition of textual descriptions to 
properties is adding value to the database. The supply of digital 
data to customers is also a growing task for which resources are 
scarce. Therefore Ordnance Survey has initiated a technical 
development project in collaboration with Sysdeco, its principal 
supplier of computer mapping systems and the Queens University 

of Belfast to speed up the process of transforming large quantities 
of data to different formats through parallel computer processing. 

The Address Centred Extract (ACE) Map provides a low cost, A4 
size, large scale map, centred on an address selected by the 
customer. This service was extended to cover Londonderry and 
a private sector retailer was appointed to sell Ordnance Survey 
products in the city in order to improve customer services in the 
North West of the Province. 

The Agency dealt with various unforeseen requests during the 
course of the year and these included a contract with Belfast City 
Council for digital data to support their market testing of street 
cleansing and refuse collection and the design and supply of a 
Geographical Information System (GIS) to the Parliamentary 
Boundaries Commission for its 10 year review of the Northern 
Ireland constituencies. Additionally, in the first 6 weeks of the 
year the staff supplied farmers with almost 40,000 special map 
extracts which they required to register for arable areas 
repayment under the Integrated Administration and Control 
System (lACS), introduced as part of the European Commission 
Common Agricultural Policy reforms. An Automated Map 
Publishing System was procured to improve efficiency in the 
publication of multi-coloured maps and it was first used in the 
production of soils maps at 1:50,000 scale in association with the 
Department of Agriculture (NI). 

Ordnance Survey (NI) has adopted the principles of the Citizen's 
Charter, and the standards of service which customers can 
expect are displayed in public offices. An easily understood and 
easy to use complaints system has been introduced which 
includes redress arrangements. A forum in which customers will 
be consulted regular!) ^bout the services provided by the Agency 
is being established. The Agency has two activities in the current 
market testing programme for 1993-94; resurvey at basic-scales 
for preparation of Master Survey Documents and data conversion 
of large-scales topographical archive to digital format. 

Copies of the Annual Report and Corporate and Business Plans are 
available direct from the Agency. 

KiY TARGETS 1994-95 
* fo suivey 25,000 house units in the continuous revision 

programme 

* to compiete 850 data capture units representing 1,630 basic 
scaie maps sheets converted to digitai format 

* to update the digitai topographicai database with 90% of 
the surveyed change within 7 days of receipt of the fiefd data 

* to despatch within 7 working days 90% of orders for hided 
and basic scaie maps 

* to reduce unit costs so that the weighted mean percentage 
reduction of seiected representative activities is 3.0% 

* to recover, from the suppfy of goods and services, 24% of the 
Mat costs incurred by the Agency 
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PATENT OFFICE 
Concept House, CardiH Rood, Newport, Gwent NP9IRH 

Tel: 0633814000 Fax: 0633 814444 

Chief Executive: Paul Hartnack 

Intent 
Office 

The PATENT OFFICE, an Agency of the Department of Trade and 
Industry (DTI), grants patents and registers designs and trade 
marks for goods and services. It became an Executive Agency in 
March 1990 and a Trading Fund in October 1991. The aim of the 
Office is to facilitate growth in industry and commerce through 
establishment of intellectual property rights relating to patents, 
trade marks, registered designs and copyright. The Office is also 
involved with the international harmonisation of rules and 
procedures, and with modernising and simplifying intellectual 
property law. The turnover for 1993-94 was £52.4m. At present 
the Agency has 1,015 staff of whom, 93% are based in Newport, 
South Wales. A public enquiry office providing a full range of 
enquiry, search and reference facilities remains in London, 
together with the policy directorate. 

PERFORMANCE AGAINST 1990-95 KEY TARGETS IN 
1993-94 

• 1.5% per year average productivity increase in patent 
examinations: athieved. 1.73 achieved against a target of 
1.68. 

• 90% of patent search reports issued within 12 weeks: 
achieved 92%. 

• 3% per year average productivity increase in trade mark 
examinations: achieved. 196.80 was achieved for trade 
marks against a target of 182.59. 

• 90% unopposed trade mark applications registered within 
24 months: continuing. 

• 20% reduction in costs of common services over 5 years: 
achieved. Post relocation accommodation costs have helped 
to reduce the cost of common services by 43% in real 
terms over the 1989-90 baseline. 

The Office’s policy directorate continues to be engaged in 
establishing and harmonising domestic and international policy 
and is actively involved with the World Intellectual Property 
Organisation, the European Patent Office and the European 
Union (EU). In the EU, examination of proposals for harmonising 
the intellectual property laws of the member states and the 
implementation of adopted proposals will involve the directorate 
in a considerable amount of work. For example, work on 
implementing a directive on copyright term will begin and 
negotiations on the proposed EU design registration system are 
about to get underway. A new Trade Marks Act came into force 
on 31 October 1994 which will harmonise EU law and simplify 
procedures. Introduction of the European Union trade mark is 
also planned, following adoption of the Council Regulation when 
agreement was reached on siting of the Office for the 
Harmonisation of the Internal Market in Alicante, Spain, which is 
to become operational in 1995-96. 

The year saw a further increase in the marketing and information 
activities of the Office. These included the development of further 
interactive training material, a major advertising campaign and 
the setting up of an in-house marketing database. Work was 
completed on 3 new laserdisc training programmes assessing 
viability and exploitation of new products and licensing. The 
Roadshow campaign promoting awareness of intellectual property 
was completed and two new roadshow presentations are being 
developed. Momentum has continued on the exhibition campaign 
andacompilationof6existingPatentOfficevideoswasproduced. 

During the year the Office continued its drive to improve quality 
and undertook a range of initiatives aimed at offering a better 
service to both internal and external customers. As part of the 
Citizen's Charter initiative, customer service standards were first 
set in 1992 following consultation with users. These were 
revised in 1993 resulting in the tightening up of some targets and 
the introduction of new ones. Performance against the standards 
is monitored and published quarterly in the Official Journal 
(Patents) and the Trade Mark Journal. The Office was awarded 
a Charter Mark in 1993. 

A market testing programme, started in September 1992, tested 
a number of activities last year including the messenger and 
despatch, reprographics, v/arehouse filing and some data take- 
on functions. As a result of the exercise, contracts with a total 
value of over £350,000 were signed with 3 manpower supply 
agencies. An in-house team was awarded the reprographics 
contract against outside competition with a bid that undercut 
existing costs by 10%. 

Since the Office has been an Agency for over 3 years a review by 
the DTI on its performance and the options for its future status 
is currently underway. 

The Potent Office produces an Annum Report and Accounts and a 
Corporate Plan. Copies ore available from the Agency on request. 

KEYTARGmi990'-l995 
* i.5% per year average productivity increase in patent 

examinations 

* 90% of patent search reports issued within 12 weeks 

* 3% per year average productivity increase in trade mark 
examinations 

* 90% unopposed trade mark applications registered within 
24 months 

* 20% reduction in costs of common set vices over 5 years 
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PAYMASTER 

PAYMASTER 
Sutherland House, Russell Woy, Crawley, West Sussex RHIO lUH 

Tel: 0293 560999 Fax-. 0293538979 

Chief Executive: Keith Sullens 

THE OFFICE OF HM PAYMASTER GENERAL ('PAYMASTER’) became 
an Executive Agency in April 1993. PAYMASTER’S main functions 
are: administering and paying more than 1.5m public service 
pensions: banking for Departments, Agencies, Trading Funds 
and other public bodies; supplying HM Treasury and Central 
Statistical Office with statistics on public expenditure and banking 
operations: and supplying HM Treasury with information on 
public Departments’ account balances. The Agency employed the 
equivalent of 840 full-time staff at March 1994. Running costs and 
turnover in 1993-94 were £26m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Respond to 85% of pensions correspondence and process 
amendments within 5 working days of receipt: achieved. 

• Deal with the remainder within 20 working days: not 
achieved. 

• Process 98% of pensions amendments without error: 
achieved. 

• Meet the banking transactions timetable agreed with 
customers 95% of the time, and never exceed the timetable 
by more than one day: achieved. 

• Meettheagreedtimetableforsendingfinancial information 
to HM Treasury 95% of the time, and never exceed the 
timetable by more than one day: achieved. 

• Recover the full costs of running the Agency, except for 
banking allied services: achieved. 

• Reduce by 1% the average unit costs (in real terms) of 
paying a pension: achieved. 

• Obtain a 1% improvement over the year in the average 
unit cost index for banking transactions: achieved. 

The Agency’s achievement record should be seen against a 
background of steady growth in pensions and banking 
transactions, developing new systems, continuous organisational 
changeand competition to retain business through market testing 
by customers. 

In its first year as an Agency, PAYMASTER began for the first time 
to charge all pensions customers for its services, which some of 
the larger customers have now begun to market test, creating 
fierce competition for the Agency. The Agency has continued to 
maintain close contact v/ith all customers, to ensure that its 
services are tailored to meet their particular needs. 

A new pensions system, OPUS, was implemented in November 
1993, bringing improved service to pensioners by updating pension 
records on line. The MASTERLINE banking service, providing on 
line balance and other account information, was successfully 
piloted with a small group of banking customers prior to its full 
launch in April 1994. A new financial system was also developed 
during the year, enabling accounts to be produced in accruals 
form for the first time. 

The Agency also moved to full repayment and to a net cost 
running regime from 1 April 1994. 

The Agency is committed to Citizen's Charter principles. Total 
Quality Management and culture change programmes are in 
progress. Thorough reviews of the organisational structure and 
all business processes will lead to cost reductions, a flatter 
management structure and empowered, multifunctional teams 
directly serving the customers. 

During the past year pensions customer service staff answered 
more than 750,000 items of incoming post and processed over 
1.4m computer transactions. Productivity increased by more 
than 8% with no reduction in quality of service. Questionnaires 
sent to a random sample of pensioners showed a very high level 
of satisfaction with the service given. The Agency plans to apply 
for a Charter Mark in 1995-96 and has begun to prepare for 
certification under BS EN ISO 9000 by March 1996. 

Data preparation services and the Clearing House Automated 
Payments System were market tested in 1993-94. These and 
scoping studies involving the despatch and internal audit services 
resulted in substantial savings in running costs. Activities likely 
to be market tested in the next 3 years include payroll, office 
services, training, recruitment, finance and procurement. 

Copies of the Annual Report and Accounts for 1993-94 are available 
from HMSO bookshops. Copies of the Agency Framework Document 
may be obtained from the f’AYMASTER Business Development Group 
(Tel: 0293-560999, ext 4744). The Agency's Corporate and Business 
Plans are Commercial in Confidence and not published. 

KlY TARGITS 1994^95 
• recover the foil costs of running the Agency 

• achieve at hast a 3% reduction in real terms in the unit cost 
of paying a pension 

• achieve a 3% improvement in the average unit cost weighted 
ino\'x for banking transactions 

• mi.et targets agreed with pensions customers for responding 
to correspondence and processing associated amendments 

• meet quality targets agreed with pensions customers for 
processing amendments 

• meet agreed timetables for handling banking transactions 

• meet agreed quality targets for processing banking service 
transactions 

• meet the agreed timetable for sending financial information 
to the Treasury 95% of the time and never exceed the 
timetable by more than one day 
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PESTICIDES SAFETY DIREaORATE 
Mallard House, Kings Pool, 3 Peosholme Green, York YOl 2PX 

Tel: 01904455922 Fox: 01904455733 

Chief Executive: Geoff Bruce 

P7S\D 

ThePESTICIDESSAFE1YDIRECTOI)ATE(PSD)isanExecutiveAgency 
of the Ministry of Agriculture, Fisheries and Food (MAFF). It was 
launched in April 1993 with the following aims: 

• to protect the health of human beings, creatures and plants; 

• to safeguard the environment; and 

• to secure safe, efficient and humane methods of pest control. 

PSD’s main function is to ensure through a system of approval, 
review, monitoring and enforcement that pesticides sold, 
advertised, supplied, stored or used in the UK meet acceptable 
standards for safety, efficacy and humaneness. It aims to 
provide its services economically, effectively and efficiently. 

The Agency employs around 200 staff, working on the scientific 
data supportingapplicationsforpesticide approval and associated 
policy issues. In October 1994, PSD relocated from its 3 sites in 
London and Flarpenden to a new office in York. In 1993-94 total 
turnoverof£11.9mwasachievedwhichincludedasmalloperating 
surplusof£0.3m. Ofthis,£7.3mwasrecoveredfromindustryand 
the b<i! ince from MAFF. It is expected that the turnover for 1994- 
95 will be around £12.8m. 

PERFORMANCE AGAINST KEYTARGETS 1993-94 

• Full cost recovery: achieved, 103% of costs recovered. 

• Overall efficiency gain of 2%: achieved. Efficiency gains 
were 16%. 

• Specified targets of throughput and processing time in 
each of the approved streams: not achieved, 89% of the 
throughput target for applications was met and the 
processing time target was met in all streams except one. 

• Maintenance of scientific quality of the work carried out by 
PSD: achieved. The quality of scientific work in the Agency 
was assessed by the independent Chairman of the Advisory 
Committee on Pesticides and was found to be satisfactory. 

• Provision of sound and timely policy advice to Ministers: 
achieved. 

These achievements have been attributable to the commitment 
and determination of the staff of the Agency assisted by a 
programme of change which has encompassed restructuring, 
new working arrangements and the increased use of Information 
Technology. The relocation to a single site in York will provide 
scope for further efficiency gains. 

Throughout the year PSD has been heavily involved in 
developments in pesticides legislation in the EU. This has 
entailed detailed scientific discussion v;ithin working groups on 
the completion of the Pesticides Authorisations Directive and 
measures to implement the EU Maximum Residue Levels 
Directives. PSD has also continued to advise MAFF on policy 
relating to the Pests and Pesticides Research and Development 
programme. 

In line with Cltiien's Charter principles the Agency’s external 
relationsfunctions have been reviewed and the recommendations 
are being brought into effect. Around 30 recommendations were 
made, some of themainones included: proposalson the structure 
of the section; the decision to amalgamate the International 
Sections (on relocation); and proposals on how to streamline 
enquiry procedures to improve response times. PSD hascontinued 
toholdregularmeetingswithrepresentativesoftheagrochemical, 
food and agricultural industry as part of its openness policy. In 
May 1993 an Information Forum was held for industry to explain 
the effectsthat the EU legislation would have on the UK registration 
system. 

The Agency has published its Customer Service Statement setting 
out the level of service it will provide to its customers. The 
Statement clearly defines a number of standards by which PSD 
will operate: staff identifying themselves by name on all contacts 
with customers; answering telephone calls promptly and replying 
to correspondence within 15 working days where possible; and 
keeping customers informed of changes to policies and working 
practices. This will be followed by a customer satisfaction survey 
in early 1995 to determine the views of customers. 

In November 1993, Ministers approved a market testing proposal 
for part of the pesticide residues monitoring programme. This 
will be a pilot exercise and any decisions on broader market 
testing will be made in the light of experience with the first study. 
The 3 year contract for the market testing proposal will be 
awarded by the end of 1994. 

During 1993-94 effective use was made of contracting out 
arrangements to help manage the evaluation process and to 
overcome staff shortages. The evaluation process is the task 
carried out by scientific staff to determine whether the data 
provided by a company wishing to market a pesticide meets the 
necessary safety and efficacy requirements. Where there have 
been staff shortages or peaks in workloads, PSD decides whether 
it is sensible to contract out some of this evaluation work to 
outside individuals or organisations. This policy will continue 
throughout 1994-95. 

Copies of Ihe 1993-94 Annual Report and Accounts, Customer 
Service Statement, Framework Document, Corporate Plan and a 
brochure describing the work of PSD can be obtained irorri the 
Agency. The PSD Business Plan is for internal use only and is therefore 
not publicly available. 

m TARGETS FOR 1994-95 

• fait cost recovery 

• overall efficiency gain of 2% 

• specified targets of throughput and processing line in each 
of the approval streams 

• maintenance of scientHic quality of thework carried out by no 

• carry out a successful relocation to a single site in York 
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The PLANNING INSPECTORATE was established in 1909, and 
became an Agency of the Department of the Environment (DOE) 
and the Welsh Office in April 1992. From its offices in Bristol and 
Cardiff the Inspectorate carries out a wide variety of tasks, with 
appeals against the decisions of local authorities on planning 
applications representing the largestpart of its work. Other high 
priority,butlowvolume, tasks includetheprovisionof Inspectors 
to hold public inquiries into objections to local authorities’ Local 
Plans and determining appeals against local planning authority 
enforcement notices. 

The Inspectorate currently employs about 600 Inspectors and 
administrative staff and also engages the services of about 170 
Inspectors on a contractual basis. It operates under a gross 
running costs regime and costs approximately £26m to run each 
year. The costs incurred in carrying out some types of inquiry 
work are recovered from local authorities and other Government 
Departments. 

PERFORMANCE AGAINST KEYTAR6ETS IN 1993-94 

• Decide 80% of planning appeals by written representations 
within 19 weeks in England and 18 weeks in Wales; 
achieved. Performance was 17 weeks in England and 15 
weeks in Wales. 

• Provide an Inspector for local plan inquiries on request 
within26weeksoftheendoftheobjectionperiod:ofA/evfl(/. 

• Unit cost of the above written representation appeals not 
to exceed £690: achieved. Unit cost of appeals was £683. 

• Recover 90% of receipts due within 8 weeks of invoice 
date: achieved. 

• Generate 3% efficiency improvement: achieved. 

• Maintain High Court appeals allowed and/or justified 
complaints below 1% of intake; not achieved. Actual was 
1.3% of intake. 

• Determine 19,000 planning and enforcement appeals in 
England andl,150 in Walessubject to intake not declining: 
achieved on a pro rata basis. Output was 18,145 decisions 
in England and 1,085 in Wales - down by the smaller 
proportion that intake fell short of forecast. 

• Complete a second customer survey by 31 December 
1993: achieved, 

The Inspectorate is proud of the reputation it has built up in the 
planning field in its over 80 years of existence. It is committed to 
the maintenance of high standards of quality and sees Agency 
status as an opportunity to reinforce its strengths and make it 
more obviously independent of its parent Departments. To 
ensure that quality standards are maintained the Secretaries of 
State have established an Advisory Panel on Standards which 
reports on the Agency’s professional standards, its quality 
assurance and quality control systems and other relevant 

PLANNING INSPEaOllAtE 
Tollgofe House, Houlton Street, Bristol BS2 9pj 

Tel: 0272878927 Fox: 0272 878769 

Chief Executive: Chris Shipley 

information. The Advisory Panel reports annual ly tothe Secretaries 
of State. Their first report was published in December 1993. 

The Inspectorate takes full account of the requirements of the 
Citizen's Charter, It has taken the opportu nity offered by Agency 
status and the Charter to review its complaints procedures. As 
a result, additional information on the com pla ints procedure was 
included in the guidance given to the parti es to appeals, and the 
procedures that werealready in place for handling complaints on 
appeals were extended to cover all other aspects of the 
Inspectorate’s work. In addition, in 1993-94 it commissioned 
consultants to carry out a survey of the perceptions of appellants 
and agents who used the hearings procedure when making a 
planning appeal. The consultants’ reportindicatedahigh degree 
of satisfaction among the parties. Of the appellants who 
responded, 65% assessed the overall service provided by the 
Inspectorate as satisfactory, even though many of them 'lost’ 
their appeal. The Agency aims to provide clear and readily 
available information and advice to all those who come into 
contact withthelnspectorate.Inordertoachieve this, itproduces 
guidance booklets on each of the main areas of its work. 

The Agency has continued to make good progress in market 
testing. In 1993-94 £4.7m of the Agency's v/ork was contracted 
out, principally for the services of non-salaried Inspectors and 
the provision of IT services. 

Further information about the Inspectorate is ovoUatle in its Annual 
Report and Accounts, Business Plan for 1994-95 and the Corporate 
Plan covering the period to 1995-97 all of which are available from 
the Inspectorate's offices. 

KlY TARGETS 1994-9S 
* 80% of planning appeals by written i9ptesenlations to be 

decided within 18 weeks in England, 17 weeks in V/ales 

* to provide an Inspector for local plan inquiries on request 
within 26 weeks of the end of the objecthn period 

* unit costs of planning appeals decided 6y written 
representations not to exceed £690 

* rmver 90% of receipts due within 8 weeks of invoice date 

* generate a 3% efficiency improvement in the use of running 
costs compared with 1993-94 

* the number of justified complaints about the way Inspectors 
have carried out their duties, and the number of High Court 
challenges, should be less than one in every 10O decisions 
issued 

* the number of justified complaints about the way the 
Inspectorate handled the procedural aspects of casework 
should be less than one in every 100 cases received 

* to determine 15,500 planning and enhrcemeat appeals in 
England and 1,050 in Wales 

* to complete a third customer survey by 31 Cecensher 1994 
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PUBLIC RECORD OFFICE 
Ruskin Avenue, Kew, Richmond, Surrey TW9 4DU 

Tel: 0181 8763444 Fox:0181 8788905 

Chief Executive; Sarah Tyacke 

PUBLIC 
RECORD 

OFFICE 

The PUBLIC RECORD OFFICE has, for over 150 years, cared for 
those records of Central Government and the central courts of 
law which have been selected for permanent preservation; 
assisted in the process of appraisal and selection; and made the 
records available to the public. The records begin with the 
Domesday Book, created in 1086, and range from the charters of 
medieval kings to 30 year old Cabinet minutes and papers, and 
the service papers of British soldiers. Individual documents 
include the confession of Guy Fawkes and the treaty for the UK’s 
accession to the Treaty of Rome in 1972. 

Although it remains a distinct Government Department, the 
Office became an Executive Agency in April 1992. Reporting to the 
Lord Chancellor, it has a staff of 464 and a budget in 1994-95 of 
£26m, excluding the cost of constructing its extension at Kew 
(£29m in 1994-95). Running costs account for £25m, much of 
which is required to provide accommodation for the records. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 
• To decrease the cost of selecting and accessioning records 

by 7%: achieved. Decrease of 10.2% achieved, reflecting 
a 24% increase in the quantity of records accessioned. 

• To decrease the cost of providing records storage space 
per linear foot by 6%: not achieved. Cost increased by 
2.3% due to unexpected increases in some cost elements. 

• To decrease the cost per document produced to readers 
by 9%: achieved. Decrease of 10.7% achieved, reflecting 
efficiency gains in the Office’s Repository section and a 
22% increase in the number of documents produced. 

• To decrease the total reader service costs per reader visit 
(Census microfilms) by 5%; not achieved. Costs increased 
by 7.4% reflecting a decline in reader visits after the 
marked increase which followed the release in 1991-92 of 
the 1891 Census returns. 

• To decrease the total reader service costs per reader visit 
(other records) by 4%: not achieved. Costs increased by 
2.4% reflecting an unexpected decline in reader visits. 

• To identify and quantify the backlog of records awaiting 
review: achieved for two additional departments. 

• To reduce the known backlog of records over 30 years old 
which have not been processed, by 1,500 feet (current 
backlog 5,500 feet): achieved. Backlog reduced by 2,300 
feet. 

• 81% of records to be stored to an acceptable standard: 
achieved. 

• 85% of reader satisfaction survey forms returned to have 
an overall assessment of 'good’, or better: achieved. The 
average over two surveys, one by the Office and one by an 
independent research body, was 96%. 

• To set overall efficiency targets for management services 
and projects: achieved. 13 targets established, 85% of 
reached. 

• To extend opening hours at Kew on weekdays: not achieved. 

This could not be achieved within available resources; the 
Office has deferred the implementation of this improvement 
until the consolidation of its facilities for the public on the 
single site at Kew in 1996-97. 

The Office continued to apply the principles of the Citizen's 
Charter. In February 1994 it published a Charter Standard 
Statement and began the publication of quarterly reports on 
achievements against Charter standards. The Office is using the 
results of its regula' surveys of users’ views of its services, to 
help it plan improvements. 

The Office advanced its market testing programme, completing 
the tests for its transport and security functions and almost 
completing that for cleaning and an efficiency review of typing. 
When this part of the programme is finished, the Office will have 
market tested or reviewed about one-fifth of its staff and 
anticipates that the annual savings will be about £294,000, with 
the planned programme for more market tests continuing to 
1995-96. 

The Office's Annual Report is published by HMSO. Copies of the 
Office's Corporate and Business Plans are available from its Central 
Management Department. 

KlYTARCm 1994-95 
• to decrease the unit cost of seiecting and accessioning 

records by 3% 

• to reduce the unit cost of providing records storage space by i % 

• to decrease the cost per document produced to readers by 4% 

• to increase the reader service costs per reader visit (Census 
microfiimsj by no more than 2% 

• to decrease the reader service costs per reader visit (other 
records) by 2% 

• to identify and quantify the backiog of records awaiting 
review in two departments 

• to reduce the known backlog of records over 30 years old 
which have not been processed, by 1,500 feet (current 
known backlog 5,500 feet) 

•81% of records to be stored to an acceptable standard 
(standard as recommended in BS 5454) 

• 87% of reader satisfaction survey forms returned to have an 
overall assessment of 'good', or better 

• to send replies to letters requiring a response by stock letter 
within one week 

• to send replies to other letters to Reader Services and 
Reprographic, Publishing and Publicity departments 
(including those requiring estimates for copies) within three 
weeks 

• to make documents (excluding documents produced on 
microform, or stored at Hayes, or requiring special handling) 
available to readers within the following maximum limes: 
Kew, 35 minutes; Chancery Lane, 40 minutes 
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The PUBLIC TRUST OFFICE (PTO) became an Executive Agency of 
the Lord Chancellor’s Department in July 1994. The Chief 
Executive of the Agency holds the statutory offices of Public 
Trustee and Accountant General of the Supreme Court. The PTO 
currently employs some 585 staff and has a gross budget of some 
£18.73m for 1994-95. In total the PTO is responsible for the 
management of around£2.4bnoftheprivateassetsof individuals. 
The primary function of the PTO is to ensure the effective 
management of private assets and financial affairs entrusted to 
its care by the courts or by, or on behalf of, people unable or 
unwilling to manage these matters themselves. 

To carry out this function, the PTO is organised into 4 main 
business activities: 

• the Protection activity, which carries administrative 
functions under the Mental Health Act 1983 relating to the 
management and administration of the property and 
affairs of people who, by reason of mental disorder, are 
incapable of managing their own affairs. The activity is 
also responsible for all administrative tasks under the 
Enduring Powers of Attorney Act 1985; 

• the Receivership activity, which directly manages and 
administers the estates of people for whom the Public 
Trustee has been appointed as Receiver by the Court of 
Protection under the Mental Health Act 1983, usually 
because there is no-one else who is either willing or 
suitable to act; 

• the Trust activity, which deals with the administration of 
all private trusts and executorships where the Public 
Trustee is appointed as executor and/or trustee; and 

• the Court Funds activity, which manages accounts for 
monies held "in court", such as minors’ funds and 
payments in satisfaction. 

This is the first year of the Agency and, together with the PTO’s 
Framework Document and Business and Corporate Plans, the 
PTO has published its first Citizen's Charter Charter Statements. 
There are 5 Charter Statements, one for each of the 4 main 
business activities of the Office and one for the Office overall, 
which were published on the Agency’s launch in July 1994. These 
Charter Statements set out the Charter Standards for each 
activity and for the PTO overall. 

The PTO is developing Key Performance Indicators on quality of 
service reflecting matters of importance to the Agency's customers 
in the light of customer surveys. The purpose of the surveys will 
be to: 

• provide evidence that existing Charter Standards are or 
are not being achieved; 

• gauge customer satisfaction levels, 

• provide a benchmark against which progress and change 
can be measured; 

PUBLIC TRUST OFFICE B|||| 
Stewart House, 24 Kingsway, London WC2B 6JX 

Tel: 0171 269 7000 Fox: 0171 831 0060 K 

Chief Executive: Julia Lomas 

• establish what is important to our clients; 

• highlightareasforfuturecustomerserviceimprovements; 
and 

• develop Charter Standards; 

The PTO is committed to Government policy on efficiency as set 
out in its Corporate Plan. This states that the PTO will develop 
and review a programme for improving quality of service and 
efficiency, including plans to examine areas for privatisation, 
market testing and contracting out together with other forms of 
management improvements. As part of this programme, a study 
has been undertaken on the future of the Court Funds functions 
and options are being considered by the Lord Chancellor. The 
Lord Chancellor’s Department is also conducting a review of the 
Trustee function and a report to the Lord Chancellor is expected 
by the end of 1994. 

The PTO's Corporate and Business Plans can be obtained by contacting 
either Justin Lewis or Joe Wilson (Tel: 071 269 7316) at the Agency. 
The Annual Repo’’t togetherwith the Agency's Accounts, when published 
in 1995, will be available from the same contacts. 

KlY TARCerS 1994-95 
• to bring to a«ount at least 96% of receipts and payment 

transactions within turnaround targets by volume weighted 
performance against those targets 

• to pay annually not less than the rate provided by the 
average of a model set of comparators for special rale and 
basic rate at 75% of special rate; and in 85% of individual 
funds in excess of £100,000 (and those funds below£100,000 
where formal performance monitoring is appropriate) to 
achieve performance within or above a 5% band of a 
properly weighted index of recognised market measures 

• to achieve 100% of Charter Standards 

• to reduce unit costs so that the weighted mean percentage 
reduction of the PTO's activities is at least 2% 

• to ensure that 100% of full costs are recovered 
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QUEEN ELIZABETH II (ONFERENCE CENTRE 
Broad SonduQry, London SW1P3EE 

II I Tel: 0171 222 5000 Fox: 0171 798 4200 
Executive: Marcus Buck 

The QUEEN ELIZABETH II CONFERENCE CENTRE w^s launched as an 
Executive Agency of the Department of the Environment in July 
1989. Its role is to provide and manage fully secure conference 
facilities for national and international Government meetings up 
to the highest level and to market the Centre commercially as a 
high quality venue for Government and private sector use. In 
1993-94 it achieved a turnover of £5.1m and recorded running 
costs of £5.8m. It directly employs a staff of 67. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Reduce operating deficit to £0.866m: achieved. The Agency 
recorded an operating deficit of £0.7m. 

• Increase revenue on room hire to £3.584m: not achieved. 
A total of £3.232m was achieved. 

• Increase overall room occupancy to 49%: not achieved. 
Overall room occupancy fell to 41%. 

• Improve the revenue/cost ratio to 1:1.17: achieved. The 
Agency improved its revenue/cost ratio to 1:1.14. 

The Agency operates in a highly aggressive market, competing 
for business with an increasing number of other conference 
venues in Britain and overseas. 1993-94 continued the 
recessionary period for the meetings industry with the trend 
towards shorter conferences with reduced budgets and short- 
notice use of the Centre. Against this background the Agency 
hosted 742 events and, although less meetings space was hired, 
itmaximisedrevenuegenerationfromotherareasofthebusiness 
(eg. catering, presentation facilities) and maintained a tight 
control over expenditure to ensure that it exceeded its operating 
deficit and revenue/cost ratio targets. 

Specifically designed with both security andflexibility in mind, the 
Centre offers 9 main areas, which vary in size and can 
accommodate from 50 to 1,100 delegates. The larger rooms are 
supported by a range of lounge areas, small meeting rooms and 
offices. As well as hosting a variety of different types of event - 
company AGMs, product launches, exhibitions and awards dinners 
- its excellent views across Westminster make it ideal for buffets, 
receptions and gala banquets. The Centre is now promoting total 
eventmanagement,apackagewhichincludesplanning,budgeting, 
control and operation of all aspects of an event. The Centre can 
offer themed events to its clients, in conjunction with its caterers, 
Leith’s at the Centre. 

The Centre also provides a comprehensive technical "audio 
visual" service, offering an extensive range of equipment, custom- 
designed sets, sound engineering, simultaneous interpretation, 
effective lighting and creative projection, enhanced by computer 
graphics, animation and slide production. During 1993-94 the 
Centre launched II Media Productions, a newly-installed Betacam 
SP edit suite and adjoining television studio. In partnership with 
4 other major conference venues in the capital, the Centre has 

formed "Congress London", which aims to raise the profile of 
London as a major international convention destination and 
increase its share of the world market in the face of strong 
competition from abroad. The Centre was also delighted to be 
invited to join both London First and the London Visitors Council. 

A Citizen's Charter Charter Mark award winner in 1992, the 
Agency has its own Quality Charter. Its well-established customer 
care programme and after-sales service are now complemented 
by a number of innovations: updated promotional material; a 
customer newsletter; and a complaints procedure. Most 
importantly, a computerised reservations and management 
information system was introduced in 1994, producing a quicker, 
more streamlined service to clients, improving internal 
communication and providing valuable statistical information. 

From the outset the Agency contracted out its support services: 
catering, floristry, porterage, cleaning, building and engineering 
maintenance, public relations, advertising and overseas 
representation - to the value of approximately £4.4m a year. 

The Agency’s 3 year review was undertaken during the year and 
it was announced in March 1994 that a contract for management 
of the Centre would be included in the Department of the 
Environment’s market testing programme for 1994-95. The 
resulting contract is intended to take effect from 1 April 1996. 

The Agency's Annual Report and Accounts J 993-94 are published by 
HMSO and can he purchased from HMSO bookshops and ogenfs. 
The Agency's Corporate and Business Plans contain commercially 
sensitive material and are not available to the public. 

KEY TARGETS 1994-95 
• reduce the operating deficit to £0.382m 

* achieve totai revenue of £5.616m 

* improve the revenue/cost ratio to hi.07 

• increase to 299 the number ofcaiendar days with events in 
the Centre 
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QUEEN ViaORIA SCHOOL 
Dunblane, Perthshire FK15 OJY 

Tel: 0786 822288 Fox: 031 3102519 

Chief Executive; Brian Raine 

QUEEN VICTORIA SCHOOL (QVS), for the sons of Scottish Soldiers, 
Sailors and Airmen is a Ministry of Defence (MoD) funded 
boarding school, with its own governing body, HM Commissioners 
(HMC). The School’s purpose is to provide for the whole 
development of its 270 pupils by continuity of education within a 
conducive pastoral environment. It became an Agency of the 
MoD in April 1992. There are 72 members of staff, 29 of whom 
are teachers, and the running costs for 1993-94 were £3.51m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Achieve specified levels of pupils’ attainment at 
examinations: 

• at least 3 Standard Grades (1-4) for 90% of S4 pupils 
in the Scottish Examination Board Examinations: 
achieved 94.1%. 

• 60% of pupils to achieve at least 5 Standard Grade 
passes (1-3): not achieved. Achieved 59.3%. 

• 60% of S5 and S6 pupils to achieve Higher Grade 
passes (A-C) or SCOTVEC equivalent: not achieved. 
45% of pupils were successful but 90% gained 
SCOTVEC Certification. 

• Continue the phased implementation of 5-14 National 
Development Programme: achieved. 

• Monitor the effectiveness of the School Pastoral Policy 
and complete its review by 1 September 1993: achieved. 
Pastoral Care was monitored and a Staff Working Party’s 
recommendations implemented. In addition, an 
Information Handbook for Parents was issued. 

• Maintain and enrich at least 50 extra-curricular activities: 
achieved. 58 extra-curricular activities were available in 
total. Pupil involvement varied from as many as 5 hobbies 
or activities a week for younger boys to at least two a week 
for older boys. 

• Report by June 1993 on the feasibility of admitting girls: 
achieved. In June 1994, a Working Party recommended 
that girls should be admitted to QVS in August 1996. 

• Develop and implement by June 1993 a strategy for 
income generation: achieved. A strategy was developed 
and major lettings of School premises were attracted 
during the Summer holidays. 

• Confirm the pay and grading structures (and associated 
allowances and rents) in the School by April 1994: achieved. 
The Agency decided to remain within both the Scottish 
Teachers Joint Negotiating Salary Scheme and the Civil 
Servicepayandgradingstructuresforallotheremployees. 

• The instigation of job descriptions for all teaching staff by 
April 1994: achieved. Job descriptions will be reviewed in 
the light of curriculum developments. 

• Implement teacher appraisal and development 
procedures: achieved. 

• A report on management and financial information systems 
to be completed by April 1994: achieved. Independent 
Management Accountants visited the School and audited 
the Financial ManagementSystems and a Finance Manual, 
equating to a report, has now been produced. 

• The continuation and enhancement of efficiency measures 
effected in the previous financial year: achieved. No 
additional funding was required to implement 
developments in the School curriculum. 

In connection with the Clflien's Charter, QVS continues to comply 
with the Parent’s Charter in Scotland. The School is improving its 
communications with parents and, is introducing more parent- 
teacher meetings. In addition, reporting procedures have been 
improved and parents sent a "Parental Booklet" based on the 
School’s Pastoral Policy. To further enhance communication 
between pupils and parents, the School has installed telephones 
in the Intermediate Houses. 

QVS does not have a market testing programme. Appropriate 
areas such as catering, cleaning, grounds maintenance, hair- 
cutting, tailoring and shoe-repairing are already contractorised. 

Queen Victoria School's Annual Report and Accounts are available 
from HMSO (price £7.75). The Management Plan is available from 
the Agency. 

KiY TARCerS J994-95 

• achieve specified /eve/ of pupiis'attainment at examination 
(standards as set for 1993*94) 

• compfete the phased impiementation of 5* J4 in fine with 
SOED recommendations 

• compfete audit ofSchoof's academic programme and update 
curricuiar guidance 

• continue to monitor effectiveness of Pastorai Poiicy and 
organisation and report on parentaf response on its quaiity 

• maintain and enrich at feast 50 extrcf-curricuiar activities 

• compfete the audit of afi staff functions 

• commence Teacher Appraisaf and Devefopment 

• improve marketing poiicy to reach afi efigibfe famities 

• impiement an effective marketing poiicy to generate non- 
pubtic income at /% of Schoot cash budget 

• compfete ptanning and begin Work Services Programme for 
admission of giris 

• review Schoot Management and Committee structures 

• compfete the impiementation of afi financiaicontroi systems 

• monitor and improve standards within the Budget aiiocated 
(2.5% iess than agreed L7C 94 requirement) 
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RADIOCOMMUNICATIONS AGENQ 
Woterloo Bridge House, Waterloo Rood, London SEI8VA 

Tel: 0171 2152150 Fox:0171 9284309 

Chief Executive: Jim Norton 

The RADIOCOMMUNICATIONS AGENQ (RA) is responsible for 
management of the civil radio spectrum in the UK. Its mission is 
to facilitate access to radio spectrum of the appropriate quality 
for the widest range of services and so to promote the creation 
of wealth, competition, quality and choice. Launched as an 
Executive Agency of the Department of Trade and Industry in 
April 1990, the RA has 536 staff and annual operating costs of 
£33m, met in full by income from licence fees under the Wireless 
Telegraphy Act and charges on other Government Departments. 
In addition to licensing, monitoring and enforcement, it plays a 
leading role in international negotiations on radio matters. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 
Licensing: 

• 99% of aeronautical and aircraft licence applications and 
amendments to be processed within 3 working days: 
achieved. 

• 90% of ships radio licences to be issued within one month: 
achieved 95%. 

• 98% of maritime business radio cases to be processed 
within one month: achieved. 

• 99% of new on-site paging applications and amendments 
to be processed and despatched within 3 working days: 
achieved 99.6%. 

• 90% of new private mobile radio applications to be 
processed within 15 working days, amendments within 20 
v/orking days (where cases do not require international 
coordination): achieved 93%. 

Enforcement: 

Handling of reports of interference to radio services: 

• 100% of reports involving safety of life services to be 
investigated within 24 hours: achieved. 

• 98% of reports involving business services to be 
investigated within 5 working days: achieved. 

• 98% of reports involving domestic services to be 
investigated within one month: achieved 100%. 

Correspondence: 

• Responses sent by the Chief Executive within 10 working 
days of receiving MP’s letters delegated to him by Ministers 
for reply: not achieved. Target missed in one case. 

Efficiency: 

• To achieve an overall 4% gain in efficiency: achieved. 

Inline with the principles of the Citizen's Charier, the Agency has 
published a Charter Standard Statement and a Code of Practice 
for enforcement work. The Agency has instituted an annual 
programme of customer surveys. The 1994 survey showed 
improved levels of satisfaction with the Agency’s services and 
the Agency continues to work to reduce the number of different 
licence categories and to simplify and streamline all aspects of 
the licensing process. 

As part of its market testing programme, the Agency has contracted 
out the issuing of Amateur and Citizens’ Band licences. In 
addition, the issuing of Ships Radio licences will be contracted out 
from 1 April 1995. 

The RA is undertaking a fundamental review of spectrum 
management. A consultative document published in March 1994, 
"The Future Management of the Radio Spectrum", outlined a 
number of options and also sought views on the future role of the 
Agency. The Government expects to announce conclusions early 
in 1995. In parallel with this, external consultants are conducting 
a detailed review of RA’s local customer services and enforcement 
activities. 

The RA Annual Report and Accounts for 1993-94 is available from the 
Agency Library. The Corporate Plan contains commercially sensitive 
planning information and is therefore not available to the public. 

KEY TARGETS 1994-95 
licensing: 
• 99% of aeronautical and aircraft licence applications and 

amendments to be processed within 3 working days 

• 93% of ships radio licences to be issued within one month 

• 98% of maritime business radio cases to be processed within 
one month 

• 99% of new on-site paging applications and amendments to 
be processed and despatched within 3 working days 

• 90% of new private mobile radio appiications and 
amendments that require no international coordination to 
be processed and despatched within 15 and 20 working days 
respectively 

Enforcement: 
Handling of reports of interference to radio services: 
• 100% of reports involving safety of life services to be 

investigated within 24 hours 

• 98% of reports invoiving business services to be investigated 
within 5 working days 

• 98% of reports involving domestic services to be investigated 
within I month 

Efficiency: 
• 2% efficiency gain 

• Correspondence: The Chief Executive to reply within 10 
working days of receiving MP's letters delegated to him by 
Ministers for reply 

• Enquiries: The Agency telephone enquiry point wiil answer 
90% of ail calls within 30 seconds 

82 

House of Commons Parliamentary Papers Online. 
Copyright (c) 2007 ProQuest Information and Learning Company. All rights reserved. 



RAF SIGNALS ENGINiiRING ESTABLISHMENT 
RAF, Henlow, Bedfordshire, SG16 6DN 

Tel: 01462 851515, Fox: 01462 851515 
Chief Executive: Air Commodore Peter Ayee 

The RAF SIGNALS ENGINEERING ESTABLISHMENT (RAFSEE) became 
an Agency of the Ministry of Defence (MoD) in November 1994. 
The Agency, which remains a part of the RAF Logistics Command, 
provides a quick reaction signals engineering capability for 
military operations worldwide. Its resources are used to produce 
system and installation designs for strategic and tactical 
communications, command and control and information systems, 
radars and other electronic systems. The Agency provides the 
necessary equipmentthrough purchase or in-house manufacture 
and installs it at customer sites using its own specialist teams. It 
similarly provides special signals and avionic equipment for 
aircraft for all 3 Services. In addition, the Agency provides 
technical advice and an intelligent customer facility across the 
full range of ground signals, and for selected avionic systems. 
RAFSEE’s 1570 RAF and civilian staff are divided between the two 
locations: the main site is at RAF Flenlow in Bedfordshire and its 
Electronic Warfare and Avionics Division, which is currently 
based at RAF Wyton, will move to RAF Waddington in April 1995. 
Its running cost budget for 1994-95 is £41m. 

This year the Agency successfully completed a number of tasks 
for operations in Turkey, the former Yugoslavian Republic and for 
the renewed operations in the Gulf. When not involved in 
operations, the Agency ensures that it maintains the skill and 
knowledge base of its core staff by carrying out demanding non- 
operational projects. Typically, some 400 such projects are in 
work at any time, including, for example, the identification and 
preparation of sites for the UK Air Defence radar sensors, the 
installation of surveillance radars on RAF and RN airfields in the 
UK and overseas, the re-engineering of air traffic control tov/ers 
and the design and installation of the communications for the 
RAF’s Logistics Information Technology System. 

Whilst at no time compromising its operational capability, the 
Agency is working hard to drive down its costs and to maximise 
efficiency. To that end, it has already put in place the first phase 
of a reorganisation focused on its core business. The Agency is 
also reviewing the size and skill mix of its core resource of project 
managers, designers and installation teams with the aim of 
reducing it to the absolute minimum necessary for operations. At 
the same time, the Agency is subjecting all its non-core activities 
through the Competing ForQuollty Initiative and aims to complete 
the feasibility study of all its non-core business by February 1995, 
The Agency's Corporate Plan hr 1994-99 wos published in November 
1994 and is available from the Agency. 

KgYTARGlTS 1994-95 
• to deliver 100% of operational tasks to time 

• to maintain 100% of tore skills needed to support likely 
operation 

• to (omplete the review of the (ore, with the aim of reducing 
it to the minimum by 1 Aprii 1995 

• to deliver 70% of non-operational tasks to time, an 
improvement of 10% 

• to put in place a system to monitor and report on the quality 
of delivered tasks 

• to reduce costs per task manhour by 5% 

• to be able to produce shadow accrual accounts for the period 
to I April 1995 

• to complete the Feasibility Study of the Competing For 
Quaiity initiative of ail of its non-core business by 28 
February 1995 
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RAf TRAINING GROUP DEFENCE AGENU 
Headquarters, Personnel ond Training Commend, RAF Innsworth, Gloucester GL31EZ 
Tel: 0452 712612 Fax: 0452 712612 
Chief Executive: Air Vice-Morshal J A G May C6E TRAININQ 

The RAF TRAINING GROUP DEFENCE AGENCY was established as 
an Agency of the Ministry of Defence (MoD) in April 1994. The 
Agency’s role is to provide trained servicemen and civilians to 
meet the operational requirements of the Royal Air Force (RAF) 
in peace, crisis and war. 

The Agency is an integral part of RAF Personnel & Training 
Command. It comprises 11 RAF stations together with the flying 
and ground training units established at those stations and 
elsewhere throughout the country. Its Headquarters is at RAF 
Innsworth, Gloucester. TheAgency’sstrengthis6,000Servicemen 
and 2,500 civilians; its annual cash budget is £300m. 

The success of any fighting force is crucially dependent on the 
quality and preparedness ol its personnel, and it is for its 
important role in assuring this that the Training Group has 
earned itself a reputation for excellence in terms of professional 
competence, customer service and cost effectiveness. This latter 
aspect is particularly relevant at a time of reduction in Defence 
expenditure. 

The Agency is undergoing radical change with extensive 
restructuring through its flying training and ground training 
rationalisation programmes. The programmes, which involve 
major reorganisation of both flying and ground training and the 
closure of 3 RAF stations, are scheduled to contribute to a 2.5% 
reduction in the Agency’s running costs by 31 March 1995. 

The Agency is in the vanguard of the application of marLi resting 
principles to military training and has already contracted out 
significant elements of its business. The Agency’s 1994-95 
contracts cover logistics, domestic support and elementary flying 
training; their value is £39m. The Agency’s ambitious market 
testing programme underlines its willingness to embrace change 
and improve service. The programme, which will put £45m worth 
of business to the market by 31 March 1996, covers logistics and 
other support services, air traffic control services and the non 
military training undertaken at selected ground training units. 

The Agency has introduced commercial style corporate and 
business planning. The planning process has enabled the Agency 
to develop and implement its long term strategic direction; it has 
also highlighted the greater management freedoms and 
flexibilities that will allow the Training Group to build on its 
professional expertise and reputation for high performance 
standards. By incorporating the best commercial practices, the 
Chief Executive will actively seek to fulfil the Agency’s aim of 
providing customers with an efficient service which offers the 
best value for money possible. 

To meet the demands of Agency status, the Group is developing 
its business practice to improve the management of its resources; 
the Group is also developing a financial regime which will embrace 
Vote, financial and cost accounting. The Agency is developing 
output costing and pricing methodologies in support of its efficiency 

programme and the sale its unavoidable spare capacity; it has 
also valued its fixed assets base as a first step towards the 
introduction of an asset management system. The Agency plans 
to introduce a powerful new accounting system to support its 
business and financial activities; the system will be consistent 
with MOD’S financial intormation system strategy. The Training 
Group is developing a business and finance training strategy to 
enable the Agency’s executives and managers to fulfil their 
enhanced responsibilities. 

The Agency is evaluating quality control mechanisms across all 
areas of training. 

The Training Group's Framework Document is available from the 
Agency. The Corporate and Business Plans are classified documents 
and therefore not generally available to the public. 

KEY TARGETS 1994-95 

• to evaluate quality control mechanisms across all areas of 
training, including systems of measurement and targeting 
and make recommendations for implementation 

• to have achieved the planned elements of the rationalisation 
programme and to have identified and set in hand plans to 
meet the capacity requirements called for in Second Order 
Assumptions 

• to deliver a 2,5% reduction in running costs by delivering the 
! 994-95 programme of efficiency measures 

• to undertake the initial work required, for each measure, to 
market test£45m of business, as the planned contribution to 
the Defence Market Testing Initiative 

• to identify and value the fixed assets base and introduce an 
interim asset recording system as a first step towards an 
asset management system 

• to install, develop and test the Financial and Management 
Accounting System at 2 pilot sites: Headquarters Training 
Group and Royal Air Force Finningiey 

• to im; foment an interim aco mting system at ail units to 
produce Agency Accounts for mock audit by the National 
Audit Office 
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RATE COLLECTION 

AG-E-NC-Y 

RATE COLLEQION AGENa 
Oxford House, 49-55 Chithesler Street, Belfast BTl 4HH 

Tel: 0232252252 Fox: 0232 252113 

Chief Executive; David Gallagher 

The RATE COLLECTION AGENCY was launched as an Executive 
Agency of the Department of the Environment for Northern 
Ireland in April 1991. Its main aims are to bill, collect and recover 
rates from ratepayers throughout Northern Ireland on behalf of 

the Department of Finance and Personnel and the 26 local District 
Councils. It also administers the Housing Benefit Scheme for 

domestic ratepayers who are owner-occupiers OP behalf of the 
Department of Health and Social Services. The Agency employs 
around 270 staff at 13 local offices spread throughout the 

Province and its Headquarters in Belfast. Rates to be collected 

for the year 1993-94 amounted to around £367m and for the same 
period its Voted cash requirement was just under £5.2m with 

overall costs totalling £7.6m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Reduce rating debt to 1.83% of Gross Collectable Rate by 

31 March 1994: achieved. Reducing the level of rate 
arrears, considered to be the Agency’s core target, 
continues to receive the highest priority and the actual 

level achieved of 1.77% is the best ever recorded. Rate 

arrears have now fallen for the tenth consecutive year. 

• 2% reduction in unit costs of collecting rates per 

hereditament: not achieved. Increases in workload and 
other factors outside the Agency’s control meant that a 
reduction of only 0.75% was achieved. 

• 96% of refunds made to ratepayers so entitled within 14 

days of credits being identified: achieved 96.6%. 

• Process, by 31 March 1994, 94% of Housing Benefit 

applications for incoming year received at 15 March 1994: 
achieved 98% 

• 1.8%reductioninunitcostsofprocessingHousingBenefit 

cases: achieved 5.2% 

• At least 96% of Housing Benefit claims to be free of error: 
achieved. 96.3% 

During the year the property database increased by 2.57% to 

almost 507,000 properties and the Northern Ireland Housing 

Executive also collected and paid over to the Agency the rates for 
its 167,000 public sector houses. 

As part of its strategy to reduce the cost of rate collection the 

Agency continues to encourage payment by the instalment method 
via the Direct DebitScheme and it is hoped that 100,000 ratepayers 
will have converted to this method by June 1994. The number of 

Housing Benefit claims received during the year increased by 

5.24% to 57,751. Raising ratepayer awareness of the Housing 

Benefit Scheme is a continuing and important aim of the Agency 

and in partnership with tte Northern Ireland Housing Executive 
a major television and press advertising campaign was undertaken 

during the year. 

The Agency remains fully committed to the principles of the 
Citizen's Charter. Name badges have been issued to all staff, a 
complaints procedure and Rate Collection Charter have been 
developed and major refurbishment work to the local office in 
Enniskillen and Headquarters in Belfast has commenced. New 

accommodation for the local office in Londonderry is also 
underway. In addition customer care courses continue to be 
arranged for all staff. 

The Agency’s status fell due for review at the end of 1993-94. 

Consultants were commissioned by the Department of 

Environment for Northern Ireland (DoE (NI)) in October 1993 to 
carry out a thorough re-examination of the prior options and to 

review the scope for market testing. The consultants report was 
received by DoE (NI) in December 1993 and is under consideration. 

A review of the Agency’s grading and organisation structure was 

completed in July 1993. The report recommended no significant 
change in the grading structure but important suggestions as to 

the extent and future shape of the Agency’s local office structure 
were made. These suggestions are now being developed further 

by the Agency in consultation with DoE (NI) and staff and their 

representatives. 

Copies of the Agency's Annual Reporf and Accounts are available 
from the Agency. A Strategic and Business Plan for the period 1994- 
1998 has Seen produced and is also available from the Agency on 
request. 

m TARGETS 1994-95 
• to reduce rating debt to 1.76% of the Gross Coiiectabie Rate 

(exciuding iate assessments) by 31 March 1995 

• to achieve a reduction of 2% in the reai vaiue of the direct 
unit costs of coiiecting rates per hereditament 

• to generate refunds to 97% of ratepayers so entitled within 
14 days of credits being identified 

• to process by 21 March 1995,80% of applications for the 
incoming year received from existing Housing Benefit 
recipients before 15 March 1995 

• to achieve a reduction of 2% in the real value of direct unit 
costs of processing Housing Benefit cases 

• to assess 97% of Housing Benefit claims free of error 

House of Commons Parliamentary Papers Online. 
Copyright (c) 2007 ProQuest Information and Learning Company. All rights reserved. 



RECRUITMENT AND ASSESSMENT SERVICES AGENCY 
Alencon Link, Bosingstoke RG211JB 

Tel: 025629222 Fox: 0256 846315 

Chief Executive; Michael Geddes 

RECRUITMENT AND ASSESSMENT SERVICES (RAS) was established 
as an Executive Agency of the Cabinet Office (Office of Public 
Service and Science) in April 1991. The Agency’s primary aim is 
to be the most cost-effective centre of excellence in the recruitment 
and selection services working for the public sector. The Agency 
employed 140 staff at the beginning of 1994-95, a reduction of 45 
on the previous year, reflecting RAS’ need to match business 
resources to business opportunities. RAS has running cost 
provision for the year of £8.7m (down from £12.2m in 1992-93) 
and expects receipts to be at a similar level in order to achieve the 
agreed break-even target for 1994-95. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Keepdeficitagainstfulleconomiccoststowithin £450,000: 
achieved. RAS’ year end deficit was £333,000, an 
improvement of 26% against target. 

• 25 training courses, 475 consultancy days: achieved. The 
figures were 71 and 476 respectively. 

• 2.5% productivity increase on 1992-93: not achieved. The 
productivity target was not met because final staff 
reductions did not take place until March 1994 and the 
selected outputs (mostly established before RAS’ main 
diversification took effect) did not accurately reflect market 
forces. A new measure of efficiency has been calculated 
for 1994-95. 

• 95% overall satisfaction and administration consumer 
ratings: achieved. The actual rating was 98% for each 
element. 

• 75% of the above being "more than satisfied” or "highly 
satisfied”: not achieved. The actual rating was 70% for 
overall satisfaction and 71% for administration. 

This has been another difficult year. Running costs in customer 
departments have beenunderpressureandthegeneral economic 
situation has kept resignation rates low. The level of recruitment 
activity in the public sector continued to fall, while high 
unemployment rates have kept response rates heavy. 
Nevertheless, RAS has been directly involved in about 11% of 
Civil Service recruitment, and ancillary services such as training, 
consultancy and research all grew during the year. The balance 
of business was provided by Helpline and by the sale of tests, 
including biodata tests, to others for their own use. 

RAS’ customer base hasbroadened in the lastyear, and increased 
by 10% to 177 organisations. Of these, the number of clients in 
the wider public sector (for example, health authorities and local 
government) has doubled from 24 (or 15% of the total) in 1992- 
93, to 51 (or 29%) in 1993-94. 

While the Agency’s primary customers are government bodies, 
RAS’ work brings daily contact with a large number of candidates 
and prospective candidates. In accordance with the principles of 

the Citizen's Charter, these responsibilities are taken very 
seriously: RAS sets and monitors high standards across 
recruitment procedures; provides full information on what 
customers and candidates can expect; provides flexible and 
responsive services based on regular consultation with customers 
and candidates; a swift remedy if things go wrong; and ensures 
value for money across the full range of services. This is 
underpinned by the Civil Service principles of selection on merit 
by fair and open competition and by public sector commitment to 
equal opportunities policies. 

RAS’ involvement with market testing is twofold: like other 
government bodies, it has a programme to market test a number 
of its activities; and, as a provider of services, every opportunity 
is taken to compete for relevant work that other organisations 
submit to testing. Between October 1993 and September 1994, 
the Agency \ dll have tested a total value of £462,000 against an 
original target of £380,000. This includes the award of the 
reprographics contract to HMSO from March 1994 leading to 
improved on-site service, continued employment of Agency staff 
and financial savings of approximately £75,000 per year. The 
market test of the despatch and associated services contract has 
been awarded to an in-house RAS team, and will result in annual 
savings of £50,000. A range of information technology services 
have also been market tested resulting in small savings against 
hardware maintenance contracts and the purchase of personal 
computers. 

A 3 year review of the Agency is underway. The review is one of 
3 recruitment studies which may affect the Agency’s future 
strategy. The first looks at recruitment processes in the Civil 
Service v/ith particular regard to the Fast Stream; the second 
examines the relationship betv/een the Civil Service 
Commissioners, the Agency and Government Departments; and 
the third evaluates the Agency’s performance in its first 3 years 
and will consider the future of the Agency in the context of prior 
options. 

Meanwhile, RAS aims to maintain its position as the pre eminent 
provider of recruitment, assessment and related services to the 
Civil Service. This traditional market continues to decline and the 
Agency will defend and consolidate its broader customer base in 
the year ahead through strategic marketing initiatives. 

Copies of the RAS Afwual Report and Accounfs 1993-94 and Strategic Plan 
are available from the Agency. The Business Plan contains commercially 
sensitive information and is therefore not available to the public. 

KEY TARGETS J994-95 

• financial break-even in accruals terms 

• 2% increase in efficiency over 1993-94 performance 

• evaluation ratings of 96% of RAS customers satisfied with 
the service^ with 75% of these giving "more than satisfied" 
or "highly satisfied" assessments 
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REGISTiRS OF SCOTLAND 
Meadowbank House, 153 London Rood, Edinburgh EH8 7AU 

Tel: 031 6596111 Fox: 031 4591221 

Chief Executive: Alan Romoge 

REGISTERS OF SCOTLAND was established as an Agency in April 
1990 and reports to the Secretary of State for Scotland. The 
Agency's Chief Executive is the Keeper of the Registers of 
Scotland, who is responsible for public registers provided for the 
registration in Scotland of legal documents. The most important 
of these are the Register of Sasines and the Land Register,which 
are the two national registers of interests in land in Scotland. The 
Agency’s aim is to compile and maintain all of its registers and to 
provide and develop services to support the Scottish conveyancing 
system. 1,254 staff are deployed in the furtherance of this aim. 
The Agency operates under a net running costs regime. In 1993- 
94 the Agency met Vote requirements by receiving income of 
£34.6m and incurring outgoings of £28.6m. The remaining £6m 
v/as surrendered as extra receipts to the Consolidated Fund. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Reduce from 10 to 8 weeks the turnround time for recording 
writs in the Sasine Register: achieved. The actual turnround 
time was 6.6 weeks. 

• Reduce from 14.5 to 12 weeks the turnround time for 
registering unattached Dealings with Whole, not attached 
to First Registrations and Transfers of Part, in the Land 
Register: achieved. The actual turnround time was 10.1 
weeks. 

• To extend the operation of the Land Register to the 
timetable agreed with Ministers: achieved. The extension 
programme is on schedule with Stirling and West Lothian 
going live on 1 April and 1 October 1993 respectively. 

• A reduction in unit costs by 2% in real terms for each of the 
Agency’s main products year by year in a manner consistent 
with maintaining quality of service: not achieved. The 
Agency moved to an overall unit cost covering its 4 main 
products, in the Land and Sasine Registers, related to 
weighted work units. Against a target unit cost of £37.21 
the actual unit cost for 1993-94 was £47.85. 

A Ciliien's Charter Charter Standard Statement was produced in 
consultation with the Citizen’s Charter Unit at The Scottish Office. 
Leaflets were produced setting out the Charter Standards to 
which the Agency would work. An application for Charter Mark 
status has been made on the basis of the work done throughout 
the Agency to improve standards of service for its customers. 
Much progress has been made in respect of improved customer 
services and the Customer Service Unit within the Agency has 
extended its role and has addressed many of the most pressing 
issues in this area. A strategic plan has been devised for 
Customer Services, including a 3 year plan of activities and 
targets. 

Much work v/as done on raising the Agency’s profile with its 
major direct customers in a series of seminars and workshops. 
These provided an opportunity for the Agency to let the existing 

customers meet the providers of services and also update them 
on new services available, as well as helping to educate them in 
the new Land Register procedures. At the same time, work 
commenced on customer consultation, with a series of visits 
organised to and from some of the larger legal firms. 

The first major customer survey was undertaken and the results 
were encouraging. Some more work has to be done on reducing 
turnround times in the Land Register, as this was perceived as 
poor by customers. The Agency scored very well in all the 
questions relating to staff relations with customers as the 
majority of customers found Agency staff to be helpful, courteous 
and informative. New publications from the Agency were 
instrumental in giving customers guidance, both on the more 
technical legal aspects of recording or registration and more 
generally on how information might be obtained from the Registers 
held by the Agency. 

As a result of the scoping study by consultants in 1992-93 on the 
suitability of non core-activities for market testing, the Agency 
began a major market testing programme in 1993-94 covering 
messengerial/telephonist, reprographic, typing and certain 
administrative duties. The programme covers around 330 posts, 
comprising around 25% of the Agency’s current staffing level. 
The contract for the messengerial/telephonist service has been 
av/arded to the in-house team and the Service Level Agreement 
for this service commenced in December 1993. The remaining 3 
groups of services are currently at various stages of the market 
testing process. 

Following the triennial review of the Agency, the Secretary of 
State for Scotland announced in Parliament on 28 April 1994 that 
despite some difficulties in 1990-91, the Agency had had a 
successful first 3 years, seeing substantial improvements in 
quality of service to customers and reductions in backlogs being 
achieved and that Agency status should continue. 

The Agency's Annual Report and Accounts is published and available 
from the Customer Liaison Officer at the Agency's Headquarters at 
Meadowbank House, Edinburgh. The Agency's Corporate and Business 
Plans contain commercially sensitive information and are not available 
to the public. 

HSYrmm 1994-95 
* to achieve a turnround time of 7 weeks (or less) for recording 

of writs in the Sasine Register 

* to achieve a turnround time of J 1.5 weeks (or less) for 
registering Dealings with Whole in the land Register not 
attached to First Registrations or Transfers of Part 

* to implement the agreed land Register extension programme 

* to contain any increase in unit costs in real terms for each of 
its main categories of work to 1% 
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ROYAL MINT 
Llonirisanf, Ponlydun, Mid-Glomorgan CF7 BYT 
Tel: 0443222111 Fox: 0443 228799 
Chief Executive: Roger Holmes 

U S 

ROYAL 
MINT 

The ROYAL MINT is based in South Wales and has a workforce of 
1,000. It became an Executive Agency, reporting to the Chancellor 
of the Exchequer, in April 1990 having operated as a Trading Fund 
since 1975. The Mint’s prime responsibility is to produce circulating 
coinage for the UK. It also maintains a thriving export business 
and actively competes in the world market for circulating coins, 
coin blanks, collector coins and medals. Collector coins and 
medals are also marketed in the UK and a small but important 
element of the Mint’s operations is the production of civil and 
military medals and decorations, commemorative and prize 
medals, royal and official seals and bullion coins and tokens. 

PERFORMANCE AGAINST THE KEY TARGET IN 1993-96 

• For the period 1 April 1993 to 31 March 1996 the Mint’s 
financial target is an average rate of return on current cost 
net assets of 14%: athieved. In the first year of the 3 year 
target period a return of 32% was achieved. 

In 1993-94 sales amounted to £110.2m which included £72.3m 
(66%) in respect of overseas sales. The operating profit of 
£15.6m was 38% ahead of 1992-93 and a dividend of £16.5m was 
paid to the Consolidated Fund. These figures for overseas sale, 
profit and dividend were all in excess of the best achieved in the 
history of the Mint and production of 3.5bn coins and ready-for- 
striking blanks during the year was also a record. 

Exports to 70 countries represented a share in excess of 60% of 
the available world market for circulating coins. The United 
Nations has appointed the Royal Mint to manage the international 
coin programme to mark its 50th Anniversary in 1995. 

The Mint has continued its commitment to the Total Quality 
programme, now called MINT 2000 to emphasise the importance 
of the initiative in carrying the Mint competitively into the next 
century. Customer returns of collector coins in 1993-94 were the 
lowest on records. 

The senior management pay and grading scheme introduced in 
1992 is now v/ell established. In line with the delegated authority 
received from HM Treasury, progress has been made in re- 
structuring pay and grading for the remainder of non-industrial 
staff, with a view to introducing a scheme specific to the Mint by 
the end of 1994. A new scheme for industrial employees is 
planned for 1995. 

The 3 year evaluation of the Royal Mint’s operations as an 
Executive Agency and a re-examination of its status was recently 
completed by the Treasury and the outcome announced by the 
Chancellor of the Exchequer on 14 July 1994. Overall, the review 
concluded that the Mint’s performance as an Executive Agency 
was more than satisfactory, that it continued to be successful and 
profitable and that there should be no change in the Mint’s status. 
It was, however, decided that the UK Coinage Contract between 
the Royal Mint and the Treasury for the production and supply of 
UK coinage should be reviewed to encourage further 
improvements. The Agency’s Framework Document is now being 
revised. 

Copies of the Mini's Annual Report can be obtained from HMSO. The 
Mini's Corporate Plan is not published for reasons of commercial 
confidentiality. 

KlY TARGET 1993-1996 
• 14% average mrent mt return on assets 
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4» 
THE 

ROYAL 
PARKS 

The ROYAL PARKS was launched as an Executive Agency of the 
Department of National Heritage in April 1993. It employs 
approximately 280 staff, including the Royal Parks Constabulary, 

The Agency is responsible for managing and protecting London’s 
Royal Parks so that they offer peaceful enjoyment, recreation, 
entertainment and delight to those who use them. They are: St 
James’s Park, The Green Park, Hyde Park, Kensington Gardens, 
The Regent’s Park, Primrose Hill, Greenwich Park, Richmond 
Park and Bushy Park. The Agency also looks after Brompton 
Cemetery and a number of other smaller public areas. 

The 1994-95 budget is £28.65m, of which £6,7m is allocated to the 
Royal Parks Constabulary. Of this, £4.78m is expected to be 
covered by income received and VAT refunds. The Agency is 
making efforts to reduce the burden on the taxpayer and increase 
income through sponsorship of specific projects. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Complete surveys and prepare programmes of renovation 
and forward maintenance for trees, buildings and 
horticulture: achieved. Focusing on regular maintenance 
has minimised the necessity of repairs. 

• Develop independent surveys of horticulture quality in 
each of the Royal Parks: achieved. 

• Develop and carry out surveys of visitors to the Royal 
Parks to identify their views and to develop a basis for 
setting and publishing targets relating to visitor satisfaction 
for future years: achieved. Results from the first two 
quarters have revealed a high degree of customer 
satisfaction. 

• Finalise Information Technology strategy and commence 
implementation: achieved. 

• Complete market testing of works programme 
management and prepare report on further scope within 
Agency for market testing work: achieved. 

• Introduce charges for car parking in Hyde Park and 
Regent’s Park: not achieved. A number of difficulties, 
mainly legal in nature, meant that charges were not 
introduced until August 1994. 

• Increase by 5% income from all other sources: achieved, 
excluding income from major events staged in the Royal 
Parks by fee-paying organisations. 

• Make 1.5% efficiency savings on running costs: achieved. 

• Complete the implementation of Citizen’s Charter 
provisions within the Royal Parks: achieved. A Visitor’s 
Charter has been published and the Agency was av/arded 
a 1994 Charter Mark, 

In July 1993 the Agency’s Headquarters were relocated from 
Marsham Street to Hyde Park and formally opened by Her 
Majesty the Queen. In January 1994, the Secretary of State for 
National Heritage launched a design competition to refurbish the 

ROYAL PARKS AGENCY 
The Old Police House, Hyde Pork, London, W2 2UH 

Tel: 0171 298 2000 Fox: 0171 298 2005 

Chief Executive: Dovid Welch 

Marble Arch/Speakers’ Corner areas. The competition attracted 
over 250 entries from professionals and the public and the 
winner was announced in June. In March, the Secretary of State 
switched on a major floodlighting scheme in St James’s Park and 
Hyde Park. The initial recommendations made by the Royal Parks 
Review Group are being implemented. The Group has reported 
on all the Central Royal Parks and is preparing its third report on 
Greenwich Park, Richmond Park and Bushy Park. 

In line with Citizen's Charter principles, all staff who deal with the 
public, including the Royal Parks Constabulary and contractors, 
wear name badges; all staff are required to complete courses in 
customer care and equal opportunities. 

The Agency has a market testing programme: 90% of expenditure 
in 1993-94 (excluding the Royal Parks Constabulary) was spent 
on services or supplies contracted out or bought in, including the 
management of the Agency’s ground maintenance and work 
programmes, and the nursery complex in Hyde Park. Consultants 
have completed a manpower review and many of their 
recommendations have already been implemented. The future 
market testing programme includes aspects of estate 
management, car parking duties, technical IT support and the 
grooming of police and Shire horses. 

The Royal Parks published its first Anriual Report in July 1994 and its 
second Corporate Plan in June 1994. The Agency's Annual Report, 
Framework Document and Corporate Plan are all available from the 
Agency. A summary of the Annual Report is available on cassette from 
the Agency. The Agency has also published guidebooks about each 
of the Royal Parks. 

KiY TARGETS 1994-95 

Fabric 
• prepare contract documents for the 4 grounds maintenance 

contracts which expire in March 1995, incorporating lessons 
from existing contracts, let new contracts or extend existing 
ones 

• draw up and commence priority programme of works reciuired 
to remove the 6 listed structures which are on the "at risk" 
register 

• prepare detailed proposals for and consult all relevant parties 
about the pedestrianisation of the end of the Mall, with a view 
to commencing rite prefect (if approved) in 1994-95 

• complete phase II of the Speakers' Corner/Marble Arch 
competition (ie develop detailed designs from the 6 prize- 
winning sketch designs from phase I) 

Financial 
• increase income from £l.3m to £l.8m from sales, permits, 

fees, rents, licences, concessions and car-parking 
• achieve 1.5% improvement in running costs efficiency 

Park Users 
• assess initial visitor survey results and achieve an overall 

quality rating of 6 marks out of W in response to the survey 
question "Overall, how would you rale the quality of this 
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SCOniSH AGRICULTURAL SCIiNCE AGENa 
J East Croigs, Edinburgh EH12 8NJ 

j Tel: 0131 244 8890 Fox; 0131 244 8940 

p^^pj^lllj Chief Executive: Dr Robert Hay n- 
The SCOniSH AGRICULTURAL SCIENCE AGENa (SASA), which 
became an Agency in April 1992, exists to provide Government 
with expert information and advice on agricultural crops and 
aspects of the environment. It also performs statutory and 
regulatory work in relation to national, EU and other international 
legislation and agreements on plant health, bee health, cultivar 
registration and crop improvement, genetically-modified 
organisms and the protection of crops, food and the environment. 
Since SASA’s principal customer is The Scottish Office Agriculture 
and Fisheries Department (SOAFD), the Agency operates mainly 
for Scottish interests, but it also seeks to meet the requirements 
of other Agricultural Departments as well as various UK and 
international bodies, local government, academic and research 
institutes, and private companies, organisations and individuals. 

SASA employs 147 staff of whom 102 are in professional grades. 
In 1994-95 the cost of running SASA is expected to be £5.75m, 
around £1.05m of which will be recovered in fees charged for 
seed testing, cultivar testing, crop certification and registration, 
sale of potato clones and for work carried out in support of the 
Food and Environmental Protection Act (pesticide usage surveys, 
pesticide analyses of food and wildlife). 

SASA’s laboratories are equipped for work in a wide range of 
biological and chemical specialisms, from whole plant taxonomy 
and vertebrate ecology to molecular biology and analysis of trace 
levels of pesticides. Most of the associated field work is done at 
the Agency’s Gogarbank Farm near Edinburgh. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Completion of the first annual cycle of the accruals 
accounting system developed in 1992-93: achieved, as 
presented in the 1993-94 Annual Report and Accounts. 

• Recovery of full economic costs for charged services: 
achieved, as certified in the 1993-94 Annual Report and 
Accounts. 

• Improvement of the quantitative indices of performance 
of the Agency by at least 1.5%: achieved. Average cost per 
scientist hour improved by 3.5%. 

• Completion of 95% of all scientific tests and analyses 
within the timescales set by customers: achieved. 97.4% 
of the time targets met. 

• Evaluation of quality assurance schemes for all major 
services leading to candidature for accreditation by 1994- 
95: not achieved. All activities evaluated and policies 
established, but resources will be available for two 
candidates only in 1994-95. 

• Formal consultation of the views of customers on the 
quality of the work done by the Agency in 1993-94: achieved 
as part of a rolling programme of consultation. 

As a result of the Agency’s annual review of all support services, 
mechanical and electrical plant servicing was contracted out. 
The cost savings from the contracting out of electrical and plant 
maintenance have amounted to around £20,000. Improvements 
in efficiency have been in terms of having a service which is more 
flexible and more closely targeted to the needs of the Agency. A 
market test of security services has resulted in the contracting 
out of the service for an initial 3 year period from November 1994. 

During the year, SASA produced its own Citizen's Charter 
Statement, setting out what the Agency aims to deliver; whom 
customers should contact, and what they should do if they are 
dissatisfied with any aspect of the service. The rolling programme 
of consulting customers about the quality of work done by SASA 
continued. Theresultsofthel993customerconsultationshowed 
that 90% of respondents were either satisfied or very satisfied 
with SASA’s services. Customers of the Official Seed Testing 
Station within SASA are being consulted now and other external 
customers will be consulted at the end of 1994. 

SASA's Annual Report and Accounts are available from the Agency. 
SASA does not publish its Corporate or Business Plans as they contain 
commercially sensitive material. 

m TARGETS 1994^95 
• fuifiimentofthe Service Levei Agreement with SOAFD within 

the running costs voted to SASA for /994-95 

• recovery of fuii economic costs for charged services 

• formai consuitation with aii major customers on the quaiity 
of the work done by the Agency in i 994-95 

• compietion of 90% of aii scientific tests and anaiyses within 
the timescales set by customers 

• secure national quality management accreditation for the 
analytical chemistry and pesticide usage work of the Agency 
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SCOniSH FISHERIES PROTEaiOH AGEMCY 
Pentland House, Robbs Loon, Edinburgh EH141TW 

Tel: 031 244 6059 Fox: 031 2446086 
Chief Executive: Andrew MacLeod 

TheSCOniSHFISHERIESPROTECTIONAGENCY(SFPA)waslaunched 
as an Executive Agency of The Scottish Office in April 1991. It has 
a staff of 265 and annual running costs of £12.2m. The Agency is 
responsible for the enforcement of fisheries regulations to 
secure the conservation of fish stocks in almost 200,000 square 
miles of sea around Scotland. It also provides advice to Ministers 
on fisheries enforcement policy and technical fisheries matters. 
The SFPA operates two surveillance aircraft and 7 vessels on 
fisheries protection work around the Scottish coast and islands. 
The Agency monitors and inspects fish landings at Scottish ports 
and has 22 fishery offices. During 1993, over 2,300 vessels were 
sighted fishing in Scottish waters. Total landings of fish by UK 
vessels in Scotland were worth £259m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

1993-94 Target 1993-94 Actual 

Aerial surveillance - 
per cent of hours flown on task 85 84 

Cost per aircraft sighting (£) 95 85 

Performance improved on the previous year, but remained 
narrowly below target. The number of fishing vessel sightings 
from the aircraft increased by 17.5% and cost per aircraft 
sighting was significantly below target. 

1993-94 Target 1993-94 Actual 

Marine surveillance - 
number of boardings at sea 2,500 2,984 

Marine surveillance - 
cost per boarding (£) 2,625 2,080 

Major changes in the utilisation and deployment of fishery 
protection vessels were introduced during the year to provide 
125 additional patrol days at sea without any increase in operating 
costs. These changes, along with favourable weather conditions 
for much of the year, contributed to a substantial increase in 
boardings which significantly exceeded the target level. Cost per 
boarding was more than 20% below target. 

1993-94 Target 1993-94 Actual 
Sea Fisheries Inspectorate 
cost per logsheet check (£) 57 50 

Cost per logsheet check was below target, mainly because the 
postponement of planned restrictions on days at sea meant that 
staffing and costs were lower than expected. 

1993-94 Target 1993-94 Actual 
Cases for prosecution reported: 
Within 6 weeks of offence (%) 50 61 

Within 8 weeks of offence (%) 90 86 

There was a marked improvement in the time taken to report 
cases for prosecution comoared with the previous year, although 
the Agency fell slightly short of its target. 

1993-94 Target 1993-94 Actual 
Number of cases where court 
proceedings are taken as percentage 
of offences reported for prosecution (%) 75 77 

The number of successful prosecutions again increased in 1993- 
94 to 119, and was more than 50% higher than in the year before. 
The Agency slightly exceeded its target of court proceedings 
being taken in 75% of cases reported for prosecution. 

1993-94 Target 1993-94 Actual 

Cash releasing efficiency gains (%) 1.5 2.0 

Cash releasing efficiency gains in excess of target were achieved 
as a result of savings in communications costs, purchasing and 
management reorganisation. Substantial output improvements 
were also achieved in marine surveillance. 

TheAgencyhascontributedtotheGovernment’sCifiien's Charter 
and Deregulation Initiatives through the publication of its Code of 
Enforcement Practice which sets out its approach to regulation 
and enforcement. The Code commits the Agency to providing 
advice and guidance to fishermen wherever it can and ensuring 
that the burden on fishermen of complying with regulations is 
kept to the minimum possible. 

SPFA does not have a current market testing programme. Over 
30% of the Agency expenditure is already contracted out or spent 
on purchases from the private sector. The contract with the Royal 
Navy for marine surveillance accounts for a further 10%. 

The triennial reviewoftheAgencyiscurrentlyunderconsideration 
and is expected to be completed in the latter part of 1994. 

Copies of the Annual Report and Accounfs are available from the 
Agency. This includes an outline of the Agency’s business strategy 
and Corporate Plan. The Agency's Business and Corporate Plans 
contain sensitive information and are therefore not publicly available. 

KtY TARGETS 1994-95 

• 85% of hours flown spent on task of aerial surveillance 

• £90 cost per aircraft sighting 

• 2,600 marine surveillance boardings at sea 

• £2,607 cost per boarding (includes superannuation) 

• £63 cost per logsheet check 

• 50% of cases for prosecution to be reported within 6 weeks 
and 90% within 8 weeks 

• 75% of offences reported for prosecution to result in court 
proceedings 

• 2.0% efficiency gains 
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SCOniSH OFFKI PENSIONS AGENCY 
St Margaret's House, 151 London Road, Edinburgh EH8 7TG 

Tel: 0131 2443585/3586 Fox: 0131 2443334 

Chief Executive: Norman MacLeod 

The SCOniSH OFFICE PENSIONS AGENCY (SOPA) is an Agency of 
The Scottish Office Home and Health Department. Its main role 
is administering the pension schemes for the National Health 
Service (NHS) and teaching service in Scotland. It is also 
responsible for some aspects of administration of the schemes 
covering the Scottish Agriculture College and Scottish Agricultural 
Research Institutes and the Scottish Legal Aid Board. In total 
these cover some 330,000 members, pensioners and former 
members with preserved rights. It advises Ministars on public 
service pensions policy and the regulation of the above schemes, 
the local government scheme, and other schemes for which The 
Scottish Office has responsibility. The Agency was launched in 
April 1993. It has 192 staff and annual running costs of £4.9m. 
Total operating costs, including the costs of services provided 
centrally by The Scottish Office are some £6.3m. It is responsible 
for expenditure on pensions of £554m and receipts of £363m. 

SOPA’s customers are the members of the schemes and their 
employers. The main customers for the advisory services it 
provides are Scottish Office Departments and Ministers. The 
Agency also has a range of working links with other Government 
Departments and Agencies, some of which provide services to it, 
and important consultative arrangements with representatives 
of the members of the schemes and their employers. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• To complete by August 1993 an exercise to verify the 
accuracy and completeness of the computer based 
members’ records: achieved. 

• To develop an improved system for measuring customer 
satisfaction: achieved. A strategy document covering all 
aspects of customer service, recording steps already in 
train and identifying priorities for improving customer 
service has been completed. 

• To ensure that awards and transfer payments are accurate 
to within 2% of their value in 97% of cases: achieved. 

• To pay on time 99% of all pensions and lump sums where 
the target date for receipt of claims is met: achieved. The 
target was exceeded in that many claims received after 
the due date (in most cases 3 months prior to retirement) 
were dealt with timeously and benefits paid when due. 

• To respond to all enquiries within 3 weeks: achieved. 

• To progress specification, procurement and 
implementation of new integrated IT systems to completion 
of tender evaluation stage: achieved.^ contract was 
awarded in July 1994. 

• To optimise use of budgetary provision while keeping 
within direct running costs limits: achieved. 

• To provide policy advice which is consistent with public 
service pension policy and takes account of operational 

objectives of Scottish Office Departments within the 
required timescales: achieved. 

In its second year of operation the Agency plans to build on the 
progress reported in its recently published first Annual Report 
and Accounts. A Ciliien's CharlerStatement entitled "Commitment 
to Service" has been published which sets out what service 
customers of the Agency can expect and what they can do if they 
are unhappy with that service. The Charter Statement carries 
details of the Agency’s published complaints procedure. Work is 
underway to implement the SOPA customer services strategy, 
which initially includes a customer satisfaction survey of the NHS 
pension scheme. 

A recent scoping study which looked at the possibility of morket 
testing SOPA typing services concluded that this would not be 
feasible and would not produce savings at present. The design 
and installation and maintenance and support contracts for a 
nev/ IT system have been awarded to a private sector company. 
Security, cleaning, messengerial and staff restaurant services 
have been the subject of market tests. 

The 1993-94 SOPA Annual Report and Accounts have been published 
and are available from the Agency. The SOPA Corporate Plan covers 
the period 1993 to 1997, and a Business Plan hr 1994-95 has been 
produced as a separate document. The Corporate and Business 
Plans are confidential and are not made publicly available. 

KSY TARGETS 1994-95 
• to ensure that awards and transfer payments are accurate to 

within I % of their value in 98% of cases, as compared with 
the 1993-94 target of 2% in 97% of cases 

• to pay on time 99% of all pensions and lump sums where the 
target date for receipt of claims is met 

• to make transfer payments within 4 weeks of members'final 
instructions to transfer pension rights 

• to carry out a survey to measure customer satisfaction with 
administration of the National Health Service superannuation 
scheme, to analyse the results, and to produce proposals for 
necessary improvement 

• to produce a "plain English" Charter Standard statement, by 
July 1994 

• to award a contract for development and supply of a new 
pensions administration IT system by July 1994, and to reach 
the last key 1994-95 milestone in the implementation plan 

• to optimise use of budgetary provision while keeping within 
direct running cost limits 

• to provide policy advice which is consistent with public 
service pension policy and takes account of operational 
obfecth/es of Scottish Office Departments, within the required 
timescales 
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ses SCOniSH PRISON SERVICE 
Heodquarlers, Colton House, 5 Redheughs Rigg, Edinburgh EH12 9HW 

Tel: 0131 2448770 Fox: 0131 2448774 

Chief Executive: Edword W Frizzell 

The SCOTTISH PRISON SERVICE became an Executive Agency of 
The Scottish Office Home and Health Department in April 1993. 
Its main tasks are to keep in custody those committed by the 
Courts, to maintain good order in each prison, to care for 
prisoners with humanity and to provide them with a range of 
opportunities to exercise personal responsibility and to prepare 
for release. 

There are 21 establishments in Scotland. Most deal primarily 
with male adult prisoners, but one is solely for female prisoners 
and two solely for male young offenders. During the first half of 
1994, the average daily population of prisoners was 5,500. There 
are 4,600 staff, including 200 at Headquarters, and the annual 
running costs for the Scottish Prison Service are £162m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• No 'A’ Category prisoner should escape: achieved. 

• The number of escapes by 'B’ Category prisoners should 
not exceed 2.5 per 1,000 prisoners: achieved (13 escapes 
against a target maximum of 14). 

• A database will be developed and the target set for the 
number of significant incidents from 199^-95:achieved. A 
database has been established and a target set forl994-95. 

• The number of serious assaults on staff should not exceed 
6 per 1000 staff: achieved (8 serious assaults against a 
target maximum of 28). 

• The number of serious assaults on prisoners by prisoners 
should not exceed 11 per 1,000 prisoners: achieved (56 
serious assaults against a target maximum of 62). 

• By April 1994,52% of prisoners will have access to forms 
of night sanitation: achieved. 

• 80% of convicted prisoners should have the opportunity of 
at least 6.5 hours per working day of programmed activities: 
achieved. 

• On average 25% of unconvicted prisoner hours should be 
available for out of cell activities: achieved. 

• To keep costs within £26,170 per place available for use: 
achieved. The actual average cost was £26,006. 

• To reduce the average number of days lost per person per 
year through staff sickness to 16: not achieved. The 
average annual figure was 21 days. 

Statements of Clflien's Charter Standards for the public, for 
visitors and for prisoners were published in January 1994. 
Charter Standards for prisoners relate to custody, good order in 
prisons, care of prisoners and the provision of opportunities. 
Prisoners are also supplied with a Prisoner Information Pack 
which includes information on visiting arrangements and the 
revised requests and complaints procedures. Visitor Standards 
include being attended to promptly, named staff and the provision 

of written information on visiting arrangements. Significant 
progress has been made in implementing commitments in the 
Justice Charter for Scotland: family contact has been improved 
through the extension of access to payphones for remand 
prisoners; revised Prison Rules (which cover the regulation of 
Prisons, Remand Centres and Young Offenders’ Institutions in 
Scotland) have been laid before Parliament and are expected to 
be in force by November 1994; and the second major prison 
survey to seek prisoner and staff views has been carried out. 
Results from prisoners showed a high level of satisfaction with 
the atmosphere of the prison and relationships between prisoners 
and staff were judged to be positive. Concern amongst prisoners 
was raised over the quality of the medical facilities and standard 
of the service. The survey of staff w.)? also generally positive 
about Scottish Prisons, particularly concerning relationships 
with prisoners. These results will be used to inform a wider 
programme of change aimed at improving standards and the 
quality of service. 

The first phase of marketfesting of worksand minor maintenance, 
and the Central Store, realised savings of £0.4m on annual costs 
of £4.5m. The second phase, covering works and maintenance at 
a further 6 establishments and the SPS College, was tendered for 
in June 1994 and will realise savings of £0.87m on annual costs 
of £3.6m. 

The Agency's Annual Report, Framework Document and Corporate 
Plan are available from Mr D A Stewart, Director, Strategy and 
Corporate Affairs, Scottish Prison Service. 

m rARCErs 1994-95 
• no 'H' Category prisoner should escape 

•the number of escapes by 'B' Category prisoners should not 
exceed 2.5 per 1000 prisoners 

• the number of serious incidents should not exceed 11 

• the number of serious assaults on staff should be no higher 
than 5 per 1000 staff 

• the number of serious assaults on other prisoners should be 
no higher than 10 per 1000 prisoners 

• by April 1995, 60% of available prisoner places will have 
access to forms of night sanitation 

• that 80% of convicted prisoners should have the opportunity 
of at least/ hours per working day of programmed activities 

• on average, 25% of unconvicted prisoner hours should be 
available for out of cell activities 

• to keep costs within £26,624 per place available for use 

• to reduce the average number of days lost per person per 
year through staff sickness to 18 

House of Commons Parliamentary Papers Online. 
Copyright (c) 2007 ProQuest Information and Learning Company. All rights reserved. 



0SCOHISH RICORD OFFICE 
HM General Register House, Edinburgh EHl 3YY 

Tel: 0131 5566585 Fox: 0131 5569569 

Chief Executive; Patrick Cadeli 

The SCOTTISH RECORD OFFICE (SRO) became an Executive Agency 
of The Scottish Office in April 1993. In 1993-94 the Office 
employed 125 staff and cost £4m to run. It will continue to carry 
out its historic functions of selecting, preserving and making 
available the national archives of Scotland to the highest 
standards, promoting the growth and maintenance of proper 
archive provision throughout the country, and taking the lead in 
the development of archival practice in Scotland. These various 
tasks are further defined in the Agency’s 6 key aims: 

• to select public records regarded as worthy of permanent 
preservation, acquire other historical records of national 
importance or which otherwise merit preservation, divert, 
devolve or transfer records to other appropriate repositories, 
and make suitable arrangements for the disposal of other 
material: 

• to preserve to archival standards all records selected for 
permanent preservation; 

• to continue, in line with the Cltiien's Charter, to promote 
public access to the information in the records, and to provide 
it through direct consultation, through the use of copies and 
by producing categories, exhibitions and publications; 

• to provide advice and support to owners and custodians of 
records outwith the Agency, and to disseminate information 
on and facilitate access to such records; 

• to take the lead in the development of archival practices in 
Scotland: and 

• to support the mission of the Agency by ensuring the most 
effective and efficient management of its resources. 

The Keeper of the Records, who is also the Chief Executive, is 
answerable to the Secretary of State for Scotland for the efficient 
operationof the Agency and the achievement of itsobjectivesand 
to the Lord President of the Court of Session for the efficient 
management of the court and other legal records of Scotland. In 
addition, the Keeper isboundtoconsidertheviewsof the Scottish 
Records Advisory Council, a statutory body appointed by the 
Secretary of State. In purely professional matters, the Keeper 
also has a statutory power to take such steps as seem to him to 
be necessary. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• To reduce the unit cost of presenting and making available 
the records of Scotland by 8%: not adiieved. A cost of 
£74.38 was achieved against the target cost of £74.33. 
The difference between target and performance is due to 
a minor adjustment to charges after the start of the year. 

• To increase the number of catalogue pages available for 
public scrutiny on the electronic system from 24,600 in 
1992-93 to 30,740 in 1993-94: achieved. 7,653 pages were 
added, giving a total of 32,253. The measure has now been 
changed to reflect the computer based system in use, and 
for 1994-95 'pages’ are replaced by 'catalogue entries’. 

• To maintain the recently achieved standards of reader 
services: material produced for readers within 30 minutes 
or less in 90% of cases; 90% of photocopying for legal 
customers produced in 24 hours; 95% of correspondence 
dealt with in 10 days, while absorbing an expected 2% 
increase in demand: not achieved. Although the first two 
elements of the target were met, only 86% of 
correspondence was dealt with in 10 days. 

• To survey the electronic and paper-based information 
systems as a first step towards agreeing standards for the 
transfer of electronic records to the SRO: not achieved. 

The SRO’s efforts in 1994-95 will focus on the maintenance of an 
efficient service to the public through, inter alia, the continuing 
development of the on-line searching facility, through the 
implementation of improvements suggested by the users' survey, 
and through further developments in the use of information 
technology. Above all, however, the completion of the SRO’s new 
repository building, and the support for local archive services in 
Scotland through the provisions of the Local Government Bill, will 
be the major preoccupations of the year. 

In the course of the year, cleaning of SRO’s buildings (carried out 
by 11 part-time staff) v/as market tested and subsequently 
remained in-house. 

The Annual Accounts were laid before Parliament in July. The Keeper's 
Annual Report is available from the Agency. 

KCY TARGETS 1994^95 
• increase the number of catalogue entries available to the 

public in the electronic system from 89,588 to 119,188 

• maintain the standards of reader services: material produced 
for readers in 30 minutes or less in 90% of cases, 90% of 
photocopying for legal customers produced in 24 hours, 95% 
of correspondence dealt with in 10 days, while absorbing at 
least 2% increase in demand 

• to complete and occupy the new building in time and within 
budget 

• to monitor compliance with new guidelines on the selection 
procedures for Government records 
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SECURITY FACILITIES EXECUTIVE (SAFE) was launched as an 
Executive Agency of the Department of the Environment in 
October 1993. It currently employs over 1,110 staff, with running 
costs of £28.6m in 1993-94 and a turnover of £41.5m. 

SAFE’S aim is to be a first-choice supplier of quality security- 
related support services to central Government, the wider public 
sector and other approved customers through its 5 operational 
businesses: 

• the Custody Services (CS) which provides 24 hour or 
overnight guarding, keyholding, a reception service, short 
term and special event guarding as well as training and 
consultancy services; 

• the Government Car Service (GCS) which provides a range 
of secure driver and car services as well as a transport 
consultancy providing professional advice on vehicle 
security and maintenance; 

• the InterDespatch Service (IDS) which provides a secure 
collection and delivery service, including secure courier 
service within London, bulk distribution and allocated 
vehicles and drivers; 

• the Security Furniture Services (SFS) which supplies 
security furniture and equipment, including safes, 
cupboards, locking switch boxes, electronic containers, 
fire safes, locks and filing cabinets; and 

• the Special Services Group (SSG) which provides a unique 
combination of security services, products and systems, 
including an advisory service, research and equipment 
assessment, explosion protection, project management, 
installation, design, maintenance and procurement 
services. 

PERFORMANCE AGAINST KEYTARGETS IN 1993-94 

• Achieve an outturn on the Vote of a surplus of £1.8m: not 
achieved. An ortturn of £1.5m was achieved. The main 
reason for the shortfall was continuing problems with 
debtors. 

• Achieve a deficit of El.lm on Net Running Costs: achieved. 
All expenditure, in cash terms, was recovered by receipts 
except for El.lm of assessment and development work. 

• Achieve a 99% Cost Recovery in accruals terms: achieved. 
The target would normally be 100% but was less for 1993- 
94 because El.lm for Assessment and Development work 
was funded directly from the Vote and not recovered from 
customers. 

• Achieve a nil increase in unit costs in real terms: achieved. 
Reductions of 5.5% for non-industrial staff and 1.5% for 
industrial staff were achieved. The target is based on 
comparison of the fully overheaded cost of non-industrial 
and industrial staff year-on-year. 

• Achieve an average rating of "good" or higher from 
customer satisfaction surveys: achieved by all the SAFE 
businesses. 

SECURin FACILITIES EXECUTIVE 
St Christopher House, Southwork Street, London, SEl OTE 

Tel: 0171 921 4813 Fox: 0171 921 4012 

Chief Executive: John King 

• Achieve vehicle fuel efficiency consumption of an annual 
average of 24 miles per gallon (mpg) for the GCS and IDS 
vehicle fleets: achieved 24 mpg. This target applies to the 
car and van fleets operated by the GCS and IDS. 

In addition, the Agency’s sales target was exceeded by over Elm 
and the efficiency gains achieved resulted in estimated savings 
of nearly Elm. 

The Agency is committed to the principles of the Citizen's Charter 
and adopts its standards. Improving customer care is a key part 
of the Agency’s marketing strategy which was developed during 
the year. To this end, all operational businesses have begun work 
on gaining accreditation under BS 5750 for quality management 
systems and SAFE is well on the way to achieving this for the 
Agencyasawholeoverthenextl2months. Improved procedures 
for dealing with customer complaints have also been introduced. 

As part of its Citizen’s Charter commitments, the Agency market 
tested the accounts function for the GCS/IDS and a Service Level 
Agreement was awarded to the in-house team. A start was also 
made on a major market test of the Agency’s IDS mail distribution 
services. SAFE also faced the start of market testing of a number 
of its own services by customers. 

SAFE’S overall business strategy is to meet its sales targets by 
improving the quality and value for money offered and by refining 
its range of products and services. For 1994-95, the Agency will, 
in particular, respond to the Cabinet Office Review of Physical 
Security and complete the IDS market test as part of a wider mail 
and distribution procurement exercise. 

Copies of SAFE'S Annual Report & Accounts are available on request. 
The Agency's Corporate Business Plans, however, are not published 
since they contain commercially sensitive information. 

KEY TARGETS 1994-95 
Financial 

• achieve a Vote surplus of£l.86m 

• achieve a breakeven outturn on net running costs 

• achieve a 100% full cost recovery in accruals termSf including 
6% Return on Capital Employed 

• achieve a sales turnover of £42m 

Efficiency 

• achieve a reduction in weighted unit costs of 0.5% in real 
terms 

Customer Satisfaction 

• achieve an 80% rating of customer responses in the good or 
higher categories in customer satisfaction surveys 

Environmental 

• achieve an annual average of 24.5 mpg for the GCS/IDS fleet 
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SERVICE CHILDREN'S SCHOOLS (NORTH WEST EUROPE) 
HQBAOR,BFP0140 
Tel: 010492161 4723296 Fax: 010492161 4723487 
Chief Executive: Ian Mitchelson 

¥ 

ThelaunchofSERVICECHILDREN'SSCHOOLS(NORTHWESTEUROPE) 
(SCS(NWE)) in Aprii 1991 saw the creation of both the first 
Agency in education and the first of any sort outside the UK. 
Tasked by the Ministry of Defence (MoD) with providing schooling 
for the dependent children residing with MoD personnel in North 
West Europe, it employed, in April 1994,2,000 full time equivalent 
staff in 65 schools and for 1993-94 had a net cash budget of £45m 
and a total cost budget of approximately £69.6m. 

The Agency is implementing the changes in children’s education 
brought about by the Education Reform Act 1988. At the same 
time, the community which the Agency serves is undergoing 
profound change, as a result of the Options for Change exercise. 
Like the British Armed Forces, the Agency aims to emerge 
following the "drawdown" from Germany, a smaller but fitter 
organisation. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• To continue the implementation, »o far as is feasible in the 
British Forces Germany (BFG) situation, of the Education 
ReformActtothestatutorytimetablelaiddownforEngland 
and Wales by:- 
• introducing the National Curriculum to SCS(NWE) by 

subject and key stage; 

• introducingpupilassessmentbysubjectand key stage; 
and 

• implementing teacher appraisal: or/i/evoc/ in each case. 

• To continue to implement the SCS(NWE) "Schools For The 
Future" Development Plan in line with BFG drawdown: 
adiieved. In line with drawdown, 14 schools closed in 
1993-94 and 20 reduced in size; a further reduction of 15 
schools is planned for 1994-95 and 8 in 1995-96. Plans for 
the reduction of support services have been devised and 
published in the consultation document "Supporting Our 
Future Schools". A programme has been completed 
instituting Child Protection measures in all schools. 
Provision of service for pre-school children with special 
needs has been improved. Guidance has been issued on 
the admission of fee paying non-entitled pupils and a 
programme of fee paying adult learning in schools 
introduced v/here capacity exists. 

• To produce Management and School Development Plans 
reflecting the introduction of Local Management of Schools 
into SCS(NWE) to enable "taut" full cost financial 
management planning within an agreed budget and to 
achieve annual efficiency savings of at least 3%: achieved. 
Initial phase of the scheme for the Local Management of 
Schools has been introduced including a system of budgets 
at schools. 

• To maintain the overall pass rate at GCSE (Grades A-G) 
and to improve the proportion of students gaining 'A’ Level 

grades A-E by 2%, and to achieve 80% pass rate in BTEC 
First Diploma courses, whilst extending the range of 
vocational courses available to post-16 students as 
alternatives to 'A’ Level courses, to attract a larger 
proportion of 16-19 and mature students: achieved. The 
summer 1993 results exceeded the targets set. The target 
for BTEC First Diploma Courses has been met and the 
range of vocational post-16 students extended. 

• Ensure that all teachers meet at least tv/o of the 4 
qualification-match criteria for their post with at least 
95% meeting 3 criteria and at least 90% meeting all 4 
criteria which are: 

• a recognised professional qualification; 

• relevant specialist subject to phase qualifications; 

• broad and relevant previous teaching experience; and 

• relevant post-entry in-service training: achieved. 

• To continue to implement the Parent’s Charter 
requirements for: 

• an annual progress report to parents; 

• a transfer report on change of school; 

• keeping parents informed of relevant education 
developments; 

• Standard Attainment Tests (SATS) and external 
examination results reported to parents annually; and 

• introduction of parental choice of schools in SCS(NWE): 
achievvd in each case. 

• To submit an application for a Charter Mark by 30 June 
1993: achieved. Although the application was commended, 
the Agency’s bid'was not successful. A further application 
will be submitted in 1995. 

• To develop the role of School Advisory Committees including 
training members in order to match their function with 
governing bodies in the UK: achieved. A training pack has 
been prepared for a programme of training and 
development which has now begun. 

The Agency’s Annual Report and Accounts for 1993-94 contains 
a Certificate and Report from the Comptroller and Auditor General 
following the issue to the Agency in June of an Accounts Direction 
by HM Treasury - the first such issue to a Defence Agency. 

The Agency's Annual Report and Accounts and Corporate, 
Management and Development Plans can be obtained direct from the 
Agency. 

96 
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KCY TARGETS 1994^95 
• for the 42 schools in SCS(NW£j, to extend the scope of the 

local Management of Schools paralleling^ as far as possible, 
the initiative in the UK, to include staff costs for locally 
entered civilians, certain staff costs for UK Based Civilians, 
building maintenance and utilities 

• by 31 December 1994 to launch, and completo, an initial 
programme of training for Headteachers, parents and others 
serving on School Advisory Committees so as to develop 
their advisory role in local School Management 

• to improve eHiciency so as to reduce net expenditure for 
1994-95 by 2.5% 

• to maintain the overall pass rate in GC5E and A level grades 
AtoE and achieve a 2% increase in the percentage of pupils 
gaining grades AtoCin 5 subjects and achieve and80% pass 
rate in BJEC (First Diploma) courses 

• during the period of the Plan to ensure that 95% of all 
teachers meet all the qualifications criteria for their post 

• by 31 March 1995, to develop and implement methods for 
the regular gauging of customer satisfaction with SCS(NWE) 
Schools 

• complete the planned school closure and reorganisation 
programme in line with the drawdown of British Forces in 
Germany 

• continue to implement the Education Reform Act in accordance 
with the timetable laid down in the Act and subsequent 
regulations 
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soQuvKmri ksma {nommm IKUIID) 
Castle Buildings, Stormont, Belfost BT4 3SJ 
Tel: 0232 520520 Fox: 0232 523337 
Chief Executive: Alec Wylie 

SOCIAL 
SECURITY 
AGENCY 

TheS0CIALSECUMTYA6EHa(N0RTHERNIRElAND)w3Siaunched 
in July 1991, as an Executive Agency of the Department of Health 
and Social Services, to administer social security benefits and 
collect National Insurance contributions in Northern Ireland. 
With around 5,500 staff, including temporary staff, it is the 
largest Agency In Northern Ireland. It is responsible for making 
payments (In 1994-95) to over Im people, involving expenditure 
of the order of £2.60bn. Its gross administration budget for1994- 
95 is £130m, of which £126.5m constitutes running costs. 

Target Achieved 

98 

• Social Fund 

Crisis Loans on the day the need arises* 
Community Care Grants 65% in 7 days 

95% in 20 days 

• Income Support 

Claims 71% in 5 days 
90% in B days 

Accuracy 92% 

• Sickness/Invalidity Benefit 

Claims 

Accuracy 

• Child Benefit 

Claims 

• Family Credit 

Claims 

65% in 10 days 
95% in 30 days 
97% 

73% in 10 days 
95% in 30 days 

60% in B days 

95% in 42 days 
92% Accuracy 

• Disability Living Allowance 

Claims 65% in 30 days 

85% in 55 days 
Accuracy 96% 

• Retirement Pension 

Claims 65% In 20 days 

95% in 60 days 
99% Accuracy 

• Unemployment Benefit 

Claims 7.5 days “ 

• Customer satisfaction 

% satisfied customers 90 * 

953% in 1 day 

66.1% in 7 days 
94.7?e in 20 days 

68.4% in 5 days 

893% in B days 
98.1%^ 

62.8% in 10 days 

89.8% in 30 days 
99.0% 

73.2% in 10 days 
95.4% in 30 days 

49.6% in B days 

92.5% in 42 days 
95.5% 

62.5% in 30 days 
82.0% in 55 days 
98.7% 

69.2% in 20 days 
95.8% in 60 days 
99.1% 

6.5 days^ 

* Unless otherwise stated, the figures show clearance times in 
working days. 'Clearance time' Is the time taken to process a 
benefit claim and is in all cases measured from the date of 
receipt of a claim or application in the office to the date on 

which the claimorapplicationisdecided.The measure, therefore, 
excludes the time taken to issue notification of the decision and 
any payment. 

^ Monitored against'95% in 1 day'. 

’ Recent validation exercises have indicated that the actual 
performance may, because of some procedural weaknesses in 
recording data, be somewhat lower than reported. The matter 

isbemg investigated andanumberofmeasureswill be introduced 
to strengthen the procedure. 

* Average clearance time. 

The customer satisfaction target covers a 2 year period and will 
be measured by an independent surv'ey in 1994-95. 

12 of the 21 service targets were met Most of those not met 
were missed by only a relatively small margin. On Community 
Care Grants, Sickness/Invalidity Benefit and Family Credit, 
performance was affected by the work involved in introducing 
new computer systems which will improve service delivery in the 
longer term. 

PERFORMANa AGAINST KEY BUDGET AND EFFICIENa 
TARGETS 1993-94 

Target Achieved 

• Social Fund 

Live within gross allocation 
for loans and grants £28.50m £28.43m 

Loan recovery £16.10m £15.69m * 

• Fraud 

Gross annual benefit savings £10.80m £11.57m 

• Income Support 

Recovery of overpayments £1.20m £L48m 

• Centralised Benefits ^ 

Recovery of overpayments £0.18m £0.40m 

• Contributions 

Increase number of surveys to 

Increase Class I identified 6,000 fincluding 6,184 (including 

from survey (arrears and 1,400 employer 1,5B employer 
in -year savings) educational visits) educational visits) 

£038m £1.00m 

• Finance 

Live within a running cost 
budget of £115.7ms £U4.9m 

‘ The figure for 1993-94 is provisional, and should be treated with 
caution because of procedural and systems difficulties and the 
introduction of a new Social Fund computer system. 

^ 'Centralised Benefits' comprises Attendance Allowance, Child 
Benefit, Disability Living Allowance, Disability Working 
Allowance, Family Credit, Industrial Injuries Benefits, Invalid 
Care Allowance, Invalidity Benefit, Maternity Allowance, 
Retirement Pension, Severe Disablement Allowance, Sickness 
Benefit and Widows' Benefits. 

® Revised target following in-year adjustments. Previous target 

was £113.6m. 

The Agency also achieved its target of a 2.7% (£2.8m) running 
cost cash efficiency saving for the year. In all, 8 out of 9 budget 
and efficiency targets were met. 

To deliver its objectives, the Agency has set 4 Key Principles. The 
first is good quolifyservices, where the Agency aims to identify and 
respond to the needs of customers and improve the speed and 
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accuracy of benefit payments, as welt as the quality of advice and 

information. 

The Agency has undertaken a major programme to promote a 

commitment to quality by all its staff in everything they do and a 

comprehensivecustomerserviceprogrammeaimedatidentifying 

and analysing customer needs and establishing how those needs 

can best be met. Two independent customer satisfaction surveys 

have been carried out and in support of the standards of service 

established by the NortiMni ireload CHIMII'S ONMIW, the Agency 

operates under its own Customer Charter, which shows the level 

and quality of service its customers have a right to expect and the 

complaints procedures available to them if things go wrong. 

Efficient services is the second key principle. The Agency aims to 

ensure that cash budgets are not exceeded and that efficiency 

savings targets are achieved. Managers have clearly defined 

targets and are accountable for the use of resources. One of the 

main ways in which the Agency has achieved a more cost- 

effective service has been through its programme for the 

computerisation of benefits. To date, 9 of the main benefits have 

been computerised and the programme has delivered efficiency 

gains worth over BOm in the Agency’s firsts years of operation. 

In response to the downward pressure created by public 

expenditure constraints, the Agency has conducted a r^ iew of 

its efficiency measures and developed a new efficiency strategy, 

including the appointment of an 'efficiency driver* to lead the 

development of specific efficiency programmes. To ensure that 

it delivers its services competitively, the Agency has carried out, 

with assistance from consultants, a mailnt iesKiig strategy 

study, with the aim of establishing which areas of its business 

would be suitable for market testing. The Agency has drawn up 

an implementation plan to market test certain areas of its work 

in 1994-95 and to prepare for future years. The candidates in the 

Agency’s 1994-95 market testing programme are messenger 

services, typing services, postal and registry services and debt 

recovery services. 

The third key principle is proficient and valued staff. The Agency 

is implementing a human resource strategy designed to improve 

opportunities for staff development, appropriate training at all 

levels and better communications. In a partnership arrangement 

with the University of Ulster, the Agency has undertaken the 

development and delivery of major management training 

programmes which are the first of their kind in Northern Ireland. 

It has also designed and introduced a Clerical Development 

Programme to provide its clerical staff with the operational skills 

they need to do their jobs and to help them realise their full 

potential, for the benefit both of themselves and their customers. 

In April 1994, the Agency assumed responsibility for its own pay 

andgradi ly arrangements. Thiswillallowittodevelopstructures 

which are better suited to the Agency’s particular needs. 

Finally, under its fourth key principle of delegated personal 
responsibility, the Agency’s aim is to encourage individual initiative 

through devolving responsibilities and accountability to managers 

for budgets, personnel and other functions. Staff are encouraged 

to develop local ways of improving customer service. 

Copies of the Agency's Annual Report and Accounts for 1993-94 and 

Business Plan for 1994-95 con be obtained by writing to Agency 

Planning Unit, Room B5.9, Cosf/e Buildings, Stormont, Belfast BT4 

3SJ. 

m rum 1994-95 
• th&fSodallmd crisis toms oa the 

• d$artS%efSosk/fmdammimitym§trmtsm/daysmd 

95%m20dafs 

• k§§f whhm£29JmM§ttforSorialFimd fair nrffruh 
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• chaf7t%oflKom$Swfportdmmsm5daysmM/90%m 13 

WflV «IMSr TZ7f KCiflCy 
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• daar60%oifaaulyOaitdmattm13iaysaai95%m4Z 
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985%acamcy 
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M§aacy as stBisfaclory or batter 

*£If Jm saved hroa§bdataetion of haed 

• £L4ai recovary of laroaia Sofport ompaymeats 

• £0.4m recovery of Coatralisod Benefits overpayments 

• carry oat 5,100 Contrihations sarveys (incladiag 1/t20 

em^oyer edacatioaat visitsy 

• identify £Llm Qass / Contribothns arrears as a resaft of 
comidiance work 

• keep wHbia £126 Jm ranninp costs badget ’* 

• Ibistarpethhwertbanin I993»94becaasetbeContribatkms 

Unit's prodactivityin the year will be significantly affected 

by the early retirement at the end of Blercb 1994of 20% of 

its inspectors and the fact that it will lake 26 weeks to felly 
train their replacements, 

’* The Agency will need to achieve efficiency savinp of the 

order of£3m to enabh it to cover Hie unfunded costs of 

inflation and pay increases 
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SOCIAL SECURin BENEFITS AGENa 
' Quarry House, Quorry Hill, Leeds LS2 7UA 

Tel: 0532 324000 Fax: 0532 324476 
Chief Executive: Michael Bichard 

benefits 

agency 

The SOCIAL SECURITY BENEFITS AGENCY was established in April 
1991 and is the largest of the Next Steps Agencies, employing 
some 65,000 staff, most of whom are based in a nationwide 
network of 159 Districts and 4 Benefit Directorates at Fylde and 
Newcastle. The main business of the Agency is to process 
enquiries, claims, payments and changes of circumstances in 
relation to its benefits responsibilities. In addition, the Agency 
has extensive dealings with statutory and voluntary bodies, local 
authorities and other Government Departments. In 1993-94 
benefits amounting to £67bn were delivered and the Agency cost 
£2bn to run. 

For 1993-94 the Secretary of State for Social Security set 26 
financial and service delivery targets and at the end of the year 
19 were either met or exceeded. Of the 7 targets not met, 4 of the 
service delivery targets fell short by less than 1%. Performance 
against the targets for Incapacity Benefits and Child Benefit was 
affected by the introduction of a new computer system and direct 
dialling for customers respectively which will, in the long term, 
greatly improve the service provided to customers. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

Target 

Social Fund 
Crisis loans cleai nice on the day 

the need arises' 
Community Care 
grants clearance 65% in 7 days 

95% in 20 days 
Recovery of Social 
Fund loans 
Live vrithin gross allocation 
for loans and grants 
Income Support 
Claims clearance 

Accuracy 
Sickness and Invalidity Benefit 
Claims clearance 

Accuracy 
Child Benefit 
Claims clearance 

£219m 

£345m 

71% in 5 days 
90% in 13 days 
92% of cases 

65% in 10 days 
95% in 30 days 
96.5% of cases 

67% in 10 days 
95% in 30 days 

Family Credit 
Claims clearance 

Accuracy 
Disability Living Allowance 
Claims clearance 

Accuracy 
Disability Working Allov/ance 
Claims clearance 
Accuracy 
Customer Satisfaction.% of customers 
that regard the service 
as satisfactory or better 
Fraud, gross annual benefit savings 

60% in 13 days 
95% in 42 days 
92% of cases 

65% in 30 days 
85% in 55 days 
96% of cases 

65% in 5 days 
95% of cases 

85% 
£557m 

Achieved 

96.3% 

81.1% 
96.9% 

£210.02m 

£343.8m 

73.5% 
89.5% 
90.7% 

72.5% 
94.3% 
96.3% 

75.6% 
94.9% 

64.9% 
96.3% 
92.2% 

81.2% 
95.4% 
97.3% 

75.8% 
98.3% 

84% 
£593.6m 

100 

Overpayments recovery, gross cash 
To manage the Agency’s resources 
so as to deliver its business plan 
within the total budget of 
To achieve new efficiency savings 
worth at least' 

£54m £79.6m 

£2,195.2m £2,147.8m 

£44.6m £67.94m 
' Target considered met if 95 of claims are cleared within one day. 
* The budget of £2,195m is net of these savings. 

During the year the Agency began a comprehensive exercise to 
examine the recording and measurement of Income Support 
accuracy in order to resolve the problems in this area. By 
concentrating resources on this exercise performance on the 
secondary clearance target was affected. Again, this activity will 
improve the service provided to customers in the long term. 

Bearing down on fraud and abuse is one of the Secretary of 
State’s top priorities and the Agency has an increasingly active 
programme of fraud prevention. A new Security Branch was 
formed in October 1993 to develop and co-ordinate a long term 
strategy based on the prevention, detection and deterrence of 
fraud. In 1993-94, the Agency detected and prevented fraud 
valued at over £650m. 

The Agency also has a series of internal targets which are set by 
the Chief Executive in agreement with Ministers. These targets 
cover a range of other key aspects of the Agency’s business to 
provide, in conjunction with the Secretary of State’s targets, a 
clear overall picture of Agency performance. At the end of the 
year 52 of the 54 targets had been met or exceeded. 

In addition to these performance targets the Secretary of State 
set the Agency 5 Milestone targets. These were designed to 
further improve the efficiency, and enhance the level of customer 
service provided by, the Agency. Of these targets only one, "to 
ensure that the Benefits Agency derives maximum benefit in 
quality and cost from the first phase of its agreed market testing 
programme due for completion on 30 September 1993" was not 
achieved within the set timescale. 

Since its inception the Agency’s aim, in line with the principles of 
the Citlien's Charter and its own Customer and Staff Charters, 
has been: 

• prompt, accurate advice and payment by 
• expert and committed staff 
• satisfying customers needs in 
• a friendly and accessible environment, providing 
• genuine value for money. 

To help achieve this and to assist staff to focus on where the 
Agencyisgoing, the Agency has identified4Core Values paramount 
to its business: 

• Customer Service 
• Caring for Staff 
• Bias for Action 
• Value for Money. 
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During the year the Agency consolidated its position and has 
emerged a more efficient, flexible and a much more customer 
focused organisation. This was reflected in the variety of awards 
won by the Agency during the year. Citizen's Charter successes 
continued with 5 more business units including the Child Benefit 
Centre and the Benefits Agency Enquiry Line, being awarded 
Charter Marks in October 1994; with the 7 awards in 1993 and 
two in 1992, this means the Agency has now been awarded more 
Charter Marks than any other organisation. The Agency also 
issued a revised BA Customer Charter in December 1993 which 
sets out new and improved standards of service customers can 
now expect. 

In addition, the Agency developed and launched its own Quality 
Award scheme which is organised around the Core Values and 
provides business units with a means of measuring improvements 
which will make the service provided more customer focused. 
The Awards are validated by independent assessors from both 
the public and private sectors and 3 Districts and 3 business units 
reached the required standard by March 1994. The Investors in 
People Award sets a national quality standard for staff 
development schemes. Three Districts achieved the standard by 
the end of March 1994. Finally, BA Training became the first 
Government Agency or Department to win the National Training 
Award. This was for a fraud detection training package prepared 
for one representative from each of 483 Local Authorities and 
fraud awareness training for all housing benefit staff. 

The Agency officially launched the development of a one-stop 
service delivery programme, one of its major Citizen’s Charter 
commitments, which will unfold over the coming years. This will 
make the service provided even more customer focused. The 
Agency introduced the Social Fund Computer System and the 
Incapacity Benefit Computer System which will both play an 
important role in supporting the one-stop service. 

There continue to be areas where the Agency can improve its 
performance. In particular, the accuracy of Income Support 
payments has been subject to close scrutiny by the Agency as 
well as by the National Audit Office. During the year, the Agency 
introduced the Social Fund Computer System, the Incapacity 
Benefit Computer System and the Integrated Benefit Information 
System all of which will play an important role in supporting the 
one-stop service. 

The Agency has corporate responsibility for the Department’s 
market testing programme and during the year a great deal of 
work was carried out to resolve a number of complex and 
comprehensive contracting and personnel policy issues before 
the programme could proceed as originally planned. Because of 
this the market testing milestone was not completed to the 
timetable but with these issues now successfully resolved the 
programme will continue on schedule. By the end of September 
1994, £180m of DSS business had been successfully market 
tested, including Accommodation and Office Services, Training 
and Audit in Benefits Agency. Of the 73 tender exercises carried 
out, 57 were won by in-house teams, 11 by external contractors 
and 5 were contested by external contractors only. The Agency 
is now developing training to enable budget holders to successfully 
manage the market tested services. The Agency, working with 

Post Office Counters Ltd, has produced proposals for a system to 
automate the payment of benefit through Post Offices, and this is 
being taken forward under the Government’s Private Finance 
Initiative. 

During 1994, in line with a commitment contained in the Agency’s 
original Framework Document, the DSS began a fundamental 
review of the Benefits Agency. The review will be in 3 stages: an 
evaluation of the performance of the Agency since 1991; a prior 
options study which will determine the basis of the Agency for 5 
years from April 1995; and the publication of a revised Framework 
Document. The review will include wide public consultation with 
private and public sector bodies and charities and voluntary 
organisations with an interest in the work of the Agency. 

The BA Annual Report for 1993-94 is available from HMSO. The BA 
Business Plan for 1994-95 is available from BA Planning Unit at the 
above address. 

m TARCm 1994-95 

• to dear Sodal Fund Crisis loans on the day the need arises 
(target considered met if 95% of daims are deared within 
one day) 

• to dear 71% of income Support daims within 5 days and 
90% within in 13 days 

• to clear 65% of Sickness and Invalidity Benefit claims within 
10 days and 95% within 30 days 

• to clear 67% of Child Benefit claims within 10 days and 95% 
in 30 days 

• to clear 60% of Family Credit claims within 13 days and 95% 
in 42 days 

• to dear 68% of Disability Living Allowance claims within 30 
days and 85% in 53 days 

• to pay the correct amount of Income Support in 92% of cases 

• to pay the correct amount of Incapacity Benefits in 96.5% of 
cases 

• to pay the correct amount of Family Credit in 93% of cases 

• to pay the correct amount of Disability Living Allowance in 
96% of cases 

• 85% of customers to regard the service they receive from the 
Agency as satisfactory or better 

• £221 m of Social Fund loans to be recovered 

• £654m to be saved through the prevention and detection of 
fraud 

• £75m of benefit overpayments to be recovered 

• to manage the Agency's resources and deliver its business 
plan within the gross budget allocation 

• to achieve new efficiency savings worth at least £55m. The 
total budget is net of these savings 

• to keep the net cash limited provision for the discretionary 
Social Fund approved by Parliament 
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SOCIAL SECURITY CHILD SUPPORT AGENCY 
Millbank Tower, 21 -24 Millbank, London SW1P 4QU 
Tel: 0171 2174486 Fox:0171 2174485 
Chief Executive: Ann Chant 

support agency 
an executive agency the Department of SoUal Secirty 

The SOCIALSECURITYCHILDSUPPORTAGENCY(CSA) was launched 
in April 1993 as an Executive Agency of the Department of Social 
Security (DSS). Its purpose is to deliver, on behalf of children, a 
consistent, eft.'Ctive and efficient service for the assessment, 
collection and payment of child maintenance so as to ensure that 
parents maintain their children whenever they can afford to do 
so. It employs 5,000 staff located in 6 Centres and in local offices 
throughout the country. The running costs for 1994-95 are 
expected to be £185m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

The Secretary of State for Social Security, recognising the 
difficulties in setting targets for a new organisation, set a 
limited range of high level targets for 1993-94. 

• 60% of people with the care of children making eligible 
applications to have maintenance arranged: not achieved. 
The Agency arranged maintenance for 31.5% of eligible 
applications received. There were a number of reasons 
why this target v/as not met. Among the most important 
was that the target proved to be based on optimistic 
assumptions which underestimated factors such as the 
time clients take to complete and return forms and the 
amount of confirmatory work staff need to undertake to 
verify applications for maintenance. 

• Annual benefit savings of £530m:nofocA/eve(/. Reported 
benefit savings amounted to £418m. Similar factors to 
those which affected performance against the target 
above also influenced the amount of benefit savings 
achieved. In addition, it is clear that many absent parents 
have yet to comply in full with the new assessments. 

• To manage the Agency’s resources so as to deliver its 
Business Plan within a total budget of £117m: achieved. 
Expenditure figures show that the Agency was successful 
in living within its budget. Gross expenditure was £109m 
and an additional £3m was transferred toITSA for provision 
of goods and services. 

• 65% of clients to regard the service as satisfactory, as 
measured by an independent national survey: not achieved. 
The overall composite score for satisfaction with service 
in the 1993 Client Satisfaction Survey was 61%. This score 
is, in the context of the controversy and publicity 
surrounding the Agency in its first year, encouraging 
evidence that staff have a high commitment to customer 
service both for parents with care and absent parents. 

During its first year, the Agency took on over 858,000 child 
maintenance cases, and issued assessments for over 205,500 
cases and cleared a further 131,000. The Agency was also 
successful in tracing over 28,000 absent parents in cases where 
the parent v/ith care did not know their whereabouts and where 
other attempts to locate them had failed. Two Child Support 
Agency Centres were opened ahead of schedule and more than 

2,000 new staff were recruited and trained in the new procedures. 
In terms of service delivery, however, the Agency did not come 
up to the high standards of service which it had been set or which 
its clients have a right to expect. In particular, cases took longer 
to process than had originally been forecast and consequently 
payment of maintenance was not as higfi as had been expected. 

The Agency has a number of service standards in line with the 
Clfiien's Charter, which are set out in the Child Support Agency 
Charter. The Charter covers areas such as: the speed with which 
letters and complaints are dealt with; the time taken to answer 
telephone calls, providing help via the National Enquiry Line or 
local DSS offices: providing leaflets in ethnic minority languages; 
and ensuring that appointments at local offices are kept to within 
20 minutes of the time arranged. Overall the service did not reach 
the required standard in important areas relating to answering 
telephone enquiries and responding to written letters and 
complaints. This was in part due to the very high volume of 
enquiries received by the Agency. 

In order to improve performance and service to clients the 
Agency has initiated a programme of management actions 
designed to improve management control and flexibility, increase 
productivity and quality and make the best use of existing staff 
and additional resources. The Agency is also constantly reviewing 
its operational policy and procedures and is controlling the 
workload in order to reduce the backlog of cases. These actions 
will enable it to process more claims, with more accuracy and 
ensure an increase in the amount of maintenance collected. 

The Agency has completed a major initial programme of market 
testing and has contracted out most of its support services, 
including messengerial and typing services. It will continue to 
review all areas of operation to ensure that the feasibility of 
market testing is considered. 

Copies of the Agency's combined Annual Report for 1993-94 and 
Business Plan for 1994-95, entitled “The First Two Years" can be 
obtained from the Agency or any local DSS office. 

KSY TARGETS 1994-95 
• 50% of people with care of children making eligible 

applications to the CSA to have maintenance arranged 

• a score of 65% on an index of client satisfaction with the 
Agenqf's service, as determined by an independent national 
survey 

• annual benefit savings of£460m 

• to manage the Agenc/s resources so as to deliver its 
Business Plan within a total budget of £185m 

• by the end of March 1995, no more than 40% of outstanding 
maintenance applications to be over 13 weeks old, no more 
than 15% over 26 weeks old and no more than 1% over 52 
weeks old 
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SOCIAL SiCURITY CONTRIBUTIONS AGiNCY 
Longbenton, Newcostle Upon Tyne NE981YX 

Tel: 0191 2257665 Fox: 0191 225 4198 
Acting Chief Executive: George Bertrom 

The SOCIAL SECURITY CONTRIBUTIONS AGENa was launched in 
April 1991 as an Executive Agency of the Department of Social 
Security, It is responsible for operating the National Insurance 
Scheme, which after income taxes and VAT, is the largest source 
of Government revenue. During 1992-93 - the last year for which 
verified figures are available - £38.12bn was paid into the 
National Insurance Fund. 

The Agency’s main aims are to: 
• ensure compliance with the law relating to National 

Insurance contributions; 

• maintain over 60m individual contributors’ National 
Insurance records; 

• provide an information and advisory service to the 
business community and members of the public; 

• provide National Insurance contributions information 
to benefit paying agencies; and 

• administer the contracting out and personal pension 
arrangements. 

The Agency has about 9,880 staff, of whom over half are based 
at Newcastle upon Tyne, the remainder are based in local offices 
around the country dealing with issues requiring public contact 
such as visits to employers. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Complete work programme within budget of £226.53m': 
achieved. Completed with underspend of 7.09%. 

• Achieve efficiency savings of £2.6m: achieved £3.8m, 
45.59% above target. 

• Increase collection of contributions arrears (excluding 
Central Payments Section) by £10m over 1992-93 outturn: 
achieved £272,07m, 2.22% above target. 

• Increase Class 1 identified from survey (arrears and in- 
year savings) by £15m over 1992-93 outturn: achieved 
£128.75m, 23.8% above target. 

• Increase the number of surveys to 123,000 including 
24,600 employer educational visits: achieved 131,634 
(29,785), 7,02% (24.10%) above target. 

• Actively identify 103,000 persons with Class 2 liability: 
achieved 124,853,21.22% above target. 

• Process 98% of available employers’ end of year returns 
by 31 December: achieved 99.33%, 1,33% above target. 

• Correct 87% of rejects from employers’ end of year 
returns by 31 March: achieved 93.30%, 6.30% above 
target. 

• Clear 99% of benefit enquiries handled clerically in 2 
working days to 98% accuracy: achieved99.85% to99.49% 
accuracy, 0.85% and 1.49% above target. 

• Despatch either a full reply, or an informative response, to 
95% of all customers enquiries within 10 working days of 
receipt: not achieved. Actual was 84.7%, 10.84% below 
target. Following recommendations from the Agency’s 
own Review of Targets, an audit was carried out which 
indicated there was an element of incorrect counting. 
Steps have since been taken to remedy the position and 
monitor the target closely throughout the current year. 

• Complete action to register acceptable Personal Pension 
cases and process straight forward Termination Notices 
for 93% of all cases within 28 working days of receipt: 
achieved 99.89%, 6.89% above target. 

• Provide a level of public service considered to be 
satisfactory by at least 80% of customers surveyed: 
achieved 80%. 

1 Budget amended from 225.119m to f22d.53m In year. 

Highlights of 1993-94 included the following: 
• in line with its commitment to the Citizen's Charter the 

Agency has revised its Employers’ Charter to incorporate 
"A Code For Enforcement Agencies", giving details of 
new and improved standards of service and individual 
contacts; 

• in the face of considerable competition from the private 
sector, the Agency’s in-house teams were successful in 
securing the Service Level Agreements for 3 out of 4 
market tests carried out. These were Microfilm and Retrieval 
Services, Data Entry Group and Archival Storage; 

• to ensure that all customers receive the best possible 
advice and support, the network of Customer Service 
Managers was extended to cover all 33 of the Agency’s 
field divisions; 

• the Freephone Social Security Advice Line For Employers 
(SSALE) continues to receive in excess of 240,000 calls per 
annum; 

• educational visits were made to more than 29,700 
employers to help them with any problems they have 
operating the NI scheme and thus helping to reduce the 
burdens on business; 

• a help desk set up at the beginning of the year to provide 
assistance to Contracted-Out employers received nearly 
25,000 calls; 

• the Agency’s customer satisfaction target was increased 
to 80% and was confirmed as being achieved following a 
survey by the British Market Research Bureau; 

• in recognition of the work done in the field of equal 
opportunities for women the Agency received an award 
from Opportunity 2000; 

• the first phase of the NIRS2 project which concentrated on 
the recording of personal details and contributions was 
completed in November 1993; 

House of Commons Parliamentary Papers Online. 
Copyright (c) 2007 ProQuest Information and Learning Company. All rights reserved. 



• the Quarterly Billing System, introduced in April 1993, 
collected £113m in its first year of operation; 

• special recruitment teams v/ere set up to encourage 
employers to submit End Of Year Returns via magnetic 
media resulting in an expected additional gross 800,000 
contributions items being received via magnetic media 
during the 1993-94 tax year; 

• procedures were put in place to levy interest charges on 
late payment of NICs made by employers for 1993-94; 

• the Agency commenced roll-out of the Employers Index 
which when fully operational will provide increasing 
efficiencies and effectiveness by helping to identify 
employers in need of assistance and more accurate 
targeting of the visits programme; and 

• the Annual Contributions Conference was again well 
received, providing a useful forum for dialogue with 
employers and their representatives. 

The first review of the Agency was completed in 1994. Its main 
conclusions were that the Agency had been a significant success, 
having: displayed year on year improvements in performance; 
undertaken a significant and ongoing change programme; and 
introduced operational, efficiency and customer service 
improvements. 

A significant issue which emerged from the Agency’s prior 
options exercise was that the overlap between Contributions 
Agency andInlandRevenue was not significant enough towarrant 
a merger. However, the Agency Chief Executive was charged 
with undertaking a further piece of work in conjunction with the 
Inland Revenue and business to pursue any possible future 
deregulatory improvements. 

The first evaluation report on the work of the Agency v'ill be 
published before the 1994 Christmas recess. The report illustrates 
the success of the Agency. 

Copies of the Agency's Business Plans and Annual Report and 
Accounts may be obfoined on request from: Contributions Agency, 
Communicofions Section, Room 8/8, Longbenton, Newcastle upon 
Tyne, NE98 lYX. 

KEY TARGETS 1994-95 
• to manage the Agen(/s resources so as to deliver its 

business plan within a total budget of £261 m 

• achieve efficiency savings of£4m 

• collection of contribution arrears (excluding Central Payments 
Section) of£206m 

• identification of £l3lm Class I arrears as a result of 
compliance work 

• increase the number of surveys to 134,000 including 27^000 
employer educational visits 

• actively identify 80,000 persons with Class 2 liability of 
whom 28,000 will have an immediate requirement to pay 
contributions 

• process 98% of available employers end of year returns by 
31 December 1994 

• correct 91 % of rejects from employers end of year returns by 
31 March 1995 

• clear 99% of benefit enquiries handled clerically in 2 working 
days to 98% accuracy 

• despatch either a full reply, or an informative response, to 
95% of all customer enquiries within 10 working days of 
receipt 

• complete action to register acceptable Personal Pension 
cases and process straight-forward Termination Notices for 
94% of all cases within 24 working days of receipt 

• provide a level of public service considered to be satisfactory 
by at least 80% of customers surveyed 
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SOCIAL SiCURITY INFORMATION nCHNOLOGY SERVICIS AGENa 
4th Floor, Verulom Point, Stotion Woy, St Albans, Herts, All SHE 

Tel: 0727815839 Fax; 0727 833740 
Chief Executive: Ian Magee 

The SOCIAL SECURITY INFORMATION TECHNOLOGY SERVICES 
AGENCY (ITSA) was established as an Executive Agency of the 
Department of Social Security (DSS) in Aprii 1990. The Agency 
fuifils 3 principal roles: 

• Departmental IT Regulator - setting and maintaining policies 
and standards on how IT can be procured and operated; and 
helping to safeguard the cost-effective use of IT by ensuring 
that sound standards are applied to the increasingly complex 
technical infrastructure and architecture of the DSS and that 
different systems are able to communicate with each other 
without compromising the integrityofthewholeDSSoperation. 
The Agency carries out its regulator function through the 
Departmental Information Technology Authority (DITA). 

• Departmental IT Agent • acting as IT broker, providing 
business analysis expertise and advice on IT matters and 
offering supply and contract management skills. 

• Departmental IT Provider - delivering IT products and services 
according to customer requirements acting in either the 
capacity of sole contractor, primary contractor or sub- 
contractor, maintaining the ability to respond very quickly to 
help customers implement changes to DSS priorities. 

At March 1994, ITSA employed some 4,600 staff. From 1 April 
1994, ITSA operates under a net running cost regime. Customers 
hold their own IT budgets and ITSA is funded by receipts for the 
products and services it provides. Overall expenditure will be 
subject to cash-based expenditure controls. Running costs in 
1993-94 were £372.96m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• To manage the Agency’s resources so as to deliver agreed 
services within the approved 1993-94 running cost and 
capital allocations and accruals based budget; mhieved. 
The Agency achieved an underspend of £1.67m against a 
running cost allocation of £374.636m. 

• To achieve running cost business efficiency savings of 
3.8%: achieved. The Agency achieved savings of 30%, 

• To produce monthly profiles and actual monitoring data 
for all general and financial targets: achieved. Both profile 
and monitoring data was produced as required. 

• To ensure that 93% of districts receive at least the weekly 
service availability level, set out in their customer Service 
Level Agreements: achieved. Actual performance was 
93.3%. 

• To ensure that the average response time for on-line 
services is 7 seconds or less in 95% of cases: achieved. 
The average response time v/as 5.2 seconds. 

Specific Milestones 

• To implement Incapacity Benefits (PSCS/INCAP) release 
4.1 by May 1993: achieved. This release which included the 
main functionality for incapacity benefits went live as 
planned on 31 May 1993. 

• To complete Social Fund rollout according to plans agreed 
with the customer: achieved. Rollout was completed to 
plan in January 1994. 

• To implement Employers Index (ENDX) by May 1993: 
achieved: the system went live on 18 May 1993 on target. 
Roll-out is continuing as agreed with the customer. 
Developed for the Contributions Agency, this system, 
which provid( 3 the first national database of employers 
for the Department, was implemented in May 1993. 

• To continue the rollout of the National Unemployment 
Benefit Scheme (NUBS2) and prepare for the 
commencement of phase 3 according to plans agreed with 
the customer: achieved. Rollout completed to plan in 
September 1994. 

• To submit for approval the ITSA Accommodation Strategy 
Report (forming part of the Department’s accommodation 
strategy) by June 1993: achieved. The report was submitted 
and approved in June 1993. 

• To implement for software development and support the 
measurement of output and the calculation of one or more 
output related performance indicators by March 1994: 
achieved. Asset base measures and performance indicators 
based on function point counting are now available for all 
application development and maintenance projects within 
standard environments. 

• To proceed to the next stage of ITSA’s customer satisfaction 
survey programme by carrying out a further independent 
survey during the 1993-94 business year: achieved. Further 
independent survey completed and report issued. 

• To position ITSA to operate a regime of charging for 
products and services provided to the customer according 
to timescales determined by the Departmental Board: 
achieved. From 1 April 1994, as determined by the 
Departmental Board, ITSA is operating a regime of charging 
customers for the products and services it provides. 

ITSA’s business strategy, as announced by the Chief Executive in 
January 1994, is to concentrate on its core business areas and to 
seek to ensure the provision of efficient IT services by contracting 
with private sector suppliers to take over the running of live 
services from April 1995. 
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The Agency has no direct service provision links to the public but 
puts Citizen's Charter principles into practice in serving its public 
service customers. Through the services it provides to other 
Agencies of the DSS and to other Government Departments, the 
Agency helps them to meet the standards of service the public 
can expect. 

The market testing exercise for Livingston Area Computer Centre 
resulted in the contract being awarded to IBM for 5 years from 
28 July 1994. 

Since April 1994, ITSA has been operating under a net running 
cost financial regime, funding its expenditure out of receipts from 
charges for the products and services it supplies. The Agency has 
issued an interim Framework Document to reflect this changing 
financial regime. This Document will be reviewed by the Secretary 
of State and the Chief Executive following consultation with 
TreasuryandOPSSby April 1995. TheannouncementbytheChief 
Executive in January regarding the decision to transfer the bulk 
of ITSA’s service delivery function to the private sector by April 
1995 is consistent with the Secretary of State’s strategy for ITSA, 
which is to deliver a good quality of service to the customer and 
obtain best value for money. 

Copies of the Annual Report and Accounts con be obtained from 
HMSO and the Annual Business Plan from ITSA. 

KEY TARGETS 1994-95 
• manage ITSA's resources within the net running costs regime 

• deliver an overall business efficiency improvement of 5% 

• deliver 80% of services to customers to service levels for 
budget, time and quality as agreed within contracts 

• prepare ITSA for outsourcing the bulk of its IT Processing 
functions to Departmental timescales 

• Departmental Information Technology Authority (DITAj to 
provide agreed regulatory serviceswithin allocated resources. 
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Resettlement Agency 
SOCIAL SiCURITY RESEHLEIIIENT AGENCY 

Euston Tower, 286 Euston Road, London NWl 3DN 
Tel: 0171 388 1188 Fox: 0171 3837199 

Chief Executive: Paul Winstonley 

TheS0CIALSECURITYRESEnLEMENTA6ENCY,whichwaslaunched 
as an Executive Agency of the Department of Social Security in 
May 1989, operates hostels (resettlement units) for single 
homeless people without a settled way of life. At the same time, 
its remit is to disengage the Government from the direct 
management of the hostels. It achieves this by making capital 
and revenue grants available to voluntary organisations or local 
authorities. These enable them to provide similar resettlement 
services in more modern, replacement facilities. Where appropriate 
they may use the existing premises used by the Agency. 

In 1993-94 gross expenditure by the Agency was £28.9m. Grants 
accounted for £14.6m with a further £14.3m being spent on 11 of 
the original 22 DSS resettlement units, early retirement costs 
and the Agency Headquarters. £2.2m was received in charges to 
residents as contributions towards the cost of the service. A 
further £5.7m was also received from sale of property. 

As the number of units reduces, the number of Agency staff, 
currently around 200, will also reduce. Resettlement units 
provide accommodation for up to 521 people a night and grant 
aided organisations provide for the needs of over 3,500. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Cease direct operation of at least 4 resettlement units by 
granting funds to suitable organisations who will provide 
similar resettlement services in the same premises by 31 
March 1994: achieved. The Agency ceased to operate 5 
units. All were sold, under long term lease, to voluntary 
organisations. 

• By 31 March 1994 bf>gin the formal tender process for a 
further 4 resettlement units where the provision of 
resettlement services by the Resettlement Agency will 
cease in 1994-95: achieved. The Agency has begun a 
tender process to cease direct operation of 4 of the 
remaining 6 units by 31 March 1995. 

• Complete visits to 80% of all grant-aided organisations by 
31 March 1994 to ensure that care standards are adequate, 
that the conditions of the grant award are met, and that 
facilities are managed in a way which provides value for 
money: achieved. All grant-aided organisations were 
visited. 

• 95% minimum of published facilities to be provided: 
achieved 100%. 

• 85% residential customer satisfaction (to be confirmed by 
survey): achieved 87%. 

• By 31 March 1994 place 1,300 resettlement unit residents 
into suitable accommodation in the community: achieved. 
1,594 resettlement unit residents were placed. 

• Remain within a total revised budget of £31.2m including 
£14.8m for existing resettlement units and headquarters: 
achieved. 

Payment and monitoring of grants to voluntary organisations and 
local authorities has taken on a more prominent role within the 
Agency and will be the sole business after 1996. The Agency's 
Grant Monitoring Team has completed a first programme of visits 
to all grant-aided organisations which cover ove- 200 hostel 
projects. As part of the monitoring process, the Agency has also 
compiled a database of its grant-aided organisations. 

The Agency continues to maintain the standards of care in the 
remaining units within the context of their contracting number. 
In 1992, a Standards of Service statement was published under 
the Clflien's Charter initiative. It defines what a resident can 
expect on arrival and during a stay at a unit. There is a well sign- 
posted avenue for complaint with ready access to the Chief 
Executive. All units have introduced a "key working^' system 
which offers a more personalised service and continuity of care. 
Individual care plans are made with customers who have been 
resident in a unit for at least one month. 

An important part of disengagement is managing the personnel 
implications of the rundown of the Agency’s activities. It is 
difficult to redeploy some staff because of the specialist nature 
oftheirwork.79non-administrativestaffweremadecompulsorily 
redundant in 1993-94. These staff were given the opportunity of 
professional outplacement counselling. 

Copies of the 1993-94 Annual Report and 1994-95 Business Plan are 
available from the Agency. 

HiYrmnS 1994-95 

* cease direct operation of 4 resettlement units by granting funds 
to suitable organisations who will provide similar resettlement 
services in the same premises by 31 March 1995 

* progress replacement proposals for Leeds and Bishopbriggs 
Resettlement Units to enable completion of the 
disengagement programme by 31 March 1996 

* agreewithDepartmentof Social Security by 31 March 1995 
the aims and objectives of the business which will remain 
after the final resettlement unit closes in 1996 

* by30June 1994, review and evaluate the initial programme 
of monitoring visits to grant-aided organisations. Produce 
a plan to address the problems found by 30 June 1994 

* determine a framework for the following year's monitoring 
programme by 1 September 1994. Revise the standard 
conditions of award by 31 December 1994 

* carry out survey of residents to confirm that not less than 
85% express satisfaction with standards 

* by 31 March 1995place 625 resettlement unit residents into 
suitable alternative accommodation in the community 

* manage the Agency's resources so as to deliver its Business 
Plan within a total allocation of £34.252m 
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SOCtAL SECURITY WAR PENSIONS AGENa 
Government Buildings, Norcross, Blackpool, Loncs FY5 3WP 
Tel: 0253 858858, Fox; 0253 330561 
Chiei Executive: Peter Mothison 

WAR PENSIONS AGENCY 

The SOCIAL SECURITY WAR PENSIONS AGENa (WPA), was 
launched as an Executive Agency of the Department of Social 
Security in April 1994. Its purpose is to administer the payment 
of war disablement pensions and provide welfare services and 
support to war disablement pensioners, their widows and their 
dependents. The Agency also manages the Ilford Park Polish 
Home, in accordance with the Polish Resettlement Act of 1947. 

At its launch the Agency employed 1,779 staff. The majority of 
staff are located at Norcross, Blackpool, but welfare services are 
provided from welfare offices located throughout the UK. The 
running costs for 1994-95 are expected to be £46.83m. 

The Agency is committed to the Clflien's Charter. It is a holder of 
a Charter Mark and in April 1994, to coincide with the Agency’s 
launch,itpublisheditsCharterStandardStatement.Thisstatement 
is now available in Welsh and also in audio form. The Secretary 
of State has set a customer satisfaction target of 85% and this 
is supported by one of the Agency’s key business objectives 
which states that we will provide a service to war pensioners 
which is accessible, courteous, prompt, consistent, efficient and 
responsive to their needs. 

The Agency is committed to the Competing for Quality initiative 
and will be submitting plans for this programme during this 
financial year. 

Copies of the WPA Information Pack are available and contain the 
Agency's Framework Document, Business Plan, Charter Standard 
Statement and Information Sheet. The Agency's first Annual Report 
and Accounts will be published at the end of the 1994-95 financial 
year. 

KiY TARGETS 1994-95 
• 60% disablement first daims (UK) (feared in ISO days 

• 80% War Widows' daims (UK) (feared in 70 days 

• 60% disablement serond and subsequent daims deared in 
135 days 

• 95% daims arrurary (all daims) 

• 70% entitlement appeals proressed in 275 days 

• 70% assessment appeals proressed in 190 days 

• to arhieve a level of 85% of war pensioners sampled who 
regard the Agenr/s servne as satisfadory or better^ as 
determined by an independent survey 
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STUDEMT AWARDS AGENCY FOR SCOTLAND 
Gyleview House, 3 Redheughs Rigg, Edinburgh EHI2 9HH 

Tel: 0131 244 5823, Fox: 0131 244 5887 
Chief Executive: Ken MocRoe 

The STUDENT AWARDS AGENCY FOR SCOTLAND was launched as 
an Executive Agency reporting to the Secretary of State for 
Scotland in April 1994. Its purpose is to provide student awards 
for eligible Scottish domiciled students undertaking courses of 
higher education throughout the United Kingdom, together with 
certain related functions in connection with student loans, Access 
Funds and educational endowments. It is also responsible for 
advising Ministers on student maintenance policy. Its services 
are provided primarily through the effective administration of the 
Students’ Allowances Scheme, the Postgraduate Students’ 
Allowances Scheme, the Scottish Studentship Scheme, and the 
Nursing and Midwifery Bursary Scheme. The total running costs 
for 1994-95 have been provisionally set at £4.25m. 

The Agency has 150 staff and is responsible for the processing of 
over 100,000 applications for assistance each year. One of its 
main objectives is to provide a Omely, accurate and helpful 
service, in line with the principles of the Citizen's Charter and it 
aims to have an approved Charter Statement incorporated in its 
1995- 96 "Guide to Students’ Allowances", to be published in 
Spring 1995. 

A key measure of success will be the extent to which the Agency 
processes all valid applications in time to allow grant cheques, 
where appropriate, to be available at the start of each student’s 
academic year. The current key targets will be reviewed during 
1994-95 and the Agency aims to secure further improvements in 
performance by comparison with its predecessor body. Student 
Awards Branch of The Scottish Office Education Department. The 
main scope for savings and a further reduction in the ratio of 
running costs to case load is likely to come towards the end of 
1996- 97, when a stand-alone computing system under the direct 
management of the Agency is expected to be introduced. At 
present, the Agency does not have a market testing programme. 
The Agency will, however, consider the feasibility of market 
testing aspects of its functions where that is consistent with 
improved value for money. 

The Agency's first Annual Report and Accounts will be published in the 
Summer of 1995. Copies of the Agency's Framework Document are 
available on request from the above address. The Agency's Corporate 
Plan has not yet been published. 

KirrAnars 1994-9S 
• 75% ofappikalions lobe processed within 28 days of receipt 

• 95% of correspondence to be dealt with within 15 workiitg 
days of receipt 
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TEACHERS'PENSIONS AGENa 
Mowden Hall, Staindrcp Road, Darlington, County Durham DL3 9EE 

Tel: 01325392929 Fax: 01325392216 

Chief Executive: Denyse Metcalfe 
wa 
TEACHERS' PENSIONS AGENCY 

The TEACHERS' PENSIONS AGENCY (TPA) was launched in April 
1992 as an Executive Agency of the Department of Education and 

Science (now the Department for Education). Its primary function 
is the adminstration of the superannuation scheme for teachers 
in England and Wales. This is one of the largest pension schemes 

in the UK, with a membership in excess of 1.1m teachers and 
annual turnover of more than £4bn. The Agency is located at 
Mowden Hall, Darlington and during 1993-94 employed an average 

of 337 staff with an annual paybill of £4.6m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• To take the necessary steps to enable the Agency to 
publish audited, commercial-style accounts for 1993-94: 

athieved. 

• To achieve an improvement in efficiency in the use of 
running cost resources directly administered by the Agency 

of at least 2%: achieved. Actual efficiency improvement 
5%. 

• To review the existing systems for verification of 

contributions received from employers and to produce an 
action plan for implenienting improved arrangements: 

achieved. 

• To provide a substantive answer to 95% of written 

enquiries within 15 working days: achieved. Monitoring 

arrangements are to be extended in 1994-95 to cover all 
categories of correspondence. 

• To process 96% of the applications for retirement awards 
by the payable date, or if later, then within 30 days of 

receipt of the application: achieved. Actual performance 
99.2%. 

• To meet the agreed accuracy target for pensions-related 

calculations: achieved. The accuracy target requires the 
demonstration of a 95% probability that the error on an 

individual calculation does not exceed 2% of the value of 
that calculation. 96.8% of calculations contained no error 
or an error of less than 2%. 

In 1993-94 the TPA faced rises in demand for reasons common 

to many other pensions administrators. Customers now expect 
and demand a faster, more effective service. In addition, the 

profile of pensions matters has been raised by events attracting 

media attention. These factors resulted in an increase in demand 
in relation to teachers of 4.2%. With regard to the employers of 

teachers, the most significant trend is the increase in the numbers 
v/ith which the TPA must deal, as more schools become self- 

governing (grant maintained) and move out of Local Education 
Authority control. Over the year the numbers of establishments 
that the Agency was required to deal with rose by 42%. 

During the year the Agency took a number of steps to improve 

service to customers in line with the principles of the Cithen's 
Charter. Following the launch of the TPA Customer Commitment 
which focused upon aims for the provision of a prompt, accurate, 

and helpful service, allied to a courteous and professional 
approach, a large scale exercise was carried out to ensure that 

this information reached teachers and their employers. Over 

292.000 leaflets were distributed. Later in the year, the quality 
of TPA information leaflets and documents v/as reviewed and 
improved, leading to the av/ard by the Plain English Campaign of 
their "Crystal Mark" for 3 of TPA’s key documents. The TPA’s 

quality initiative, started in 1992-93, continued with all staff 
receiving training designed to focus upon issues of quality and 

customer service. 

The main feature of the Agency’s market testing programme 
during the year was the very complex and sensitive task of 

preparing to market test the pension payment services for 

340.000 retired teachers, currently carried out by the PAYMASTER 

Agency. In terms of potential benefits and operational impact 

this is by far the most significant of current value for money 
initiatives. The specification for the market test was finalised and 
an invitation to tender was issued by the end of the year, paving 

the v/ay for the award of a contract in 1994-95. 

The Agency's Annual Reporf and Accounts for 1993-94 is available 
from HMSO Bookshops price £9.90. Copies of the Business Plan are 
available from the Agency. The Corporate Plan is not publicly 
ovoiloble. 

KEY TARGETS 1994-95 
• to achieve an improvement in efficiency of 5% in the use of 

running cost resources within the Agency's control 

• to process 96% of the applications for retirement awards by 
the payable date, or if later, within 30 days of receipt of the 
(application 

• to meet agreed accuracy targets for pensions-related 
calculations 

• to provide a substantive answer to 95% of written enquiries 
within 15 working days of their receipt 

• to manage the programme agreed with the Agency's clients 
for the collection and processing of service and salary data 
relating to teachers and to seek timely submission of that 
data 

no 

House of Commons Parliamentary Papers Online. 
Copyright (c) 2007 ProQuest Information and Learning Company. All rights reserved. 



TIBIA 

THE BUYING AGENa(TBA) was launched as an E)tecutive Agency 
of the Department of the Environment in October 1991. TBA’s 
principal function is to procure through competitive tender a wide 
range of quality assured products and services at value for 
money prices. TBA complies with public purchasing policies and 
regulations including those required by EC law. 

rheproductsavailableincludedomesticandcommercialcatering 
equipment, engineering and building items, firefighting equipment, 
electrical/mechanical products, floor coverings and both office 
and residential furniture. TBA’s customers can also make use of 
over 170 service contracts which support the product portfolio. 
These cover areas such as floorlaying, furniture renovation, 
cleaning and removals. 

TBA’s customers include central Government, local authorities, 
the NHS, and non-departmental public bodies. TBA operates as 
a Trading Fund. It sold £131m of goods and services in the year 
ending December 1993 with staff numbers averaging 108 and a 
total operating cost of £4m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Produce an overall surplus after interest and all operating 
costs of not less than 1.5% of total sales value of goods 
and services: adiieved. A surplus of 1.8% was produced. 

• Increase total attributable sales to £145m: not adiieved, 
£131m of goods and services were sold. 

• 90% of orders handled directly by TBA to be delivered by 
date agreed by customer: not adiieved. Over the full year 
only 80% of orders were delivered by the agreed date 
although, following internal reorganisation, the September 
to December period saw a dramatic improvement to 92%. 

• Acknowledge all customer complaints indicating a proposed 
course of action within two working days of receipt: not 
adiieved. 85 out of the 86 complaints handled in 1993 were 
acknowledged on time. 

• Keep the customer regularly informed of progress and 
resolve 75% of complaints within one month: adiieved - 
76%. 

Although TBA does not deal v/ith members of the public directly, 
it has produced a Customer Charter in accordance with the 
principles of the Clflien's Charter. It was launched at the 1994 
Public Sector Buyers Fair at the Business Design Centre, Islington. 
Organised by TBA, this year’s fair attracted over 1,800 key 
purchasers from the public sector. The TBA Customer Charter 
makes clear the Agency’s commitment to customer care and 
details response times for correspondence and telephone calls. 
As TBA is a service organisation with no tied customers, the 
principles behind the Charter are fundamental to customer 
retention and therefore, overall success. A complementary 

THE BUYING AGENQ 
Royol Liver Building, Pier Head, Liverpool L31 PE 

Tel: 051 2274262 Fox:051 2273315 

Chief Executive; Stephen Sage 

Supplier’s Charter is in preparation. A number of customer 
service initiatives have been undertaken: 

TBA’s headquarters are in Liverpool but a London office has 
now been established in the Queen Elizabeth II Conference 
Centre for the benefit of customers; 

TBA’s main selling tool is a comprehensive catalogue listing 
over 600 call off contracts which can be accessed directly by 
its customers. The catalogue has been completely revamped 
in 1994 to make it easier for customers to use; 

TBA is moving positively towards electronic trading (EDI) and 
as a first step will be issuing to customers in 1995 an 
electronic catalogue of its products and services on computer 
disc. 

TBA has formed a nev/ product group named "Environmental 
Services" to spearhead energy conservation and other 
' green’ initiatives. By working in partnership with the Energy 
Efficiency Office and the UK Ecolabelling Board TBA will 
identify the most environmentally friendly products and 
services available to the public sector; and 

TBA maintains an extensive training programme to ensure 
staff are fully versedincustomercaretechniquesand delivery 
management as well as best procurement practice. TBA 
supports key purchasing personnel studying for appropriate 
professional qualifications. 

TBA secured 16% savings in the costs of its office services 
functions as part of the 1993-94 market testing programme. At 
the time of writing the outcome of TBA’s prior options review had 
not been announced. 

TBA's Annual Report for 1993, published in April 1994, is available 
from Commercial Services (05I-227-4262). The Business and 
Corporate Plans contain commercially confidential material and are 
not available to the public. 

KiY rmm 1994-95 
• increase totaisaies to £165m 

• to adiieve an overaiisurpius, after interest, of 1.5% on totai 
safes 

• to ensure defivery by the due date of at feast 90% of orders 
handied dirediy 

• to resofve 80% of mtomers compfaints within one month 
and the remainder within 3 months 

• to improve the sates/staff ratio to £1.375m/1 

• to reduce the cost of each £ of safes to 2.6p 

• to require ait suppiiers to provide detaiis of their 
environmentaf poiicies and practices 
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TRAINING AND EMPLOYMENT AGENCY (NORTHERN IRELAND) 
Clarendon House, 19-21 Adelaide Street, Belfast BT2 8NR 
Tel: 0232541541 Fax: 0232 541542 
Chief Executive: Julian Crozier 

TRAINING & 
EMPLOYMENT 

The TRAINING AND EMPLOYMENT AGENCY (NORTHERN IRELAND) 
(T&EA) was established in April 1990 as an Executive Agency of 
the Northern Ireland (NI) Department of Economic Development. 
It was the first Next Steps Agency in NI and its primary aim is "to 
assist economic growth by ensuring the provision of training and 
employment services which contribute to NI companies becoming 
more competitive and individuals obtaining the skills and 
competence required for increased competitiveness and for 
securing employment". The Agency employs 1,350 staff at an 
annual cost of £27.6m, administering training and employment 
programmes costing a further £170.6m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 
• To increase the number of companies developing their 

management and workforce skills from 225 at April 1993 
to 300 by March 1994 and 400 by March 1996: notadiieved. 
By March 1994 the Company Development Programme 
(CDP) had 299 participants. 

• ToassesscompaniesonCDPagainstthenationalstandard 
'Investors in People’ with the aim of having 70 achieving 
recognition by March 1996: mfinuing. Some progress 
made, with 3 pilot companies achieving IIP status by 
March 1994. 

• To offer every company referred to the Agency by the 
Industrial Development Board relevant information, advice 
and customised training: ocA/evet/. All companies (18 in 
total) referred ware provided with the services they sought 
to support inward investment and company growth. 

• To increase the proportion of Youth Training Programme 
(YTP) leavers who achieve a full qualification at National 
Vocational Qualification (NVQ) level 2 or above from 13% 
at April 1993 to 45% by March 1996: (ontinuing. In 1993- 
94 19% of YTP leavers achieved a full qualification at 
NVQ2 or above. 

• To increase the proportion of Job Training Programme 
(JTP) leavers who achieve a full qualification at NVQ Level 
2 or above from 12% at April 1993 to 30% by March 1996: 
(ontinuing. In 1993-9419% of JTP leavers achieved 
full qualification at NVQ 2 or above. 

• To place 30,000 people into jobs in 1993-94: achievetf. 
30,095 people were placed into jobs. 

• To maintain the high levels of customer satisfaction and 
where possible increase them: adiieved. Independent 
surveys are carried out annually. The most recent 
(November 1993) reported a continuing high level of 
customer service with 92% of Agency customers 
registering a high level of satisfaction. 

• To reduce administration costs by more than 2% in 1993- 
9^: achieved, 4.4% (£1.156m) saving. 

• To meet the national Investor in People standard by 
September 1995: confinuing. Preparation for assessment 
against the standard is on schedule. 

The T&EA’s Citizen's Charter Customer’s Charter has been 
established for two years and provides one means by which 
customers can comment on the quality of service offered. Annual 
independent customer satisfaction surveys have shown a high 
level of satisfaction with the range of services offered by the 
Agency and with the attitude and friendliness of staff. 

The Agency Is reviewing opportunities for improving value for 
money through the market testing initiative. Of its £170m 
programme resources 90% is already passed to private sector 
organisations for the delivery of training and other services. The 
potential for considerable savings was identified in a market 
testing feasibility study of the Agency’s Training Centre Network 
carried out in 1992-93. The resulting programme will continue to 
be implemented in 1994-95. The T8tEA has looked at other areas 
of its operations to identify potential market testing candidates 
and has established its market testing programme for the next 4 
years. 

Copies of fhe Agency's 1993-94 Annual Report and Accounts, 
Corporate Plan 1994-97 and Operational Plan 1994-95 are available 
on request from the Marketing Unit at the Agency. 

KlY TARGETS 1994^97 
• to increase fhe number of companies developing their 

management and workforce skills through the company 
development programme from 300 at April 1994 to 350 
byMarch 1995 and to maintain this number until March 1997 

• to assess companies on the CDP against the national standard 
"Investors in People"and to encourage commitment to the 
standard from the wider private sector with the aim of 
having 120 organisations -including 70 CDP companies - 
receiving recognition byMarch 1997 

• to offer every company referred to the Agency by the 
Industrial Development Board relevant information^ advice 
and customised training 

• to increase the proportion of YTP leavers who achieve a full 
qualification at national vocational qualification level 2 or 
above from 20% in 1993-94 to 45% in 1996-97 

• to increase the proportion of JTP leavers who achieve a full 
qualification at national vocational qualification level 2 or 
above from 17% in 1993-94 to 30% in 1996-97 

• to provide on average of 9,200 temporary employment 
places with training through the Action for Community 
Employment - ACC - programme with the aim of placing 36% 
of ACC leavers in fobs, training or further education within 
three months of leaving 

• to place 33,000 people into jobs in 1994-95 

• to maintain the high levels of customer satisfaction and 
where possible, increase them 

• to reduce administration costs by more than 3% in 1994-95 

• to have the Agency meet the national "Investors in People" 
standard for employers by September 1995 
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TheTRANSPORTRESEARCH LABORATORY(TRL) becamean Executive 

Agency of the Department of Transport in April 1992. It employs 

520 staff and has a current income of £30m.TRLis the largestand 

most comprehensive centre for the study of road transport in the 

United Kingdom. It provides research-based technical help which 

enables the British Government to set standards for highway and 

vehicle design, formulate policies on road safety, transport and 

theenvironment,andencouragegoodtrafficengineeringpractice. 

TRL also sells its services to other customers in the UK and 

overseas, providing fundamental and applied research, working 

as a contractor, consultant or providing facilities and staff. TRL’s 

customers range from major oil companies such as Esso to 

specialist organisations such as the British Cement Association; 

from the Japanese Auto Research Centre to British Rail and the 

US Army Corps. Developing countries, the Overseas Development 

Administration, and funding bodies such as the World Bank 

represent an additional major group of customers. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• To cover full costs with income from customers while 

meeting the net control total in the supply estimates: 

achieved. 

• To achieve a minimum net revenue per person year of 

£45,000: achieved with a net revenue of £55,000. 

• To ensure direct fee earning costs as a percentage of 

operating costs are greater than 55%: achieved 56.1%. 

• To achieve average staff utilisation in research Resource 

Centres of at least 1,300 hours per year on direct fee- 

earning work: achieved 1,301 hours. 

• 90% of project outputs to be assessed by customers as 

good or very good: achieved. 94% of forms relating to 

1993-94 outputs and returned during the period were 

assessed as "good" or "very good". 

TRL’s staff includes mathematicians, physicists, psychologists, 

engineers, geologists, computer experts and statisticians - most 

of whom are based at Crowthorne, Berkshire, where facilities 

include a 3.8km test track, a separate self-contained road network, 

a structures hall, a sophisticated driving simulator, an Indoor 

facility that can dynamically test roads and a new indoor crash 

test facility. TRL also has a facility based in Livingston, near 

Edinburgh, that looks after the special needs of road transport in 

Scotland. 

TRL’s mission is to provide the best transport research for the 

benefit of society. The Laboratory’s primary objective is to carry 

out commissioned research, investigations, studies and tests to 

the highest levels of quality, reliability and impartiality. TRL 

recognises the need of the customer to be able to generate 

maximum value from the investment it has placed with the 

Laboratory. TRL covers all major aspects of road transport and 

TtMSMNrr KKSaiCH UlORATOtY 
Old Wokingham Rood, Crowthorne. Berks RG116AU 

Tel: 0344773131 Fox: 0344 770356 

Chief Exeoitive: John Wootton 

is able to offer a wide range of expertise ranging from detailed 

specialist analysis to complex multi-disciplinary programmes. 

TRL, with its breadth of expertise and facilities, can provide 

customers with a research capability matched to complex 

problems arising across the whole transport field. Areas such as 

safety, congestion, environment and value for money require a 

multi-disciplinary approach and TRL is ideally structured to 

deliver effective solutions. TRL prides Hself on its record for 

delivering projects that meet customers’ quality delivery and 

cost targets. The Laboratory has a programme of continuous 

improvement and continually reviews customer satisfaction to 

ensure that Its performance stays in line with the increasing 

expectations of its customers. An Independent survey of customer 

satisfaction will be carried out for comparison with the similar 

survey in 1993-94. Quality control systems have been introduced 

across all major areas of TRL activity and TRL is working towards 

full compliance with BS 5750 by autumn 1994. 

On30 March 1994theSecretaryofStateforTransportannounced 

in answer to a Parliamentary Question In the House of Commons 

that he had decided, following a review by consultants, that TRL 

should transfer to the private sector and that he hoped that 

privatisation could be achieved during 1995-96. The privatisation 

of TRL Is now being carried forward by the Executive Agencies 

Directorate of the Department of Transport. 

Copies of the Arnual Report for 1993-94 are available from the 
Agenqr.The TRL Corporate Plan and the Business Plan for 1994-95 
contain commercially sensitive information and are therefore not 
available to the public. 

mTARBETS 1994-95 
• to meet its full costswhile meeting the net control total in the 

Supply Estimates 

• direct fee earning costs as a percentage of total operating 

costs to be greater than 57%. 

• the target utilisation averaged over all staff in research 

Resource Centres will be at least 1300 hours per year 

charged to direct fee-earning work 

• at least 94% of profects to be assessed by customers as 

satisfactoryorbetteroncompletedendofprojeciassessment 

form 
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UNITED KINGDOM PASSPORT AGENa 

liK*iB 
^ Executive: David Gotenby 

PASSPOR'r A(ii:NCY 

The UNITED KINGDOM PASSPORT AGENQ was established as an 
Executive Agency of the Home Office in April 1991. Its purpose 
is to issue passports to British nationals in the UK which it does 
through regional passport offices in Belfast, Glasgow, Liverpool, 
London, Newport and Peterborough. 

In 1993-94, nearly 5.9m passport services were provided. The 
Passport Agency was directly responsible for handling a record 
number of 3.62m passport applications which included issuing 
almost 3.3m new and replacement passports. In addition, almost 
2m British Visitor’s Passports were issued by Post Offices under 
contract to the Agency. The Agency employed about 1,500 
permanent and seasonal staff. Total fee income amounted to 
£84m. Total expenditure was £58m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• To process straightforward, properly completed passport 
applications ina maximumof 20 workingdaysin the period 
January to June, 15 working days in July and August, and 
10 working days from September to December: achieved. 

• To process such applications in an average of 9 working 
days over the year as a whole: achieved. The average 
turnaround time was 7.8 working days. 

• To reduce the unit cost of passport services by a further 
3% in real terms in comparison with the outturn for 1992- 
93: achieved. The unit cost was reduced by 4.3%. 

The Passport Agency is committed to Citizen's Charter principles 
and in 1993-94 further improvements were made to its customer 
service. The public counter areas in several regional offices were 
refurbished and the queuing systems improved; the telephone 
service to customers was upgraded and further improvements 
are planned; a series of public information leaflets on different 
aspects of the Agency’s service was introduced; a consultative 
panel of passport users was established to enhance contact with 
the travel trade and customer groups; and Agency staff attended 
a series of national and regional travel and general interest 
exhibitions to inform the public how to make the best use of the 
passport service. 

The Agency’s established programme of customer surveys 
continues to monitor customer satisfaction. 36,000 postal 
questionnaires were issued during 1993-94 and the returns have 
shown a very high level of satisfaction with the standard of 
service provided, with 98% of customers either very or fairly 
satisfied with the service received. The returns from surveys of 
personal callers conducted in the Agency’s regional offices 
provided equally encouraging results. 

The Passport Agency published a Charter Standard Statement in 
June 1994 and further developments in customer service include: 
the introduction of effective procedures for dealing with 
complaints; facilities for personal callers to pay by credit or debit 

card; and the provision of standard clothing to staff who meet the 
public. 

The Agency recognises the importance of effectively developing 
its staff in line with its business objectives. It has made a formal 
commitment to become an Investor In People. Employee 
communications have continued to receive priority. Action plans 
arising from the findings of the 1992-93 Staff Opinion Survey 
have been implemented. Staff are kept fully informed of all 
significant developments both in the Agency as a whole and in 
their own offices through a monthly system of team briefings. A 
comprehensive programme of healthcare provision has been 
developed, and the devolution of personnel v/ork to regional 
offices has begun. 

The National Audit Office has confirmed the adequacy of the 
Agency’s systems for the preparation of reliable and auditable 
accruals accounts, and an Accounts Direction has been issued by 
the Treasury for 1993-94 onwards. Subject to Ministerial and 
Treasury agreement the Agency now aims to move to Trading 
Fund status on 1 April 1996. 

TheAgency’sprogrammeofmarkettestingincludedthe successful 
completion of the tender for the provision of blank passports. 
This secured a second supplier at a saving of £1.4m per year for 
the next 6 years. Further savings and service improvements are 
expected from the tender for the printing and distribution of 
passport application forms v/hich will be completed in early 1994- 
95. 

The Home Office has been conducting a review of the Agency’s 
activities in line with the standard arrangements for reviewing 
the work of Executive Agencies. The review, which has involved 
a fundamental look at how the Agency works, and the way it 
delivers its services is underway. 

Copies of the Agency's Annual Report and Accounts, Corporate Plan 
and Business Plan, together with a sunimory of its targets and pfons, 
ore available from the Agency. 

KeYTARGiTSJm-95 
• to process straightforward, properly completed passport 

applications in a maximum of 20 working days in the period 
January to June, J 5 working days in July and August, and 10 
working days from September to December 

• to process such applications in an average of 9 working days 
over the year as a whole 

• to reduce the unit cost of passport services by a further 3.2% 
in real terms over the outturn for 1993-94 

114 
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VALUATION & LANDS 
AGENCY 

VALUATION AND UNDS AGENa 
Queen's Court, 56-66 Upper Queen Street, Belfost BT4 6FD 

Tel: 0232439303 Fox-. 0232439303 

Chief Executive; Dovid Beil 

The VALUATIONANDLANDS AGENCY (VLA)maintainstheValuation 
List for rating purposes in Northern Ireland, provides a valuation, 
estate management and property data service to the public 
sector and advises the Department and Ministers on all matters 
relating to land management and valuation. An Agency of the 
Department of Finance and Personnel, VLA was launched in April 
1993. It currently has a staff of 317of whom 150 are professionally 
qualified Valuers. The Agency’s annual budget is around £8.5m. 

The maintenance of the Valuation List, containing over 673,000 
entries, with a total net annual value of £230m is the Agency’s 
core business and involves the completion of over 40,000 separate 
valuation assessments annually. In addition the Agency delivers 
to more than 150 clients, a wide range of professional valuation 
and advisory services involving more than 20,000 cases annually. 

PERFORMANCE AGAINbT KEY TARGETS IN 1993-94 

• Complete 42,000 Continuous Revision Cases: achieved. 
48,757 cases were completed. 

• Complete 700 Appeals to the Commissioner of Valuation: 
not achieved. The completion of 663 Appeals reflected the 
actual number of appeals received rather than a slippage 
in the rate of completion. 

• Complete 23,750 Cases for other Government 
Departments: achieved. 27,451 cases were completed. 

• Achieve an increase in Valuer productivity and all staff 
productivity of 3.8% and 2.5% respectively: achieved. 

• Achieve a reduction of 3% in the unit cost of casework in 
real terms: achieved. 

• Where Continuous Revision Cases are subject to 
retrospective backdating to issue 75% of certificates 
within 6 months and 92% within 12 months of the event 
giving rise to the revision of the Valuation List: not achieved. 
The standards achieved of 73.7% and 90.7% were 
marginally below target. 

• Increase by 3% the percentage of selected representative 
cases completed within agreed time targets: achieved. 
93% of cases were on target. 

• Complete 85% of Appeals where the assessment of NAV 
decided by the Commissioner of Valuation falls within plus 
or minus 10% of the initial assessment: achieved. 

• Achieve Running Costs Cash Efficiency Savings of at least 
2.5%: achieved. 

The Agency’s successes in its first year were achieved in a year 
which saw the introduction of early severance schemes, 
redeployment of a number of administrative staff and non 
replacement of staff v/ho retired, resulting in an overall reduction 
in Agency staff of some 8.5%. In addition to the Agency’s 
performance against its key targets, considerable progress was 
made in a number of important areas:- 

• In line with Citizen's Charter principles, the Agency iscommitted 
to improving the quality of service it offers to customers. A 
Charter Standard Statement was published explaining the 
services provided and the standards customers can expect. 

• A Corporate Plan for the years 1994-95-1996-97 was published 
following a review of the existing 1991-96 Corporate Plan. 
This Plan will be reviewed annually and published together 
with a new Business Plan for the year ahead. 

• New financial systems were introduced to enable the 
production of accounts for the first time on both an accruals 
and cash basis for the financial year 1994-95. 

• In recognition of the changing nature of the Agency’s work 
and the need for all staff to achieve their optimum potential, 
a review of the present career structure and the existing 
managementarrangementsthroughouttheoiganisationwas 
initiated and the first investigative phase has been completed. 

As part of the Secretary of State for Northern Ireland’s market 
testing programme, the Agency market tested its mainframe 
computer operations during 1993-94. In consultation with the 
Department, the Agency is also seeking to identify those support 
services currently provided by the Department, which could be 
transferred to the Agency’s direct financial control. Opportunities 
for market testing such services will be explored. 

Copies of the 1994-1997 Corporate Plan arid the 1994-95 Business 
Plan, together with the 1993-94 Annual Report are available from the 
Agency. 

KEY TARGETS 1994^95 
• to complete 44,600 rating cases (including Appeals to the 

Commissioner of Valuation) equivalent to a case weighted 
output of 27,000 units 

• to complete21,750client service cases for other Government 
Departments and public bodies, equivalent to a case weighted 
output of 23,500 units 

• to achieve a productivity for case working Valuers of 304 
work units and a productivity for all staff of 160 work units 

• to achieve a reduction of 3% in the unit cost of casework in 
real terms 

• to achieve at least a 3% efficiency saving on the 1993-94 
outturn 

• to issue 93% of certificates for rating cases subject to 
backdating, within 12 months of the events giving rise to 
revisions of the Valuation list 

• to achieve a standard in rating valuations such that 86% of 
those determined on appeal are within plus or minus 10% of 
the initial assessment 

• to complete 70% of rating appeals within 6 months of receipt 

• tocomplete 93% of a representative sample of client services 
casework within agreed time limits 
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VALUATION OFFICE 
New Court, Carey Street, London WC2A 2JE 

Tel: 0171 324 1075 Fox:0171 324 1073 

Chief Executive: John Langford 

The VALUATION OFFICE (VO), launched as an Executive Agency of 
the Inland Revenue in September 1991, exists to provide land and 
buildings valuation services, including specialist advice on 
minerals, to Government Departments, other public authorities 
and a number of local authorities. The Agency employs some 
5,000 permanent staff and has a network of 113 local offices 
throughout England, Scotland and Wales. Turnover for 1993-94 
was £196.4m. Expenditure in 1994-95 is expected to be £200.8m, 
all of which is planned to be covered by receipts from charges. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Clear 280,000 appeals against the new council tax lists: 
adthved. Cleared 300,600 appeals. 

• C'ear 295,000 appeals against the 1990 rating lists: 
achieved. Cleared 312,200 appeals. 

• Undertakell2,000valuationcasesforthelnland Revenue 
concerning inheritance and capital gains tax: not achieved. 
97,600 cases were undertaken. Overall demands in this 
area reduced but a drive to reduce volumes of older 
outstanding cases was successful in cutting the proportion 
of cases outstanding from 32% to 21%. 

• Undertake 130,000 valuation cases for other Government 
Departments, public bodies and local authorities: not 
achieved. 117,800 cases were dealt with. This result 
reflects increasing market testing of valuation 
requirements by clients and increased competition from 
the private sector. 

• Ensure that the Agency’s net operating costs are at least 
fully covered by receipts: achieved. Receipts of £190.9m 
were less than anticipated but reductions in expenditure to 
£186.8m more than compensated for the shortfall resulting 
in an excess of income over expenditure of £4.1m. 

• Achieve efficiency savings of 2.5% on the Agency’s gross 
expenditure: achieved 3.1%. 

• Reply to 90% of all correspondence within 28 days and 
when a substantive reply cannot be given within that period 
to indicate when such a reply will be made: achieved 94% 

• Achieve continuing improvements in timeliness in 
connection with casework of 1% a year: achieved 5%. 

• Achieve continuing improvements in valuation standards 
in connection with casework of 1% a year: not achieved. 
Cases where initial valuations were settled within set 
tolerances, once all the facts were known, showed a 
performance indicator of 76% against a target of 82%. 
Several factors affected this result, in particular the drive 
to clear older Inland Revenue cases and the settlement of 
some of the earlier and more contentious 1990 rating list 
appeals. 

In a continuing commitment to the principles of the Citizen's 
Charter, the Agency reviewed its complaints procedure in 1993- 
94, to make it easier for the public to access complaints systems. 
A booklet was published, "You and the Valuation Office", which 

is available at all offices and sets out the standards of service the 
public can expect and what to do if they are not satisfied, 
including the reference of complaints to the parent Department’s 
independent Revenue Adjudicator. A comprehensive survey of 
the Agency’s clients was also carried out, by independent 
consultants, to find out how well it was actually servicing clients’ 
needs. The survey showed that 95% of central Government 
clients v/ere generally satisfied with the services they received 
but pointed up specific areas for improvement, such as speed of 
response. Clients also commented on the quality of service since 
the Agency was launched in 1991.40% felt that this had improved, 
while 46% felt that there had been no change. Only 1% considered 
that the level of service had become worse. 

An in-house team was successful against outside competition in 
the market testing of the Agency’s head office support services 
(messengerial, security and other administrative activities) in 
1993-94. Further plans for market testing head office typing, 
secretarial and training services during 1994-95 are well 
advanced. The Agency already contracts out some support 
services, such as the supply of stationery, printing of documents 
and the use of private hotels for residential training courses. 

Copies of the Agency's Annual Report and Accounts for 1993-94, 
Business Plan for 1993-94 and the Corporate Plan for 1993-98 are 
available on request. 

m TARGETS 1994-95 

• to clear in aggregate some 730,000 appeals against the 
council tax valuation lists by 31 December 1994 

• to clear 260,000 appeals against the 1990 non-domestic 
rating lists 

• to complete the revaluation of some 1.7m non-domestic 
properties for new rating lists coming into effect on I April 1995 

• to undertake 75,000 valuation cases for the Inland Revenue 
for capital gains and inheritance tax purposes 

• to undertake 66,000 cases (and achieve receipts of some 
£25m) in respect of chargeable work for other Government 
Departments, public bodies and local authorities 

• to ensure the Agency's net operating costs are at least fully 
covered by receipts 

• to achieve efficiency savings of at least 4% on the Agency's 
gross expenditure 

• to break even, year on year, within each business segment 
after charging for the full cost of services including notional 
interest of 6% on the average working capital 

• to reply to 90% of all correspondence within 28 days of 
receipt and the remaining 10% within a further 7 days - 

• to achieve agreed or specified time limits in 95% of cases 
undertaken 

• to achieve a specified valuation quality standard in 83% of 
cases carried out 
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VEHICLE CERTIFICATION AGENCY 
] The Eastgote Office Centre, Eosigote Rood, Bristol 6S5 6XX 

Tel: 0117 9515151 Fox: 01179524103 
Chief Executive: Derek Horvey 

The VEHICLE CERTIFICATION AGENCY (VCA) is the national vehicle 
approval authority. It tests and certifies vehicles (and vehicle 
parts) to UK and international road safety and environmental 
protection standards on behalf of the Secretary of State for 
Transport and administers the compulsory schemes of national 
type approval for new models of passenger cars and goods 
vehicles which apply in Great Britain. The Agency also undertakes 
quality system certification in the motor vehicle field. VCA 
became an Agency in April 1990 and shortly afterwards moved to 
a new headquarters in Bristol. The Agency employs some 75 
staff. Its annual costs of £2.78m are covered by fees: total 
income was £3.23m in 1993-94. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

Target Achieved 

•Unit cost £87.38 £80.54 

• Achieve efficiency savings of: 1.5% 7.82% 

• Improving handling of system and component approval 
applications from being technically cleared to issued: 

days to process 50% of jobs: 6 5 

days to process 90% of jobs: 9 8 

• Improving handling of whole vehicle approval applications 
from being technically cleared to issued: 

days to process 50% of jobs: 4 3 

days to process 90% of jobs: 20 15 

• Percentage of error-free 
approvals issued: 98% 98.3% 

1993-94 proved to be another successful year for VCA, with all 
key targets achieved. At the outset, it was still uncertain whether 
the effects of changing demand in the motor industry would 
enable work levels to hold up to those of the previous year. The 
plan was to earn 30,300 units (a standard measure of test and 
certification activity) over the whole year and, as the year 
progressed, that still seemed a likely outcome. Work levels again 
increased towards the end of the year resulting in 33,756 units 
being earned on type approval activities. Expenditure was 
carefully controlled throughout the year and eventually allowed 
to exceed the budget marginally so as to cope with the costs of 
increased demand (the Agency operates on a net running costs 
basis). However, the eventual outcome was that the unit cost 
target was bettered. 

Contrary to expectations, there was very little demand for issue 
of soon-to-be compulsory European Union whole vehicle type 
approvals, with only 5 certificates being issued during the year. 
As a result, v/ork on national type approvals continued at much 
the same levels as in previous years. But work on system and 
component testing and certification was consistently busy, 
including several major work programmes for UK and overseas 
customers involving longer than usual periods of testing in the 

Far East. Eight "low volume" approvals were issued during the 
year and whilst it was not yet possible to develop bi-lateral 
agreements with other member states (which would make "low 
volume" approvals more attractive) the way was paved with 
other European authorities to try to obtain more concrete results 
in future. 

The Agency continued to carry out work on behalf of the 
Department of Transport in preparing type approval regulations 
and in checking the extent to which vehicles and vehicle parts on 
sale in the market place meet the required standards. Having 
been accredited early in the year to certify the quality systems of 
manufacturers in the motor industry to ISO 9000, VCA undertook 
a programme of work in this field which, whilst falling a little short 
of the planned target, still resulted in some 2,700 units being 
earned. Including units earned for other ancillary activities, this 
led to an overall outturn of 39,121 units. 

VCA continued to apply the principles of the Citizen's Charter, 
maintaining effective relationships with commercial customers 
and the industry association. During the year, the Agency’s 
"How to complain" leaflet was augmented by the issue of a 
"Code of practice" letting customers know exactly what VCA 
promises to deliver. 

Some test activities and support services continued to be 
contracted out and whilst no specific area was identified for 
market testing, further planning work was undertaken with a 
view to contracting out microfilming and data storage. 

During the latter part of 1992-93, a prior options review was 
undertaken in respect of VCA whose outcome was announced in 
May 1993. Ministers concluded that, on balance, VCA’s agency 
status should continue for the time being to allow for the smooth 
implementation of new EC whole vehicle type approval 
arrangements. That will progressively clarify the shape of 
vehicle testing and certification, allowing options for privatisation 
or contracting out to be re-examined in future. In the meantime. 
Ministers expect VCA to examine the scope for market testing its 
activities and to achieve efficiency gain targets which are set 
year by year. 

Copies of VGA's Annual Report and Accounts and Business Plan are 
available direct from the Agency. The Corporate Plan confoins 
commercially sensitive information and is therefore not available to 
the public. 

KBY rmSTS J994-9S 
• to athieve a net unit (ost target (type approval and quality 

assurance attiviiies) of £71.29 

• to achieve 90% of target certificate'issue dates agreed with 
customers, in respect of both system and component and 
whole vehicle approvals 

• percentage error-free approvals issued: 98% 

• corrected approvals Issued within 3 working days In 75% of 
cases 
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VEHICLE INSPEaORATE 
Berkeley House, Croydon Street, Bristol BS5 ODA 

Tel: 0272543274 Fox: 0272543212 

Chief Executive: Ron Oliver 

The VEHICLE INSPECTORATE (VI) was established as an Executive 

Agency of the Department of Transport in August 1988 and 
became a Trading Fund in April 1991. It has 3 main functions: to 

perform annual tests on heavy goods vehicles (HGVs) and public 

service vehicles (PSVs); to supervise, on behalf of the Secretary 
of State for Transport, MOT testing of motorcycles, cars and light 

goods vehicles (LGVs); and to enforce the law on roadworthiness, 
vehicle weight and drivers’ hours. Since April 1991, VI has also 

offered MOT tests for some LGVs. The Agency employs some 
1,663 staff and running costs are £49.4m. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• To make an overall efficiency gain of 5%, measured by 

aggregate cost efficiency index: achieved 5.6%. 

•To achieve a real return of 6% on capital employed: 
achieved. The Inspectorate achieved 11.3% this year in 

the form of an operating surplus expressed as a percentage 
ofnetassets. Thiscanbeattributedtoimprovedoperational 
efficiency and a lower asset base resulting from declining 
property values. 

• To achieve an HGV test error rate of less than 0.47% on 

serious failure items: achieved 0.1%. 

• To achieve a PSV test error rate of less than 0.47% on 

serious failure items: achieved 0%. 

• To achieve an HGV test exemption rate of less than 0.01%: 
not achieved. Actual was 0.03%. Exemption certificates 

are issued by VI when vehicle tests are unable to be 

carried out on a particular day, enabling the operator to 
continue to use the vehicle until the next test appointment, 
even where the current certificate lapses in the meantime. 

Staff strike action on tv/o days in 1993 meant that 130 
exemption certificates had to be issued, exceeding the 
target figure. 

• To achieve a PSV test exemption rate of less than 0.01%: 

achieved 0%. 

• To achieve an average turnaround time of 1.4 days on MOT 

documentation: achieved. 

• To produce 95% of interim or completed traffic 

enforcement operator licence reports for traffic 

commissioners within 4 weeks, unless another deadline 
has been agreed: not achieved. 74% of reports were 

produced in 4 weeks. However, this represents a significant 
improvement on the previous year. 

VI’S testing functions have been reviewed by the Department of 

Transport and their scope for privatisation assessed. In March 
1994, following a feasibility study conducted by Price Waterhouse, 

the Secretary of State announced that Vi’s testing functions were 
not suitable for transfer to the private sector. He did, however, 

expect to see a significant expansion of the arrangements for 

testing at operators’ premises, and substantial improvements in 

VI’S level of efficiency and service. VI is, in conjunction with the 

Department of Transport, looking at ways of expanding testing at 
operators’ premises; and has put forward plans to deliver running 
cost savings of 20% over the next two years. Some of these 

savings will require voluntary redundancy. 

In March 1994, in line with the Citizen's Charter, VI published 

codes of practice on testing, enforcement and the MOT schem-’. 

These set out customer service standards for the main areas of 
VI’S work and make firm commitments on openness, publication 

of standards, consultation with trade bodies, and the handling of 
complaints. The codes also outline Vi’s commitment to remove 

unnecessary burdens on business. 

VI announced a 3 year market testing programme in November 

1993 which includes all finance, management information and 

support services currently supplied by some 70 staff at its 

headquarters in Swansea. In 1993-94, VI market tested 

informationtechnologysupport.libraryservicesand building and 
estate maintenance (worth almost £1.5m). 

Vi's Annual Report and Accounts for 1993-94 and Business Plan for 
1994-95 are available from the Agency. Vi's Corporate Plan contains 
commercially sensitive material and is therefore not made public. 

KEY TARGETS 1994-95 
• ACS Index 5% 

• real return on capital employed 6% 

• HGV test error rate on serious failure items 0.47% 

• PSV test error rate on serious failure items 0.47% 

• HGV test exemption rate 0.01% 

• PSV test exemption rate 0.01% 

• achieve roadworthiness prohibition error rate of 0.5% 

• to produce 95% of Traffic Commissioners reports within 4 
weeks unless another deadline has been agreed and 95% 
within the agreed deadline 

• to return 95% of maintenance assessments for Operator 
Licence renewals and variations within 6 weeks and 99% 
within 12 weeks 

• to decide 99% of all MOT statutory appeals against refusal 
to issue a test certificate within 5 working days 

• to examine a minimum of 1.4m HGV and 145,000 PSV 
tachograph charts 

• to weigh a minimum of 115,000 goods vehicles 

• to have 90% of DOT weighbridge site equipment available 
nationally 
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VETERINARY MEDICINES DIREaORATE 
Woodham Lane, New Haw, Addleslone, Surrey KT15 3NB 

Tel: 01932336911 Fax: 01932336618 

Chief Exe(ulive:DrMike Rutter 

The VETERINARY MEDICINES DIRECTORATE (VMD) was launched 
as an Agency of the Ministry of Agriculture, Fisheries and Food 
(MAFF) in April 1990. The aim of the Directorate is to ensure the 
safety, quality and efficacy of animal medicines in the UK, and 
thereby safeguard public health, animal health and the 
environment and promote animal welfare. It is responsible for 
the licensing and control of the manufacture and marketing of 
animal medicines, post licensing surveillance of suspected adverse 
reactions and residues of veterinary medicines in meat, and the 
provision of policy advice on these matters to the Agriculture and 
Health Ministers in the UK. The Directorate employs 95 staff and 
has operating costs of £6.9m. The full costs of its work are 
recovered through fees charged to the veterinary pharmaceutical 
industry for licensing, the slaughterhouse industry for residue 
monitoring and MAFF for policy advice. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• Full cost recovery for the Agency’s 3 business activities: 

Licensing business : achieved 101.6% 

Policy business : achieved 100.3% 

Residues business : not achieved 96.6% 

Overall cost recovery was missed by 0.7% due to an under 
recovery in the residues business which arose from a 
reduction in the number of animals slaughtered during 
1993-94 compared to MAFF forecasts. 

• 70% of new licence applications to be issued 

within 120 clock days : achieved 74% 

95% within 200 clock days ; not achieved 82% 

Failure to meet the 200 clock days target was due to 
insufficient data being supplied initially by companies 
causing duplication of subsequent assessment effort, 
additional time arising from appeal procedures, resource 
requirements arising from the review of pharmaceutical 
products and less efficient monitoring procedures prior to 
the introduction of IT systems during the year. 

• An overall efficiency gain of 2% : achieved 9.8%. 

In addition to work on new applications, a major part of the 
review of older pharmaceutical products was concluded and a 
review of immunological products was begun in October 1993. 
The introduction of a computerised licensing management system 
has transformed the information available to the licensing 
business, and a joint VMD/National Office of Animal Health 
initiative was introduced to agree procedures to improve the 
quality of licence applications received. 

The results of the UK’s surveillance programme in 1993 for 
residues of veterinary residues in meat continued to show a fall 
in the overall number of residues above the action limit and 
further reductions in sulphonamide residues in pigs. For the 
second consecutive year there were no positive samples 

containing prohibited hormones and increased sampling for 
residues of clenbuterol failed to reveal its presence. 

The volume of policy work has continued to increase significantly. 
Policy advice was provided on a range of issues including 
organophosphorus sheep dips, bovine somatotropin, clenbuterol, 
the availability of vaccines and maximum residue limits for horse 
products. A major initiative in the deregulation area has been the 
decision to rely directly in the future on the provisions of Community 
Directives rather than the provisions of the Medicines Act 1968. 

The Future Systems package of measures for licensing and 
controlling veterinary medicines in the Community was adopted 
by the Council of Ministers in Summer 1993. In October, it was 
agreed that the European Medicines Evaluation Agency would be 
located in London. VMD played a full part in these developments, 
continuing the development of the revisions to the detailed rules 
and procedures necessary to ensure the Future Systems 
arrangements are a success. 

Overall, the VMD has continued its development as a Next Steps 
Agency and there have been further improvements in service, 
liaison and publicity. The VMD seeks to apply the principles of the 
Citizen's Charter across all aspects of its work and in line with 
Charter principles it will publish a Customer Service Statement in 
1994-95 setting the standard of service which customers can 
expect. 

The 3 year review of the VMD, covering prior options, evaluation 
and revision of the Framework Document continued and, with 
only agreement of the Framev/ork Document outstanding, will be 
completed during 1994-95. 

In line with the Government’s policy tov/ards the extension of 
competition to public ^>ervices, the analytical work (estimated 
cost £1.82m in 1994-95) carried out as part of the National 
Surveillance Scheme for Residues in Meat will be market tested 
by 31 March 1995. 

Full details of the work of the Directorate are set out in its Annual 
Report and Accounts, in the Medicines Act Veterinary Information 
Service newsletter which is published quarterly and the VMD's 
Corporate Plan, copies of which are available from the Directorate. 
The Agency's Business Plan is not made publicly available. 

KEY TARGSTS 1994^95 
• full cost recovery for the three business activities of licensing^ 

policy work and residues monitoring 

• determination of 75% new licence applications within 120 
clock days and 95% within 200 clock days 

• an overall efficiency gain of 2% 
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WILTON PARK 
Wiston House, Steyning, Sussex 6N44 3DZ 
Teh 0903 815020 Fox: 0903 815931 
Chief Executive; Richard longhorne 

WILTON PARK, which was launched in September 1991 as an 
Agency of the Foreign and Commonwealth Office (FCO), aims to 
contribute to the solution of international problems by organising 
high quality conferences on international affairs which attract 
senior politicians, officials, diplomats, businessmen, academics 
and other professionals from many countries and international 
organisations. It serves the interests of FIM Government by 
presenting the UK as a country which aims to promote the 
solution of international problems by improving international 
understanding through dialogue. 

In order to carry out this v;ork, Wilton Park is established in its 
own Wiston House Conference Centre in West Sussex. It is the 
smallest Agency with only 32 staff. When the Centre is not 
occupied by a Wilton Park conference, it is made available to a 
wide variety of public and private sector organisations for their 
own courses, seminars and conferences (commercial hiring). 
The revenues from commercial users, together with fees charged 
to participants in the Wilton Park conferences, cover over 70% 
of the total cost, making Wilton Park a highly cost-effective part 
of Government information policy. The Agency costs £383,000 to 
run. 

PERFORMANCE AGAINST KEY TARGETS IN 1993-94 

• 995 participantsat Wilton Park: achieved. Total participants 
were 1,078. As in 1992-93, this record number of 
participants no doubt reflects the continuing high level of 
interest in international affairs during the year, but also 
the high quality of Wilton Park conferences. 

• Cost to FCO per participant £374: ofh/evej/. Actual cost per 
participant was £355. 

• 72.04% cost recovery: nof achieved. Cost recovery achieved 
was 71.3%. 

• Total income of £959,000: not achieved. The increase in 
Wilton Park fees income of 4% above the forecast level 
offset the shortfall of commercial charges (3% below 
forecast) to produce an overall level of income earned of 
£953,000, an increase of £36,000 (4% on the 1992-93 out- 
turn, but £6,000 (0.6%) below target of £959,000). 

Commercial hiring of Wiston House Conference Centre continued 
to be affected by the recession and the 14% increase in Wilton 
Park conferences. Commercial revenues therefore fell to £390,000 
(£391,000 in 1992-93). 

Revenue from the Agency’s own Wilton Park Conferences at 
£468,000 was an increase of £23,000 (5%) on the 1992-93 out- 
turn, and £18,000 (4%) above the budget of £450,000. This was 
due to the efforts of the Wilton Park conference organisers and 
administrators, who increased the number of conferences from 
22 to 25. The average number of participants recruited to each 
conference was 43. 

In line with Citizen's Charter principles, Wilton Park aims to 
achieve a high level of customer satisfaction and continually 
surveys the satisfaction of its conference delegates in the areas 
of Service, Facilities and Conference Content. Dissatisfaction 
with any aspect of the conferences will be dealt with personally 
by the Chief Executive. The quality of Wilton Park conferences 
was maintained at an outstanding level, as indicated by the 
results of questionnaires. 91.5% of respondents rated the 
conference programmes, discussion and, most importantly, 
administration, excellent or very good. The conference centre 
also obtained excellent or very good marks from 98.6% of 
respondents for the standard of service. 

In 1994-95, Wilton Park aims to continue to improve the relevance 
of its conferences to the vital issues of international affairs, with 
special concentration on the transformation of the European 
continent and Central Asia since the collapse of the Soviet Union 
and the growing significance of East Asia in international relations. 
The number of conferences is expected to rise from 25 to 32. 

The Agency's Framework Document and Annual Report and Accounts 
are available on request from Wilton Pork Conference Centre. The 
Agency's Business Plan is not publicly available. 

KiY TARGETS 1994^95 
• total income £1,039,000 

• cost recovery 72.8% 

• number of participants 1,260 

• cost per participant £307 
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MINISTERIAL RESPONSIBILITY 

Lord Chancellor Launch Date 

HM Land Registry (1) 2.7.90 
Public Record Office (1) 1.4.92 
Public Trust Office 1.7.94 

Secretary ol State for Foreign and Commonwealth Affairs 

Wilton Park 1.9.91 

Chancellor of the Exchequer 

Central Statistical Office (1) 19.11.91 
HM Customs and Excise (2) 1.4.91 
Inland Revenue (2) 1.4.92 
PAYMASTER (1) 1.4.93 
Royal Mint (1) 2.4.90 
Valuation Office 30.9.91 

Secretary of State for the Heme Department 

Fire Service College 1.4.92 
Forensic Science Service 1.4.91 
HM Prison Service 1.4.93 
United Kingdom Passport Agency 2.4.91 

President of the Board of Trade 

Accounts Services Agency 1.10.91 
Companies House 3.10.88 
Insolvency Service 21.3.90 
laboratory of the Government Chemist 30.10.89 
National Physical Laboratory 3.7.90 
National Weights and Measures Laboratory 18.4.89 
NEL 5.10.90 
Patent Office 1.3.90 
Radiocommunications Agency 2.4.90 

Secretary of State for Transport 

COASTGUARD 1.4.94 
Driver and Vehicle licensing Agency 2.4.90 
Driving Standards Agency 2.4.90 
Highways Agency 1.4.94 
Marine Safety Agency 1.4.94 
Transport Research Laboratory 2.4.92 
Vehicle Certification Agency 2.4.90 
Vehicle Inspectorate 1.8.88 

Secretary of State for Defence 

Army Base Repair Organisation 1.4.93 
Chemical and Biological Defence Establishment 1.4.91 
Defence Accounts Agency 1.4.91 
Defence Analytical Services Agency 1.7.92 
Defence Animal Centre 1.6.93 
Defence Clothing and Textiles Agency 22.11.94 
Defence Operational Analysis Centre 1.7.92 
Defence Postal and Courier Services 1.7.92 
Defence Research Agency 2.4.91 
Disposal Sales Agency 1.10.94 
Duke of York’s Royal Military School 1.4.92 
Hydrographic Office 6.4.90 
Logistic Information Systems Agency 21.11.94 
Maintenance Group Defence Agency 2.4.91 
Meteorological Office 2.4.90 
Military Survey 2.4.91 
Naval Aircraft Repair Organisation 1.4.92 
Quv Victoria School 1.4.92 
RAF Signals Engineering Establishment 22.11.94 
RAF Training Group Defence Agency 1.4.94 
Service Children’s Schools (North West Europe) 24.4.91 

Minister of Agriculture, Fisheries and Food 

ADAS (3) 1.4.92 
Central Science Laboratory 23.4.94 
Central Veterinary Laboratory 2.4.90 
Intervention Board (1) (4) 2.4.90 
Pesticides Safety Directorate 1.4.93 
Veterinary Medicines Directorate 2.4.90 

Secretary of State for National Heritage 

Historic Royal Palaces Agency 1.10.89 
Royal Parks Agency 1.4.93 

Secretary of State for the Environment Launch Date 

Building Research Establishment 2.4.90 
Ordnance Survey (1) 1.5.90 
Planning Inspectorate (5) 1.4.92 
Queen Elizabeth II Conference Centre 6.7.89 
Security Facilities Executive 15.10.93 
The Buying Agency 31.10.91 

Secretary of State for Wales 

Cadw (Welsh Historic Monuments) 2.4.91 

Secretary ol State for Social Security 

Social Security Benefits Agency 2.4.91 
Social Security Child Support Agency 5.4.93 
Social Sec .1 ity Contributions Agency 2.4.91 
Social Security Information Technology Services Agency 2.4.90 
Social Security Resettlement Agency 24.5.89 
Social Security War Pensions Agency D.4.94 

Chancellor of the Duchy of Lancaster 

Central Office of Information (1) 5.4.90 
Chessington Computer Centre 1.4.93 
Civil Service College 6.6.89 
HMSO (1) 14.12.88 
Occupational Health Service 2.4.90 
Recruitment and Assessment Services Agency 2.4.91 

Secretary of State for Scotland 

Historic Scotland 2.4.91 
Registers of Scotland (1) 6.4.90 
Scottish Agricultural Science Agency 1.4.92 
Scottish Fisheries Protection Agency 12.4.91 
Scottish Office Pensions Agency 1.4.93 
Scottish Prison Service 1.4.93 
Scottish Record Office (1) 1.4.93 
Student Awards Agency for Scotland 5.4.94 

Secretary ol State for Northern Ireland 

Compensation Agency 1.4.92 
Driver and Vehicle Licensing (Northern Ireland) 2.8.93 
Driver and ‘Vehicle Testing Agency 1.4.92 
Northern Ireland Child Support Agency 5.4.93 
Ordnance Survey of Northern Ireland 1.4.92 
Rate Collection Agency 1.4.91 
Social Security Agency (Northern Ireland) 1.7.91 
Training & Employment Agency (Northern Ireland) 2.4.90 
Valuation and Lands Agency 1.4.93 

Secretary cl State for Education 

Teachers’ Pensions Agency 1.4.92 

Secretary ol State for Health 

Medical Devices Agency 27.9.94 
Medicines Control Agency 11.7.91 
NHS Estates 1.4.91 
NHS Pensions 20.11.92 

Secretary ol State for Employment 

Employment Service 2.4.90 

Attorney General 

Government Property Lawyers 1.4.93 

Minister for Overseas Development 

Natural Resources Institute 2.4.90 

Foomm 
(1) Afmhs Hut ar$ Government Ptptrtmnts. 
(2) Goventml Deportment operating MIf on Hext Steps lines. 
(S) The Serretory of State for Wales Is {olntiy responuble for ADAS. 
(4) Die Minister of Agrltahare, Fisheries A Food and the Serretarles of State 

for Wales, Siotlaad and Northern Ireland are jointly responsible for the 
Intervention Board. 

(5) Die Serretory of State for Wales Is jointly responsible for the Planning 
Inspettorate. 
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