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Addington Capital, the 
property investment and asset 
management specialist has 
received planning approval on 
a residential development on 
Melbourne Street in Leeds City 
Centre.

The application comprises of 
100 apartments of varying sizes 
split into three blocks on varying 
levels. Den Architecture were the 
architects for the project.
 The plan is to get on site and 
build as soon as possible and to 
target the PRS market.
 This area of Leeds has seen 
significant regeneration in recent 
years and is now known as the 
Northern Quarter in recognition 
of its increased popularity and 
vibrancy. The wider area has also 
seen a number of new shops, 
bars and restaurants

 Phil Symonds, Partner at 
Addington said, “This scheme 
will be Addington’s third PRS 
scheme in Leeds. We acquired, 
refurbished and sold 183 units in 
joint venture at Waterside and are 
currently on site at Headingley, 
where we have developed 124 
units to date and are now about 

to develop another 27. Leeds 
has an estimated population 
of 780,000 which makes it the 
2nd largest city and the second-
largest metropolitan district in the 
UK. It has a vibrant student and 
young professional market, who 
we believe will find our scheme 
attractive.”

 Addington also has a large 
PRS Scheme in Sheffield, Velocity 
Village which consists of 371 
apartments. Last year it set up 
ADDLiving, a new management 
and leasing platform which 
manages the Sheffield and Leeds 
sites.

Addington Capital secures planning approval 
for a residential development in Leeds City 
Centre

GPSJ
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Responding to the news 
that the Government has 
today launched a series of 
consultations covering food 
waste, plastics, and recycling, 
the Chartered Institute of 
Environmental Health (CIEH) 
has strongly welcomed the 
focus and called for tangible 
measures to be introduced as 
soon as possible.

According to the Government, 
the consultations launched today 
aim to overhaul the waste system, 
cut plastic pollution, and move 
towards a more circular economy.
 The measures included in the 
proposals include packaging 
producers paying the full cost of 
dealing with their waste, more 
consistent household recycling, 
and a Deposit Return Scheme for 

cans and bottles. 
 The Consultation also includes 
a tax on plastic packaging that 
does not meet a minimum 
threshold of at least 30% recycled 
content.
 The proposals will apparently 
make up a key part of the 
government’s upcoming 
Environment Bill, to be introduced 
later this year. 
 CIEH is strongly supportive 
of the announcement but called 
on the Government to back up 
proposals with tangible measures 
and appropriate funding to ensure 
it is a success. 
 Gary McFarlane, Northern 
Ireland Director at CIEH, said:
 “This focus on reducing waste 
and boosting recycling is a very 
welcome step forward. 

CIEH strongly supports the regular 
collection of Food waste in order 
to encourage recycling as well as 
ensure that other issues such as 
odours and pests are minimised.
 We have been very vocal about 
the march to reduce food waste 
collections, highlighting very real 
risks such as elevated levels of fly 
tipping, domestic refuse burning, 
pest infestations, odour nuisance 
and fly nuisance, especially in the 
summer months.  
  The reduction in bin collection 
services also places an 
additional long-term burden on 
Environmental Health resources, 
as Environmental Health will be 
left dealing with pest and other 
nuisance-related issues. 
 As such, we are delighted that 
the Government is now properly 
looking in to this deteriorating 

situation. 
 Climate change and ecological 
and environmental degradation 
is reaching crisis point. These 
are critical public health issues. 
Recycling and reducing waste is 
imperative as part of the response 
needed to meet these challenges. 
 Examples from Germany and 
the Netherlands show that it might 
be possible for the UK to double 
its recycling rates with the use of 
payment for waste schemes, such 
as the reverse vending machines.
  We welcome the commitment 
to tax the producers of plastic 
packaging in order to fund more 
recycling of these products. 
 It is essential that the 
Government now provides the 
appropriate funding so that local 
authorities have the tools to deliver 
the new systems.”

Focus on waste and recycling a positive step 
forward

Global risk management 
specialist Pinkerton is urging 
UK businesses to tighten 
up employee screening 
procedures in light of the 
commercial uncertainty 
surrounding Brexit.

The company, which was founded 
nearly 170 years ago and boasts 
a worldwide presence in risk and 
security operations, believes that 
Brexit uncertainty has heightened 
the need for employment 
screening measures to ensure 
the security, compliance, and 
reputation of UK businesses 
across all sectors. From low-paid 
casual labour in a retail space to 
high level handling of potentially 
sensitive information in technology 
or finance, the importance of 
establishing a right to work and 
building trust within a team cannot 
be underestimated.
 Whilst workers are a company’s 
most important asset, that person 
walking through the door every 

day is potentially also one of 
the biggest risks to electronic 
information, physical and human 
security, and reputation, if 
not vigorously vetted prior to 
placement. There are more than 
500 million people in the EU. 
Those of working age and with 
relevant skills are still free to travel 
and apply for jobs in the UK, at 
least until the end of March. This 
poses challenges for employers 
verifying potential employees’ 
movements, backgrounds, and 
right to work whilst demonstrating 
regulatory compliance and 
maintaining efficient processes 
during employee onboarding.
 Rory Lamrock, Pinkerton’s 
United Kingdom Director, explains: 
“Increasingly stringent EU privacy 
and data security legislation, 
combined with advances in 
technology and a global workforce 
in an uncertain political climate, 
has made pre-employment 
screening a challenge for a lot of 
multinationals. They recognise 

the burden is on the employer to 
conduct risk-based screening to 
ensure a secure and compliant 
work environment, but Brexit 
uncertainty has made it harder for 
businesses with UK people and 
operations to plan for the future. 
 “Even within the UK, legislative 
standards on who can collect 
criminal records (DBS checks) 
varies between Scotland and 
England. Across EU countries, 
these kind of variances are 
magnified and the screening 
process has been made more 
complex by political and legal 
changes over the past year. We’re 
already seeing a lot of clients 
moving significant screening 
operations from Asia back into 
the EU to comply with GDPR, 
but the regulatory uncertainty 
connected to a no-deal Brexit, or 
the prospect of a completely new 
immigration system in the UK, has 
posed further challenges.”
 GDPR will remain part of 
UK law regardless of the Brexit 

outcome, and companies have to 
ensure their technology, systems 
and people perform to those 
high standards. “We’re screening 
people not just to protect our 
client’s organisational security, 
compliance and brand reputation,” 
Lamrock says, “but also to 
protect the current workforce 
from candidates with a history of 
violence or fraudulent activity.”
 Screening new employees will 
help strengthen a firm’s security 
but it cannot legislate for the 
future behavior of an individual. 
Someone may have passed a 
screening process five years 
ago but in the time they have 
worked for a company, they may 
have become disgruntled or 
simply switched roles to a more 
senior position handling more 
commercially sensitive information. 
That’s why ongoing periodic 
checking is highly recommended. 
People can get very creative 
when they are trying to hide their 
backgrounds. 

Staff screening vital for UK security, 
compliance and company reputation post-
Brexit says risk management firm

GPSJNEWS GPSJ

Presenter line-up includes 
State Zero Labs, Story Terrace 
and Join

Global technology and media 
festival NewCo, has today 
announced the full schedule of its 
London event, taking place 14-
15th March across several London 
city locations. For two days, 
London’s most iconic businesses 
will be opening their doors to 
the public and offering exclusive 
insights from a wide spectrum of 
founders and thought leaders.  
 The presentation schedule is 
shaping up to be the best year 
yet, including talks from Kate 

Mills, Director & Co-Founder of 
StateZero Labs who will discuss 
the world’s first solution-led 
blockchain lab for startups, Story 
Terrace’s Founder & MD Rutger 
Bruining, who will be leading a 
session about the art of capturing 
your life and creating a story and 
Join Founder, Ricardo Tannus will 
be discussing the simple art of 
connecting students to companies 
over a meal.
 David Morris, Lead of NewCo 
London and Head of Technology 
& Media Careers at London 
Business School said “We are 
delighted to be part of NewCo 
London in its seventh year. As 

one of the most established tech 
festivals across the world, this 
year will see an unprecedented 
variety of businesses opening 
their doors to the public and 
inspiring entrepreneurs within the 
technology industry. We’re certain 
that 2019 will be the best year yet 
for the festival and we are looking 
forward to the day”.
 NewCo was founded in 
San Francisco in 2012 by tech 
entrepreneur John Battelle, with 
the aim of connecting ‘festival 
goers’ with tech brands and 
taking intimate, founder-led 
sessions out of stuffy conference 
rooms and into the creative 

environments that host the most 
exciting businesses. The festival 
will also be held in Toronto, 
Mexico City and Lisbon, to name 
a few.
 For the 4th year, NewCo 
London has partnered with 
London Business School, to 
organise and coordinate the 
festival across the city.
 To sign up to the event, please 
visit https://ldn.newco.co, or 
you can follow NewCo London 
on Twitter using @NewCoLDN, 
or follow the hashtag with 
#NewCoLDN.

Global tech festival NewCo returns to 
London

Proposed 
3D View from  

Brunswick Row
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GJD, a designer and 
manufacturer of the world’s 
most reliable external 
detection and LED illumination 
equipment, is really excited 
to announce the appointment 
of ezCCTV.com as its new 
national distribution partner. 
ezCCTV.com, based in 
Hertfordshire is a supplier 
of high quality Digital & IP 
Surveillance solutions and is 

an authorised official Hikvision 
Distributor. 

GJD’s D-TECT range of detectors 
are the only sensors that reliably 
detect people and easily integrate 
with third party VMS providers 
and CCTV Systems. The product 
range performs well in all weather 
conditions without fail or false 
alarm. 
 Commenting on the new 

partnership, Greg Stuttle, GJD’s 
Business Development Manager 
said: “GJD is confident that our 
product range will be popular with 
ezCCTV.com customers. GJD is 
focused on putting the installer 
first and we are committed to 
delivering a responsive and reliable 
service, ezCCTV also takes this 
approach, so we believe they will 
be a great partner and we are 
looking forward to a long and 
successful relationship”. 
 Camera analytics has driven 
demand for truly reliable human 
detection, GJD products have 
been capturing genuine alarms 
for over 30 years, providing the 
installer and end user with peace 
of mind that critical events will 
never be missed and false alarms 
will not occur. 
 Joss Cohen, Sales Director 
at ezCCTV.com said: “We have 
partnered with GJD as their 
products incorporate functions 
that are not found on any 
other similar products. GJD’s 
IP technology integrates with 
Hikvision, this is a perfect fit for 
our customers and aligns very well 
with our strategy”. 
 D-TECT motion detectors offer 
quick and easy installation. The 

range is designed for intruder 
monitoring, CCTV surveillance and 
other alarm warning requirements. 
The detectors provide both 
volumetric and long-range narrow 
field of view sensing, plus remote 
programming. 
 D-TECT IP detectors integrate 
with Hikvision’s I series and K2 
series of NVRs, which deliver 
remarkable advantages including 
quick and efficient installation, 
minimum maintenance and 
remote access, so the installer 
can change detector settings via a 
secure web-based interface. 
 Other products in the GJD 
range include Clarius PLUS 
LED illuminators, which produce 
powerful and even illumination, 
helping reliable detection and 
deterrence. Clarius IP provides 
smart lighting solutions, which can 
be integrated with IP cameras and 
CCTV systems. Every Clarius light 
includes a free lens diffuser pack, 
so the beam spread can be easily 
adjusted on site.
 For more information about 
GJD’s complete product range 
please visit www.gjd.co.uk.
If you would like to order via 
ezCCTV please visit  
www.ezcctv.com.

GJD announces new partnership with 
ezCCTV.com

• Cloud-based data and  
 API integration platform  
 SPINR launches, helping  
 organisations unlock the 
  value hidden in their data
• SPINR was formed from the  
 successful cloud and digital  
 transformation specialist  
 Shaping Cloud

Cloud-based data and API 
integration platform SPINR today 
announces its official launch as a 
catalyst for smaller organisations 
across the public sector, including 
the startups and SMEs that 
service the sector, to realise their 
full potential by unlocking the 
value in their data.
 SPINR enables any organisation 
to control and maximise its data 
using a single, straightforward 
platform through which data can 

be brought together from any 
number of sources, so it can be 
viewed, transformed and shared 
across departments and between 
companies. 
 This democratisation of data 
through APIs also means that 
anyone within an organisation, 
regardless of technical ability, 
will be able to use data that was 
previously siloed or unattainable. 
 This makes the process 
of integrating, cleansing and 
sharing data simple, efficient and 
accessible to all, especially for 
SMEs and smaller businesses 
where this level of data 
management capability is often 
out of reach, due to its complexity 
and expense. Therefore, this new 
ability to maximise data affordably, 
could revolutionise the potential of 
hundreds of smaller-scale fintechs. 

 Although SPINR is a new 
venture, the development of the 
platform has been years in the 
making, and was formed out of 
cloud and digital transformation 
specialists Shaping Cloud. 
Following the launch of SPINR 
as a separate business, both 
companies will now sit within the 
newly formed Shaping Cloud 
Group.  
 Leading the charge at SPINR 
is its senior team, Carlos Oliveira, 
Tom Carter and Martino Corbelli, 
who have been appointed as 
CEO, CTO and Chief Product 
Officer respectively.  
 Carlos Oliveira is the founder 
of both Shaping Cloud and 
SPINR and Tom Carter joins 
him in becoming CTO of both 
companies. New to the Shaping 
Cloud Group, Martino Corbelli has 

been appointed as Chief Product 
Officer of SPINR, heading up 
their go-to-market strategy, using 
a broad knowledge of growth 
marketing honed at some of 
the UK’s most successful tech 
companies.
 CEO and founder Carlos 
Oliveira said: “Our mission is 
to put the power of enterprise 
integration into the hands of 
every ambitious organisation. 
We believe in the power of data 
to drive the future innovations 
that will improve people’s lives. 
For any organisation to innovate, 
it must first set critical data free 
from application and departmental 
silos, that often keep it locked 
down and obstruct business 
agility.” 

SPINR launches, bringing a new era of data 
management to smaller organisations in the 
public sector

£2.4m OptiNet project 
will investigate network 
optimisation solutions to 
decarbonise the gas network 
and support the transition 
to low carbon, smart energy 
systems.

PassivSystems has won 
a contract to investigate 
optimisation solutions that will 
enable the wider connection 
of green gases into energy 
networks. Working with partners 
Wales & West Utilities, Cadent 
and Costain, PassivSystems 
will look at how smart pressure 
control, compression and storage 
solutions can alleviate network 
constraints as part of the £2.4m 
OptiNet project.
 The use of green gas is forecast 
to grow as utilities aim to further 
decarbonise the UK’s energy 

networks. Currently, Wales & 
West Utilities supplies 130,000 
homes with biomethane from 
19 connected sites. Cadent’s 
forecasts suggest that the UK will 
have sufficient green gas to enable 
over 120 TWh to be injected into 
the gas network annually by 2035.
 The growth of distributed gas 
generation, principally in the 
form of biomethane production, 
brings many challenges. Colin 
Calder, chief executive officer, 
PassivSystems, explained: 
“Balancing supply and demand on 
gas networks is becoming more 
complex with the rising number of 
distributed gas and biomethane 
connections.
 “There are also new demand 
types to consider, like gas peaking 
plants, which ramp up quickly to 
deliver electricity during periods of 
peak demand and help balance 

generation from renewable energy. 
Increasing numbers of these 
plants are connecting into the gas 
distribution networks. Sudden 
changes in demand, as the 
peaking plant switch from online 
to offline, can cause pressure in 
the gas network to rise and fall 
unpredictably”.
 Whole system solutions, which 
simultaneously optimise energy 
flows across gas and electricity 
networks, are essential to facilitate 
the delivery of sustainable energy 
solutions.
  “To accommodate the breadth 
of change required to deliver a low 
carbon, smart energy system, we 
need to work with our partners 
to design and future-proof the 
UK gas network in harmony with 
the electricity network,” Calder 
added. “We need to balance 
an increase in green gas and 

distributed power generation and 
manage unprecedented pressures 
on the network. We have to 
develop and deploy an optimised 
network solution that can adapt to 
constant changes.”
 Chris Clarke, energy strategy 
director, Wales & West Utilities, 
said, “We’re looking forward to 
working with PassivSystems and 
the other gas networks to make 
sure that the injection of green 
gas is as efficient as possible.  
Enhancing the role of biomethane 
is an essential step on the path 
to delivering an affordable, 
reliable and green future for 
energy. Thanks to the iron mains 
replacement programme, which is 
upgrading old metal pipes to new 
plastic ones, the gas network is 
preparing for the future and ready 
for decarbonised gas. 

PassivSystems secures funding for green 
biogas network demonstrator

The Government consultation 
into a new legal requirement 
which could make developers 
actively improve nature closed at 
the weekend. It is an attempt to 
help wildlife recover following the 
severe decline of over half our wild 
species in the last 50 years.
The new approach, known as 
‘net gain,’ would ensure wildlife 
gets a better deal from new 
developments.  It would mean that 
developers not only compensate 

and mitigate for any damaged 
caused to the natural world, 
they would have to measurably 
add to it and improve it – by 
creating additional new nature-
friendly spaces that enable bees, 
butterflies, and birds to recover 
and thrive.
The Wildlife Trusts want 
developers to:
• Avoid damaging wild places by 
locating new buildings in the least 
harmful place – they must not 

simply pay a tariff giving them a 
licence to destroy
• Mitigate any damage that they 
cause and compensate if they 
cannot
• Be legally required to deliver 
ambitious, measurable gains for 
wildlife which are 20% above 
such compensation; these gains 
must be secured and managed in 
perpetuity*
The Wildlife Trusts already 
influence thousands of planning 

applications every year, so that 
they benefit people and wildlife.
The government has yet to 
address net gain in the marine 
environment. There has been 
an explosion of off-shore 
development at sea over the 
past decade with further swathes 
planned. This provides potential 
opportunities for net gain, which 
could contribute towards nature’s 
recovery at sea.

The Wildlife Trusts call for all new 
developments to contribute to a Nature 
Recovery Network
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The Chartered institute of 
Procurement & Supply (CIPS) 
has awarded NHS Arden 
& GEM, a Commissioning 
Support Unit (CSU) working 
across the health and care 
sector in England, standard 
level in the Procurement 
Excellence Programme (PEP).

PEP is a globally-recognised 
award demonstrating how well 
organisations are performing 
with their procurement and 
supply chain activities. The award 
drives regular improvements, 
building a competitive edge 
and highlighting procurement’s 
role as a fundamental part of 
an organisation’s business and 
strategy.
 Arden & GEM works as 
part of the NHS to build a 
system focused on prevention, 
personalisation and innovative, 

sustainable new models for 
modern healthcare. Arden 
& GEM’s procurement team 
provides effective internal support 
to the CSU’s other functions, 
typically managing corporate 
spend on technology, IT systems, 
estates and operations. The 
service also acts as a strategic 
partner to more than 25 health 
and care commissioners, 
supporting high value healthcare 
procurements that deliver financial 
benefits for the system while 
improving outcomes for patients.
 Alan Martin, Head of 
Procurement Excellence at CIPS 
said, “It was good to work with 
an eager team full of ideas and 
challenging their own systems and 
processes to think in a different 
way and meet the challenges of 
PEP.
 “It was particularly good to 
see different teams brought in 

from different locations within the 
service and working together to 
achieve the award. Collaborative 
working is a key differentiator in 
teams that are successful. Well 
done to all involved.” 
 Gill Scoular, Deputy Managing 
Director at Arden & GEM said: 
“With the current financial 
challenges in the healthcare 
sector, driving sustainable 
approaches to procurement 
that deliver efficient, high quality 
services is a priority for all 
organisations. I’m proud that 
our procurement team is playing 
such a key role in realising this 
ambition and that we are the first 
CSU to have achieved the globally 
recognised CIPS accreditation 
standard, setting new standards 
for the market.”
 Warren Simms, Procurement 
Director at Arden & GEM 
commented: “This prestigious 

endorsement of Arden & GEM’s 
commitment to procurement 
excellence recognises the hard 
work and expertise of the service. 
It provides assurance to our 
customers that we have robust 
systems and processes in place, 
that have stood up to independent 
scrutiny, and that we continually 
challenge and improve our ways 
of working to deliver the highest 
possible standards.
“This process has also had a 
positive impact on staff morale 
and confidence which sets us up 
to manage the challenges that lie 
ahead.”
 For more information about 
CIPS Procurement Excellence 
Programme: https://www.
cips.org/en-gb/cips-for-
business/supply-assurance/
procurement-excellence-
programme.

The Chartered Institute of Procurement 
and Supply - Procurement Excellence 
Programme Powerstar, UK manufacturer 

of leading-edge smart energy 
solutions, has been selected to 
partner with Good Energy on 
its battery storage framework, 
helping to strengthen the clean 
power sharing company’s 
commercial and industrial 
(C&I) energy storage offering 
in the UK.

One of only two companies to 
be announced, Powerstar was 
selected following a competitive 
tender and procurement process, 
alongside Belectric, and will 
be tasked with supporting 
Good Energy with the design, 
installation, operation and 
maintenance of major commercial 
battery storage projects.
 Good Energy said the 
partnerships with Innogy-owned 
Belectric and Powerstar would 
ready the firm for future projects 
and put into place a key part of 
the framework for their delivery, 
providing an excellent opportunity 
for business supply customers to 
procure battery storage solutions 

that are fit for purpose and 
manufactured for their needs, 
thanks to the structured approach 
that Good Energy has put in 
place. 
 It will also assist in educating 
commercial customers on how 
battery storage can help them 
take ownership of their power, 
enabling energy resilience, carbon 
savings and cost efficiencies. 
 As a trusted supplier on 
the framework, Powerstar will 
support Good Energy in supplying 
Powerstar VIRTUE battery energy 
storage solutions that can help 
deliver a host of benefits including 
maximising renewable energy, 
minimising CO2 emissions, 
reducing energy consumption 
and costs, all whilst delivering 
energy resilience through its full 
Uninterruptible Power Supply 
(UPS) capabilities which can fully 
support the load during a grid 
event such as a loss of power.
 Dr. Alex Mardapittas, Chief 
Executive Officer at Powerstar, 
said: “We are incredibly proud 
to be one of the few chosen 

suppliers selected to be a part of 
Good Energy’s business battery 
storage framework. It displays the 
level of quality we uphold for our 
solutions and highlights our focus 
of sustainability as a business. 
 “It is a positive step towards the 
wider adoption of energy storage 
technologies to maximise green 
energy in the UK as renewable 

generation continues to become a 
larger part of the energy mix. We 
look forward to working with Good 
Energy to provide a sustainable, 
and more resilient, future for the 
UK’s commercial sector.”

Powerstar secures place on Good Energy 
Framework    

Retained firefighters in 
Scotland, also known as “on-
call” firefighters, will be paid 
the same as their whole-time 
counterparts for rescuing 
the public from water and 
heights, in a major victory for 
the Fire Brigades Union (FBU). 
Previously, retained firefighters 
in Scotland were paid just a 
quarter for facing the same 
dangers.

As well as tackling fires, firefighters 
rescue people from a range of 
non-fire incidents including people 
trapped at heights and in water, 
including during flooding. Scottish 
firefighters rescued 3,000 people 
from non-fire incidents last year, 

seven times the number rescued 
from fires[1].
 Water rescues and “line 
rescues”, which involve specialist 
ropes and harnesses to rescue 
people trapped at a height, are 
not part of a firefighter’s core role. 
Firefighters in Scotland trained 
in these specialist areas are paid 
an additional fee, known as an 
additional responsibility allowance 
(ARA).
 Until now, retained firefighters 
were paid 25% of the ARA 
paid to whole-time firefighters. 
The FBU argued that this was 
fundamentally unfair, as all 
firefighters face the same risks 
rescuing people from water and 
heights.

 Retained firefighters in Scotland 
were unwilling to face additional 
danger for so little compensation. 
Faced with potentially seeing 
Scotland left without on-call cover 
for water and line rescues, the 
Scottish Fire and Rescue Service 
agreed to the FBU’s demand for 
pay parity.
 Denise Christie, FBU Scotland 
secretary, said:
 “We welcome this recognition 
of pay parity from the Scottish Fire 
and Rescue Service. Firefighters 
are rescuing more people each 
year, with non-fire rescues in 
Scotland rising rapidly. When 
rescuing someone trapped 
in water or from a height, it is 
irrelevant if the firefighter is whole-

time or retained – they are trained 
to do exactly the same specialist 
job and should be remunerated 
equally. The union will continue to 
stand up for retained firefighters 
who play a crucial role in our fire 
and rescue service.”
 There are two main categories 
of firefighter; whole-time 
firefighters who are paid a salary 
to work full-time and retained 
firefighters, also known as “on-
call” firefighters, who are paid 
a base-line salary as well as an 
hourly rate for attending incidents. 
Both categories undergo the 
same training to respond to 
incidents.

Union secures pay parity for on-call 
Scottish firefighters

New research suggests that 
the role of Chief Operations 
Officers is becoming more 
vital to a company’s success 
than ever before, with COOs 
required to take responsibility 
for a host of additional 
disciplines and business 
initiatives.

The research, by executive 
search and interim management 
specialists, Norrie Johnston 
Recruitment (NJR), among 
COOs, found that 87 percent 
agree that the role is currently 
undergoing change, with over 
three quarters reporting that it 
now involves greater emphasis 
on driving business and digital 
transformation, creating new 

business opportunities and 
overseeing the allocation and 
prioritisation of corporate 
resources. Many also feel that 
COOs are more strategic, 
requiring the person holding the 
position to become more deeply 
involved in talent management.
COOs are also required to have 
a broader spectrum of skills than 
ever before in order to fulfil the 
pivotal role. 64 percent of people 
agreed that leadership ability is the 
most important attribute for the 
position. The breadth of expertise 
required is reflected in the diversity 
of the positions previously held by 
the COOs studied. 73 percent had 
previously undertaken Operations 
Director or Manager roles before 
moving into the role of COO 

but, interestingly, their previous 
experience spanned a number 
of areas, including senior roles in 
procurement and development, 
sales, marketing, production, 
strategy and transformation.
COOs are also responsible 
for a vast number of functions 
within the business. The majority 
of those surveyed head up 
transformation and change, 
facilities, strategy, HR and IT. 
Many also have governance over 
finance, sales, marketing, R&D 
and supply chain/procurement, 
with teams reporting to them 
across all these areas of the 
business.
 Graham Oates, Chief Executive 
of Norrie Johnston Recruitment 
comments: “Our research certainly 

shows that COOs are often 
corporate stars, multi-talented 
and with a phenomenal breadth of 
skills and experience to draw on.  
However, it also highlights that no 
single size fits all when it comes 
to selecting the right COO for 
an organisation.  How the role is 
defined and used will depend on 
so many factors – the company’s 
wider organisational structure, its 
priorities and challenges – which, 
in today’s fast-paced climate, can 
quickly change.”
 To find out more contact  
Norrie Johnston Recruitment  
on 0203 1267 198  
www.NorrieJohnston 
Recruitment.com or info@
norriejohnstonrecruitment.com

Are COOs becoming the new stars of the 
boadroom?

(L-R) Harry Ponsford, Tim Wynn-
Jones, Solon Mardapittas, Paul 
Edis, Ricky Higgins
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During the last few years of 
austerity Councils have been 
looking at ways they can improve 
how they respond to any form 
of emergency situation, and not 
just fire.
 With council budgets being 
slashed by central government 
there is tremendous pressure to 
make savings wherever possible. 
Fire prevention and security 
monitoring are two areas where 
cuts have been made.
 But cutting budgets does not 
have to mean placing residents 
in greater danger. It is possible to 
use existing, installed technologies 
and protect legacy investments by 
the intelligent application of new 
management systems that afford 
councils greater control of their 
estate, greater protection for their 
residents, and better value for the 
tax-payer. 
 The days when a disparate 
security system and a mobile 
patrol were enough to meet 
the security needs of a council 
are firmly in the past. Now we 
are more sophisticated, more 
technologically advanced, and 
security managers are rightly 
demanding significantly higher 
levels of functionality and 
integration across all systems. 
 ISM has been manufacturing 
and selling door entry systems 
to local authorities across the UK 
for more than 25 years. It has a 
suite of products that range from 
analogue audio to digital audio 
and onto IP connected.
 One such product is the Classic 
2000 digital entrance panel. A 
robust and reliable telephone 
entry system for up to 1,000 flats, 
it operates on a RS485 network 
offering alpha numeric display. It 
has been designed to a very high 
standard with simplified installation 
and wiring.
 The system can be connected 
to a concierge system by simply 

adding a network controller to 
the power supply. This will then 
display further text instructions 
in the LCD display when in 
concierge control. The audio 
system offers a very exceptional 
volume and clarity of speech. The 
electronics are modular in design 
for easy maintenance allowing 
upgrade options to be considered 
for older installations.
 For greater functionality and 
slightly larger budgets, the 
Ultimate system has a unique 
design in that is can fulfill any 
specification, whether your 
environment is low or high security 
risk. Ultimate is a complete 
solution in one product for audio 
intercom communications, 
telephone entry, I/O to monitor or 
control auxiliary hardware within a 
building environment. 
 The Ultimate intercom call 
panel has been designed to a 
high standard of durability which 
means that it can withstand 
the harshest of environments 
and at the same time is easy 
to use. The installation wiring is 
again a simple 4 wire (twisted 
pairs Cat5e or CW1308). The 
intercom panels are laser cut and 
constructed in BS 316 Marine 
grade stainless steel. It has 
22mm (outside diameter) flush 
illuminated stainless steel call 
button which will illuminate when 
call is generated and flash rapidly 
on door release.
 The Ultimate solution has 
been designed in order to make 
installation as simple as possible. 
There are four standard build 
options which all include power 
supplies, electronically isolated 
components and the ability to 
programme the system from their 
laptop using the tools programme 
provided. The simplicity of wiring 
makes the cost of installation 
much less than other systems. 
 Ongoing maintenance costs 

should also be considered by 
local authorities as these can 
quickly and unexpectedly spiral. 
To address this issue, ISM has 
warranted the Ultimate solution for 
five years and more importantly 
there is a guaranteed availability 
of components and spares for a 
further 10 years.
 The Ultimate Compact Series 
functional telephone entry system 
is an innovative system that has 
been developed to meet the 
specific needs of local authorities 
and housing associations. It 
is ideal for low rise residential 
buildings, competitively priced, 
robust, vandal proof, easy to 
use and maintain. Compact is 
the perfect complement to ISM’s 
Ultimate 3000 digital audio and 
data telephone entry systems 
which are designed for medium 
to high rise apartment buildings, 
stand alone and concierge.
 The most recent addition to 
the portfolio is the IP Connect 
range. It comprises a selection 
of outdoor panels and indoor 
monitors to target specifiers and 
M&E consultants considering door 
entry and access control products 
for new build developments and 
refurbishments of apartment 
buildings.

 For a fully integrated solution 
we can design a system that can 
be connected to our Genesys 
Concierge front end enabling 
control of local and remote 
locks or dispersed concierge 
with connection to third party 
concierge blocks. Genesys is an 
integrated security management 
system (ISMS) capable of 
connecting to CCTV, audio, alarm 
and monitoring systems to provide 
one holistic operating platform 
allowing fewer operators to do 
more from any control room within 
the connected estate.
 The ISMS software is totally 
scalable – from control of just 
a single building to multi-site, 
multi-country, Enterprise systems 
that can operate over local or 
wide area networks. Events can 
be transferred to any operating 
security control room on the 
network (either local or remote), 
by site, discipline, or alarm 
escalation, providing effective 
monitoring and high-level 
management of any situation.
 Despite budgets being 
restricted, this approach and 
collaboration with genuine experts 
has shown that safety remains the 
top priority.

Something for everyone

During times of budget cuts, how do councils ensure the safety of residents without cutting corners?

By Geoff Pye, Managing Director ( JNT) ISM

Outcomes First Group - a 
leading specialist provider of 
care and education services 
to children, young people 
and adults with autism, 
learning disabilities, complex 
and social, emotional and 
mental health (SEMH) needs 
-  has been ranked number 
one in Ofsted’s Inspection 
profiles of the largest private 
and voluntary providers 
of children’s homes with 
35% of its 45 homes rated 
‘Outstanding’ and 65%  rated 
‘Good’.  
 The organisation operates 
a national network of award-
winning Department for Education 
registered therapeutic care homes 

and special schools through its 
Hillcrest and Options divisions. 
 Well positioned on all key 
commissioning frameworks 
and trusted by a third of LAs in 
England, Hillcrest provides a child 
centred therapeutic approach to 
care and education. Its services 
are provided in a stable, secure 
and supportive environment, in 
which the children for which its 
cares can develop the skills and 
confidence necessary to help them 
fulfil their potential.
 Outcomes First Group’s 
Options division provides care 
and education to children, young 
people and adults with autism, 
complex needs and learning 
difficulties and offers a pathway 

of services, with specialist teams 
of highly trained staff, including 
education, care and therapeutic 
teams. It provides a person 
centred approach to care and 
education, looking at the full needs 
of the individual and adapting its 
interventions accordingly.
 Commenting on this significant 
achievement, Graham Baker, 
CEO, said, “We are really proud 
of this exceptional outcome which 
is a testament to our committed, 
hardworking and remarkable 
teams here at Outcomes First 
Group”. 
 
For more information on Outcomes 
First Group please visit 
www.outcomesfirstgroup.co.uk

Outcomes First Group specialist care 
home network ranked No.1 in Ofsted’s 
evaluation of England’s largest providers
- with 35% rated ‘Outstanding’ and 65% ‘Good’

Above: 
Outcomes First Group CEO 
Graham Baker.
Below: 
Outcomes First Group’s DfE 
registered therapeutic care home.
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With 60 years’ experience in the 
design, manufacture and supply 
of environmental and safety 
products, Glasdon UK are able 
to assist their customers with 
effectively managing their waste, 
developing new and easy ways to 
encourage recycling and correct 
waste disposal. They provide 
long- lasting, sturdy and attractive 
street furniture and road safety 
products; fully tested to withstand 
heavy usage levels experienced in 
the urban environment.
 2019 sees Glasdon add to 
its market-leading range, with 
the launch of a number of new, 

exciting and innovative products 
including:
• The Echelon™; a flexible  
 purpose shelter for cycling,  
 waiting and smoking.
  Delivered fully assembled ready 
  for installation, the Echelon is  
 built to resist strong winds and  
 harsh weather.
• A mix of contemporary and  
 traditional seating options  
 in the form of Bowland™ and  
 Pembridge™. 

The Bowland Picnic Table 
combines a curved Armortec® 
coated steel frame with a choice 

of seven different coloured, 
environmentally-friendly material 
slats, offering strength, style and 
sustainability. Manufactured using 
100% recycled material; the 
attractive Pembridge Picnic Table 
is traditionally designed, durable 
and sustainable. Both weather-
proof benches offer easy seating 
access, and accommodate up to 
8 people in most environments, 
with wheelchair-friendly models 
also available.  
 The Glasdon website is 
the ultimate ‘one-stop-shop’ 
for on- street essentials, from 
dog waste bins to road safety 

bollards, litter collection units and 
boundary signage. Customers 
can even choose to personalise 
their purchases for specific 
purposes. The Glasdon design 
team is always ready to create or 
customise specialty signage.
  With technical expertise on 
hand at every stage of purchase, 
and an easy to use live chat 
option on the website, customer 
satisfaction is at the centre of 
Glasdon’s aims. To view the full 
range of high quality, durable and 
sustainable products, visit: www.
glasdon.com today, or talk to the 
team on (01253) 600410.

Glasdon® UK lead the way to a 
cleaner, safer and more sustainable 
environment

With the environmental product landscape 
constantly developing and growing, the 
government and public sector strive to stay one 
step ahead of the crowd. Safety, practicality, 

longevity and style are key elements to look 
for when purchasing new waste management 
solutions or updating existing street furniture.

Energy insights. Demand management. On-site generation.

Your business has come a long way.  
How can distributed energy take it further?

We should talk about making your energy work for you. 
centricabusinesssolutions.com/performance

Centrica_POWER IS_Government and Public Sector Journal_210x297.indd   1 23/01/2019   17:51
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According to the Department 
for Transport, between 2011 
and 2016 two people lost their 
lives and a further sixty two 
people were seriously injured 
every week on average whilst 
cycling on UK roads.  Statistics 
such as these are actively 
deterring people from using 
this mode of transport which 
offers many environmental and 
health benefits.

Improving road safety will increase 
the number of people taking 
up cycling which will reduce 
congestion and emissions and, 
as a result, provide improved air 
quality in our cities.
 Councils are already starting to 
take action against illegal parking 
on cycle lanes and pavements 
which creates an obstruction 
that forces cyclists into the main 
carriageway.  According to the 
DfT, this accounts for around 15% 
of all cyclist causalities.
 Duncan Dollimore, head of 
campaigns for Cycling UK, 

believes changes need to be 
made to save lives on the roads.  
He stated:  “Although it’s already 
an offence to park in a mandatory 
cycle lane, the reality is that the 
decline in police traffic numbers 
means this has been widely 
ignored and rarely enforced.  
Giving local authorities the power 
to enforce this offence with CCTV 
cameras is one of the simple 
solutions Cycling UK proposed in 
our response to the government’s 
cycling and walking safety review.”
 CCTV cameras provide a 
cost effective way of enforcing 
cycle lane contraventions 
either fixed on a nearby lighting 
column or deployed on a mobile 
enforcement vehicle (MEV).  
Significantly, Videalert’s unique 
digital video platform supports 
multiple traffic management 
and enforcement activities 
simultaneously often with the 
same camera assets.  This means 
that the capability of MEVs, 
whether they be cars or bikes, 
that are already in use to enforce 

illegally parked vehicles on school 
keep clears, bus stops, bus 
lanes and red routes, can quickly 
and easily extended to capture 
VRMs of vehicles parked in cycle 
lanes.  This highly flexible mobile 
system integrates with all back 
office PCN processing systems 
to ensure timely enforcement 
as well as police systems for 
the identification of blacklisted 
vehicles for improved community 
safety.
 With the introduction of clean 
air and low emission zones in 
some of our worst polluting cities, 
perhaps some of the revenue 
generated should be re-invested 
in encouraging active transport.  
This is supported by Sustrans, 
a walking and cycling charity, 
which states that clean air zones 
will not solve air pollution on 
their own and that a behavioural 
shift away from vehicles is 
needed.  What is now clear is 
that improving air quality requires 
a variety of approaches including 
encouraging people to see cycling 

as a real alternative to their cars, 
particularly travelling to and from 
the workplace. 
 Tim Daniels, Sales and 
Marketing Director of Videalert, 
added:  “The investments that are 
being made in promoting cycling 
and installing the infrastructure 
are just the start and significant 
change will only happen when 
roads are safer for cyclists.  To 
achieve this requires a behavioural 
change in motorists, whether this 
is to get on their bikes or adopt 
a more considerate approach 
when parking.  Simultaneously, to 
increase compliance, enforcement 
technologies such as those 
provided by Videalert will enable 
councils to play their part in 
further reducing the unacceptably 
high level of accidents involving 
cyclists.”

For further information please visit 
www.videalert.com

Using CCTV enforcement to 
keep cycle lanes safer for cyclists

The state of the art, eco-friendly 
building, which has cost in excess 
of £20m, is the biggest single 
investment in the force’s history,  
will provide an improved working 
environment for the officers and 
staff, and enable them to deliver 
a better quality of service to the 
public. The new headquarters 
will form a base for local policing 
teams, plus an investigations hub 
and custody suite. 
 The project places much 
emphasis on sustainability: it is 
targeted to achieve a BREEAM 
rating of very good, and required 
that 75% of the spend would 
be within a 40 mile radius of the 
new site, in Clifton Road. Yet the 
building materials have to perform 
despite the site’s proximity to the 
exposed Fylde coast.
 SES, Engineering Services 
chose Gilberts Blackpool to 
deliver the interfaces between 
the mechanical ventilation and 
the rooms below, as part of its 

package of MEP services won 
with principal contractor Willmott 
Dixon under the National Scape 
Framework.
 “Gilberts is the leader in the 
sector, and had the capability to 
deliver everything we needed from 
one source- from the stringent 
specification of high security grilles 
for the cells, to diffusers in open 
ceilings,” explained SES project 
engineer Sam Butterworth. “We 
knew Gilberts has the expertise 
from various other custody suites 
and high security projects we 
have worked on with the company 
in recent years. It helped that 
Gilberts is based literally within 
walking distance of the site- the 
requirement to use 20% of 
suppliers within a 10mile radius 
is a little difficult when half of that 
radius is, in effect, the sea!”
 A combination of Gilberts’ GPP 
high security grilles, drum louvres, 
DG four-way diffusers, GDS swirl 
diffusers and GX air valves ensure 

the mechanical ventilation system 
delivers an appropriate flow of 
fresh air into the various areas of 
the three-storey 8,500m2 building, 
and removal of used air.
 The 60no GPP grilles used to 
ventilate the 42-cell custody suite 
meet the enhanced Home Office 
specification for police use, and 
comprise  2mm thick stainless 
steel fascia to create a tough yet 
attractive unit with maximum taper 
resistance.
 To accommodate different 
suspended ceiling configurations 
throughout the remainder of 
the building, more than 250 DG 
four-way and 350 GDS swirl 
diffusers were utilised, to blend 
efficient performance with modern 
aesthetics.
 The diffusers are complimented 
in the washrooms etc by Gilberts’ 
GX air valves, and large general 
areas by Gilberts’ DL drum 
louvres. The stove- enamel 
finished air valves provide a 

compact means of extracting 
stale air and odours from toilets, 
washrooms and kitchens to 
achieve high air volume and 
velocity. The DL drum louvres 
rotate to deliver a powerful stream 
of air with the capability to throw 
horizontally or vertically, thus 
accommodating any rise and 
fall in the airstream caused by 
temperature differentials between 
the supply air and room air.
 Founded 55 years ago, Gilberts 
Blackpool is unique in its ability 
to develop components- whether 
‘mainstream’ or bespoke - entirely 
in-house, from initial design 
through tooling, production, 
testing and supply, at its 90,000 
ft2 manufacturing facility. Its state 
of the art test centre, designed 
and built in-house, is one of the 
most technically advanced in the 
country.

Gilberts’ role in delivering improved 
policing

Lancashire Constabulary’s West Division Police Headquarters will deliver a better 
environment for all occupants, thanks in part to its neighbour, Gilberts Blackpool.
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Its new ticketless parking solution 
uses state-of-the-art ANPR 
technology that incorporates 
artificial intelligence (AI) to deliver 
extremely reliable and highly-
accurate reading rates. The 
AI ‘learns’ the more it reads, 
therefore becoming even more 
reliable once installed. 
  As a part of WPS’ proven 
ParkID™ software and utilising 
ParkAdvance™ hardware, the 
ticketless solution provides all of 
the features that users have come 
to expect. These include: a fully 
IP-based operating architecture 
ensuring the system is future 
proof and able to integrate with 
all technologies both now and 
in the future; renowned system 
reliability; and comprehensive 
reporting capabilities informing on 
revenue and parking usage data. 
The equipment also benefits from 
the support and expertise of WPS’ 
professional and highly-skilled 
engineering and installation team.
  Simon Jarvis, Managing 
Director of WPS in the UK, 
says there is a place for both 
ticketless and ticketed parking 
solutions: “Our choice of ticketed 
and ticketless parking from 
one core system enables us 
to tailor a solution that suits its 
environment,” he explains, “and 
because all of our solutions 
exploit the same technology at 
their heart, our customers can 
trial a ticketless approach with 
limited risk; a modular switch to 
ticketed operation is painless if 
they find ticket free operation is 
not completely optimal for their 
needs.”
  WPS will also announce details 
of a new validation platform, 
ValID™ that meets the need for 
an intelligent and genuinely flexible 
large-scale parking validation 
solution to satisfy the needs of 
both the retail community and 
local authorities alike. It enables 

any retailer or leisure provider 
to offer and fund controlled, 
discounted parking in town 
centres, while also supporting the 
local authority in bringing value 
trade and spend to retailers, 
restaurants, cafes, hotels and 
other leisure providers.   
  Developed in-house by WPS 
engineers and Cheshire West 
and Chester Council (the Council 
trialling the system), retailers can 
quickly and easily enrol online 
as a participating validator, pay 
online in advance for validation 
‘credit’ and manage their pre-
paid accounts; the system also 
provides a management backend 
for the Council to control clients, 
build reports and provide insights 
into usage.
 Simon says that it provides a 
solution not met by any other 
validation technology 
and strikes the 
necessary 
balance 

between retailers’ desire to offer 
free parking to attract custom and 
local authorities concern that free 
parking is difficult to control and 
easy to abuse:
  “Rather than offering blanket 
discounted or free parking to 
everyone regardless of what 
custom they bring, the ValID 
system means that discounting 
can be selectively targeted at 
those who are spending in our 
towns. It also provides a simple, 
low admin system for councils to 
pre-collect validation revenue” he 
explains. 

  “We are extremely excited to 
showcase how this technology 
can provide a highly-efficient way 
for large numbers of retailers 
and leisure providers to offer 
parking validation, and not just the 
larger and more well-established 
brands.”
  WPS will exhibit on parent 
company Dynniq’s stand, where a 
wide range of dynamic, high-tech 
and innovative integrated mobility 
and energy solutions and services 
will be showcased.

Traffex 2019 – Birmingham 
NEC, 2-4 April 2019.

WPS launches ticketless parking and 
validation technology at Traffex
WPS, one of the UK’s leading Parking Equipment Manufacturers, is to launch 
two major technologies that will further its ability to offer the best solution for all 
parking environments. 
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A groundbreaking new 
sustainable drainage 
material is offering a simple 
and versatile solution to 
removing toxic heavy metals 
pollution from highways.  
Developed by the leading 
water infrastructure systems 
provider SDS Limited, SDS 
Aqua-XchangeTM is a flexible 
and highly-efficient granular 
material that captures copper 
and zinc in surface water 
runoff from motorways, trunk 
roads and other high-traffic 
areas.

SDS Aqua-XchangeTM is an 
engineered treatment media 
that can be used in regulatory-
compliant Sustainable Drainage 
Systems (SuDS).  It has been 
proven in independent testing to 
achieve 99% removal of dissolved 
copper and zinc, toxic metals 
identified by Highways England as 
‘priority pollutants’ and subject to 
strict regulatory controls.
 Delivered to site in lightweight, 
one cubic metre bags, SDS 
Aqua-XchangeTM is now available 
for consulting engineers and 
infrastructure contractors to 
deploy as stormwater treatment 
in highways drainage, as well as 
on other higher risk locations such 
as retail car parks, freight and 
logistics hubs.
 SDS worked with scientists 
at the University of Chester to 
perfect SDS Aqua-XchangeTM. A 
unique com-bination of naturally-
occurring materials, it uses the 
processes of adsorption and ionic 
exchange to form unbreakable 
bonds with the heavy metals, 
including copper and zinc, 
capturing and retaining them even 
in heavy storms. 
 “We are excited to have created 
an affordable and truly versatile 
new SuDS material that can be 
used in both existing and new 
drainage schemes and requires 
minimal maintenance,” said SDS 

Market Development Manager Jo 
Bradley, who led the development 
project.
 “When a risk assessment, 
conducted according to Highways 
England’s Design Manual for 
Roads & Bridges, identifies 
unacceptably high levels of soluble 
copper and zinc, then action must 
be taken to treat the pollution.  In 
a situation like this, SDS Aqua-
XchangeTM comes into its 
own, because it gives designers 
unprecedented flexibility to add 
the material to a range of SuDS 
components and boost their 
treatment performance.
 “Because of its granular 
composition, SDS Aqua-
XchangeTM has a large active 
surface area, enabling high-
performance pollutant removal in a 
small space.  As a result, it can be 
used to deliver pre-treatment as 
part of a vegetative SuDS scheme, 
enabling smaller SuDS ponds or 
wetlands to be de-signed where 
otherwise there would have been 
no room for them.”
 In a typical application, a 
layer of SDS Aqua-XchangeTM 
can be added as an additional 
component to a linear filter 
drain.  Installed at a shallow 
depth, contractors avoid costly 
excavation or use of heavy cranes. 
 SDS Aqua-XchangeTM can 
also be combined effectively with 
other proprietary SuDS devices. 
As it can filter out finer silts and 
sediments, it can be deployed 
downstream of a hydrodynamic 
vortex separator such as SDS 
Aqua-SwirlTM that targets larger 
particles.  It can also be combined 
with geocellular storage, such as 
SDS GEOlight®, when additional 
attenuation is needed as part of 
the roadside treatment system.
 Compliant with guidelines in 
CIRIA C753 The SuDS Manual, 
SDS Aqua-XchangeTM can be 
included as a component in 
vegetative SuDS devices such as 
dry swales, raingardens or bio-

remediation zones, so that robust 
retention of copper and zinc is 
completely assured while plants 
can continue to thrive as part of 
the landscaped design. 
 Jo Bradley continues: “Toxic 
metals carried in surface water 
runoff from roads and other 
heavy-traffic locations threaten the 
health of our rivers and streams 
through persistent and bio-
accumulative pollution.  Incapable 
of being broken down biologically, 
they become attached to silts 
and sediments and dissolve in the 
runoff washed off hard surfaces 
during heavy rain.
 “This pollution is the result of 
tyre erosion, dust from brake and 
clutch pads, fuel and lubricants 
from engine wear and exhaust 
emissions.  The pollutants attach 
to silts and sediments in surface 
water when it rains, and some are 
dissolved in the water.  
 As a result, persistent, toxic and 

bio-accumulative pollutants are 
carried into rivers, streams and 
groundwater. Copper and zinc are 
directly toxic, so can affect aquatic 
species as soon as they enter the 
watercourse.
 “Not only has SDS Aqua-
XchangeTM been proven to 
remove and capture 99% of the 
copper and zinc, but also to 
retain these metals even when 
applications of road salt were 
simulated.
 Aqua-XchangeTM was tested 
to reflect a range of rainfall 
conditions under the observation 
of an independent representative 
from a UKAS-accredited 
laboratory in accordance with the 
British Water protocol1.  

For more information about 
SDS Aqua-XchangeTM contact 
Joanna.Bradley@sdslimited.
com or visit 
www.sdslimited.com.  

SDS develops groundbreaking 
SuDS material to tackle highway 
metals pollution

Above: 
SDS Aqua-Xchange can be integrated to remove metals pollution as part of 
highways filter drainage

Oxford Direct Services (ODS) 
has been approved as an 
authorised service dealer for 
the world’s first purpose built 
electric taxi - the TX.  

Under a three-year agreement, 
ODS will join a network of LEVC 
dealers outside London servicing 
TX black cabs, carrying out 
warranty work, supplying parts, 
responding to any breakdowns 
and undertaking body repairs 
in its insurance approved body 
repair centre.  Its wide geographic 
catchment area will span from 
Bristol, south of Birmingham to 
west London. 
 Four ODS technicians will be 
trained and LEVC certified, with 
ODS investing in the appropriate 
diagnostic and specialist insulated 
tools required to keep electric 
taxis on the road.
 The TX meets the government’s 
Ultra Low Emissions Vehicle 
standard for taxis (ULEV). It is 
capable of at least 80 miles of 
zero emissions driving on battery 
power only and produces less 
than 50g/km of CO2 emissions.   
 The new exhaust standards are 
aimed at reducing toxic nitrogen 
dioxide levels in the air which 

contribute to a variety of illnesses 
like cancer, asthma and heart 
disease and cause an estimated 
40,000 deaths in the UK every 
year.
 Oxford City Council and 
Oxfordshire County Council 
have recently published updated 
proposals for a Zero Emission 
Zone (ZEZ)in Oxford city centre. 
The updated proposals follow 15 
months of listening to businesses, 
residents, transport operators and 
health experts in Oxfordshire and 
set a journey to zero transport 
emissions in Oxford by 2035. 
 Under the new scheme, 
Hackney taxis will have to phase 
to zero-emission between 2020 
and 2025, with drivers only able to 
get a licence in 2025 if they have a 
zero-emission cab. 
 The aim of the ZEZ is to tackle 
Oxford’s toxic air pollution and 
protect the health of everyone 
who lives in, works in and visits 
the city. It is also expected that the 
ZEZ will improve air pollution levels 
across Oxfordshire because the 
buses and taxis that serve Oxford 
also serve towns and villages 
across the county.
 Oxford City Council is investing 
£500,000 to install 19 rapid and 

fast electric vehicle charging 
points to support taxi drivers 
who switch to ultra-low emission 
vehicles. The City Council won 
£370,000 of funding from the 
Government’s Office for Low 
Emission Vehicles (OLEV) for the 
project and the aim is to seek the 
remaining funding from private 
investment. The first chargers will 
be installed in Spring 2019 and 
the project will run until Spring 
2020.
 This is part of a £3.25 million 
investment from various funding 
sources, including OLEV, UK 
Innovate and ERDF, to help local 
businesses and residents prepare 
for the Zero Emission Zone which 
includes fixed and pop up street 
chargers and ultra-low emission 
buses.    
 Councillor Tom Hayes, 
Executive Board Member for A 
Safer and Greener Environment, 
said, “Our Black Cab drivers are 
an absolute credit to the city of 
Oxford. Not only do Hackney 
carriage drivers move people 
around the city safely, they want 
to make the Zero Emission 
Zone a success. Together we’re 
determined to have a green and 
clean Black Cab fleet with the 

iconic London look.
 “But, taxi drivers need the 
council’s support to clean our air 
and still earn a living. When taxi 
drivers aren’t on the road, they 
aren’t earning, so I’m thrilled that 
the City Council’s commercial 
operation will begin servicing 
electric taxis. Drivers will save time 
and money by having Cowley 
Marsh repair facility on their 
doorstep. No longer would drivers 
have to take long trips away from 
Oxford to get their cars repaired, 
meaning we can speed up our 
Black Cab fleet’s journey from 0% 
zero-emission capable to 100% 
by 2025.”
 Simon Howick, Oxford Direct 
Services’ managing director, 
said,“ODS has considerable 
expertise servicing all types of fully 
electric vehicles given we currently 
maintain a fleet for Oxford City 
Council.  Adding the TX taxi to 
this extends our portfolio and was 
based on thorough audit process 
which involved LEVC reviewing 
our Cowley Marsh facility and 
assessing the technical skill set of 
our staff.” 

LEVC selects Oxford Direct 
Services for servicing of the world’s 
first purpose-built electric black cab
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Call Masking has been developed 
by contact centre and PCI 
payment specialist Eckoh, and 
is supplied to the Government 
sector by allpay, to provide an 
economical solution to PCI DSS 
compliance.  The system now 
enables customers to key credit 
or debit card details securely into 
their phone, in line with PCI DSS 
regulations.  
 Bill Barker, customer services 
officer Newydd Housing 
Association explains: “We have 
used allpay’s Callpay solution to 
take rental payments for some 
years.  However, with changes to 
the Data Protection regulations, 
we were looking for more 
protection for our customers and 
staff and needed to upgrade to a 
more compliant solution.  
 “For a not-for-profit organisation 
like Newydd Housing Association, 
the cost and complexity of 
becoming a Level One PCI 
Service Provider was prohibitive.   
However, the ‘add-on’ Call 
Masking option provided by 
allpay and Eckoh has proved an 
economical and efficient answer, 
with Eckoh taking all responsibility 
for PCI DSS compliance.”
 Barker continues: “Previously, 
callers would read out the ‘long 
card number’ on their credit or 
debit cards while staff paused and 
resumed call recordings.  This was 
secure up to a point, however, 
we also wanted to remove any 
risk of tenants being overheard if 
they were in a public place or the 
chance of any human error while 
staff entered details.  
 “As well as masking card 
numbers, the new system 
removes the need to pause and 

resume calls, enabling our staff 
and customers to keep in contact 
for the duration of the call.  Calls 
are still recorded while users key 
in their card details, but their card 
information is not captured so 
the entire call can be recorded, 
resulting in a better overall 
customer experience and reduced 
call handling times.  Our tenants 
have been particularly positive 
about the change as they ‘feel 
more secure’.
 “We have also been 
impressed by the rapid speed of 
implementation,” confirms Barker.  
“Within a few weeks the system 
was up and running and training 
to use the two integration screens 
was very straightforward.”  
 Tony Porter, head of global 
marketing, Eckoh explains: “Crime 

targeting ‘card not present’ 
transactions is growing fast and 
criminals are increasingly turning 
their attention to contact centres.  
With our system, only the first six 
and last four digits 
of the card number and expiry 
date are displayed to the agent, 
all other numbers are masked 
on the screen. The caller and 
agent can speak throughout the 
process, so the agent can delete 
individual characters or refresh 
the fields if the customer makes 
a mistake.  The DTMF (‘dual-tone 
multi frequency’) tones entered 
by the customer on their phone 
are replaced by flat tones before 
they enter the contact centre 
environment, meaning calls can 
still be recorded with no data 
protection issues. We have 

supplied our solution through 
allpay for more than two years 
and it now securely processes 
hundreds of thousands of calls 
a year on behalf of Housing 
Associations across the UK.”
 Nick Peplow, bill payments 
director, allpay confirms: “Our 
innovative partnership with Eckoh 
has resulted in a simple, secure 
and reliable solution for our clients 
in the Government and Housing 
sectors.  Our two companies 
have a similar client-centred ethos 
and our customers now benefit 
from the secure and compliant 
payment solutions we offer.”

For further information please visit: 
www.allpay.net

allpay provides secure payment solution 
for Newydd Housing Association

allpay, a leading UK payment specialist, has 
completed the roll-out of Call Masking to Newydd 
Housing Association.  Based in North Cardiff, 
Newydd Housing Association now securely accepts 

regular rental payments from around 6,000 tenants, 
occupying around 3,000 affordable homes in the 
regions of: Powys, Cardiff, the Vale of Glamorgan, 
Cynon Taff and Rhondda.  

Stockport Homes is an Arm’s 
Length Management Organisation 
that is responsible for managing 
housing stock comprising more 
than 11,500 homes on behalf of 
Stockport Metropolitan Borough 
Council.
  Stockport Homes wanted to be 
able to communicate important 
messages to residents such as 
maintenance works, lifts being 
out of operation and fire safety 
information in a quick and simple 
way via a cloud-based system 
that can be accessed remotely, 
24/7.
  The asset managers, 
compliance managers and 
the communications team can 
upload PDFs, spreadsheets, 
word documents or design their 
own messages, and can manage 

individual boards or whole groups 
at a time through Intratone’s 
cloud-based management portal. 
The noticeboards use GSM 
technology so wireless networks 
are not required, and they are 
quick and easy to install. The 
digital noticeboards are 15in 
diameter; IP65 rated and made 
of 10mm thick glass so they are 
vandal resistant.
  Matthew Platt, Asset Manager 
at Stockport Homes says they 
were confident that the company 
would provide a cost-effective 
system that would enable them 
to communicate more effectively 
with residents: “We have been 
impressed with the performance 
of the noticeboards, and we 
are now undertaking a rolling 
programme of installations which 

demonstrates our ongoing 
commitment to delivering 
excellent communication to all of 
our residents.”
 
 Jack Wylie, Regional Sales 
Manager, says the noticeboard 
package is ideal for managers 
of residential blocks to relay 
information to residents effectively: 
“Our free remote management 
through Intratone’s cloud portal 
is one of the main benefits of the 
noticeboards,” he says. “Relaying 
information to residents is made 
incredibly simple.
  “The noticeboards can also 
be up and running in a matter 
of hours, in this case they were 
installed by Openview, and 
come with 15 years pre-paid 
GSM so there is nothing else to 

pay for. Stockport Homes will 
now reap the benefits of this 
innovative solution by being able 
to communicate information with 
their residents quickly and easily 
without needing to go to site”
  Intratone is one of Europe’s 
largest access controls specialists 
and manufactures a range of cost-
effective door-entry and access 
control solutions designed around 
the customer need. Its systems 
are installed across a range of 
Housing Association, Social 
Housing and Private Properties 
throughout the UK and Europe.
 
For further information please visit:
www.intratone.uk.com

Intratone keeps Stockport Housing 
residents updated

Intratone, one of Europe’s largest access control specialists, has installed 25 
of its digital noticeboards in the communal areas of a number of tower blocks 
in Stockport Housing Group’s property portfolio supporting the group’s aim of 
enhancing digital communications. 
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Back in 1997, IBM’s Deep 
Blue, one of the world’s first 
artificial intelligence (AI) 
creations, defeated world 
champion, Garry Kasparov in 
a chess match. At the time, 
many refused to believe that a 
machine could play with such 
a powerful human touch and 
defeat humanity at its own 
game. 
 
21 years after Deep Blue’s 
controversial victory, AI is poised 
to serve humanity, not defeat 
it, by transforming housing 
management.
 That may be a bold statement, 
and there’s certainly no shortage 
of hype around AI. But now that 
the technology has reached the 
age of maturity, we are seeing 
the positive impact of AI in a wide 
range of business sectors, from 
cancer diagnostics in medicine to 
fraud prevention for banks. 
 And in April this year, the 
Government put its weight behind 
AI when it announced its AI Sector 
Deal, a move to invest in research, 
people, places and infrastructure 
to help lead the transformation of 
AI technology.
 So, we ignore AI at our peril, 
but the question remains, does 
AI really have the potential to 
transform housing?

Beyond the chatbot

For some years now, public 
sector digital strategy has focused 
on driving customers towards 
online channels, and away from 
telephone and face-to-face 
interactions, in a quest to cut 
costs and improve the customer 
experience.  One of the integral 
tools of this approach has been 
the chatbot. 
 Using natural language 
interfaces, chatbots enable 
customers to ask questions, 

give instructions and confirm 
information by speaking. The bots 
usually work best when these 
conversations have a pre-set 
order. So, if your transaction 
with the housing provider is 
simple, paying a bill, say, or 
booking a repair, the interaction 
is straightforward and no human 
intervention is needed.
 However, the problem arises 
when a customer has a more 
complex enquiry, needing to 
discuss their rent arrears, or 
benefits payments for example. In 
these cases, the bot interaction 
often has to be abandoned, the 
digital transaction reaches the 
end of the road, and the customer 
resorts to picking up the phone.

Join the conversation

To overcome these limitations, 
some customer facing 
organisations in sectors such as 
financial services and banking are 
turning to a new generation of bot, 
known as conversational AI. 
 Conversational AI provides 
another layer of AI altogether 
which harnesses the power 
of machine learning, speech 
synthesis and natural language 
understanding to get to the heart 
of the customers’ needs and 
respond appropriately. It can even 
cope with the complex sentences 
and idiosyncrasies of human 
speech.
 The game-changer with 
conversational AI, and the 
reason it has such a significant 
capacity to transform housing 
transactions is that the technology 
has the capability to use, and 
learn from, all the content on 
the organisation’s website. This 
means that the AI actually builds a 
detailed knowledge bank, which it 
can add to on an ongoing basis, 
to help customers.

An evolving solution

Customers frequently need to 
interact with their housing officer 
on a range of different topics, 
involving the condition of their 
property, repairs to appliances and 
payment details. They don’t want 
to have to navigate through pages 
of information that aren’t relevant 
to them before they find what they 
need. 
 Where an organisation has 
embedded conversational AI into 
its system, a customer can log 
on to the housing organisation’s 
website and ask questions 
using either text or voice, and 
the AI tool can pull together all 
the information which is buried 
deep in a website to provide the 
customer with an answer.
 Of course, there will always 
be times where no machine can 
be a substitute for the human 
touch. But unlike the traditional 
chatbot which follows set 
pathways through an interaction, 
conversational AI can identify 
when a customer is vulnerable 
and may need the additional help 
of a real agent. The customer 
can then be helped with human 
intervention.

Saving time and resources

New innovations in technology 
don’t tend to come cheap. But 
if you consider the difference 
between types of customer 
transactions, it’s interesting to see 
that, taking the long view, an AI 
based solution can help to drive 
savings.
 According to SOCITM, it can 
cost as much as £14 to serve a 
customer in person, and £5 on 
the phone. Traditional web chats, 
where an agent interacts online 
with a customer, cost a similar 
amount. While a conversational AI 
chat can be as little as 20 pence 

per conversation.
 With these cost benefits, it will 
be interesting to see how this 
trend in conversational AI will 
continue to develop in the housing 
sector, but its impact could be 
felt sooner rather than later. 
These intelligent conversational 
interfaces are already making 
waves in customer service 
driven businesses because the 
technology is already available.

Improved asset management

So, in terms of customer service, 
conversational AI could provide 
some relatively quick wins. We 
may, however, need to take the 
longer view when it comes to 
embedding AI into other areas of 
the housing sector, such as asset 
management. 
 It has long been recognised 
that AI has the potential to enable 
housing providers to manage 
their stock more efficiently. Neural 
networks, or machine learning 
(ML) which falls under the umbrella 
of AI, can tell us a lot about the 
condition of a property without 
a human officer needing to go 
through the door.
 Currently, housing organisations 
rely on planned maintenance 
programmes to ensure their 
properties are in good condition 
and everything is running 
smoothly. When problems arise, it 
is up to the customer to contact 
their housing officer and inform 
them that there is a defect, and a 
repair needs to be carried out.
 This can mean that in some 
cases, defects are not reported 
and as a result, a property can 
quickly fall into disrepair.
 However, AI has the capability 
to predict when a boiler is likely 
to fail, how long a household 
appliance will last and if a house 
is at risk of becoming damp. 
This takes the onus away from 

A chatbot that understands  what I need? 
Taking AI to a new dimension in housing
By Trevor Hampton, director of housing product solutions and Northgate Public Services

the tenant, because with this 
information, housing providers 
are able to plan repairs and 
maintenance much more 
effectively. Savings can be made 
by avoiding unnecessary repairs, 
while customers benefit from 
appliances that work well because 
they are being monitored for their 
performance. 
 Building AI into asset 
management will help housing 
providers make the shift from 
‘defects and repair’ to ‘predict 
and prevent’. The result of this 
shift will be significant cost 
savings on planned maintenance, 
better information to inform the 
30 year modelling process, and 
a reduction in the need for many 
repairs in the first instance.

A marathon and a sprint

While the application of AI in 
managing housing stock has 
enormous benefits, it’s a long term 
project because AI asset models 

take time to build and validate, 
and to connect to existing assets.
 However, given time, this is an 
area where AI will ultimately be 
transformational.
 Part of the challenge is knowing 
at what point an investment in 
AI is likely to have the greatest 
returns. In some areas, such as 
customer service, developments 
such as conversational AI are 
ready to make an immediate 
impact, while in others, like asset 
management, we are taking a 
future view.
 It may be 21 years ago since 
the world first realised the power 
of AI to defeat an opponent in 
chess; but now are we truly 
seeing what AI can do to solve 
problems, save resources and 
improve lives.
 To find out more about 
Northgate Public Services’ 
brighter thinking for housing, 
please visit:  
www.northgateps.com/
housing

Trevor Hampton

Next edition:  
What next for the future 
of our railways?
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Analysis conducted by the Centre 
for European Reform (CER) up 
until June 2018 revealed Brexit 
was costing the public purse 
£500 million a week. More recent 
estimates put that figure even 
higher. According to the CER, the 
UK economy was already 2.5% 
smaller than it would have been if 
the UK had chosen to remain in 
the EU.  
 What about going forward? 
Over a 15-year period the UK 
economy ought to grow by 
around 25%, based on a pretty 
modest projection. However, were 
the UK to rely on World Trade 
Organisation (WTO) rules as a 
basis for trade, this would reduce 
to 17.3% – 7.7% less than it 
would otherwise have been. Who 
says? The Government says, in its 
Brexit impact studies. 
 So what? We would still be 
growing. Well, given the CER 
report said the loss of 2.5% 
growth over two years cost the 
public purse £52 billion, it is clear 
just how serious that loss of 
growth would be.
 And what about regional 
impacts? Let’s take North East 
England as an example. 7.7% loss 
of growth is bad enough, but in 
the North East, that figure rises 
to just over 16%. Why is that? 
Well, in relative terms the North 
East has more than a third more 
manufacturing jobs than the UK 
average – and manufacturing 
sectors such as chemicals and 
motor vehicles will be hardest 
hit by Brexit. In the North East 
exports account for a higher 
proportion of GVA than any other 
English region, delivering a trade 
surplus in goods. Nearly 60% of 
the region’s exports are to the EU, 
dominated by the export of cars.
 Under WTO rules there are 
tariffs of 4.5% on car parts and 

10% on cars. In its evidence to the 
House of Commons International 
Trade Committee, Nissan said that 
tariffs would add £500 million a 
year to costs. And if British-based 
car makers felt they could add 
10% to the price of their cars and 
remain competitive, I suspect they 
would have done so. It is not just 
tariffs though. Many UK car plants 
rely on Just in Time operations, 
meaning running out of parts is 
a disaster. Honda reckons that 
an hour’s lost production costs it 
several millions of pounds.
 So why not stockpile? Honda 
said that it would take 18 months 
to set up new procedures and 
warehouses. Toyota believes if it 
built such a warehouse it would 
be the third biggest building on 
the planet. But remember, Brexit 
had absolutely no bearing on 
Honda’s decision to close its 
Swindon plant. Unless you read 
the Japanese press.
 So why couldn’t the North 
East rebuild its economy, as 
it did following the closures 
of steelworks, shipyards and 
coalmines?  Back then the 
region’s recovery was driven by 
its ability to attract international 
investment – wholly reliant on 
membership of the Single Market, 
something the UK will no longer 
be able to offer.  
 And then there is the loss of 
EU funding. Between 2014 and 
2020, the UK will receive more 
than €17 billion in Structural and 
Investment Funds – supporting 
capital investments that help 
create jobs and skills development 
that enable people to take up 
those opportunities. How can the 
proposed UK Shared Prosperity 
Fund compensate for the loss of 
these funds when the entirety of 
the UK’s gross contribution to the 
EU will be going to the NHS?

 If the UK does leave the EU 
on 29th March, we will not 
find the economy in meltdown 
the following day, doubtless 
prompting some to say “look 
everything’s fine; it was all project 
fear”. But they would be wrong. 
Brexit is corrosive. It will eat away 
at the economy bit by bit. 
 Twenty jobs lost here, a 
hundred jobs there, five hundred 
jobs somewhere else. The new 
inward investment project that 
goes to Poznan not Portsmouth. 
The new product line that goes 
to a factory in Bratislava not 
Bradford. The entrepreneur that 
would have come to the UK but 
wasn’t welcome. The university 
graduate forced to return to 

their country of birth leaving their 
employer with a vacancy they 
can’t fill. The financial institution 
backing an investment in a more 
stable economy with better 
growth prospects.  
 Those of us working in 
economic development are 
pragmatists. We do what we 
can within the parameters that 
have been set. Pre-Brexit there 
was (and is) an awful lot to do. 
Post-Brexit, I fear many of us may 
spend the rest of our working 
lives trying to run up the down 
escalator.  With a massive bungee 
cord wrapped round our waist. 
But it doesn’t have to be that 
way…

Brexit: will it be bad or worse?
 Keith Burge: Director of the Institute of Economic Development

One month until Brexit. It could be the title of a blues song, which given how much 
it is depressing me would be entirely appropriate right now.

Keith Burge
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The Security Event is a major 
new exhibition taking place 
from 9-11 April at the NEC 
Birmingham, created for the 
commercial and residential 
security market.  The event 
brings together a world-class 
education programme, market 
leaders and industry experts, 
to make it the most hotly 
anticipated exhibition for UK 
security professionals in 2019. 

Hosted by Western Business 
Exhibitions (WBE), part of 
Nineteen Group and powered 
by Security Essen, The Security 
Event offers the opportunity 
to bring together the best and 
brightest the industry has to offer.  
Take advantage of free entrance, 
free parking and free networking 
drinks at the show. 

An event designed by the 
industry, for the industry
The Security Event has been 
developed with support from 
a key group of the industry’s 
major players, to deliver a 
world-class exhibition dedicated 
to UK security professionals, 
installers and integrators.  It is 
proud to have support of its ten 
founding partners - Anixter, ASSA 
ABLOY, Avigilon, Comelit, Dahua, 
Honeywell, TDSi, Texecom, 
Tyco and Videcon. This level of 
involvement ensures the exhibition 
covers the latest trends and 

The Security Event - 
the must-visit commercial and 
residential security exhibition 
for 2019 and beyond

innovations whilst addressing the 
evolving challenges facing the 
industry today.
 The event has already created 
a buzz within the industry. Gareth 
Ellams, Group Sales Director at 
ASSA ABLOY said: “We believe 
The Security Event is exactly what 
the UK security industry needs 
and are excited to come on board 
as a founding partner. At ASSA 
ABLOY, we are looking forward to 
the opportunity to engage directly 
with security professionals as 
well as end users, to present our 
industry-leading solutions.”
 Francesca Boeris, Managing 
Director of Comelit commented: 
“Comelit are extremely excited to 
become a founding partner of The 
Security Event 2019. The events 
concept and UK focus aligns 
perfectly with Comelit’s aims 
moving forwards. We look forward 
to showcasing Comelit’s constant 
innovation and friendly technology 
to the UK Security Market at the 
NEC in 2019.”

 Mick Goodfellow, GM 
Honeywell Security EMEA added: 
“Honeywell Security is delighted 
to be joining The Security Event 
as a founding partner. This event 
provides an excellent opportunity 
to showcase our leading-edge 
security portfolio and in a location 
that allows us to enhance our 
relationships with our installer 
base.”

Leading global security 
companies already 
confirmed
Visitors to The Security Event 
will have the opportunity to meet 
with many of the world’s leading 
security providers.  Big-name 
providers already confirmed 
include: 2N, Advancis, ASSA 
ABLOY, Avigilon, Anixter, Bold 
Communications, Brivo, BT 
Redcare, CDVI, Comelit, ComNet, 
Controlsoft, Cop Security, CQR 

Security, Credit Card Keys, 
Dahua, Deister, Eagle Eye 
Networks, eLocker, ESP, Fastlane 
Turnstiles, Fujifilm, GJD, Gallagher, 
Genie Access, Honeywell, ICS 
Security, Luminite, IDIS, Insafe, 
MaxxOne, Morse Watchmans, 
RISCO, Selectamark, SKS, 
Suprema, TDSi, Texecom, Traders 
Warehouse, Tyco, Winsted, 
Videcon, Visual Management 
Systems, Zitko and more.

A tailored seminar 
programme
The Security Event will welcome 
high-profile speakers such 
as Martin Gill, Professor of 
Criminology and Philip Ingram 
MBE former Senior Intelligence 
and Security Officer. Martin Gill 
will be chairing a Keynote Panel 
offering insights direct from 
research on the trends impacting 
security installers and integrators, 
conducted on behalf of The 
Security Event. The session aims 
to explore the ongoing challenges 

within the security sector, how 
these are perceived, their impacts 
and in what ways might this 
determine who thrives and who 
does not.
 Addressing the ever-growing 
cyber threats organisations now 
face, Philip Ingram will chair a 
panel entitled - ‘Convergence: 
The challenges for installers and 
integrators in the increasingly 
cyber enabled age’ covering 
important restrictions, threats and 
ultimately considerations which 
virtual platforms present to the 
security industry.
 Throughout the three-day event, 
The Security Event’s Innovation 
Theatre will feature presentations 
from some of the innovative 
manufacturers on the cutting 
edge of their field, covering topics 
such as CCTV, access control, 
integration platforms, automation, 
intelligent locking systems. 

In addition to their exhibition 
presence, all ten founding 
partners will be welcomed into 
the Innovation Theatre, hosting 
seminars on a broad range of 
current, relevant topics to industry.
 Seminar highlights from our 
founding partners include: 
• The door was open…: a look  
 at the cyber gaps in your   
 building systems - Tyco
• Using digital services to add  
 value to intruder alarms -   
 Texecom
• Deliver Business Efficiencies by  
 deploying innovative integrated  
 security systems - TDSi
• The revolution created by Cloud  
 based security management -  
 Honeywell Security & Fire
• Using technology and AI   
 innovations to improve local   
 public services - Dahua

A range of sessions covering 
vital industry updates, standards, 
regulations and business advice 
from leading bodies including 

ASIS, The Security Institute, 
SSAIB and the FSA will also 
be presented in the Security in 
Practice Theatre, available for 
all visitors as part of their free 
admission.
 The Security Event is also 
pleased to confirm that Linx 
International Group will be 
sponsoring the on-site Technical 
Seminar Theatre, offering practical 
training tips and guidance 
for security installers and 
integrators. Linx and PerpetuityArc 
provide courses and training 
primarily aimed at our end-user 
community, such as security & risk 
management training programmes 
whilst Tavcom Training are an 
award-winning training provider 
of security systems. The Group 
has also launched The Register 
of Certified Technical Security 
Professionals (CTSP) designed to 
raise professional standards in the 

security and fire industry
 Even more value from your visit 
with co-located events

The Security Event is co-located 
alongside three other highly 
successful and established 
exhibitions from the WBE portfolio: 
The Fire Safety Event, The Health 
& Safety Event and The Facilities 
Event. 

One Industry. Two Unique 
Audiences. The best of both 
worlds
The acquisition of WBE by 
Nineteen Group at the end of 
November 2018 creates an 
unrivalled exhibition portfolio for 
the UK security market, with 
two complementary security 
events focused on two unique 
audiences. With International 
Security Expo focused on serving 
Government and End Users, The 
Security Event is ideally placed 
to deliver the UK’s number one 
channel focused event for the 
UK commercial and residential 
security market.
 Following this announcement, 
Andy Croston, Owner/Director at 
Videcon Ltd voices his support 
for The Security Event, “As one 
of the first Founding Partners to 
come on board we saw the huge 
potential of this exhibition from 
the very beginning. Now with the 
support and resources of Nineteen 
behind them, we’re certain The 
Security Event will deliver exactly 
what the commercial security 
market has been waiting for”.
 Tristan Norman, Event Director 
of The Security Event sums up 
why the security industry should 
be excited, “It is not often that the 
security sector gets to experience 
a brand-new event of this type 
and size. There has clearly been 
demand for a fresh event and we 
are enjoying tremendous support 
from the security community since 
announcing it. We believe this 
is a ‘must see’ event for anyone 
and everyone in the UK security 
industry and are excited to 
welcome visitors and exhibitors to 
Birmingham in the Spring.”

To find out more about The 
Security Event, please visit: 
www.thesecurityevent.co.uk
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About StreetGames
StreetGames (www.streetgames.
org) is an award-winning national 
sports charity launched in 2007. 
A delivery partner of Sport 
England, and a national centre 
of expertise for developing sport 
in disadvantaged communities, 
the charity helps to make sport 
accessible to all young people, 
regardless of their income or 
social circumstances. It does this 
by supporting and establishing 
locally trusted organisations 
around the UK that deliver 
doorstep sport. Doorstep sport 
sessions include positive activities 
and sport provided to young 
people when they want it, where 
they want it and how they want 
it. Over 2.4 million attendances 
have already been generated by 
StreetGames’ programmes.

  Since its launch, StreetGames 
has won over 20 awards for its 
innovative programmes including 
being recognised by The Chief 
Medical Officer’s Public Health 
Awards, The Charity Awards, 
The Business Charity Awards 
and Beyond Sport. These 
commendations demonstrate 
StreetGames’ effectiveness 
in sport and wider impact on 
crime, health and community 
development. 
  StreetGames has now grown to 
support over 1,000 locally trusted 
organisations across the UK, 200 
of which are in London. 530,000 
children and young people living in 
the UK’s poorest communities are 
enjoying a more active lifestyle and 
the opportunity to volunteer within 
their local community because of 
StreetGames. 

Royal visit to Streatham 
Youth and Community Trust

His Royal Highness, The 
Duke of Sussex, met 
volunteers from Streatham 
Youth and Community Trust 
(SYCT) and heard about 
the work they are doing to 
ensure local young people 
have a safe place to take 
part in activities, in a bid to 
prevent holiday hunger and 
reduce learning loss over 
the holidays. The Duke also 
met staff and volunteers in the 
kitchen preparing a healthy 
hot lunch, before joining a 
discussion about the centre’s 
long-term needs. The event 
took place at Streatham Youth 
and Community Trust’s John 
Corfield Centre

 CEO of StreetGames, Jane 
Ashworth, said of the visit: 
“It is an honour to have the 
Duke of Sussex visit one of our 
‘Fit and Fed’ holiday activity 
programmes. The ongoing 
crisis of holiday hunger is a 
hugely important issue, and we 
are incredibly grateful to the 
Duke of Sussex for his work 
in ensuring that no child is left 
hungry, isolated or inactive, 
during the school holidays. His 
continued support has raised 
awareness of our cause, and 
helped us to feed children and 
young people throughout the 
country, with StreetGames 
providing 146,260 meals and 
snacks in 2018 alone”. 

At the end of 2017, the U.K. 
government placed artificial 
intelligence (AI) in pole position 
for its new industrial strategy, 
stating that it will boost British 
productivity and put the U.K. 
at the forefront of a new 
industry. Fast forward to August 
2018, and this objective was 
highlighted by Richard Wood, Her 
Majesty’s Ambassador to Norway, 
in an address to the Tech City 
Executive Accelerator conference. 
“In the U.K. alone, the market 
value of artificial intelligence (AI) 
technologies is expected to 
increase at a compound annual 
growth rate of over 60% by 2022 
and add an additional £650 billion 
to the U.K. economy by 2035,” 
he said.
 In addition, according to the 
SolarWinds IT Trends Report 
2018, over 50% of U.K. public 
sector IT professionals expect 
that, in the next three to five 
years, AI will be one of the most 
important technologies in their 
digital transformation. 
 There are many debates across 
industries regarding automation, 
but it is generally considered a 
positive, saving time and money 
as well as improving efficiency 
and productivity. In the public 
sector, automation can empower 
IT teams to step away from basic 
tasks and focus on more complex, 
transformative projects. However, 
the other side of this argument 
suggests that the potential exists 
for AI to advance to the point 
where it replaces entire IT teams.
 It seems a rather dismal 
picture, but, in our experience, 
the more likely reality is that the 
AI revolution will occur in much 
the same way as previous seismic 
technology shifts. If past trends 
hold true, many great changes 
in technology maintained—and 
sometimes even spurred—the 
need for more people and newer 
skills to enable more meaningful 

work. The Industrial Revolution is 
a fitting comparison—it did not 
take away jobs as anticipated, but 
created the need for new skills 
and positions as it supported 
the country’s growth. These 
jobs, rather than disappearing, 
have simply shifted. And IT 
professionals are used to the fact 
that there is always something 
new to learn.
 The rise of AI will spur public 
sector IT managers and their 
teams to develop new skills 
or build upon existing skills, 
particularly as automation is 
increasingly used to manage 
and improve IT security and 
maintenance. Specific areas of 
AI will need human involvement, 
such as determining the variables 
that comprise an ideal security 
environment, or developing code 
or programmes that govern AI and 
machine learning.
 A perfect collaboration of 
technical and human skills
Like a person using both the 
left and right sides of their brain, 
to succeed in an AI-focused 
environment, IT professionals will 
need to cultivate a combination of 
“technical” and “human” skills.
 Machines can be used to 
manage security and network 
operations, but the machines will 
still need human supervision. This 
encourages public sector IT teams 
to develop a core set of technical 
skills, including programming, 
coding, and a basic understanding 
of the algorithms that govern AI 
and machine learning functionality 
to occupy these new, mutually 

dependent roles between man 
and machine.
 The other half of this equation 
is the development of so-
called “human skills,” which will 
be equally important. These 
include adaptability, flexibility, 
and innovation; critical and 
analytical thinking; and the ability 
to facilitate good teamwork and 
communication.
 AI does not naturally adjust 
to changing requirements or  
environmental politics. This is 
where human skills are key. As 
is already a daily part of the job 
with changing priorities and often 
shrinking budgets, public sector 
IT professionals should continue 
to be flexible and adaptable. 
Progressive teams will be the ones 
who are ready, willing, and able to 
adapt as needs and requirements 
change, and who are capable of 
sourcing innovative ideas to meet 
new demands. 
 Extrapolating conclusions 
from data—and making critical 
decisions based on those 
conclusions—is also a human skill. 
Despite the continually widening 
availability of business intelligence 
tools, humans will continue to be 
the ultimate decision makers, but 
AI will improve in providing the 
data to help us for more educated 
decisions.
 
A multidisciplinary approach
Cultivating a combination of 
skills is important in an AI-driven 
IT environment. Automation 
specialises in doing one or 
a series of tasks quickly and 

efficiently, but humans are critical 
for directing and orchestrating 
this. Each member of a public 
sector IT team understands the 
requirements of their position 
and the impact that the team 
has on the organisation and its 
constituents.  
 Take, for example, a 
cybersecurity professional. 
While technology may form the 
baseline of that person’s skillset, 
understanding privacy and 
compliance regulations—and the 
risks associated with breaches 
and non-compliance—is a critical 
component underpinning the 
importance of having a strong 
security posture. For example, 
only humans can programme 
machines to determine if 
something “predictive” could 
become “prescriptive.” 
 IT professionals also bring an 
understanding of the potential 
financial or organisational impact 
of a breach and the skills to 
make decisions based on that 
understanding.
The prospect of an AI-centric 
environment is not one to be 
feared—more automation will 
create more opportunities in 
the public sector. However, to 
truly take advantage of these 
opportunities, IT workers who 
shore up their skillsets could 
make the difference. A machine 
is, after all, a machine. They don’t 
understand the nuances that can 
make the difference in our grey 
environments, at least not in the 
foreseeable future. 

Artificial Intelligence - a collaboration 
between human and machine      
 
By Sascha Giese, Head Geek, SolarWinds



30 31GOVERNMENT AND PUBLIC SECTOR JOURNAL WINTER 2018/2019

GPSJENTERPRISE HOUSING GPSJGPSJ

GOVERNMENT AND PUBLIC SECTOR JOURNAL WINTER 2018/2019

The LEP has expanded its 
membership, increasing the 
private sector representation 
on the Board. This move 
follows recommendations from 
Government’s LEP Review last 
year. The new appointments bring 
the total to 18 board members.
  Doug Field, Chair of New Anglia 
Local Enterprise Partnership, said: 
“We welcome Claire and Pete 
to the Board bringing new skills, 
knowledge and expertise to the 
team. We have a tremendous 
programme of activity to deliver 
this year, including development 
of the local industrial strategy, 
continued business growth 
and new jobs, and promoting 
our place putting Norfolk and 
Suffolk more firmly on the global 
investment map.”
  Claire Cullens has been 
the Chief Executive of Norfolk 
Community Foundation since the 
beginning of 2018 and previously 
worked as the Foundation’s 
Development Manager. Claire 
has a wealth of experience in 
business development from a 
varied and international career that 
included establishing markets for 
confectionery in both Japan and 
Russia. She is passionate about 
making Norfolk a better place 
for everyone. During her time in 
Norfolk she has been active in the 
voluntary sector as a Business 
Mentor for the Princes Trust, a 
governor at the Hewett School 
and recently as a Director of Pro 
Help.

  Claire Cullens said: “I’m 
looking forward to working in 
partnership with the key local 
statutory organisations and private 
businesses to create a stronger 
Norfolk and Suffolk, and to share 
the opportunities and challenges 
faced by the voluntary and 
community sector in this forum. It 
is both an exciting and demanding 
time to join the LEP and I hope to 
bring my varied experiences from 
an international and local career to 
make a difference.”
  Pete Joyner began his career 
working in public relations in 
London and Cambridge 
before returning to 
Norwich in the mid-
2000s. He is Managing 
Director of marketing 
communications 
agency Shorthose 
Russell, leading 
the growth of the 
agency and its sister 
travel and tourism 
arm Thissaway. He has 
extensive experience of 
delivering communication 
and digital strategies 
for local, regional and 
international brands across 
the private and public sector.  
  

Pete Joyner said: “I’m delighted 
to be joining New Anglia LEP’s 
Board. As someone who lives and 
works in the area, I’m passionate 
about its success therefore I’m 
looking forward to playing a role 
in supporting the LEP’s ambitious 
plans for growth in Norfolk and 
Suffolk.”

LEP boosts board with voluntary and 
creative sector expertise

New Anglia Local Enterprise Partnership has announced Claire Cullens, Chief 
Executive of Norfolk Community Foundation, and Pete Joyner, Managing Director 
at Shorthose Russell and Thissaway, as its newest board members.

Claire Cullens

Bromford, one of the largest 
housing associations in the 
Midlands and South West, has 
today finalised a £100m private 
placement with five North 
American investors.

As the housing provider steps 
up plans to deliver more than 
1,000 new homes each year, the 
nine-figure finance package was 
secured on a 20-year maturity 
and was priced at 135bp over 
Gilts, generating an all-in coupon 
rate of 3.01%. This reflects one 
of the most attractive issues in 
the sector over recent times and, 
impressively, the pricing lands 
inside the secondary trading levels 
of Bromford’s UK public bond 
secured in April 2018. The initial 
orderbook was three and half 
times subscribed, highlighting 
the strong level of interest from 
investors despite the prevailing 
uncertain economic climate and 
unprecedented difficulty recently 
observed in the UK markets.
 The deal was finalised after 
senior management roadshows 
across London, the US and 

Canada and an investor visit to 
Bromford’s UK base including 
a tour of its newly-opened 
retirement living scheme in 
Worcestershire. Two of the 
investors have never previously 
invested in the UK social housing 
market and were said to be “really 
engaged” with the 44,000-home 
landlords plans to deliver 14,000 
new homes across its operating 
area in the next decade.
 Imran Mubeen, Bromford’s 
head of treasury, said: “We have 
been following the North American 
market for a while and were keen 
to leverage the sharper levels 
of pricing whilst diversifying our 
investor base. It was particularly 
important to engage with investors 
directly on the roadshows to 
highlight the strengths and 
opportunities associated with the 
UK social housing sector and the 
Bromford credit profile specifically.
 “We were delighted to receive 
a strong order book across a 
range of tenors with a competitive 
covenant package which is 
a testimony to the continuing 
strength of our financial position 

and business plan. We were 
particularly pleased to bring new 
investors to the sector and to 
price inside of our UK public bond 
which we see as a paradigm shift 
for UK social housing. The deal 
was been expertly handled by our 
partners NatWest Markets, JCRA 
and Trowers.”
 Bromford’s chief financial officer, 
Lee Gibson, added: “This new 
funding complements our debut 
public bond of last year and it 
places us in a fantastic position to 
continue investing in our existing 
customers and realise our growth 
and development objectives for 
future customers.”
 NatWest Markets acted as 
sole agent in Bromford’s private 
placement issuance, with JCRA 
providing specialist treasury 
advice. Legal advice was provided 
by Trowers & Hamlins, Morrison & 
Foerster and Greenberg Traurig.
 Henrietta Podd, director at 
JCRA, said: “We are delighted 
to have supported the team at 
Bromford in another successful 
financing, following its debut 
public bond last year. We are 

great supporters of the US 
private placement market as 
we believe it offers rated, high 
quality associations substantial 
advantages on price, while 
providing considerable flexibility 
on covenants. A roadshow in 
the US allowed Bromford to take 
maximum advantage of this to 
obtain funding on better terms 
than would be available in the 
UK.”
 George Flynn, vice president 
of NatWest Markets, added: 
“We’re pleased NatWest Markets 
was able to help Bromford meet 
its financing targets and raise 
£100m from several US and 
Canadian investors, including 
two that are new to the UK 
social housing sector. The 
transaction’s competitive pricing 
and oversubscribed orderbook 
bears testimony to the continued 
investor appetite for companies 
with strong credit ratings, and 
highlights the importance of a 
well-structured and considered 
approach to the private placement 
market.”

Bromford finalises private finance deal 
with US investors to fund growing 
housebuilding programme

Above: School Gardens retirement 
living scheme in Worcestershire 
where North American investors 
recently visited as part of a series 
of investor roadshows both sides 
of the Atlantic. School Gardens 
officially opened to residents in 
summer 2018 

Left: The funding will enable 
Bromford to forge ahead with 
its housebuilding programme 
so that more new homes of all 
tenures can be built like these 
shared ownership properties in 
Oxfordshire which were recently 
completed 



32 GOVERNMENT AND PUBLIC SECTOR JOURNAL AUTUMN 2017 33GOVERNMENT AND PUBLIC SECTOR JOURNAL WINTER 2018/2019GOVERNMENT AND PUBLIC SECTOR JOURNAL WINTER 2018/2019

GPSJLOCAL AUTHORITY & COUNCIL NEWS GPSJGPSJ

The eight-screen cinema 
forms part of the mixed-use 
development which will include a 
greater choice of food and drink 
outlets and 132 new homes. 
 Negotiations continue on 50 
per cent of the commercial units 
available for food and drink outlets 
and the sale of the residential site 
has been agreed. 
 Councillor Richard Jackson, 
Leader of the Council for 
Broxtowe Borough Council said: 
“This is a significant milestone in 
Beeston’s development which 
we are excited to announce. We 
have been in negotiations with 
three leading cinema operators 
for several months and selected 
Arc Cinema because of its 

approach to delivering high-
quality screenings tailored to local 
communities.”
 Director for Melcorpo, Brian 
Gilligan said: “We are delighted to 
be launching The Arc Cinema in 
Beeston; I’m confident our cinema 
will complement the successful 
regeneration of this thriving town 
centre. 
 “The Arc Cinema offers 
customers a premium cinema 
experience combining 700 
supremely comfortable electric 
recliner seats, cutting-edge 
technology like laser projection 
with a friendly, personal 
atmosphere.”
 Work is expected to start on the 
site in August with an anticipated 

opening date in late 2020. The 
new cinema will contribute to 
Beeston’s night time economy, 
revitalising the town centre and 
creating a vibrant new hub where 
people want to spend time.
 Councillor Richard Jackson 
added: “The Arc Cinema will be 
an asset to Beeston and I’m really 
pleased the operator has selected 
the town as one if its locations to 
launch its UK rollout of 10 sites 
over the next three years. Our 
development presents an exciting 
opportunity for restaurants, bars 
and cafes looking to expand in the 
East Midlands.”
 The scheme forms the 
second phase of a £50 million 
development which involved the 

refurbishment of the shopping 
precinct, new and improved public 
transport connecting the town 
to the NET tram network, more 
retailers, cafes and a gym.
 The development is being 
marketed by agents HEB 
Tel: 0115 950 6611 and JLL 
Tel: 0115 908 2120.
 The project is also being 
supported by the D2N2 Local 
Growth Fund pt 3 N2TC Fund. 

For more information on the 
scheme and to view the designs, 
visit https://www.broxtowe.gov.
uk/for-business/town-centres/
beeston/beeston-square

ARC Cinema signed 
up for East Midlands 
mixed-use development 
BROXTOWE Borough Council has secured a deal to bring The Arc Cinema 
to Beeston town centre as part of its plans to create a vibrant hub of leisure 
facilities and new homes in Nottinghamshire. 

A leading provider to major 
construction and utilities 
firms, Develop Training Limited 
(DTL), says too few businesses 
are making a commitment 
to apprenticeships despite 
government initiatives to 
promote them.

DTL, which has centres in 
Linlithgow near Edinburgh, 
Romford, York, Derby, Bolton, 
Swindon and Lisburn, Northern 
Ireland, highlighted the issue while 
giving its backing to National 
Apprenticeship Week 2019, which 
runs from 4 to 9 March.
 In the run up to the week, 
the government launched a 
new promotional campaign, 
Blaze A Trail, to convince more 
individuals, families and employers 
to embrace apprenticeships. 
Previous initiatives have included 
Trailblazer Apprenticeships in 
England and the controversial 
Apprenticeship Levy.
 Yet DTL points out that 
government statistics for the 
academic year 2017/18 showed 
a drop of almost a quarter in the 

number of apprenticeship starts.
 John Kerr, DTL’s Director 
of Training & Education, said: 
“It’s clear that businesses in 
the construction and utility 
sectors – in common with other 
industries – have not committed to 
apprenticeships as enthusiastically 
as the government hoped. The 
difference with some industries is 
that we face an enormous skills 
gap in construction and utilities, 
so it’s crucial that the sector 
responds, including embracing 
apprenticeships. The levy was 
intended to nudge them in 
the right direction but so far, if 
anything, it has had the opposite 
effect.”
 He highlighted comments 
from senior HR professionals at 
DTL’s Industry Skills Forums that 
the levy had caused confusion 
and even suspicion with some 
delegates labelling it a stealth 
tax. Others said the chance to 
recoup the levy was not enough 
incentive when set against the 
long-term commitment to run an 
apprenticeship programme.
 The training company, whose 

customers includes some of the 
biggest names in water, gas, 
electricity and construction, hopes 
that attitudes are changing.
 “We and our customers have 
no doubt that, managed well, 
apprenticeships do work,” said 
Mr Kerr. “Businesses have now 
had nearly two years to decide 
how to respond to the levy, and in 
April the funds that big firms have 
paid in will begin to be taken by 
the Treasury. That should refocus 
attention on the question of 
apprenticeships.”
 He said it wasn’t clear how 
uncertainty around Brexit, 
including the availability of foreign 
workers, and concerns about 
global economic slowdown 
would affect decisions about 
apprenticeships and other HR 
programmes.
 “There have been reports of a 
contraction in the construction 
sector because investors are 
delaying decisions, but that 
doesn’t mean the UK can afford to 
put its infrastructure on hold,” said 
Mr Kerr.
 He said the rise of offsite 

construction was an opportunity 
to develop apprenticeships in 
a factory environment, which is 
easier than on construction sites. 
The continuing housing shortage 
could also lead to incentives by 
this government or a future one 
to stimulate building through any 
potential recession.
 “Whatever happens to the 
economy, we need a new 
generation of skilled operatives 
to replace an ageing workforce,” 
said Mr Kerr. “If we delay making 
a commitment to apprenticeships 
for whatever reason, that would 
be a serious mistake. I hope that 
National Apprenticeship Week 
and the campaigns around it will 
help to generate momentum so 
that more businesses invest in 
what are highly cost-effective 
ways to deliver a loyal and skilled 
workforce. As approved providers 
under the levy, we are 100 per 
cent committed to do all we can 
to ensure that this happens and to 
help our customers to maximise 
their return on investment in 
people.”

Are enough businesses committing to 
apprenticeships?

Pennine Acute Hospitals 
NHS Trust has been given 
the go ahead to deliver an 
exciting new programme of 
digital health technology and 
electronic patient pathways by 
NHS England.
 
The Trust, which is part of 
the Northern Care Alliance, is 
partnering with Salford Royal 
NHS Foundation Trust to 

become Manchester’s first Global 
Digital Exemplar (GDE) Fast 
Follower organisation. The NHS 
Global Digital Exemplar (GDE) 
programme is a national initiative 
which aims to improve digital 
maturity across the NHS.
  A £5million funding boost will 
be matched by the Trust to invest 
a total of £10million in digital 
technology and improved patient 
care systems across hospitals 
in Bury, Oldham, Rochdale and 
North Manchester.
  Dr Georges Ng Man Kwong, 
Consultant Chest Physician 
and Chief Clinical Information 
Officer (CCIO), said: “This is great 
news for patients and will mean 

our patient care systems and 
processes will become more 
advanced, using new digital 
technology.
  “Being a GDE Fast Follower 
provides us with a great 
opportunity to try, implement and, 
if necessary, modify and improve 
new technologies to support 
patient care following ‘blue-print’ 
principles and processes which 
have already been tested at 
Salford.  
  “Importantly the GDE Fast 
Follower programme runs 
alongside our infrastructure 
improvement and future Electronic 
Patient Record (EPR) programmes 
which, as a whole, will enable 

us to achieve a digital future for 
healthcare.”
  Pennine Acute NHS Trust is 
committed to change through 
investment in technology and 
digital initiatives and over the next 
few months staff will be reviewing 
the new technology and standard 
methodologies.
  As part of the GDE Fast 
Follower approach, Pennine aims 
to replicate a number of projects 
deployed at Salford Royal.
  The Trust is also setting up two 
new Digital Experience Centres, 
based at Royal Oldham and 
Fairfield Hospitals, to showcase 
some of the new technology for 
staff and patients.

GDE Fast Follower funding agreement -
£10m digital health programme for local NHS gets go ahead
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In June 2018 Salford City 
Council won the Digital 
Council of the Year and 
the overall Digital Leader 
accolades at the prestigious 
DL100 Awards ceremony 
during Digital Leaders week. 
The latter award was drawn 
from the winners of all of the 
categories. Steven Fry, Head of 
Customer and Digital Services, 
Salford City Council, says this 
makes the city council the 
“best of the best.”
 
He says it was an amazing feeling 
to hear Salford City Council’s 
name being announced as the 
winner at the event, describing 
it as testimony to the hard work 
the council had put in. He adds: 
“Our live chat facility featured in 
the submission as evidence of 
how we are providing customer 
services in a way that our 
residents want.  Our call handlers 
can respond to 4 enquiries via live 
chat at any one time compared to 
just one via the phone.” 
 Gemma Baker, Marketing 
Executive at live chat solutions 
provider Click4Asssistance, 
explains how the seeds of 
success were sown. She says that 
Salford City Council approached 
her firm to help the council to 
streamline resourcing and to 
support the council’s constituent 
customers. The council 
approached her organisation 
during the winter of 2015, and 

after discussions about everything 
from live chat capabilities and 
strategy, Salford’s live chat 
implementation began in April 
2016.  
 “Having a reliable live chat 
solution, that is user-friendly, 
helps place representatives in 
a position where they can fully 
concentrate on the service they 
provide Salford City’s residents”, 
she claims before adding it means 
that the council can focus on what 
its citizens expect and require – a 
“fast and accurate response” to 
their enquiries. She elaborates: “It 
also aids managers overseeing the 
communication channel, to focus 
on their operators’ performance 
and make improvements to their 
skills rather than being distracted 
by a solution that isn’t working to 
their expectations.”

Digital transformation 

Beyond this, live chat and 
chatbots are part of the U.K. 
government and public sector’s 
digital transformation agenda. So, 
there are a number of emergent 
trends to consider. From Fry’s 
perspective, the first is about 
the fact that the public sector is 
embracing what he calls “true 
digital customer service design”. 
Hot on its heels is the creation 
for ‘true omnichannel services’, 
and the third trend that he sees is 
the use of smart data, analytics, 
artificial intelligence and machine 

Five ways Local Authorities 
can integrate live chat into 
digital transformation

learning. 
 “I think the public sector were 
a quite a way behind the private 
sector in terms of end-to-end 
service design properly until 
recently, we at Salford believe 
service design should cover all 
channels from digital to face-to-
face”, he reveals. 
 This may be why he finds that 
live chat and chatbots are being 
cautiously introduced to the public 
sector. However, Fry considers 
live chat to be a great addition 
to his council’s customer service 
options: “We have carried out 
a lot of analysis around digital 
capabilities within the city to make 
sure that technologies such as live 
chat would be utilised, and around 
85% of our citizens in Salford are 
digitally capable, hence the reason 
we implemented it.” In addition to 
this, he stresses that the council 
runs a digital first strategy – from 
end-to-end service design to face-
to-face contact and telephony. 
The aim of this approach is to 
ensure that the council can cater 
for everyone living within the city. 
 Baker adds: “The government 
has set out a strategy to 
have local authorities digitally 
transformed by 2020. With the 
pressure on to achieve this, 
budget restraints also need to be 
taken into account. Therefore, live 

chat becomes one of the methods 
that councils can implement 
to enable them to satisfactorily 
support their residents, whilst 
decreasing staff resources and not 
spending a fortune. In fact, most 
councils using Click4Assistance 
have implemented live chat for 
less than £5000 per annum, 
and so there is no need for the 
tender process to procure this 
communications channel.” 

Chabot enhancement

As for chatbots, Fry comments: 
“We’re interested to see chatbots 
being used elsewhere as this 
could be a potential enhancement 
to the digital experience, allowing 
easy, tailored access to services 
on a 24-hour basis. The likely uses 
would be to help manage demand 
so that we can free up staff time 
to spend with residents who need 
more support.”  
 “There are a few councils 
already taking a look into the 
technology but not many have 
actually implemented it”, says 
Baker before commenting: “I 
reckon we will see this increase 
as AI can allow councils to 
dramatically reduce their contact 
centres and focus resource on 
customers who would prefer face-
2-face contact,  as you would only 

need a few operators on hand 
to takes chats, should they be 
requested by the resident or the 
bot cannot supply an answer.”

Role for Artificial Intelligence 

Fry believes that artificial 
intelligence (AI) and machine 
learning (ML) will play a big role 
in government and public sector 
contact centres over the next

 few years. He thinks this will 
specifically be about tailoring the 
user experience and the user 
journeys: 
 “It will help to design and enable 
true public sector reform by 
understanding user needs, what 
services people with the city want 
to access, and to provide early 
insight for prevention and early 
intervention. This goes across 
health, social care, and debt, 

most of the wider determinants of 
health. What we are certain of is 
that whichever solutions we use 
intelligence-based workflow will be 
one of the biggest impacts for the 
organisation.” 
 Talking about Salford City 
Council’s plan for using AI and ML 
in customer services, he explains 
that its teams are at the point of 
refreshing its digital strategy for 
the next 3 years. The purpose of 

this agenda is to consider how 
the council can best provide its 
services and link those aspirations 
with the relevant technology.  
Having said that, he comments: 
“We can see that AI and ML would 
allow for differentiated approaches 
to delivering customer services. 
This is about getting the right 
information and to support people 
within the city.”

By Graham Jarvis - Freelance Business and Technology Journalist

Salford City Council won the Digital 
Council of the Year at the prestigious 
DL100 Awards 

Graham Jarvis

continued...
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Redcar and Cleveland Borough 
Council has taken delivery 
of a new CCTV enforcement 
vehicle from Videalert, 
one of the UK’s leading 
suppliers of intelligent traffic 
enforcement and management 
solutions.  The new Mobile 
Enforcement Vehicle (MEV) 
has an unattended operating 
capability and will be used 
to enforce school locations 
where illegal parking on the 
yellow ‘keep clears’ has been 
identified as putting children’s 
lives in danger.

Councillor Bob Norton, Redcar 
& Cleveland Borough Council’s 
Cabinet Member for Economic 
Growth & Highways, said: “We 
know that measures to tackle 
parking are often controversial and 

seen by some as a ‘cash grab’ 
but that is simply not the case. 
This is all about safety!  Three 
accidents involving school children 
in one year is three too many and 
we won’t allow this continuing 
risk to the safety of children in our 
schools.  Our message is clear: 
Don’t want to get fined? Then 
don’t put people at risk when you 
park.”
 Videalert has supplied a white 
Renault Kadjar equipped with two 
roof-mounted ANPR cameras and 
two colour cameras to capture 
contextual video evidence.  Used 
in conjunction with the latest video 
analytics, the system delivers the 
highest productivity at the lowest 
operating cost even in the highest 
density traffic environments.  The 
on-board systems are controlled 
by the operator manning the 

vehicle using a dashboard-
mounted touchscreen.
  All contravention evidence data 
is transferred to Videalert’s Digital 
Video Platform in the parking 
office at the end of each shift.  The 
Videalert system automates the 
construction of video evidence 
packs which are reviewed by 
trained council operatives prior to 
sending confirmed offences to the 
back office processing system for 
the issuance of PCNs.  
  Redcar and Cleveland’s new 
mobile enforcement vehicle is also 
equipped with a complete suite 
of Videalert software applications 
enabling it to be used for a wide 
range of traffic and parking 
management applications in the 
future as required.  
  “In recent benchmarking trials, 
our MEVs equipped with four 

cameras have proved to deliver 
industry-leading capture rates 
whilst consistently outperforming 
vehicles from other suppliers.  This 
new generation of multi-purpose 
MEVs will give councils greater 
flexibility in the enforcement of a 
wide range of moving traffic and 
parking contraventions,” added 
Tim Daniels, Sales and Marketing 
Director at Videalert.
 
For further information, please visit 
www.videalert.com 

Redcar and Cleveland Borough Council puts 
Videalert mobile enforcement vehicle on the 
road

GOVERNMENT AND PUBLIC SECTOR JOURNAL WINTER 2018/2019

LOCAL AUTHORITY & COUNCILGPSJ

People before technology 

After all the council has a saying 
that “It’s not about the technology; 
or the project management style, 
it’s about the people who use 
the it.” For this reason one of the 
authority’s digital transformation 
programmes is called the ‘Digital 
You programme’, which he 
explains is about “skilling up 8,000 
residents in the city who don’t 
have the 5 basic digital skills”. 
To achieve this goal, the council 
is working with the Good Things 
Foundation to create “a real 
movement for change in the city.” 
 Speaking again about why 
Salford City Council won its 
awards, he discloses: “Another 
key part of our submission was 
to describe how we are racing 
to become one of the world’s 
most attractive cities for digital 
enterprise.” Fry says a City Chief 
Digital Officer has been appointed 
and a Digital Collaborative 
have been created to help it 
to achieve this ambition. The 

Digital Collaborative consists of 
Salford City Council, the Salford 
Royal Foundation Trust, Salford 
University and MediaCityUK. 
 He explains why this is 
important: “The whole ethos of 
the collaborative approach is 
around creating a single front door 
for inward investment in digital 
within the city and improving 
the opportunities and lives for 
the people who live in Salford. 
A recent announcement that 
Vodafone has set up a 5G
 test-bed in MediaCity UK. So, in 
summary, winning the award was 
about the city council’s holistic 
approach to digital.” 

Top 5 integration tips

So, what are his five best practice 
ways to integrate live chat and 
chatbots into digital transformation 
programmes?  In response to this 
question, he offers the following 
tips:

1. Ensure that you have the right  

 strategy – make sure your  
 digital service design is right;
2. Properly research your  
 customer base in terms of  
 digital capability and appetite;
3. Bring live and chatbots in when  
 the customer is ready, and build  
 it into your digital design;
4. Co-design the solution with  
 those who will be delivering the 
 service, as well as those who  
 will be using it.
5. Upskill the workforce in live  
 chat and social media by having 
 a workforce development plan. 

 Baker also adds her advice, she 
says: “Look at areas of the council 
people are getting most frustrated 
with; struggling to complete a 
certain type of form, or as council 
tax is a very popular section there 
can be lengthy waits to speak 
with someone from that team etc. 
These are then the primary areas 
that need to have live chat added 
so representatives can better 
support residents. (It’s better to 
have chat across the website but 

if only a few departments can 
have it then prioritise these first.)” 
 She concludes by saying that 
council must have a strategy in 
place to understand fully 
who will be managing live 
chat, the timescales involved 
in implementing it, customising 
it, and training etc. It’s also an 
imperative to consider who the 
representatives handing the live 
chat will be: will it be handled by 
a chatbot or by a human being? 
There may some enquiries that 
are just perfect for a chatbot to 
answer, but there will be others 
that may require the empathetic 
human touch of a good customer 
services advisor. So, consider the 
purpose of the communications 
channel because once you’ve 
got a strategy in place, your 
Government department or 
council can work on being as 
successful as Salford.  

For more information please visit: 
www.click4assistance.co.uk

Gemma Baker, Marketing 
Executive, Click4Asssistance
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Working with Thoughtonomy, 
ESNEFT has cut the time taken to 
process the first stage of each GP 
referral from 15-20 minutes down 
to five minutes.  The program 
will eliminate the need for staff 
to spend more than 100 hours 
a week processing paperwork 
and instead ensures referrals are 
actioned 24/7. 
 The intelligent automation 
program, which has been running 
since July is the first of its kind 
within the NHS and is initially 
being deployed in five specialist 
clinical units – Neurology, 
Cardiology, Urology, Nephrology 
and Haematology. Within the first 
three months, the Trust released 
more than 500 hours of medical 
secretaries’ time and estimates 
it will also save £220,000 in 
associated direct costs by July 
2019.
 Darren Atkins, Deputy Director 
of ICT at ESNEFT, said: “We’re 
delighted with the results we’ve 
realized so far and are hugely 
excited about the potential 
benefits of automating more 
processes across our Trust. When 
you look at the time and cost 
savings we’ve already banked 
within just one specific area of our 
operations, you start to get an 
idea of how intelligent automation 
can drive transformation on a 
huge scale within the NHS.”
 Using the Thoughtonomy 
Virtual Workforce® platform, 
three virtual workers at Ipswich 
Hospital actively monitor incoming 
referrals from the national GP 
Electronic Referral Service (eRS) 
in real-time, 24 hours a day. As 

soon as a referral is received, 
the virtual worker reads the 
content and extracts the reason 
for referral. It retrieves all relevant 
referral data and supporting 
clinical information such as 
scan and blood test results 
from disparate sources, before 
merging everything into a single 
pdf document. The virtual worker 
then uploads the document into 
the Trust’s administrative systems 
using highly secure smart card 
technology and alerts the lead 
consultant that the referral is ready 
for review and grading. 
 Prior to the automation 
program, medical secretaries 
were responsible for processing 
referrals manually, downloading 
and printing documents, which 
they then scanned into a new 
document.  In a large Trust such 
as ESNEFT, which deals with 
around 2,000 referrals per week, 
this was a huge drain on medical 
secretaries’ time.
 According to the Institute of 
Public Policy Research (IPPR), 
automation could save the 
NHS up to £12.5bn a year, the 
equivalent of 10% of its annual 
budget. In addition, it is estimated 
that a further £6bn could be saved 
through automation in social care. 
The recent Darzi Review of Health 
and Care called on healthcare 
bodies to ‘embrace full automation 
to release time to care’ as part 
of a 10 Point Plan to future-proof 
health and care services in the UK. 
 Terry Walby, CEO & Founder of 
Thoughtonomy, said: “Intelligent 
Automation has a massive 
role to play in streamlining 

time-consuming and inefficient 
processes across the NHS. By 
absorbing a wide range of time-
intensive, repetitive tasks, we can 
unburden staff from administration 
and allow them, instead, to focus 
on delivering the excellent quality 
of care upon which we all rely. 
We’re delighted to be working with 
forward-thinking NHS Trusts, such 
as ESNEFT, who are championing 
the use of AI and automation 
technology in order to deliver real 
benefits to hardworking frontline 
staff while reducing costs. This, 
in turn, translates into a better 
patient experience for all.”
 Frontline staff at ESNEFT have 
welcomed the new automated 
process. Dr Petr Pokorny, a Staff 
Grade Neurologist, said: “It allows 
for a more efficient, fluent flow of 
work, as it’s easier to deal with five 
new referrals every morning rather 
than a huge pile of 35 referrals 
once a week. What’s more, we 
now have our medical secretaries 
fully focused on the things that 
make a real difference to our staff 
and patients.”
 The new automated referral 
process supports ESNEFT’s 
obligations under the Standard 
Contract for 2018/19 to process 
all referrals via the Electronic 
Referral Service (eRS), and to 
optimize its operations in line with 
the Paper Switch Off program, 
which comes into force on 1st 
October.
 Thoughtonomy enables 
organizations to enhance the 
productivity of their workforce 
through the intelligent automation 
and digitization of knowledge 

work. It uses AI and robotic 
process automation software 
to emulate how people work, 
allowing companies to add flexible 
resources to their team without 
disruption and rapid ROI.

About Thoughtonomy

Thoughtonomy is an intelligent 
automation technology company 
that has created an award-winning 
platform to helps companies of 
all sizes improve the productivity 
of their workforce. Combining the 
principles of cloud computing, 
software robotics and artificial 
intelligence in a single integrated 
platform, our customers enjoy 
frictionless deployment of a digital 
workforce that delivers fast, 
measurable results in an infinite 
number of roles.
 Thoughtonomy was founded 
in the UK in 2013 and now works 
with more than 200 clients in 
29 countries and has offices 
in London and Manchester in 
the UK, New York and Austin in 
the US. Thoughtonomy’s SaaS 
platform combines AI and RPA 
to supply companies with virtual 
workers that automate office work.

For further information, please see 
http://thoughtonomy.com/

East Suffolk and North Essex NHS 
Foundation Trust employs Thoughtonomy 
Virtual Workers alongside human teams 
to improve patient experience and boost 
employee satisfaction
Groundbreaking intelligent automation program highlights huge potential for realizing efficiency benefits rapidly 
across the NHS

Barnsley Council is believed to 
be the first council to open a 
pet crematorium. 
The crematorium will provide 
individual cremations for pets in 
a secluded area at Cannon Hall 
Park in Barnsley, which is owned 
and operated by the council.
Councillor Roy Miller will officially 
open the crematorium at a ribbon-
cutting ceremony on Thursday 8 
November.
 The ambitious plans were 
first submitted in June 2017 to 
generate vital income to pay for 
council services and formed part 
of the council’s ‘Future Council 
2020’ initiative, set out in 2016 to 
drive growth.

 Currently pet cremations are 
arranged by local vet practices 
and carried out by private firms, 
with pet owners from Barnsley 
and the surrounding areas having 
to travel as far as Doncaster to 
arrange an individual cremation for 
their pet.
 The idea to have a pet 
crematorium on the site of 
Cannon Hall Museum, Park & 
Gardens was praised by Arts 
Council England as an example 
of ‘innovation and new ways of 
working’. 
 Cllr Roy Miller, Cabinet 
Spokesperson for Place at 
Barnsley Council, said: “Cannon 
Hall is a special place for dog 
lovers and their families, with 

thousands of people visiting the 
beautiful park and gardens each 
year.
 “At Barnsley Council we 
have many years’ experience 
in delivering bereavement 
services and we understand how 
distressing the loss of a pet can 
be. The crematorium will ensure 
a high-quality service to meet the 
wishes of pet owners in Barnsley 
and the surrounding areas within 
the picturesque grounds of 
Cannon Hall.” 
 The pet crematorium will 
ensure pets are carefully cremated 
on their own, and their ashes 
prepared personally by staff in 
accordance with their owners’ 
wishes. 

 People can choose to scatter 
their pet’s ashes or place a small 
memorial plaque in a special 
woodland area of the park. A 
farewell room has also been built 
where owners can go to discuss 
their requirements or say their last 
goodbye.
 The pet crematorium service will 
be available through the council 
from 1 November, providing a 
dignified cremation for dogs, cats 
and other small animals. Prices 
will start from around £80.
More information can be found at: 
https://www.barnsley.gov.uk/
petcrematorium 

Barnsley Council 
opens pet 
crematorium 
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Matt Hancock, the new Health 
Secretary reaffirmed his passion 
for technology at NHS Expo earlier 
this month, as he outset plans 
to make the NHS an ecosystem 
for the best technology available. 
The Health Secretary announced 
the rollout of a new NHS app 
for patients, the creation of a 
HealthTech Advisory Board to 
highlight where changes need to 
happen, and an additional £200m 
investment to turn a group of 
NHS Trusts into internationally 
recognised centres for technology 
and innovation.
  The prospect of overhauling the 
entire NHS IT system is exciting 
and well overdue, but the risks 
of digital transformation must 
also be considered and properly 
managed, says software innovator 
TmaxSoft UK.
  To make the most out of next 
generation technologies such as 
artificial intelligence, the health 
system must adopt more flexible 
IT infrastructures that facilitate 
speed and responsiveness. These 
transformation projects can prove 

risky however, as they require 
movement away from IT systems 
that have been long relied on to 
perform core functions. A small 
error during the transformation 
process can therefore result in a 
drastic disruption of services, as 
recently highlighted by the TSB IT 
fiasco.
  This should not deter the 
health sector from embarking 
on transformation projects 
however, as organisations can 
greatly minimise their chances 
of disruption through risk 
management and effective 
planning, according to Carl 
Davies, CEO of TmaxSoft UK.
  Davies continued: “When it 
comes to moving away from 
mainframes infrastructures for 
example, one of the riskiest 
tasks is altering programmes and 
applications, or re-writing code. 
Re-engineering systems can 
take years, which means that the 
scope for error is far-reaching. 
However, institutions have the 
option to re-host their mainframes, 
meaning that they can simply lift 

existing mainframe assets and 
shift them to new open platforms. 
Re-hosting is faster, less risky, 
and helps systems to operate in 
the exact same way, but many 
organisations still choose outdated 
strategies that put them at harm. 
This suggests that organisations 
are not doing everything in their 
power to mitigate risk around 
transformation projects. 
  “The health service will be in a 
much stronger position once it has 
been migrated to a modern 

system, granting patients access 
to life changing treatments and 
making operational efficiencies 
across the board. Transformation 
does not have to be a dangerous 
journey, so long as organisations 
identify any gaps in their 
knowledge and work with the 
right partner to smooth out any 
vulnerabilities. Failure to do so 
in the health sector could put 
patients at substantial risk.” 
Davies concludes.

The health sector must 
prioritise a smooth 
transition from legacy 
IT infrastructure, says 
Tmaxsoft UK
As the new Health Secretary pushes for digital transformation, risk management 
must be a priority to avoid disasters
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Armour Communications, a 
leading provider of specialist, 
secure communications solutions, 
has partnered with Global 
RadioData Communications (GRC) 
to provide a joint solution with 
24/7 support. GRC has already 
secured its first two customers 
for the new combined solution 
that provides additional levels 
of security. The new service is 
available via the UK Government 
Digital Marketplace G-Cloud 10, 
under the cloud hosting, software 
and support framework listed as 
SCYTALE Armour Comms.
 Subscribers to the GRC solution 
will be able to communicate with 
other white listed communities, 
typically, enabling different 
government departments to 
communicate securely using 
Armour Mobile. The service 
covers all Armour Mobile 
standard functionality, which 
includes voice calls, one-to-one 
and group messaging, voice 
and video conference calls, file 
attachments, sent/received/read 
message status, and Message 
Burn, a facility where the sender 
can set a message to disappear 
after a certain time (for example 5 
minutes after it has been sent, or 
10 minutes after it has been read 
by the recipient).
 Steve Slater, Operations 
Director at GRC commented; 
“Armour Mobile provides the 
broadest range of secure 
communications features currently 
available for use on an ordinary 
smartphone, providing security 
that is transparent to the end user, 
something that is increasingly 
important to our user base.  
Services that provide a consumer-

grade look and feel with higher 
levels of assurance combined 
with the convenience of using 
the phone the user already has, 
means that making and receiving 
a secure call or communication 
does not disrupt normal working 
patterns, helping to ensure user 
adoption.” 
 David Holman, a Director at 
Armour Comms stated; “GRC 
is our first partner to provide a 
24/7 support service from its HQ. 
Increasingly, clients are demanding 
higher levels of assurance and 
support, and we are delighted to 
be working with GRC to meet this 
requirement. 
 Using a FIPS 140-2 validated 
crypto core, Armour Mobile has 
been awarded many certifications 
including Commercial Product 
Assurance (CPA) from the National 
Cyber Security Centre (NCSC) 
and is included in the NATO 
Information Assurance catalogue.

Armour Comms and Global 
RadioData Communications partner 
to provide 24/7 support for Armour 
Mobile solution
Now available via the Government UK Digital 
marketplace G-Cloud 

Dave Holman



UK Power Networks and 
Transport for London are 
working together to turn 
London’s red buses green, 
before the new Ultra Low 
Emission Zone starts in April.

Holloway bus garage is the latest 
to house part of the capital’s 
growing fleet of electric buses, 
with 23 new electric buses 
replacing diesels on route 46 
out of the north London garage. 
Holloway is also the ninth London 
bus garage to install electric 
charging. This means there are 
now 155 electric buses operating 
across the city, and by the 
summer of 2019 London will have 
one of the largest electric bus 
fleets in Europe.
 The news follows London 
Mayor Sadiq Khan’s support for 
electric buses during a national 
radio interview last week.
 UK Power Networks partnered 
with TfL to assess the work 
required to electrify bus routes 
and design the most cost effective 
way of delivering the electrical 

capacity needed. This holistic 
approach ensures that TfL get the 
smoothest, most cost effective 
solution every time a route from 
one of London’s bus garages is 
electrified.
 Claire Mann, director of Bus 
Operations at TfL, said: “Buses 
play a crucial role in cleaning up 
London’s toxic air by providing an 
efficient, reliable and affordable 
alternative to driving. We want 
to make them even cleaner so 
that they have an even greater 
impact on improving the health of 
Londoners, which is why we’re 
replacing older, polluting engines 
with modern, cleaner alternatives.
 “We can’t do this without 
having the right infrastructure in 
place, which is why UK Power 
Networks’ work to electrify several 
of London’s bus garages is so 
important to help us to ensure 
that our whole bus fleet is zero 
emission as quickly as possible.”
 Transport produces 20 per cent 
of London’s emissions. UK Power 
Networks converted the UK’s first 
all-electric bus garage at Waterloo 

back in 2016 saving 700 tonnes of 
carbon dioxide emissions a year. 
The company has been working 
closely with TfL since then to 
help realise their ambitions to 
have the entire 9,000 strong bus 
fleet electrified, supporting the 
Mayor’s plan to improve the city’s 
air quality. Waterloo was followed 
by electrified routes from bus 
garages at Camberwell, Croydon, 
Northumberland Park, Shepherds 
Bush, Willesden, Hounslow, New 
Cross and now Holloway.
 “Running electric buses isn’t 
as simple as installing a few 
more electrical sockets,” said 
Neil Madgwick, head of service 
delivery at UK Power Networks. 
 “By carefully assessing the 
requirements we were able to 
significantly reduce the amount 
of power that was needed and 
introduce timed connections. For 
example; Holloway bus garage 
uses smart charging, drawing its 
maximum power between 11pm 
and 6am when local electricity 
demand is very low. This can help 
improve the city’s air quality in a 

cost-efficient way.”
 UK Power Networks, which 
is a member of the Mayor of 
London’s EV Taskforce and 
OLEV’s Electric Vehicle Energy 
Taskforce, is also gearing up to 
connect an estimated 4.1 million 
electric vehicles to its networks 
across London, the South East 
and East of England by 2030. 
Nearly a third of EVs already 
sold in the UK connect onto UK 
Power Networks’ system. The 
network operator has been at 
the forefront of pioneering smart 
grid technology that is enabling 
decarbonisation of transport in 
buses, taxis, on-street, home and 
fleet operations. 
 The company also established 
a dedicated team to help TfL 
deliver rapid chargers open to the 
public, and are on target to make 
sure they hit their goal of 300 
public rapid chargers by 2020. 
It’s been achieved by streamlining 
the processes and guiding the 
deployment of chargers to the 
most cost-effective locations. 

London’s green bus revolution 
helps improve air quality

The demand for fast, 
predictable and reliable Wi-Fi 
is increasing with growing 
reliance on access through 
‘Bring Your Own Devices’ 
for work and personal use 
and demand for access to 
Wi-Fi provided by employers, 
education establishments 
and others such as hospitals, 
conference centres and 
cultural venues. 

It has been hard to satisfy 
this demand and to provide a 
consistently good experience 
across iPads, Chromebooks, 
Smartphones and other devices. 
US-company Mist Systems has 
arrived in the UK to address this 
challenge.  Leveraging Artificial 
Intelligence (AI) and the cloud, Mist 
makes wireless more predictable, 
reliable and measurable, and adds 
more value to the wireless network 
via scalable location services that 
personalise the mobile experience.
 With the Mist Learning WLAN, 
time-consuming manual IT tasks 
are replaced with AI-driven 
proactive automation and self-
healing, lowering Wi-Fi operational 
costs and saving substantial 
time and money.  Automated 
event correlation identifies 
the root cause of problems 
quickly; dynamic packet capture 
(dPCAP) eliminates truck rolls 
for troubleshooting; an AI-driven 
assistant enables IT administrators 
to get complex answers using 
simple questions, like “What 
was wrong with Bob’s Wi-Fi last 
Tuesday?”
 Mist also brings enterprise-
grade Wi-Fi, Bluetooth® LE and 

IoT together so businesses can 
increase the value of their wireless 
networks through personalised 
location services, such as 
wayfinding, proximity notifications, 
and asset location. With Mist’s 
patented virtual BLE (vBLE) 
technology, no battery beacons or 
manual calibration are required.
 All operations are managed via 
Mist’s open and programmable 
microservices cloud architecture. 
This delivers maximum scalability 
and performance while also 
bringing DevOps agility to wireless 
networking and location services. 
 Companies worldwide are 
switching to an AI-driven WLAN 
in the cloud to give them more 
agility and scalability that cannot 
be provided with traditional 
on-premises solutions; more 
assurance for business-critical 
applications, with visibility into 
the user experience; and the 
ability to increase the value of the 
wireless network with location-
based services that enhance the 
experience for wireless guests, 
employees, and customers.  
 Below are some qualifying 
questions to determine if the move 
to an AI-driven WLAN is for you:
• We have an aging wireless   
 infrastructure requiring a lot of  
 IT time investment 
• We’d like to reduce Wi-FI   
 demands on our small IT team
• Our current wireless   
 infrastructure can’t keep up   
 with growing demand
• We are constantly firefighting  
 and troubleshooting wireless  
 problems
• We can’t map wireless usage to  
 identify demand from user   

 groups, locations, days or times 
• We rely heavily on video calls  
 and streaming but can’t get the  
 speed or reliability we need
• We want to move to a wireless  
 infrastructure that can cope   
 with future demands. 
 
Using Mist for office 
environments
ThoughtWorks is a privately 
owned, global technology 
company with 42 offices in 15 
countries and an IT department 
based in London. It provides 
software design and delivery, and 
pioneering tools and consulting 
services.  
  “We are a Wi-Fi first company,” 
said Kevin Fenn, global head 
of networks at ThoughtWorks. 
“Most offices are open seating, 
with little or no fixed desks, nor 
wired connectivity. This means 
the WLAN always has to work 
consistently, reliably, and with the 
highest performance.”
 The company hosts many 
partners and clients in their offices 
who require simple and reliable 
access to ThoughtWorks’ guest 
Wi-Fi network. 
 E are also heavy users of video 
communications, making around 
45,000 video calls each day 
globally: about 7 calls per person 
on a typical day. These video 
calls have to work consistently 
and reliably, as the company’s 
business depends on it.

Using Mist in education
Guilford College is a premier 
liberal arts school located in 
Greensborough, North Carolina.  
In 2017, the school was ready 

to upgrade its five-year-old 
Cisco Wireless LAN (WLAN) 
infrastructure.  
 “Our primary goal was to 
provide reliable and measurable 
Wi-Fi coverage in classrooms, 
residential buildings, and the 
student union,” said Chuck 
Curry, director - information 
technology and services at 
Guilford. “However, because we 
only have two full time networking 
people, ease of operations and 
automation was also paramount.”
 Guilford evaluated several 
options to streamline and improve 
its wireless services, eventually 
choosing Mist Systems. According 
to Curry, “The Mist technology is 
the most modern cloud platform 
on the market, providing unique 
visibility into the user experience 
and automation of day-to-day 
troubleshooting and operations.”
 The college is using the new 
AI-driven WLAN to:
• Guarantee students’ access to  
 online content in classrooms  
 with Wi-Fi service levels
• Enable easy guest Wi-Fi via   
 captive portal with SMS sign-in
• Securely share personal  
 devices in dorm rooms and   
 common areas, like AppleTVs  
 and Chromecasts
• Enable easy troubleshooting by  
 helpdesk using AI-driven virtual  
 assistant
• Provide analytics on mobile- 
 user behaviour to optimise   
 resources across campus, such  
 as study areas and security.

Satisfy unrelenting demands for fast, 
reliable Wi-Fi     Keith Cahoon, Business Development Director UK, Mist Systems 

www.mist.com/
Tel: 02032 395170
Email: keith.cahoon@mistsys.com

Keith Cahoon
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The UK Government’s Future 
Telecoms Infrastructure Review 
has now recognised National 
Infrastructure Commission calls 
for greater investment in full fibre 
broadband to ensure Britain is 
able to keep pace with digitisation. 
This type of nationwide digital 
connectivity is paramount 
to the nation’s success. The 
Government’s recognition that 
a full-fibre future is essential to 
the prospects of businesses, 
individuals and the overall 
economy serves as an important 
first step.
 The broadband revolution 
that has taken place over the 
past 15 years has been credited 
with opening up countless 
opportunities for businesses 
situated in urban areas. These 
include the introduction of 
flexible working to enable greater 
employee productivity and 
increase the size of the labour 
market, as well as the opening up 

of new regional and international 
markets, providing myriad new 
ways for businesses to extend 
their customer bases. Additional 
investment in still faster broadband 
means good news for every one of 
these businesses. 
 Yet for those outside the 
metropol, the recent Government 
intervention has far greater 
significance. The truth is that 
while larger inner-city businesses 
have reaped the benefits of high 
speed broadband for years now, 
businesses in more rural areas 
have been stifled by a lack of 
connectivity and found it difficult to 
compete.
 Inadequate infrastructure in 
rural areas has all too often meant 
that employees find themselves 
deprived of the opportunity to 
work from home or in a more 
flexible capacity, forcing many 
to move into overpopulated 
cities where house prices are 
skyrocketing. Regional talent 

pools have long been diminishing 
and small businesses regularly 
struggle to find willing local 
investors, unable to fully prosper 
and realise their ambitions due to 
a poor digital infrastructure that’s 
incapable of meeting their needs.
 Furthermore, from online 
customer support and digital 
transactions to interactive 
warehouse/inventory listings, 
there are many digital features 
and facilities that consumers 
today expect as standard from 
the businesses that court their 
custom. If a rural business can 
barely get on the web, how can it 
hope to deliver this functionality to 
a satisfactory level?
 The reality is that simply being 
situated outside of any major city 
is currently a huge disadvantage 
for smaller companies. Given that 
businesses operating outside in 
smaller cities, towns and rural 
areas contribute over £229 billion 
to the UK economy, how much 
greater might this figure be if their 
digital infrastructure was up to 
scratch? 
 The Government has made 
the right noises this year, but its 
intentions must now be realised 
at a local level, with both the 
public and private sectors on 
board and equipped to provide 
a full fibre future for all. As we’ve 
learned during the past decade 
of so-called superfast broadband 
infrastructure delivery - much 
of which cannot realistically be 
classed as future-proof - provision 
to rural areas has too often 
been de-prioritised or badly 
implemented by local authorities.
 No wonder that many 
communities have taken up the 
issue of poor connectivity into their 
own hands. Localised broadband 
schemes such as those seen 
in the highlands of Scotland 
show that small communities 

refuse to be left behind and are 
successfully preparing themselves 
for the future without relying on 
public funding. Similarly, private 
sector infrastructure firms such 
as ourselves or Trooli have 
demonstrated that, contrary to 
past claims by larger providers, 
it is perfectly possible to connect 
these hard to reach areas whilst 
also turning a profit.
 The progression made 
within these areas should not 
be undervalued. In fact, local 
authorities should learn from these 
examples as the blueprint for 
moving to a full-fibre future. Their 
role must now be to identify where 
connectivity remains lacking, 
recognise where the private 
sector and/or existing projects 
are already underway, and use 
their own resources to bridge the 
gaps. Local authorities have the 
potential to be true trailblazers, 
leading Britain into the digital-first 
age. This requires long-term vision 
and strategic nous, recognising 
where its own subsidies can be 
spent most effectively in order to 
avoid the network overbuilding 
that has muddled some regional 
broadband rollouts to date.
 While the future of Britain 
contains many uncertainties 
right now, further digitisation is 
certain and, by building a long-
lasting digital infrastructure, we 
can ensure that generations of 
business owners are able to stay 
connected, contributing to the 
economy of tomorrow. Every 
business deserves these basic 
resources so that employees are 
no longer restricted and have 
the tools they need to ensure a 
more productive and prosperous 
future. Now is the time for local 
authorities to work alongside 
central government and make full 
fibre hopes come to fruition.

The State of UK Connectivity in 2019
With the future of the economy looking ever more digitally-driven, the necessity 
for better broadband access across the UK has become increasingly time-
sensitive. This summer we saw an acknowledgement that existing infrastructure 
plans need to evolve, that ambitions need to be scaled up. 

Evan 
Wienburg

Potholes. Everyone has an 
opinion. Local newspapers 
are often deluged with stories 
of unhappy road users with 
punctured tyres, damaged 
wheels and suspension or 
worse as a result of a modern-
day and very first-world 
scourge. Insurance companies 
and local authorities are 
often at loggerheads over 
responsibilities and liabilities, 
and who should carry the 
cost. One cycling charity 
claimed that UK Councils have 
paid out some £43 million in 
compensation claims over the 
last five years, and that is in 
raw costs alone; it does not 
take into account the council 
employees’ time for handling 
each case. 

Such has been the media 
backlash that many Local 
Authorities have been forced 
to take action, using up scant 
resources (council spending on 
highways and transport has fallen 
by almost 40% over the last six 
years according to NAO official 

statistics) to patch and mend, 
often on a seemingly random and 
ad-hoc basis, to prove that the 
voice of the consumer is being 
listened to, and something is 
being done. The Gov.uk website 
has a dedicated ‘report a pothole’ 
section, and details of how you 
can claim compensation for 
injuries caused by roads in a poor 
state of repair. There is even an 
organisation known as fillthathole.
org.uk to make it easier to report 
potholes and road defects and 
claim that ‘councils are often quick 
to respond’.
 But whereas local councils 
may indeed be ‘quick to respond’ 
when alerted to a pothole, they 
do not always appear to show 
the same alacrity when it comes 
to repairing and maintaining road 
signs, and specifically those 
electronic signs that warn of 
potential dangers or obstacles 
ahead. Vehicle Activated Signs 
(VAS) and Variable Message Signs 
(VMS) are increasingly being used 
at dangerous junctions to prevent 
serious accidents, or to warn of 
flooded roads and low bridges to 

keep the UK traffic moving safely 
on the roads. But even the best 
technologies can sometimes go 
wrong, especially if they are not 
regularly serviced and maintained. 
The trouble is, you won’t know 
there’s a problem until they fail to 
work, and by then it may be too 
late.
 There is a recent example 
concerning a bridge in 
Leicestershire. Vehicle Activated 
Signs were installed on various 
approach roads to the bridge, to 
divert high-sided vehicles away 
from the danger. Unfortunately, 
the signs failed to work when 
they were most needed, allegedly 
through lack of maintenance, 
causing yet another vehicle to 
strike the bridge, with the resultant 
chaos that ensued. Roads were 
closed, obliging local traffic to take 
lengthy detours. Local businesses 
were affected, and the media swift 
to point the finger of blame. The 
point of this example, however, is 
that this incident was thoroughly 
avoidable and need not have 
happened at all.
 There is no doubt Councils 

are faced with a Hobson’s 
choice when it comes to making 
decisions on where budgets are 
spent. There is only so much 
money in the coffers. But whereas 
money always seems to be 
available for the larger, capital 
projects, and through various 
parties from the Highways Agency 
through to local developers, 
budgets are harder to come by for 
ongoing maintenance and repair, 
and it often seems to be a case 
of ‘he who shouts loudest gets 
heard’.
 What is needed is a radical 
re-think on how budgets are set 
aside for ensuring digital road 
signs are always performing on 
the top line, and don’t let you 
down when they are needed. 
There also needs to be further 
thought given to signage 
equipment obsolescence and 
having a clear strategy for future 
upgrades. Failing to do so could 
end up costing you much more 
than you bargained for.

Problem potholes
By Andrew Walker, Business Development Manager, Swarco Traffic Ltd
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The solution
Based on unique technology, 
key-centric access management 
is built with the user in mind, it is 
based around three elements, a 
smart key, electronic cylinders and 
a unique software suite, providing 
robust and traceable access 
control. 
 Each smart key is unique, 
impossible to duplicate and 
reprogrammable, enabling it to 
open one or all access points and 
in the event of loss or theft it can 
quickly be disabled.
  An electronic access control 
solution holds authorisation 
information for any number of 
sites, including approval based on 
time, date and location. 
 The most surprising thing about 
this solution is that no cables 
are needed, giving it unrivalled 
reliability. The lock (also known 
as the cylinder) does not require 
electrical power or batteries, 
much less a connection to send 
information, which means that 
it can be installed on any door 
as you would a mechanical 
lock without maintenance 
requirements. The secret is in the 
key, with permissions stored within 
it. If you have authorisation for that 
lock, it will open. If you don’t, you 
won’t be allowed to enter and all 
of the activity carried out by the 
key will be recorded.

Why is traceability 
important? 
With high volumes of people 
entering and exiting different 
areas of a public building, it is 
important to be able to trace who 
has been where, when and for 
how long. Advanced software 
suites can provide access to all 
operations performed by users, 
including a complete audit trail. 
This information is often used by 
business owners or managers 
for audits, improvements or 
compliance.

How does it work?
Security managers can update 
permissions from a computer or, 
even more conveniently, using 
an app on a mobile phone at the 
time of access, which will update 
a key’s permissions via Bluetooth. 
This delivers increased flexibility 
and higher levels of security.
 Access rights can be set at 
any time and on any day, and can 

allow access on just one specific 
occasion. The rules for granting 
permissions are infinite and easily 
customisable, and the system 
is very efficient when they are 
applied; as a result, the system is 
highly flexible and adapted to suit 
any number of different business 
models and infrastructures, not 
just hotels and public spaces.
 What makes this solution really 
smart, is what’s behind all of this, 
the software, LOCKEN Smart 
Access - that manages access. 
It can be used from a powerful, 
but simple web-based access 
manager or through personalised 
software that is integrated within 
a company’s existing software 
solution, to automatically include 
information. In some businesses, 
the access management system 
will help to further improve service 
levels by integrating it with the 
customer information system, 
allowing to link it for instance with 
alarm or intrusion managers.
 150 000 sites are equipped 
with this solution in Europe and 
we take great pride in offering a 
robust and reliable access control 
solution to industries that are 
vulnerable to risks.

Case Study: France’s High 
Court entrusts its access 
solutions to LOCKEN 
LOCKEN has entered the Palais 
Royal... in other words, the 
seat of the country’s highest 
administrative jurisdiction, the 
equivalent of the British High 
Court, which owes its name of 
Council of State to its other role 
of advising the government on 
the drafting of legal texts. It is 
a complex institution, fulfilling 
multiple tasks, with ever more 
stringent demands due to the 
difficult security situation which 
has arisen in recent years.
 However, the challenges for 
LOCKEN do not stop there. 
Because the Palais Royal is also 
a monument steeped in history, 
as its name indicates, a reminder 
of the time when the infant Louis 
XIV preferred it to the empty and 
freezing galleries of the nearby 
Louvre. New constraints and a 
new challenge for LOCKEN.

 Let’s take a closer look at 
how the European leader of 
the electronic key market 
responded.

 Firstly, through its easy 
installation. LOCKEN cylinders 
do not require any cable or 
adjustment of the doors, enabling 
the solution to seamlessly fit 
into the unique setting of the 
Palais Royal, without altering its 
character or the integrity of the 
doors and their fittings.
 The LOCKEN solution also 
stands out for its ease of use. The 
cylinders installed in the Council of 
State can be opened with a single 
electronic key, which is assigned 
with specific access rights. When 
an authorised user inserts a key, it 
instantly transmits the information 
needed to open the lock. 
 The cornerstone of the 
LOCKEN solution lies in its 
software program, LOCKEN 
Smart access, which permits 
precise access management. 
With its optimised architecture 
and graphic design, it offers a 
superior user experience and can 
accommodate new services.
 The access rights management 
software makes it possible to 
restrict access to any part of the 
premises of the Council of State, 

and to limit the duration, in the 
case, for example, of a service 
provider turning up on a specific 
assignment.
 The head of the Council of 
State’s security unit says: “With 
the LOCKEN solution, energy 
and intelligence are in the key. By 
eliminating the access incidents 
that we previously encountered 
with battery-powered electronic 
cylinders, we were able to reduce 
our maintenance interventions 
on the doors and refocus on the 
core of our mission, namely to 
make the approximately 2,500 
daily accesses and 50,000 
monthly accesses more fluid 
while strengthening security. The 
Council of State being established 
on 2 sites, its employees and 
service providers can move 
around on both using the same 
key; similarly, managers can 
consult the software program and 
set up access rights from either 
site. The installation in 2017 of the 
new LSA software program, which 
is more ergonomic with more 
advanced features, made our 
tasks even easier.” 

Key Centric Access 
Management provides the 
highest possible levels of security
The challenge of securing 
public buildings, which are 
particularly vulnerable to 
terrorism, vandalism or slack 
utilisation and where access is 
required by a variety of people, 
has never been greater than it 
is today. 

Businesses need their property, 
assets, staff, service providers and 
customers to operate in a safe 
and secure environment, backed 
up by a robust and traceable 
access control solution. The next 
generation of security devices 

must therefore reach ever-higher 
standards of system intelligence, 
flexibility and security, while also 
delivering value for money.
 Nick Dooley, managing director 
of LOCKEN UK, a leading 
developer of unique key-centric 

access control solutions, explains 
the importance of having software 
at the heart of the solution, in 
order to provide the highest 
possible levels of security and 
efficiency.
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The point is, it can mean many 
things, but one thing you can be 
sure of is that it is not just about 
technology and it needs to start 
with the organisation at the heart 
of the transformation. It should 
be a journey with full buy-in from 
senior executives and junior staff.

Why should the Public Sector 
take notice of the hype?

There is a drive within 
Governments for digital 
transformation – there has been 
a Government Digital Strategy 1 
since 2012. The current strategy 
states that: “The work we want 
to do should be a foundation 
for the digital government of the 
future: a government that is readily 
adaptable, and able to keep 
pace with technical change and 
evolution.”
 There is an overriding vision 
to “..transform the relationship 
between citizens and the state- 
putting more power into the 
hands of citizens and being 
more responsive to their needs.” 
2 To enable this vision, as an 
organisation you must ensure 
that you have skilled people, 
the correct tools to improve 
processes to achieve compliance 
and value for money, as well as 
the ability to ensure that personal 
and sensitive data is treated 
appropriately and in respect to the 
correct regulations.
 Chances are that your 
department is, or will be involved, 
in a digital transformation project 
within the next few years as the 
Government vision continues to 
permeate all departments. This 
may require significant changes 
to the way your department 
operates.

What is digital 
transformation?

Many people assume that 
digital transformation is just 
about moving to a cloud-based 
infrastructure and adopting a 
few new technologies. While 
this may be one aspect of the 
transformation, it is not the whole 
story.
 Digital transformation can be 
thought of as encompassing three 
elements; people, technology and 
data.

The human factor
Digital transformation is about 
business enablement; it needs 
to offer true benefits to you and 
your customers. Therefore, it is 
vital to position the transformation 
in the right way - it may involve a 
complete culture change within 
your department. Everyone must 
be onboard, chief executives to 
office juniors, and you will need to 
offer training and development to 
reskill your employees.

Technology and    
Infrastructure
This is not just about moving 
everything to the cloud, although 
this may form part of your 
strategy. As a department, you will 
have legacy infrastructure and a 
hybrid cloud model may be more 
suitable than an all-encompassing 
transformation. The Governments 
G-Cloud Framework 3   enables 
you to buy cloud hosting, cloud 
software and cloud support from 
an approved list of suppliers. 
These companies can assist you 
in determining which, if any, of 
your services, can be managed 
in a public cloud. Or, how you 
can use existing infrastructure to 

integrate within a hybrid cloud, 
while conforming to standards 
and regulations. 

Data 
One of your objectives may be to 
make better use of the data that 
you hold within your department. 
You may have been asked to 
build and/or support Application 
Programming Interfaces (APIs) so 
your employees, or the public, can 
have better access to the data 
you hold. You may want to employ 
a SaaS service while remaining 
compliant with GDPR.  
 If you are hesitant to abandon 
existing infrastructures to 
virtualised platforms, you should 
consider a colocation strategy 
to cloud migration. This would 
offer you the scalability and cost 
savings of the cloud while still 
allowing you to take advantage of 
your legacy infrastructure.

What next? – Know why you 
are doing it 

Switching to cloud-based 
operations can result in significant 
efficiency and productivity gains. 
But you must have a clear 
strategy to realise these benefits. 
Questions to ask yourself include:
1. What is our current culture 
around transformation and what 
do we need to do to change it?
2. How will our users and 
employees become part of our 
digital transformation?
3. What skills do we have within 
our organisation and what training 
and recruitment requirements do 
we have?
4. What do we need from our 
cloud services partner?

Choosing an appropriate partner 
should be a considered choice; 
you should use this as an 
opportunity to explore the latest 
thinking on digital transformation. 
This is going to be a unique 
journey for each department. 
Business goals should come first, 
followed by a clear strategy for 
implementation. You must be clear 
on this, so you can specify funds, 
recognise your requirements and 
specify areas in which you may 
want additional expertise and 
support.

Decoding Digital Transformation in the 
Public Sector

What does digital transformation mean? To the 
office manager, it may mean becoming a paperless 
office, to the chief executive, a way to solve business 

problems, to the CIO, enabling technology to meet 
organisational objectives and to deliver increased 
performance, and to the IT manager, a lot of work! 

By Jamie Stuart, Business Development Manager, Pulsant

Automating tasks has huge 
potential to free up working 
hours in government. A recent 
report by Deloitte found that 
automation could liberate 96.7 
million federal government 
working hours annually, 
while the UK Government’s 
review “Growing the artificial 
intelligence (AI) industry in the 
UK” called for a programme 
to support the use of AI in 
the public sector, to reap its 
benefits here as well as in 
industry.

It’s therefore unsurprising to see 
central and local governments 
around the world exploring the 
opportunities for AI to improve 
their services, as well as 
streamline their internal operations 
to drive greater efficiencies and 
reduce waste.
 However, any new technology 
solution being considered 
requires a thorough evaluation 
of the potential benefits 
before its deployment. More 
importantly, the desired result 
must be determined. Too often, 
organisations become enamoured 
by the new shiny thing and let 
themselves be carried away by 
the exciting “potential” touted in 
its marketing, which then drives 
the plan for implementation. 
 Instead, it must always be the 
other way around. The point of 
technology is to help achieve 
a specific organisational goal 
faster and more efficiently, and 
AI is no different. Government 
organisations need to reflect on 
the best use cases where AI can 
improve government services and 
to set real, attainable goals that 
maximise the return on investment 
(ROI).
 So, what opportunities do AI 
deployments present to central 
and local governments? Here are 
three use cases that show the 
potential value that can be reaped 
today.

Exceptional customer 
experience 

Local councils serve their 
community and Enfield, a North 
London borough, enhanced its 
customer service for its more than 
330,000 residents through the 
adoption of an intelligent virtual 
assistant to handle customer 
service queries. Receiving 
100,000 website visits and 55,000 
telephone calls each month, 
the council found it a challenge 
to provide fast and accurate 
responses. To combat these 
issues, Enfield Council hired 
IPsoft’s digital colleague, Amelia, 
to absorb routine time-sensitive 
requests, such as pre-screening 
applications and self-certification 
for building plans. 
 Instead of requiring diverse 
visitors to be technology-literate, 
Enfield Council wanted its 
technology to be “people literate”. 
Amelia has proven her capability 
in recognising the intent of Enfield 
user requests 98% of the time 
and performs routine business 
processes, she can be trusted to 
handle basic government tasks, 
such as licence applications, 
general queries about taxation, 
voting and local ordinances. If 
citizens have specific questions 
that must be addressed by 
humans, or ones that the Amelia 
can’t address herself, she 
can escalate those queries to 
government workers. This reduces 
the workload of government 
employees exponentially, allowing 
them to focus on more complex 
and creative tasks, rather than 
spending time providing answers 
that the virtual assistant can 
deliver automatically.

Seamless employee services

For one US government agency’s 
employees, making healthcare 
claims was a labour-intensive task. 
Typically, preparing to answer 
the form’s questions would take 

upwards of 40 hours.
 To improve the employee 
experience, the agency introduced 
a virtual agent to act as a 
healthcare claims submission 
concierge. By speaking directly 
to Amelia, users were able to 
navigate lengthy and complex 
forms that classified them for 
specific medical claims in a 
fraction of that time.
Clearly personnel security 
is critical to government 
organisations, so it is important 
that any government bodies that 
want a virtual assistant to manage 
sensitive employee data ensure 
that the solution has sophisticated 
security capabilities. These 
solutions can then act as a secure 
means of communication for 
government employees, and the 
general population, serving as a 
data collector and a processor of 
information.

Improving technological 
support

The government and public sector 
are under immense pressure to 
introduce new technologies to 
improve efficiencies and deliver 
better services – indeed, the 
previous two use cases are clear 
examples of that. And, with a 
recently announced £7.5 million 
government fund for councils that 
are seeking to transform their 
public services through digital 

innovation, IT teams are having to 
invest great time and effort 
into developing and deploying 
new solutions, while keeping 
the lights on in an increasingly 
technologically dependent 
workplace. 
 Virtual agents also present a 
great opportunity to government 
organisations looking to digitise 
and innovate their offerings, by 
taking many repetitive, time-
consuming and low-skilled jobs 
off the IT team’s hands. These 
virtual assistants are also available 
on-demand 24/7 and swift in 
resolving high-volume, low-level 
issues such as password resets 
and FAQs, so no employee has 
to wait until the IT team gets into 
their office or get to their ticket. 

Take hold of the opportunity 
with both hands

With so much potential, 
government organisations can’t 
leave private organisations 
to reap all the benefits of AI. 
However, when paying with the 
public purse, these organisations 
are undoubtedly under greater 
scrutiny to deliver results. Planning 
for and implementing proven use 
cases will help government bodies 
use AI to improve their services 
and deliver clear ROI.

Three ways AI will improve government 
services     Martin Linstrom, Managing Director, UK & Ireland, IPsoft

Martin Linstrom
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The All-Party Parliamentary 
Group (APPG) for Tourism 
spent much of 2018 
discussing the short-term let 
accommodation market, and 
the potential risk to consumer 
safety that these lets can 
present. The discussions 
highlighted that short-term 
letting accommodation can be 
listed on sharing platforms or 
with Destination Management 
Organisations (DMOs) even 
though hosts haven’t carried 
out any safety assessments 
on the property or, in some 
cases, have not even installed 
smoke alarms, CO2 monitors 
or basic safety equipment. 
These discussions have 
created concerns among local 
authorities who are keen to 
assure the quality of properties 
and their safety for consumers.

Malcolm Bell, Head of Visit 
Cornwall said, “This is an issue 
that has worried us for a long 
time; it’s simply an accident 
waiting to happen. Since the 
EU competition law eradicated 
the ability for properties to be 
assessed before being marketed, 

I have called for a directive to 
protect the consumer, so that we 
can be assured that properties 
have been checked and that they 
have complied with all necessary 
regulations.”
 In response to these 
discussions, Cornwall Council has 
taken a proactive lead and formed 
a Primary Authority Partnership 
with Quality in Tourism (QIT) 
aiming to protect consumers. The 
Safe, Clean and LegalTM scheme 
currently delivered by QIT, is now 
assured by Cornwall Council, 
helping accommodation providers 
to demonstrate they reach safe 
operating standards, and giving 
consumers peace of mind. The 
Partnership has been ratified by 
the Secretary of State and the 
resulting framework is being rolled 
out all over the country, starting 
with Cornwall. 
 Deborah Heather, Director at 
Quality in Tourism says, “We have 
provided a solution to a problem 
that is being faced by councils 
across the UK.  A council’s 
reputation is being risked every 
day by listing properties that may 
not be complying with even the 
most basic safety requirements 

and therefore risking consumer 
welfare.”
 Malcolm Bell, Head of Visit 
Cornwall continues “Safe, Clean 
and Legal gives us the tools we 
need to protect our consumers 
and by the end of 2019 I intend 
for it to be mandatory for the 
safety of all properties to have 
been assessed before they are 
registered and promoted on the 
Visit Cornwall channels.”
 Primary Authority allows 
businesses to receive assured 
and tailored advice on meeting 
environmental health, trading 
standards or fire safety regulations 
through a single point of contact. 
By entering into a co-ordinated 
partnership with Cornwall Council, 
Quality in Tourism is now able 
to share advice, guidance and 
best practice with participants, 
following consultation with 
Cornwall Council.  
 Peter Hampson, Chief 
Executive at British Destinations 
says “Safe, Clean and LegalTM 
acts as an ‘off the shelf’ 
framework that can be easily 
adopted by any council to not 
only protect their consumers but 
also their destination’s brand. 

In a market that has becoming 
increasingly unregulated, these 
assessments need to be put in 
place across the UK in order to 
prevent consumers from being 
injured or worse by those who 
fail to realise that providing 
tourist accommodation, however 
briefly, is a fulltime profession 
and one that comes with serious 
responsibilities attached.”
 Having started with Cornwall 
Council and Visit Cornwall, Quality 
in Tourism is also looking to work 
with other local authorities across 
England, using the approved Safe, 
Clean and LegalTM inspection 
plan to help support the growing 
issues surrounding the shared 
economy. The inspection plan 
gives local authorities the 
reassurance that their properties 
have been checked and verified 
and will also ensure that guests 
staying in these properties are 
protected, staying in a legitimate 
establishment that has complied 
with all of the necessary 
regulations. For more information 
and to apply for your local 
authority, please visit  
www.qualityintourism.com. 

Consumer Safety on the agenda as 
Cornwall Council creates Primary 
Authority partnership with Quality in 
Tourism

Deborah 
Heather

Malcolm 
Bell
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