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The European Services Strategy Unit is committed to social justice, through the provision of good quality public services by democratically accountable public bodies, implementing best practice management, employment, equal opportunity and sustainable development policies. The Unit continues the work of the Centre for Public Services, which began in 1973.
Introduction

This Glossary of Terms covers many of the current concepts, phrases and jargon used in the design, planning and provision of public services.

Arms Length Organisation: A company or trust that operates separately and independently from a public body. It may lease public sector assets, receive public funding and/or receive some support services from the host public body, but is otherwise financially and operationally independent.
Asset Based Welfare State: Increasing the role of property, personal savings, insurance and other financial mechanisms to help to fund welfare services. Associated with individual rather than collective responsibility.

Back-office services: Services such as transactional and financial services, human resources, property management, legal services.

Barriers to entry: The ease with which private firms can gain access to or exit a market. Barriers could include the cost, regulatory frameworks and/or size of contracts.

Baseline or Measurement Starting Point: The starting point for comparison purposes – in general the metric for a measurement at the start of the measurement period against which change over time can be assessed.
Benchmarking: The selection of criteria such as quality, performance, productivity, resources, cost and user satisfaction, which are compared with the same or comparable services provided by similar organisations. The purpose is to identify differences or gaps in performance and identify the reasons for differential performance.
Benefit-Lag: Where there is a time delay between the commencement of an initiative and the start of the benefit being accrued.
Business Plan: A plan setting out how an organisation will operate, invest and improve in the future, usually a three-year period.

Cashable/Non-Cashable: Cashable efficiency gains include those where cash savings have been realised, or input costs have been decreased, releasing cash. Increased input levels (e.g. through reduced absenteeism) or increased output levels represent non-cashable efficiency gains.
Cherry picking: treating low cost cases or those which are the most profitable, selecting tasks which can be completed quickly or easily,

Choice: Having the option of more than one provider of a service.

Client/contractor: The functional and managerial separation of responsibilities in an organisation between those commissioning or purchasing services and those responsible for delivering the service (see purchaser/provider).

Commercialisation: The process by which the university/college and public sector organisations adopt private sector values and organisational structures.

Commissioning: The term has traditionally been used to describe a decision to appoint architects to design a building or to engage consultants. It is also used at a strategic level, for example by the NHS commissioning services from NHS Trusts. In social care it is used to describe the delivery of services at the individual, community or local university/college levels. The Audit Commission, the Social Services Inspectorate and the National Assembly of Wales have jointly defined social care commissioning as: Having the vision and commitment to improve services; Connecting with the needs and aspirations of users and carers; Making the best use of all available resources; Understanding demand and supply; Linking financial planning and service planning and making relationships and working in partnerships.

Community benefit: Employment, training and social benefits provided by a contractor in the delivery of services or capital works.
Competitive sourcing: Another name for competitive tendering and commonly used in the USA.
Competitive tendering: The process by which public services are required to compete with the private sector through the procurement process.

Contestability: The degree to which a market has comparable competing firms and organisations to ensure clients receive competitively priced and qualitative bids.

Contract condition: The rules governing the operation of a contract, which sets out the legal responsibilities of both client and contractor.

Contract management: A client responsibility covering how the university/college monitors and enforces the contract and relations with the contractor.

Contracting out: Contracting out is another term for outsourcing. Services or functions (and staff) are transferred to a private contractor or voluntary organisation for a specific period.

Core activities: Activities that are integral to the delivery of front-line services.
Corporate welfare complex: A system which prioritises the interests of contractors, consultants and business associations.

Corporate citizen: The idea that a company should be treated as citizen with rights and responsibilities.

Corporate Social Responsibility: The social, community and environmental responsibilities which some companies use to guide investment and activities.

Cream skimming: see cherry picking.
Democratic accountability: The mechanisms by which the management, activities and performance an organisation is reported to and held accountable by a publicly-elected body.
Deregulation: The relaxation or elimination of regulations to allow business greater freedom to operate in service and labour markets.
Direct payments: Payments made to individuals to choose, organise and pay for the social care or other services they need, rather than using the services provided by a local authority or public body.
Efficiency: The Gershon Review defined ‘efficiencies’ as being achieved by five types of reform to delivery processes and resource (including workforce). Efficiency in the context of Productive Time is defined as: producing more output for the same input cost and with the same or greater quality, or producing the same output at lower input cost and with the same or greater quality.
Enabling: The state funds and facilitates the private and voluntary sectors to deliver services and perform public functions. Government only directly provides services as a last resort.
Evaluation: The process by which proposals and bids are assessed including financial, technical, employment, management and corporate assessment. 
Evidence based practice: The collection, analysis and integration of research and user-based evidence on the performance of policies, projects and programmes.
Externalisation: The transfer or trade sale of Direct Service Organisations or business units from the public to the private sector.
Fitness for purpose: The extent to which a service or building meets users needs, requirements and quality standards set out in a specification. It can also be applied to the capability of an organisation to fulfil its objectives.
Front-line staff: Staff who serve their organisation’s aims directly, usually through regular, direct contact with the people for whom the service is provided, by undertaking core activities.
Fully open market: creating conditions to allow new entrants into a competitive market for public services.
Gaming: Tactics used by service providers to avoid or minimise delivering services to users who require a high level of resources, time and/or specialist support. See also parking.
Gateway Review: An Office of Government Office designed process for best practice procurement and project evaluation.

Gershon Review: A review of ways of increasing public sector efficiency carried out for HM Treasury by Sir Peter Gershon and published with the 2004 Spending Review in July 2004.

Green procurement: Another way of describing sustainable procurement.
Independent sector: Delivery of services by private companies, voluntary organisations or social enterprises.

Individual budgets: A sum given to an individual, to allow them control over the way the money is spent on their care needs.
Implementation-Lag: Where implementation issues, e.g. introduction of business process changes or changes to ICT support, contribute to a time delay between defining a measurement and having the ability to collect metrics.
In-house bid: A bid prepared by a public body to provide a service internally. 

Liberalisation: Usually a mixture of deregulation and new regulatory frameworks to create more open and accessible goods and services markets.

Loss leader: submitting a low bid in order to win contracts and gain/sustain market share, contractor usually tries to recoup earlier losses later in contract.

Managed services: The delivery of a group or package of services, usually corporate services, by a single contractor.

Marketisation: The process of preparing public services so that they can be packaged and priced into a contract and open to competitive tendering. The process may also include establishing regulations, subsidies and other mechanisms to encourage the development of market conditions.
Needs assessment: The process of gathering information and evidence about the well-being of the population and specific groups of people to identify the services and programmes required to meet social and economic needs.
Offshoring: Offshoring is the combination of outsourcing and transfer of services and functions overseas, usually to Asia.

Options appraisal: The assessment of the effects of options and selection of the option, which is most effective and efficient in meeting the objectives and priorities.

Outsourcing: Outsourcing is another term for ‘contracting out’. Services or functions (and staff) are transferred or seconded to a private contractor or voluntary organisation for a specific period.

Parking: the non-treatment of harder to help clients - leaving difficult and complex (and therefore costly) cases for the public sector or another contractor, for example, in employment training targeting those with aptitude and basic skills and ‘parking’ those without to another training programme.

Personalisation: The design and funding of services built around the needs of individuals.

Preferred bidder: Selection of a provisional contractor, which will be followed by detailed negotiations on service delivery, employment and prices.

Prime Contractor: a single contractor who acts as the sole point of responsibility to a public sector client for the management and delivery of a project. Widely used in construction industry.

Privatisation: The sales of assets or transfer of services and functions from the public to the private sector: see ESSU Research Paper No 1: A Typology of Privatisation and Marketisation - www.european-services-strategy.org.uk/publications/essu-research-reports/essu-research-paper-1/
Procurement: “the process for acquiring goods, works and services, covering both acquisition form third parties and from in-house providers. The process spans the whole cycle from identification of need, through to the end of a service contract or the end of the useful life of an asset.  It involves options appraisal and the critical ‘make or buy’ decisions, which may result in the provision of in-house services in appropriate circumstances.” (National Procurement Strategy, LGA 2003)

Productive time: Time spent by public service staff on core service delivery activities.

Productivity: Commonly defined as a ratio of a volume measure of output to a volume measure of input.

Public Service Agreement (PSA): An agreement between a government department and the Treasury, as part of the Spending Review, including objectives and targets.
Purchaser/provider split: The functional and managerial separation of responsibilities in an organisation between those commissioning or purchasing services and those responsible for delivering the service (see client/contractor).
Risk transfer: The identification and pricing of risk and its transfer from the public to the private sector.

Secondary market: An additional market to the initial private financing of PFI and PPP projects in which projects are refinanced and equity stakes in projects are resold.
Secondment: Public sector staff remain public employees retaining current terms and conditions but are engaged and managed by a public/private joint venture company or by a private contractor.
Shared services: Joint provision of corporate services such as ICT, financial and human resources between two or more public bodies.
Social Enterprise: A business with primarily social objectives whose surpluses are principally reinvested for that purpose in the business or in the community.

Soft Services: Cleaning, catering, routine repairs and maintenance, security and similar support services which are considered separate from the ‘hard’ services, which are directly connected to the building fabric.

Specification: A description of the work, quality, standards and inputs, outputs, outcomes and processes required in the delivery of a service.
Strategic Partnerships: There are different types of partnerships but those, which involve the delivery of services, and functions are usually determined through the commissioning and procurement process and are established by contract. 
Strategic Service-delivery Partnerships: SSPs are long-term, multi-service, multi-million pound contracts involving the secondment or transfer of between 100 – 1000 staff to a private contractor. Usually include ICT, human resources, financial, property management and other corporate services.
Subcontracting: When a contractor engages another contractor to undertake part of the contract.

Supplier: An organisation or company delivering goods, services and works.

Supply chain: Suppliers and sub-contractors that are involved in the supply and transport of materials, goods, services and equipment during the construction and operation of the building and services.

Sustainable procurement: Procurement that takes maximum account of environmental and sustainable development factors.

Tendering: Tendering is the ‘old’ term used to describe the contracting process which usually began with the selection of services to be tendered, specification and contract documents through to contract award. The system remains largely the same. Commissioning and procurement encompass the earlier stages of planning, needs analysis, service review and options appraisal.

Time-Lag: Where there is a delay between the delivery activity and reporting of a metric.
Transaction costs: The costs incurred in the process of planning, contracting and procuring goods and services including the cost of advertising contracts, engaging consultants, officer time in preparing contract documentation, client costs of managing and monitoring the contract. 
TUPE (Transfer of Undertakings (Protection of Employment) Regulations 2006, UK): Regulations that provide employment rights to employees and trade union representatives  when their employer changes as a result of a transfer of an undertaking. They implement the European Community Acquired Rights Directive (77/187/EEC, as amended by Directive 98/50 EC and consolidated in 2001/23/EC).
TUPE Plus: Agreements that build on TUPE rights, guaranteeing that there is no deterioration in pay and conditions during the life of a contract and improve trade union bargaining rights for all staff, including new starters. 
Universal services: Services provided for the whole community, including education and health, housing, leisure facilities and transport.
Value for money: The optimum combination of whole life cost and quality to meet the users requirements.

Weighting: A means of expressing the prioritising criteria by allocating different numerical values to each criteria.

Whole-life costing: Assessing the total costs of a building or projects over a contract period taking account of responsive repairs and maintenance, planned maintenance and renewal/replacement cycles.
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