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FIFTY-FOURTH REPORT

The Committee of Public Accounts has agreed to the following Report:
IMPROVING PUBLIC SERVICES THROUGH E-GOVERNMENT
INTRODUCTION AND LIST OF CONCLUSIONS AND RECOMMENDATIONS

1. Government departments currently have underway 100 major IT projects with a total
value of £10 billion. This expenditure is part of the Government’s strategy to make the full
range of services which departments and their agencies provide for citizens and businesses
accessible electronically. To achieve this the Government has set the target that 100 percent
of services should be available on-line by 31 December 2005. Harnessing new technology
is also intended to enable departments to improve their operational efficiency by replacing
labour intensive processes with electronic systems.

2. Achieving such a change in the way in which departments deliver services involves
risks which need to be carefully managed. Previous reports' by this Committee have
stressed the need for departments to improve the management of their IT projects which
have often experienced significant implementation problems with an adverse impact on the
quality of services for citizens. There is also the risk, however, that departments provide
services on-line but the public do not use them because they see no benefit in doing so.
Should this happen the significant investment in e-government would be wasted.

3. On the basis of a Report’ by the Comptroller and Auditor General, we examined
progress which the Office of the e-Envoy as part of the Cabinet Office and the Office of
Government Commerce have achieved in encouraging departments to make services
available electronically. We underline four main points:

» The public are unlikely to want to use the services which departments provide
electronically unless they see real benefit from doing so. The potential to use IT to
improve public services by delivering them in new ways often more quickly, and
more accessible and more convenient to use has, however, largely yet to be realised.
For example, very few of the services which most citizens routinely use can be fully
accessed on-line such as applying for a driving licence, which is processed
electronically and then received in the post. Departments need to concentrate their
efforts on identifying and making fully available on-line those services which citizens
are most likely to find useful.

+ Information technology provides opportunities to deliver public services in new
ways. For example, the Lord Chancellor’s Department are piloting a programme
which should enable solicitors to issue and serve petitions for less serious cases via
e-mail and initial results have suggested that the average time taken to provide
judgement on a civil case can be reduced from 21 to five days. Achieving such
improvements requires, however, that departments do not simply convert existing
ways of delivering services to electronic applications but consider how IT can be
used to enhance and improve services.

*  Groups in society such as the elderly, unemployed, those on low income and those
with learning difficulties may not have easy access to the Internet with the risk that
they are excluded from the benefits of e-government. To prevent this from
happening departments are making their on-line services available in a range of
locations such as libraries and community based centres and intermediary

s Report from the Committee of Public Accounts, Improving the delivery of Government IT Projects (HC 65, Session
1999-2000)

2 C&AG’s Report, Better Public Services through e-Government (HC 704, Session 2001-02)



organisations such as Citizens Advice Bureaux, banks and Post Offices. To ensure,
however, that this approach is effective in tacking the risk of unequal access to the
Internet and its benefits, departments need to obtain reliable information through
market research on the extent of take up of e-services by such potentially vulnerable
groups as the elderly and those on low incomes.

Departments frequently justify their significant investment in IT projects by the
potential to improve their operational efficiency and release resources to redeploy
to front line service delivery. For example, NHS Direct by providing health advice
on-line should release doctors’ and nurses’ time to treat more serious cases.
Departments have very little information however on the extent to which such
improvements are being achieved. Departments need to establish reliable baselines
against which they should assess and report whether their investment in new
technology is achieving the expected benefits.

4. Our more specific conclusions and recommendations are as follows:

On deli

vering services on-line which the public want to use

(i) Departments predict that they will achieve the Government’s target that 100 per

cent of services should be available on-line by the end of 2005. There is a risk,
however, that services will be delivered electronically but not used by citizens. To
focus their efforts on encouraging citizens to access services, on-line departments
should also develop realistic take-up strategies for on-line services supported by
action plans to achieve them.

(ii) Those who use public services have different needs and preferences. The elderly,

for example, have a range of requirements depending on their income, health and
where they live. People are only likely to be prepared to access services on-line
if they are delivered in a way that best meets their needs. There is, however,
considerable variation in the quality of departments’ information on their key users
making it difficult to design services which reflect their preferences. Departments
need to obtain more comprehensive information on their client groups so as to
design electronic services which they are likely to find attractive and want to use.

(iii) Some people remain suspicious of IT either because they are unfamiliar with it or

have concerns about how departments might use information which they provide
electronically. To overcome these concerns and ensure that people are aware of
the benefits from accessing services on-line, departments need to communicate
with the public so that they know what is available and have realistic expectations.
To achieve this departments need marketing strategies which are clearly targeted
at the key users of their services.

On ensuring that departments have the technology to deliver e-government

(iv) Gateway reviews are an important tool for improving the performance of IT

v)

projects and have identified a number of deficiencies common to many IT projects.
These include the need for better business cases underpinning departments’
investment in IT and stronger project management. Departments should work
with the Office of Government Commerce to ensure that these weaknesses are
remedied.

Some companies are reluctant to compete for government IT projects with the risk
that departments become too reliant on one or a few suppliers. The Office of
Government Commerce considers that one reason for this is a perception that
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contracts were awarded solely on the basis of lowest price. We have emphasised
before that we expect departments to award contracts on the basis of achieving
long term value for money and look beyond the lowest price.?

(vi) Small and medium sized businesses are often a good source of innovation but it
can be difficult for such firms to compete for departments’ IT contracts. Where
itis practical to do so departments should consider disaggregating work into small
units which smaller companies are more likely to have the capacity to undertake.

On improving departments’ operational efficiency

(vii) To achieve the significant improvements in operational efficiency which e-
government should make possible and so release resources to deploy to front line
service delivery, departments need to set clear efficiency improvements targets at
the outset of an IT project. When improvements are less than expected
departments should establish the reasons why and take the necessary remedial
action.

DELIVERING SERVICES ON-LINE WHICH THE PUBLIC WANT TO USE

5. Electronic or e-government is about providing public access via the Internet to
information about all the services offered by central government departments and their
agencies; and enabling the public to carry out transactions for all those services, for example
paying tax, claiming and receiving benefits and getting a passport. The Government’s target
for the implementation of e-government is that 100 percent of services should be available
on-line by 2005. Departments are responsible for meeting the target and for securing the
benefits of improved public services in terms of being able to access and receive services
more quickly and at times more convenient to people. The Office of the e-Envoy is
responsible for formulating common policies and guidelines to underpin and monitor
departments’ implementation of e-government.*

6. The Comptroller and Auditor General found that just over half of services (247) which
departments routinely provide to citizens and businesses were available on-line in November
2001 and that departments considered that nearly all services would be on-line by 31
December 2005. There is a risk, however, that departments meet the Government’s e-
target but very few people are willing to access public services electronically because they
see no value in doing so. We asked, therefore, whether the e-target also covered ensuring
that there was sufficient take up by the public of services on-line. The Office ofthe e-Envoy
told us that the target covered only making services available on-line and not usage by
citizens. The Office said, however, that departments had to be sensitive to their customers
and make sure that their electronic services were sufficiently attractive that people wanted
to use them.’

Capacity for the public to interact with departments on-line

7. Most of departments’ services currently on-line provide basic information and advice
(Figure 1) for the general public such as how to apply for a passport. Apart from revenue
collection transactions such as self assessment tax returns and VAT there is little
opportunity for citizens and businesses to carry out transactions with departments
electronically such as applying for a driving licence or claiming benefits.®

3 gud Report from the Committee of Public Accounts, Improving Construction Performance (HC 337, Session 2001-02)
4 )
s C&AG’s Report, paras 1, 5-6
ibid, para 1.11; Qs 6, 23, 25, 43
8 C&AG’s Report, para 1.12



Figure 1: Most of the services which departments currently make available on-line
provide mainly information and advice, for example:

Il | provision of information to motorists on H | RAF website provides information on low
issues such as learning to drive flying exercises

www.motoring.gov.uk

Il | provision of on-line services for teachers for | [l | obtaining application form for visas
example on advice on setting up after school
learning activities and clubs
www.standards.dfes.gov.uk

B | the Small Business Service (SBS) Website B | a self analysis kit for firms to find out how

www.businesslink.org and call centre 0845 likely they are to be affected by the phasing
600 0096 provide access to information and out of national currencies in the Euro area
advice for Small/Medium Enterprise on www.euro.gov.uk
available from the DTI and other
organisations

B | information about healthcare via a B | advertising job vacancies from the
telephone service—NHS Direct Employment Services

www.nhsdirect.nhs.gov.uk

B | cattle tracing system enabling reporting and | |l | information available on-line about Lottery
tracing of cattle movements on- distribution bodies www.culture.gov.uk
line—www.defra.gov.uk

8. Asked why so few of the services which are offered electronically by departments
allow the public to carry out basic transactions the Office of the e-Envoy said that the latter
were much more difficult to put on-line than simple information services. Asked whether
it would be possible to apply for and receive a passport electronically by 2005, the Office
said that at present it was possible to fill in the application form for a passport on-line but
that was only part of the process. To make the service attractive to customers so that they
were encouraged to use it the whole process would need to be capable of being carried out
electronically. Many services such as applying for passports and benefits required
authenticating documents and photographs to prove a person’s identity. While it was
possible with current technology getting documents scanned and sent electronically might
not be practical to achieve for all relevant services by 2005.

Security of information

9. An important requirement of e-government is ensuring that information transmitted
on the Internet and departments internal intranets® is secure. People are unlikely to provide
personal information to departments on-line if they cannot be confident that it will be read
only by those authorised to do so. The Cabinet Office said it was developing policies on
ensuring the security of transactions, respecting privacy and maintaining security where
services are delivered electronically through third parties. The Comptroller and Auditor
General found, however, that some smaller departments were concerned about the cost and
practicality of obtaining the necessary accreditation covering document security and
transfer which is required before they can connect to the Government Secure Intranet.’
The Office of the e-Envoy accepted that the accreditation process carried out by an
organisation called the Communications-Electronics Security Group (CESG), which is an

7 Qs 24-27

An intranet is a network linking computers within an organisation which is closed to outsiders. Its structure and user
interface are based on those of the Internet.

The Government Secure Intranet is a secure web-based facility which gives government users access to departments’

internal directories and intranets. It also provides a range of information services through links to other sites outside
government.
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offshoot of Government Communications Headquarters (GCHQ), was expensive. The
Office was working with CESG to make it quicker and cheaper for small departments and
local authorities to connect to the Government Secure Intranet.'

How e-government in the UK compares with other countries

10. The Comptroller and Auditor General’s examination found that an independent
international survey of 22 countries indicated that the UK’s e-government capability was
not as advanced as Canada, Singapore and the United States. We looked at the US and
Canadian Government websites and found it was possible to apply for Canadian and US
Government benefits on-line and also for student loans. On the UK Government website
(www.ukonline.gov.uk) the services which could be carried out electronically appeared
more limited (Figure 2). The Office of the e-Envoy said that international comparisons
could be subjective and in many respect the US Government considered they were catching
up with the UK in delivering public services on-line. The Office of National Statistics was
carrying out some international benchmarking to determine how e-government in the UK
compared with other industrial countries. Regarding the services listed as available on the
ukonline.gov.uk site, the Office said that these were to give only some examples of the
sorts of things that people could do on-line. There Wwere many more such as paying for the
theory driving test and claiming to recover debts."

Encouraging citizens to use electronic services

11. Accessing information about public services on-line and carrying out a range of
transactions electronically are still relatively new. Some people remain suspicious of IT
because they are unfamiliar with it, while others may be simply uninterested or not know
about the services that are available electronically. In the private sector, companies
seeking to encourage people to buy their goods or services normally first determine the
preferences of their potential customers and what is likely to attract them to the service;
and secondly market the service so that customers are aware of it and see advantages in
using it.”?

12. The Comptroller and Auditor General found that there was considerable variation
in the completeness and quality of information which departments had on the
characteristics and preferences of their key users and client groups. Without such
information it is difficult to see how departments can design services which people are
likely to find attractive and want to use. In addition few departments had action plans for
marketing the benefits of e-government to the public. The Office of the e-Envoy said that
it was working with departments to design electronic services which were more customer
focused and more likely to encourage people to want to access services on line. While
advertising campaigns had been commissioned to encourage the general public to access
government services electronically the Office accepted that departments had generally not
recognised the need to market the benefits of e-government to potentlal users. This was
something which the Office of the e-Envoy said it was encouraging departments to do."

13. In order to make it easier for the public to find the electronic service they want
quickly, the Cabinet Office has developed the UK on-line Portal, which provides a single
access point to all departments’ on-line information and services organised around key
events in a person’s life such as moving home. We asked what the average use of this site
was and how this was measured. The Cabinet Office said that the UK on-line Portal was
accessed on average about one million times a week. But counting the number of people

C&AG’s Report, para 2.12; Qs 33-34
C&AG s Report, para 1.13; Qs 27-32
C&AG s Report, para 2.24

1b1d paras 2.26, 27; Qs 9, 12—15
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coming to the site was difficult because many gained access through one of the major
Internet service providers which did not separately identify individual users."

Figure 2: Examples of services referred to on the UK on-line Government website
which can be carried out electronically

¥,

i

Y

v

Apply for passport
Complete a passport application online. Your completed form will be

posted to you for you to sign.
Buy a TV licence

Buy your TV licence online with a debit or credit card.

Find local childcare
Get advice on choosing suitable childcare or search for childcare in

your local area.
Nominate someone for an honour

This Cabinet Office website explains UK honours and bravery awards

and lets you download a nomination form.
Tradesmen quality mark

Choose a tradesman from eighteen trades to work on your home.

Book a driving theory test

Book a theory test online with the Driving Standards Agency. You’ll
need the candidate’s provisional driving licence number and your

valid credit or debit card.
Change of address

Three organisations now offer services to help you tell companies and

government of your new address. These services are free of charge.
Find out what’s on where in the UK

Official UK events guide.

Make claims to recover debts
Consumers and businesses can make claims online to recover money

owed to them.
Get a fishing licence

Purchase your rod licence.

Source: www.ukonline.gov.uk

14 C&AG’s Report, Figure 7; Qs 61-62
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14. When the Public Record Office put on-line the results of the 1901 census, which
became available to the public for the first time in 2001, the website was unable to cope
with the large number of people seeking to access the data We asked, therefore, how the
risk of departments’ systems not being able to cope with demand was managed. The
Office of the e-Envoy said that the UK on-line Portal had the capacity to cope with about
ten tlmes 1ts current average daily use. More generally the Office told us that Gateway
Reviews' introduced by the Office of Government Commerce would routxne{{y consider
whether sufficient capacity and contingency was being built into IT projects.

Avoiding people being excluded from the benefits of e-government

15. Some groups in society could be disadvantaged because they lack the education
(some 20 per cent of the population have some literacy problem) or confidence to use new
technology or cannot access services because of different physical or language abilities.
Only 7 per cent of those in the lowest income group of the population currently have home
Internet access compared to 71 per cent of those in the highest income group. There is a
risk therefore that groups of people may be potentially excluded from the benefits of e-
government. We asked what was being done to prevent this from happening.’

16. The Office of the e-Envoy said that it was working with departments to ensure that
people could access the Internet in a number of public places, and by the end of the year
all libraries and large numbers of community based centres were intended to be on-line
providing free access to the Internet. 98 per cent of the population would then be within
a few miles of free public access to the Internet. In order to overcome people’s reluctance
or fear of using the Internet the Office was working with the Department for Education and
Skills as part of its adult education programme. Organisations such as Citizens Advice
Bureaux were also being used as intermediary organisations through which groups which
might be excluded such as those on low income, could have access to on-line public
services.'

ENSURING THAT DEPARTMENTS HAVE THE TECHNOLOGY TO DELIVER E-GOVERNMENT

17. In order to deliver services on-line departments need the necessary information
technology and infrastructure. Central civil government departments have under way
around 100 major IT projects in their initial stages of procurement with a total value of £10
billion. Departments’ IT projects have, however, in the past experienced significant
technological and managerial problems which have either delayed their implementation,
increased their costs or resulted in their failure. The Committee of Public Accounts Report
Improving the delivery of IT projects’ published in January 2000 highlighted eight key
lessons which departments needed to apply to improve project performance.

18. In February 2001 the Office of Government Commerce introduced gateway reviews
which are required for all new procurement projects including IT. The aim of gateway
reviews is to provide assurance that a project can progress safely to the next stage of its
development or implementation. Gateway reviews have been carried out on over 100
major IT projects. The Comptroller and Auditor General found that 76 per cent (35) of
the projects reviewed up to June 2001 had three or more aspects requiring improvement
and the common areas identified as needing improvement were similar to those highlighted
our January 2000 report. In particular, gateway reviews have identified the need for better
business cases underpinning departments’ investment in IT projects; for more developed

Independent reviews of major IT projects at critical stages “gates” in their development.
17 Qs 63, 6668
8 C&AG’s Report, para 1.7

Qs 17, 105-111
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IT project management skills; and the need to measure the benefits achieved by IT
projects."

19. Asked what was being done to remedy the deficiencies identified by gateway reviews
the Office of Government Commerce said that the gestation period of I'T projects was fairly
long. As a result, when gateway reviews were held early enough and remedial action
taken, evidence from a sample of projects indicated that there was a 50 per cent
improvement in their chances of success. The Office also told us that gateway reviews
were important for checking that sound processes were in place together with appropriate
skilled experts to deliver IT projects as planned.?

IT Suppliers’ performance

20. Departments depend on IT companies to develop install and support IT systems.
With an IT investment programme of £10 billion departments are a major source of
business to the IT industry (Figure 3). As with any form of procurement however, there
are risks which must be managed - in particular the risk that suppliers provide IT solutions
that do not meet departments’ expectations, are delivered late or over budget; that IT
systems fail putting service delivery to the public at risk; or that departments become
reliant on one supplier. We asked whether departments were dependent on too few
suppliers.?'

Figure 3 Departments’ key suppliers of IT services 2000-01

over £200 million m BT Group ICL/Fuijitsu EDS Lid

£50-100 million Ko NENCIARG]
i Bull Information | o0 sqingtorvADP | CSL Group Ltd
£25-50 million Systems Ltd

Supplier

2000-2001 £ million

Payments received from departments

21. The Office of Government Commerce said that there were a number of major IT
companies that did not compete for departments’ IT contracts and agreed that it would be
beneficial for promoting value for money to have more competition. The Office told us
that there were a number of reasons why more firms did not bid for IT contracts. The first
was a perception that departments awarded contracts solely on the basis of lowest price;
second, that companies were concerned at the protracted length of time it took departments
to award contracts and the cost which suppliers had to incur in bidding: and third that
companies were concerned for their reputation in getting involved with high profile public
sector projects which subsequently failed.?

19 C&AG’s Report, paras 2.4-2.6
f" Qs10, 47-50

2V C&AG's Report, para 2.14; Q86
22 05 87-90. 131
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22. To tackle these issues the Office of Government Commerce said that it had issued
guidance and provided training to reinforce the importance of awarding contracts on the
basis of the potential to deliver value for money and not lowest price alone. The Office
also told us that it was working with departments to shorten the decision making process
for awarding contracts which should also reduce the cost of bidding for companies. On
the issue of reputation, the Office said that as long as a company performed well there
would be no damage to its reputation. There were also obvious advantages in doing
business with de 2gartments as contractors could be more certain that their invoices would
be paid on time.

Encouraging small and medium sized businesses to compete

23. The skills and innovation found in small and medium sized businesses are often not
replicated in large firms and we asked what was being done to make it easier for small and
medium sized businesses to compete for departments’ IT contracts. The Office said that
it was using framework contracts to provide small and medium sized businesses with more
opportunities to compete and was producing a video with the Department of Trade and
Industry’s Small Business Service to promote the advantages to departments of using small
suppliers. The Office told us, however, that a risk adverse culture still existed in the Civil
Service which tended to reinforce a reluctance to use smaller companies. Partly to help
address this the Office said that it had removed the requirement that companies needed to
provide three years’ audited accounts before they were considered for departments’ IT
projects. The Office was also encouraging departments to disaggregate work into smaller
units which medium sized companies were more likely to have the capacity to undertake.”*

IMPROVING DEPARTMENTS’ OPERATIONAL EFFICIENCY

24. Information technology has the potential to improve the operational efficiency of
departments. Private sector experience suggests that it is not unrealistic to expect
efficiency savings of up to 10 per cent in an organisation’s total running cost from
converting manual systems to IT applications. For example, if high volume routine
services such as vetting claims can be undertaken electronically departments should be able
to reduce staffing or redeploy staff to other priorities. Much depends, however, on
sufficient numbers of the public interacting with departments on-line to the extent that
manual services can be significantly reduced or no longer need to be provided. Support
activities such as purchasing, tendering, maintaining personnel records and processing
travel claims could also all be done electronically. The Comptroller and Auditor General
found, however, that departments had not established baselines or methodologies to assess
the extent to which efficiency improvements made possible by IT were being achieved.”

25. The Office of the e-Envoy said that it was difficult to determine precisely the likely
staff savings which e-government should make possible. In many cases the benefit would
be improvements in the quality of a service rather than staff reductions. For example, by
providing health advice on more simple non life threatening cases, NHS Direct should
make it possible to release doctors’ and nurses’ time for other more pressing cases, thus
increasing the capacity of the whole health services to treat more patients. The Office of
the e-Envoy told us that departments’ specific business cases justifying expenditure on IT
should set out the intended benefits, which could include improving the quality of services,
releasing resources to redeploy to front line service delivery such as recrultlng more nurses
and teachers, and making back room support activities more efficient.?

o Qs 90-91

2s Qs 131-134

2% C&AG’s Report, paras 7-8
Qs 22,115
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26. The Treasury said that it reviewed on a case by case basis IT projects and requests
for resources submitted to it and challenged departments to demonstrate the likely savings
which would be achieved and the potential to redeploy staff to front line service delivery.
The Treasury was however at an early sta%e in collecting information on the likely savings
and in improvements in service delivery.”’

270138
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MINUTES OF PROCEEDINGS OF
THE COMMITTEE OF PUBLIC ACCOUNTS

SESSION 2001-02
MONDAY 13 MAY 2002
Members present:

Mr Edward Leigh, in the Chair

Mr Richard Bacon Mr David Rendel
Geraint Davies Jon Trickett

Mr Brian Jenkins Mr Alan Williams
Mr George Osborne

Sir John Bourn KCB, Comptroller and Auditor General, was further examined.
The Committee deliberated.
Mr Rob Molan, Second Treasury Officer of Accounts, was further examined.

The Comptroller and Auditor General’s Reports on Better Public Services through e-
government (HC 704-I); Case Studies in support of Better Public Services through e-
Government (HC 704-II); and Academic Article in support of Better Public Services
through e-Government (HC 704-III), were considered.

Mavis McDonald CB, Permanent Secretary, Office of Deputy Prime Minister and Cabinet
Office, was further examined; Mr Andrew Pinder, e-Envoy, Office of the e-Envoy was

examined; and Mr Hugh Barrett, Executive Director, Supplier Relations and e-Commerce,
Office of Government Commerce, was further examined (HC 845-1).

* % ok ok ok

[Adjourned until Wednesday 15 May at Four o’clock.
k %k ok k%
WEDNESDAY 17 JULY 2002
Members present:

Mr Edward Leigh, in the Chair

Mr Richard Bacon Mr George Osborne
Geraint Davies Mr David Rendel
Mr Frank Field Mr Gerry Steinberg
Mr Nick Gibb Jon Trickett

Mr Brian Jenkins Mr Alan Williams
Mr Nigel Jones

Mr Tim Burr, Deputy Comptroller and Auditor General, was further examined.

The Committee deliberated.

* ok ok k%
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Draft Report (Improving Public Services through e-Government), proposed by the
Chairman, brought up and read.

Ordered, That the draft Report be read a second time, paragraph by paragraph.
Paragraphs 1 to 3 read and agreed to.

Paragraph 4 postponed.

Paragraphs 5 to 26 read and agreed to.

Postponed paragraph 4 read and agreed to.

Resolved, That the Report be the Fifty-fourth Report of the Committee to the House.
Ordered, That the Chairman do make the Report to the House.

Ordered, That the provisions of Standing Order No. 134 (Select Committees (Reports))
be applied to the Report.

* sk k% ok Xk

[Adjourned until Monday 21 October at Four o’clock.



10

11

12

13

14

REPORTS BY THE COMMITTEE OF PUBLIC ACCOUNTS
SESSION 2001-02

Publication Date
Managing Risk in Government Departments (HC336) ................... 23/11/01
Government Reply (Cm 5393) ... .ot 14/02/02
Improving Construction Performance (HC337) ............. ... ... .... 05/12/01
Government Reply (Cm 5393) .. ... . i i i 14/02/02
The Cancellation of the Benefits Payment Card Project (HC 358) .......... 06/12/01
Government Reply (Cm 5393) ... ... i 14/02/02
The Renegotiation of the PFI-type Deal for the Royal Armouries Museum in
Leeds (HC 359) .ottt e e et e et e 12/12/01
Government Reply (Cm 5450) ... .. oot 28/02/02
Ministry of Defence: Major Projects Report 2000 (HC 368) ............... 28/11/01
Government Reply (Cm 5450) .. ... . i 28/02/02
Ministry of Defence: Major Projects Report 2000—The Role of the Equipment
Capability Customer (HC 369) ...... ...t 28/11/01
Government Reply (Cm 5450) ... ... i i 28/02/02
Sale of Part of the UK Gold Reserves (HC396) .............. ... ...... 19/12/01
Government Reply (Cm 5470) . ... e 14/03/02
Office of Water Services (OFWAT): Leakage and Water Efficiency (HC 397) 04/01/02
Government Reply (Cm 5470) .. ... oot 14/03/02
Tackling Obesity in England (HC 421) ......... ... ... 16/01/02
Government Reply (Cm 5477) ... oot e 20/03/02
The Acquisition of German Parcel (HC 422) ........... ... ... .. ... .... 11/01/02
Government Reply (Cm 5477) . ... ot e 20/03/02
Office of Gas and Electricity Markets: Giving Domestic Customers a Choice
of Electricity Supplier (HC446) ......... ..o, 17/01/02
Government Reply (Cm 5481) ... ... 09/05/02
The Radiocommunications Agency’s Joint Venture with CMG (HC 447) . ... 23/01/02
Government Reply (Cm 5470) . ... ..o i i 14/03/02
Regulating Housing Associations’ Management of Financial Risk (HC 470) .. 09/01/02
Government Reply (Cm 5470) . ... oo 14/03/02
The Millennium Dome (HC 516) . ..., 01/02/02

Government Reply (Cm 5487) ... .ot e 25/04/02



15

16

17

18

19

20

21

22

23

24

25

26

27

28

29

How English Further Education Colleges can Improve Student Performance

(HC 528) it e e e e e e 07/02/02
Government Reply (Cm 5487) .. ...t i 25/04/02
Access to the Victoria and Albert Museum (HC559) .................... 14/02/02
Government Reply (Cm 5487) . ... ..ot i 25/04/02
Ministry of Defence: Maximising the Benefits of Defence Equipment

Co-operation (HC 586) . ...ttt et e e 15/02/02
Government Reply (Cm 5487) . ... ..ottt i 25/04/02
Inland Flood Defence (HC 587) ... ..t 01/03/02
Government Reply (Cm 5512) .. ... o e 23/05/02
Ship Surveys and Inspections (HC608) ............ ... ..., 15/03/02
Government Reply (Cm 5512) . ... o i it 23/05/02
Educating and Training the Future Health Professional Workforce for

England (HC 609) . ....cooiiiii it e e i n 08/03/02
Government Reply (Cm 5512) ... ... i, 23/05/02
Better Value for Money from Professional Services (HC309) ............. 14/03/02
Government Reply (Cm 5512) . ... .o 23/05/02
The Channel Tunnel Rail Link (HC630) .......... ..., 21/03/02
Government Reply (Cm 5512) ... ... i 23/05/02
Report on Inland Revenue Appropriation Account (HC 631) .............. 22/03/02
Government Reply (Cm 5524) . ... ... i 20/06/02
Ministry of Defence: The Risk of Fraud in Property Management (HC 647) .. 20/03/02
Government Reply (Cm 5512) . ... . i 23/05/02
Excess Votes 20002001 (HC648) ...t 07/03/02
Better Regulation: Making Good Use of Regulatory Impact Assessments

(HC 682) ot e 12/04/02
Government Reply (Cm 5524) . ... ... i i 20/06/02
The Medical Assessment of Incapacity and Disability Benefits (HC 683) . .. .. 10/04/02
Government Reply (Cm 5524) . ... ... i i 20/06/02
Better Public Services Through Joint Working (HC471) ................. 18/04/02
Government Reply (Cm 5524) .. ... . . i 20/06/02
Non-competitive Procurement in the Ministry of Defence (HC 370) ........ 19/04/02

Government Reply (Cm 5524) ... . i i 20/06/02



30

31

32

33

34

35

36

37

38

39

40

41

42

43

44

45

46

47

48

The Auction of Radio Spectrum for the Third Generation of Mobile

Telephones (HC 436) .. ...t 26/04/02
Government Reply (Cm 5524) ... ... i 20/06/02
Postcomm: Opening the Post (HC 632) ........ ... ..ot 01/05/02
Government Reply (Cm 5549) . ... 16/07/02
The Implementation of the National Probation Service Information Systems

Strategy (HC 357) o vttt e i 03/05/02
Government Reply (Cm 5549) . ... ..ot 16/07/02
Income Tax Self Assessment (HC296) .......... ..., 09/05/02
Government Reply (Cm 5549) .. ... 16/07/02
Policy Development: Improving Air Quality (HC 560) ................... 24/05/02
Government Reply (Cm 5549) . ... 16/07/02
Losses to the Revenue from Frauds on Alcohol Duty (HC331) ............ 17/05/02
Government Reply (Cm 5549) . ... .. i 16/07/02
Progress on Resource Accounting (HC349) ........... ... ... oL.. 19/06/02
Handling Clinical Negligence Claims in England (HC280) ............... 13/06/02
NIRS 2: Contract Extension (HC423) ....... ..o ... 07/08/02
Giving Confidently: The Role of the Charity Commission in Regulating

Charities (HC 412) . ...\ttt i i it 03/07/02
NHS Directin England (HC610) .. ...... ... o, 10/07/02
Ministry of Defence: Major Projects Report 2001 (HC 448) ............... 04/07/02
Managing the Relationship to Secure a Professional Partnership in PFI

Projects (HC 460) ... ...oiotnniiii it 11/07/02
The Use of Funding Competitions in PFI Projects: The Treasury Building

(HC 398) ittt e e e e e e 17/07/02
The Misuse and Smuggling of Hydrocarbon Oils (HC 649) ............... 18/07/02
Inpatient and Outpatient Waiting in the NHS (HC 376) ................... 18/09/02
Inappropriate Adjustments to NHS Waiting Lists (HC 517) ............... 18/09/02
The Landfill Tax Credit Scheme (HC338) ....... ... ..., 25/07/02

Department for International Development: Performance Management—
Helping to Reduce World Poverty (HC793) ........... ... ... .. ... ... 01/08/02



49

50

51

52

53

54

Ensuring that Policies Deliver Value for Money (HC 541) ................ 31/07/02

Pipesand Wires (HC 831) ... . it 08/08/02
Agricultural fraud: The case of Joseph Bowden (HC 684) ................. 22/08/02
e-Revenue (HC 707) ..o vvt i e et e e e eee 29/08/02
Reducing Prisoner Reoffending (HC 619) ........... .. ... ... 05/09/02
Improving Public Services through e-Government (HC 845) .............. 28/08/02

Printed in the United Kingdom by The Stationery Office Limited
8/2002 766124 19585 CRC Supplied



