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DIRECTORATE OF
TELECOMMUNICATIONS

DFTELS, previously known as the Home Office Directorate of
Telecommunications, has been established in England and Wales
since 1946, Today it is part of the Science and Technology Group
of the Home Office and is inereasingly operating a5 a trading
body within the public service.

The principal activities of DTELS are the provision of high quality
telecommunications installation, maintenance and engineering
consultancy serviees to the Emergency Services in Englind and
Wales, the Prison Service and a number of other central and local
GOVErNment users,

This Annual Review is the first of its kind o be produced by
DTELS. Its issue marks another step in the rransition to a fully
fledged commercial enterprise, In the nawre of reviews of this
kind much of the material reflects what was happening 6-12
months ago. The momentem and pace of change have been
maintained in the first half of this fnancial vear.
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— A year of change

he vear was an eventful one for DTELS.
An era lasting over 40 vears ended
with the implementation of two major

changes:

—the ending of the central equipment purchasing
function and the ransfer of the responsibility for the

provision of communications equipment 1o the user

services thus giving greater freedom of

pl'ﬂ(.‘Lli’t:‘lTiEllt.

—the introduction of commercial charging
arrangements for all customers for installation and

maintenance enabling customers w compare prices

and exercise greater choice in the selection of

SETVICES.

The new policy was recognised
A the uset as reguirmg |
wholly new approach by DTELS
atall levels, involving new
commercial disciplines and
mijor changes in the
organisation’s culre, This
review outlines some of the
changes which hawve been
intreduced and our objectives
for the hutare. [ is appropriate il
the outset wo pay ribute toall
DTELS stall whe, despite the
uncertainties., have responded
with vigour and determination
1o the changes whilst continuing
1o deliver the qualite of service
for which [XTELS is renowned,
The 14968/89 Business Plan set
glesar objectives and measurable
comnercial goals, We e
pleased e record some ol the
progress we have made in
achieving thess.

n Policy and regulitory
maters have been clearly

sepramited] from o wimercil

activity bw transferring Networks
Branch, frequency regulation
anul engineering policy work o
other parts of the Home Office.
DTELS Ties thus been left free o
coneentrate om the efficien
provision of services amd the
development and consolidation

of its commercial position.

n The reforming of the
crgineers renaining within
IFTELS intora
relecommunications
comsnlianey servioe wis
completed during the vear
Woork is nowe carvied ont under
formzl agrecments with
customers and arégime of
rrogect and resource control is
Dresing dheveloped. Tight budgzet
controls and sssessment of
assets sl cverheads is being
pursued with the intention of
inrolucing direet charging for
engineering consuliney
sCrvices on o competitive Disis
Fromm April 194,
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Forlloswing the introduction
of direct charging for
installation and maintenonee
SETVICES, WD SErCement
Memorandum of
Unclerstanding ) with all police
and fire customers wis deawn
up fon the fiest time speecilying
all thear equipment s the
arade of service w be provided.
This was i majonr step inthe
process of establishing a proper
comtractual relaticnship with
CAIE CUSTOMCTS,

n W procluced a
comprehensive marketing plan
and strengthened the marketing
et o spearhead our emry
inter the market place,

ﬂ The WARC Froguency
Comwersion Progrimme, i sk
ol aior proportions, wis
complered five maonths ahweacd of
sehedule in July 1989, Despite
the demands this put on our
FESOITTes, W {".JI“.IH llL'll (8]
meet all operional

COMMITIRITICNES 1O OUF CUSTONHErs,

n A e mnagement
aceounting svstem, designed o
improwe Binancial managemcent
aned comtrol, was in place by the
start of the vear and continues w
e cleveloped asa key
manegement wiol,

- Dhuring the vear we
developed and introduced new
mgssurement systems in order

Lee sssist in improving

prerformanee angd we refine
comting il pricing procedures
n The year sow the adopion
andd wiker applicition of
compurerised progect

management technigues
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previously usced for the WARC
[T PIITEN |]LII'[i1'lI|LlI'|‘I.' in
engineering, 1o ensure the
delivery of projects on time and
o bt
Acomprehensive
precgramime of work was begun
tev introduce gualiny
niiagenent leading e
registration under the
Standdards S373A0 ancd SO0
essential for commeercial
SUCCCES,
A review of the system of

supply munagement was taken

wils given greater impetos due Ian A i [1-{1_‘1]

feyrweardd i the vear, aiask which

tov clifficudtics with the existing Head of ¢ )]“_‘!':ili( s
svstent inour central stores

Appaointed Head ol Operations
in Owtober 1986, 23 vears

experienoe in DTELS

Bishops Cleeve. Actve planning
is uncler way for a replacement

DITELS-wicle systenm w provide
centralised Bl call handling, progressing through every
efficient resource deplovment technical grade anc

I-times logistical Dyepartment,

ane re
informatkon about manpower

sl nuaerials usage.

The programme of

IEUAZE Mt Crining courses,
designed re help all levels of
maagement understand and
appreciaie the need for change:
and howe it can be acocomgpislsd,

wiere Gken forward, A ngw

John Mumford
C. Eng; MIEE

LN ] (] |1L'||'b-|_.|-]". 15 in |:|L'|1(:II‘.‘G
deal with resource nergement
wits introduced. Customer
AWErCIeEs wans given a high

prodile inall courses.

Consultancy

Appointed Head of Engineering
Consultancy in Ociober 1989 38

wesies expericnoe in design and

dlevelopment Belds of radio
technolowe in the public

L5 in 1906

service Joined DTE
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Head of Engineering

Tony Pearson

Head of Directorate
Appointed Hesd of INTELS in
July 1085,

Management Experience m the

Prison Service over 20 Vs,

L 1 A _ S —~=
Nigel Finlayson
Head of Finance,

Manpower and

George Davis C.Eng;
MIEE

Head of Marketing
SLOres Joined DTELS in June 1990 from

Joined DTELS in June 1988, 25 British Telecom, Extensive

X e P A T e e

vears management experience  SPerienein Engincering and
e arketing with BT

thronighout the Heme Office, marketing with |

Bill Hogg ACMA

Financial Controller

Martin Rosenhead
Independent
Member

Joined DTELS in 1985 fromm GEC
gk —y P g rgre “ ; .
having spent 12 vears with that Joined DFTELS board i 1986 a5

ORIy 1 senior positions, 2 R
company i seniory = inclependem adviser from the

including Financial Director privite sector.

and Secretary ol GEC Lamps and

I_i;:]ﬂin:_',
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Competing for customers

Our market strategy for the year was to

retain as many of our existing
customers as possible, to maximise our
share of their business both for traditional
and new services and o obtain business
from new areas outsicde our traditional
market.

Poaring the vear we provided
services o 37 Police Forces, 44

Fire Brigadesand the majority of

Althougl the major marketing
effort was directed an Police

Forees ancd Fre Brigides

Prison Establishments. alternative markets in twe public
; sector were also examined, We
W ok steis o dmprove our : o
) ) Freliewer that Opporiuanitics exist
expertise in the marketing area ) ; o
o ) micsre widdely in the public seetor
I Bringing in, on 2 period . .
’ . for both maintenance and
appoineent, an experienced o R
) engineering consultancy which
rarketing executive from the I . P
. [TELS Tias the abilivy o provide
[Privite SeCtor o suvise us anid i
. s 1 hroadly based service able
lelpy set up a Marketing . e
i tor exploit our experience and
Department, Thiree arca . )
) the close relationship Between
markeling executives werne .
) , operations and consultancy
appointed froan within the
) . LrOUpE.
Oyperations Group and were

arcched w the Ares Manogers
oflices w spesrhead the
miarketing effort in the fickd. A
permanent head of narketing
will join the Management em
carly in 19K,
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Objectives

Our primary objective has been, and
continues to be, to consolidate
DTELS as a going concern. This requires
us to retain our market share of the
installation and maintenance market and
to develop a successful Engineering

Consultancy service.

ITELS has 2 fivst class
reptiion with the emergency
services, Wi intend to build on
that reputation W becomse
widely recogmsed asa
competitive provider of high
quelity inclependent wechnical
services o the puhllc SeOT, W
will continue wy promete our
olsjectivity in salving
commumication problems, by
pursuing a policy of
independence from
ranufacturers anc suppliers of
equipment ancl in offering a
fully comprehensive rnge of

COMMUIMCELIONS Services.

Abowe all, we shall offer services
on thae most cost eliective and
efficient hasis, A prinuiry
reguirement therefore is w
improve our financial
prerformence by vigorous
contral of costs and by secking

s new business

Lo

CPOCTNILES,

Om the persomnel front aur
olsjective i retin sulficient of
the present workforee in
emplovment consisient with the
reduirenents o get lsbour and
ewerlesd costs in balinee with
income and retain suflicient

capacity w discharge

cortraciEl commitme
Should further manpower
rechuctions hecome necessary
DTELS will continue to deal with
is Of inddividuals as

the precdy
svmpathetically as possible and
seek o masimise alternarive jol

opprortunities for affected stafl

During the vear ITELS senior
LR TIC I [Ty Wils SeL i s
a formad Management Board,
The constitution is shown Lawer
in this review: supporting twe
Board, the imternal management
structure has heen changed o
clarify lines of responsililin
and tovintroluee effective

accouniable numgenent.
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Efficiency improvements

rastic action has been taken to

improve the competitive position of
DTELS and we have been successful in
containing the drop in market share
following the untying of customers.

A was o be expected with the
opening up of the near
mcnepoly position our marke
share declined in the vear.
Mevertheless the large majoriy
of o tracitional customers
staved with us and we plsowon
SOME NEW CUSLONICES, SOme
dlrogy involume was
expericnced due o reductions
in the guantities of equipment
which customers required o be
mintained. Wi also suffered a
contraction in the volume of
instalkuion business cased by
the ending of the WARC
programme and By sonne police
garages uncertiking vehicle
eackics installation work

themselves

Tiw combar these wrends and o
consolidate our position in twe
marketplace, o cost reduction
prodaramume was devised carly
in the s Some of the
micsesures live already been
catrricdd through

For example:

n DITELS complement was
reduced by 250 by the end of the
viessr prowicing vital savings in

[N R] N

B Atthe end of the vear, plans
1o reduee the sise of Bridgend

el Colwn Bay Depots and o

effect the closure of Hannington
Depot by the sumumer of 1990
weere announced. 35
recundancies are involved in
these steps but savings in staff
aned depot runming coses will be
an essential contribyution w the
economics necessary o enable
us [0 compete in the open
marker. With the same object in
mined, the Central
Communications Establishment

ar Harrow was closed in

Ocrober 1988,

n Test equipment Iventories
Jawve Deen reduced with
resulting savings in
depreciation charges,

n Expeenciture on spuarces wis
recuced refllecting incresed
reliahility of equipment,

intemnce volumes

reclced
angd Detter stock and porchase:

controls,

Reductions in vehicle Mect
operating coses and i other
caerhends Ournelling and
subsistence, trining e ) have

aAlser been ncle.

Onhe rental schenwe, thae
ending of the central
procurement fanction gne i

saving in Central Government
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awverage capital expendinire of

soane L4 per annum.

The developments described
abeone howve heen tking place
against a background of
considerable technological
change no less swailt than the
clhanges which huve come upon
DTELS, Maintenanee of
equipment in our ficld s
incremsingly beooming
coneerned with systems and
svatems integration and less
with the repair of components,
This requires narigement
have continuous resard o the
el tr review working
practices, the skill Tase of the
worklforee as well as ApEires anil
maerials reguirements, Wi
el to demonstrate the
flexibility, wil limgess and
abvility wo respond o these

develaping crrcumstandes
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The future

great deal was achieved in 1989/90 but
we know a great deal more remains

to be done.

Price levels in the marketplace
are moving Delow those we
have traditionally charged. In
thee vear inder review we were
absle v et this cliallenge and
mcve our prices downwards
with significant benefies wo

foroes and hrigades,

Char strategy 1s rmly geared o
securing DTELS fuiure, The
plans for further stionalisaion
anl ehange are specifically
designed wachieve the oost
recucTions nUCessIry W maeet
miarket price levels and o
enalble us w operate as a viable

Frusiness,

The challenges involved inthis

for the whole organisation are

comsiderable and will require us

o move Torward rapidly in

[T CTLE Efficiency

improvenients will be reguired

across a broad front and will
recquire further review of
munmning levels, working
practices, work locaions el

cost levels,

AL the saumer tne existing

miarkets must e safeguarded by
maintmning cur high standards

of service o custoners, New

ket apporiunities must be

explored, Alomgsicde all this will

b the consiclerable effort
neecded 1o lwanch the

Engineering Consultancy
service as g successful business

i april 1991,

Particularly important areas ane

the expansion of the ©)
Management Progeamme, and
the developmaent and
serengiening of our Marketing
effore. This will include the
development of o new name and
distinctive house stvle moving
awary froam the now
inappropriate Directone with
the cremtion of a more
CHIETPTISING e consisent
with the new ITELS

Organisation.
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Review of activities

he Operations Group provided a wide

range of radio equipment installation
and maintenance services specifically
developed to meet the demanding
operational requirements of police
forces, fire brigades, Prison Department,
Regional Crime Squads, Civil Defence,
and an increasing number of other
customers such as Customs and Excise,
Ambulance and local authority services.
The Group had an income for the year of

£20.2m.

It proviced o 365 davs o vear,
round the clock, service from 10
regional depots, 2 sube-depots, 3
pinterance units and 60
detachments. & fleet of 350
vehicles enabled us wo provide
[0 resporse Wmes 10 meet our
contracted reguirements
relishly

The detachments, siared inthe
mitin o police premises,
preowided local repair aod
installation Facilities, Curwell
rrained staff, backed up with the
THACCRSITY SPares gl st
couipment, provided elficient
and effective first-line support
o minimise the time customers”
eguipment and vehicles with

ratclicn fanults were out of service,

Regional depaots uncdertook the
e comples and demancing
aerial andd s installacion
work essential o mood system
petformance. Our mainenance
wnits proviced the specialise
suppaort reguired we repair
melern high weehnology and

high component density
copuipnment such s visual
clisplay units (VDIUs), personal
raclios and firemen's personal
alerters and pagers. They are
fully equipped with the Lest
ancl st sophisticated vest
wequiprment o ensure fist and
effective service inavery
competitive sector of the
market, which requires a high
wolume of husiness and
operational through put in
crcher o recover the high level
ab investment.

I adelivicn we installoed and

mncinecd:

AL remate hill top sies,
sophisticied wansmiters and
peceivers, microwive i VELF
sitetoesite link systems o
support vedce and elemetry
supervisory channels.
aicrovve dishies and oiher
acrials ranging feom simple
single dipoles wecomplex
ANTEVE O toaers upr o 100

metres in height.
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I control rocas, complex
mwdti-channel computer
B control svtems
interfwed o wlephone
cirouits, VHEF and UHEF
channels, radio alarm
decoders and external

CUIMPRITET SVEICIS,

- T wehicles, @owide variety of

- Iy parisons, we

mabile egquipment: VIHF 256
all foree channel radios, UHE
personal radio acdaptors, VHES
LIE repeater radios, carto-car
raclios and muli-clunnel
digially encrypted radios.

special installations in
emergenoy contro] vehicles,
hielicopters, light xed-wing
aireraft, bogs and covert
installations are also carricd

QUL

installed and

mzintained large closed
circuin welevision (COTV)
syspems including cameras,
Jenses, monitors, video tape
recorders, conteol desks and
telemetry link svstems for
T renioe control.

W also provided CETY
installacion and maintenance
services w police forees, fire
Frigacles and police and fine
service trining estalilishment
arnedics, inclucling audio and
video mixers, audice amplifiers

ancd vapee recorders,

W carried out g kirge number
of vehicle installations per
vear ranging from fire
applianees to police traffic cars
aneel mtoreveles,
Consiclerable expertise is
reguired with this work o

crsure the coguipment s fited
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i i safe and opermionally
eftective location, 10 is also
emsential wrensare tut on
Doard electronic vehicle
svatems such s electronic
CRgING, POWeT train anl
_\I.l,\l"jll_‘nr\iL i1k} |'I'|',IIT_1gI.,‘l]'Il'I'I[ iln(l
anti-lock braking systems e
nob aclversely affected,

Diepots carricd oul numerous
radio survevs o determine are
coveraze of rdio schemes, This
is o amonated] process using
the lest equipment where
information from asurvey
vehicle, ficedd with o mini
computer, is used wo produce
ststormattical v s map of the area
pringed with the survey

informiation.
Enginecring
Consultancy
Services

The Engineering Consultianey
service was formed in
mesember when the reguliatory
anid p-:)liq.' fungctions, formerly
carried out by DTELS Enginecrs,
were trnsferred clsewhere in
the Hlome Office. It provides

specialist technical advice and

assistanee w thwe Police, Fire,

Prison and ather Floame (fice
relaed services, inthe design,
development and provision of
rackicy Communicion

wouipment, ancillacies and

SVSLENE,

Among the Consultancy
Services” professional and
rechnical stafl there is varied
Al exrensive specilist
echnical knowledge and
practical experience of the
numerows fwes of modern

mobaile roelio systems,

Tl J,t['lilJL'It_' feature of the
Comsulianey Service is tha it is
siven by an organisacion thin s
asting the

specialised ina
Porlice sl Fire Services for over
forrty veswss, 1 has therefore been
involved from the early use of
medliom wavelength ridio in
pedlice vehicles, throughthe
continuing development of
mosdern VHE equipment ancd on
1or e prosen compct

T lweld two-winy radio
cmploving microcemputer
techinelogy It hasalso provided
prullic service inother areas — in
the carly 19705 it plaved a
unicque role in the development
oof U wse of radlioand closed
circuit television w enhanoe

SO SECU i

The Consultaney is wholly
inclependent of equipment
Il]lllluﬁl{'ll rers :lnti HU])[T‘“L'['?-
anl is theretore able w give

imbiasedd views and assistange,

The Consuliancy Service
imteencls o follow o policy of
prowviding advice inaccordance
with Home Office repulations
and guidelines and can provide
assistanee with the following:-

Engineering designs for new
WHEF racio svstems and the
mclification and
enlumoement of existing

SVELETE,

= The design of acrial support
structures and radio

eguapment seconmmcdaion,

— Complete engineering design
af micronwave racio
multichanne] fixel link

SVsLems.

—Technical asscssment of
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intesrated communication
comtrol svatems, including

sereen buased display

solutions.

— Engineering design of closed
cireuil television systemes for
site and perimeter
surveillimee.

= Evaluation of equipment
agnrinst nenional and
internstional standards,
including covironmental tests,
Erginasering support for
echnical and operational field
trials,

— Post design service studies
aned developments,

—Tewhmical audits and feasibilive
stulies,

The Consultancy Service also

maintains a close relmionship

with other Home Office
Drvisions and User
representative bodies by direct
lia

uncherzake stadies mud work on

son and by offering 1o

their Behalf, These, combined
with other ourward looking

activities, cnable the

Comsulianey o maintain i
comlinuing awareness of
reguirenments and trends and w
retain a unigue approachio

traditional customers.

The Consultancy Service is
available o wide range of
cstommers and will strive o
utilise its skilled resources o
the full. A broader knowledge
and experience of the new
ket will eraibsle twe
Comsultaney to cross fertilise
radio engineering

developments and conceps to

the advantage of all is

CLESMTIC S,
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Training

he ramge and scope of
copuipmaent maintined by

IFTELS aned thie ever inet

s ng
prace of pechnological
development inthe
telecommumications field, nmade
it vitallv important for DTELS w
mztinein o frschiss inshowse
training ciapability

Oar ||'-_|im'|1g section loscaedd ae
Stanmore in Midd lesex
provided equipment and system
fa
freann a 3-chav grounding in

iliarisation courses that ran

I}]ii_'r-::l'n.\.":l'.'\_' .\'fn.'.‘\l_L‘I:ﬂ E(_‘(,']Ir'liqllt'.‘-
erone or toweek courses bBuilt
around individual systems, Our
CORHPHTICTIL LEATIng Courses
were heavily bissed towands the
practical reguirements of the
craneer or wechnician and
consisted of both theoretical

and “hands-on™ work, Courses

were Giilored we meet individual

CLISlOLT L'L't|ll:i1'L’I'l'IL'I'I|.."\.

The section also wught subjects
as varied as high density
soldering weehnicues,
presencation skills, word
processing and climbing

apritude and safety bor acrial

st rigging All cur trainers ares
full time and ither members or
associate members of the
Institees of Trodoine ancl
Development. [nthe last dhiree
vswes they have trained over
1500 engineers and wechnicins
in handling new coquipment
introduced as o resaln of the
WARC programme ol
increasing use of microwie for

rachio linking svstems,

Investment in the Linest

ecquipment, wst facilities and
tesching aids is omgoing and
regarded by DTELS

TNATHEE LN 31 it

0o e
future success of the

QUEanison.

Commercial sucoesses for the
Training Section during the year
Tepve included runming courses
for British Telecom and a
possible link upwith the
Telecommunications Industry
Association w help eha
inclestrv-wide sponsorcd Paocdy
develog its traiming rdle in all
aspects of weehnical traming for

the industry,
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Employment review

W{:‘ are fortunate to have a workforce
which has the resilience and
commitment to cope with far reaching
changes, not least a considerable
manpower reduction exercise, whilst
continuing to deliver the services the
customer has required.

The DITELS Trawde Union Side
Faas pliveecd o0 full paare inthis
proess. The Management
Board is grateful foe the
comstructive approach ey have
adopted and are fully alive o the
considerable changes inatimde
and approach called for m oar

NewW enviresment.

TFTELS needs e retain a highly
skille labour foree and will
continue W pay close attention
o our futare training needs, In
the vear, IFELS joined the
Telecommumnications Stancdards
Conneil inorder thit we not
omly miay be fully i towch with
incdusery wrends on trining and
redquirements but huve the
cppEartanity o influence
training standards if noecessary
In addition, skilled Tabour
availahiliy will e given high
priority iy decisions taken
i futre about the location of

DITELS workplices.
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Directorate of
Telecommunications
financial summary

Wer Ended 31 March 14940

OME

OO0 Notes

sales 265813 1.
Activities funded by Central Govermment 1724 2
31637
EXPENINTURE
Stall Conts THA A
Ovher Operationa] Costs Al
Deprociation (203 LS
28671
CONTRIBUTION hefore interest 29600
Interest Charges ,{E 5.
MET CONTRIBUTION DEFICIT) [6G12) 0.

Notes to Accounts

Income

B sales

Sales comprise rental,

imsead e sl maintenance of
copuipment anc include support
provided w other Home Office
[rivisions, principally the Prison
service and Home Defence
organisation.

Telecommunications
caquipment o el Bs Being
repriicl over periods rnging

from 7 e 13 vears,

Direct charging for all
Installation and Maintenance
services was introcduced on

1 April 1989 Price o that dae,
the miajority of income was
derived from the Common
Poslice Services arrangements
throaeh a percapit charge on

Lowcal Avthorites.

B Activities funded
by Central
Government

Central Government funded zll
froquency regulation and
relecommunications

CORInCCring groups.

Dauring the vear, the functions af
frequency regulation and
general relecommunicitions
policy matters were formed mto
the Radio Freguency andl
Commmmicitions Policy Unit
CRECEU band transferved 1o 17
Dyivision of the Home Office.

Direct charging for
Telecommumiciniens
Enginecring Comsultaney
services is proposcd from
L aperil 1991

Expenditure

n Staft costs include saliries
of Divectorate stafl, emplovers”
mational insurance and
superdnnuation contrilations,
trawvel subsistence and staft
Lratin ngg Costs,

- IRepreciation is sed on
straight line mcthods over the

fosllomving peeriods:

s
Buildings n
Planit andd Machinery 10
Computer Equipment 3
Aogor vehacles L

Bental Fguipment — Portable
— Maobile 10
bined 15

lnterest L'h,'l!'s.’,l.'.\ are

mestional and comprrise:

iy Inlerest on rental
eeuipment an the Public Works
Loy Board long wern rages
prevailing at doue of purchase.

(B Inerest an e Treasury
Drisconnt Rae on the estimated
replacement costof other
capital emploved morading
OMCTALians,

Conribation is provided w
Flome Office Services for
sccommedations {commaon
Duildings ), personmel
administraion, compuier
SCTVICCS, TRimsport
acdministration and accounting

sUTVICUS,
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Source and application
of funds

Source and application of funds

RN
Oiperrating Flows
Contrilation before inerest 24
Adiust o Central Government funding (4724 )
Superannution (notional ) 2251
dhepreciation ] a3
(TG
Onher Sources
Saali of Egquipment :lﬁ
Toatal Soaarees 24712
Application
Capital Expenditure 3753
Reduction in Working Capital (2170
Toal Apphcanons 1583
NET CASH FLOW 23129

Management Structure

Management Board
Appendix |

A PEARSCN
Head of Dircctorate

A ROSENHEALY
Independent Member

r 1 | |
W R FINLAY SO JLMUMEFORLY G [ [ AITKEN
Hesnl of Finance, Head of Engincering Flead of Marketing Flead of Operations Group
Manpower 8 Stores Groupy Consulumey Service

WO HOGCG

Fimancial Controller
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SECTION |

Migel Finlayson
Head of DTELS

DTELS - “The Communications Business of the Home
Office” - has been established in England and Wales since
1946. Today it is part of the Science and Technology Group of
the Home Office and operates as a trading body within the
public service.

The principal activities of DTELS are the provision of
high quality telecommunications installation, maintenance and
engineering consultancy services, principally but not
exclusively to the Emergency Services, the Prison Service and
a number of other central and local Government users. Our
annual review is an established feature of DTELS' annual cycle
and reflects how we have developed and changed our posture
from a branch of the Home Office te a public sector trading
body, firmly retaining links with the Department yet
functioning in an independent manner, very much responsible

for our own destiny and future success.
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SECTION Z manage our business successfully and ta
compete in the market place.

1990/9 | was alse the year in which
we laid 1o rest much of the uncertainty
which had previously existed about
DTELS' future. It was a year in which
DTELS twrned a corner. Particularly
impressive has been the continued

Management Board Report
po willingness of the work force at every

1ov0i9l level to respond to the challenge of the
The last Annual Review described new environment and pasitively to
1935470 as & year of change. This year, embrace the new culwre, DTELS now
1990/#1, has been one of achievement, understands that it is a customer driven
= :E__._,_.._.._.:-l-._.-;__, confidence and claricy of purpose. service provider, our culture reflects this

Change remained a significant feature of and we are continually improving the

{ 1990/ evidenced by the face thax this cost effactivencss and efficiency of aur

{

year's review appears under our new

name “"DTELS" following the launch in

services.

DTELS achieved a great deal in the
il 1991 of 2 new corporate identi

April ¢ Pe K year. Principally -

for the erganisation including name, logo

) Trading resules were satisfactory
and eolour scheme. This event was a

with the outturn figure showing a smaller
fitzing end to a year which saw the

than forecast deficit on the business. All
completion and consalidation of much of

2 other key financial targets sex for the
| the work to transform the culture and

year were either met or exceeded.
ethos of the erganisation from our
Civil Service heritage to an Efficiency savings from further seaff

efficient, commergially reductions of 10| were achieved.,

based service

provider. The new
corporate image
demonstrates the

confidence DTELS

now feels In our

abilicy to

e

LEGAL Statement

Crown copyright material is reproduced with the permission of the Controller of HMSO and the Queen's Printer for Scotland

All material contained in this document was scanned from an original printed copy of Link magazine produced by the DTELS. The licence granted by HMSO to re-publish this document does not extend to using the material for the principal purpose of advertising or
promoting a particular product or service, or in a way, which could imply endorsement by a Department, or generally in a manner, which is likely to mislead others. No rights are conferred under the terms of the HMSO Licence to anyone else wishing to publish this material,
without first having sought a licence to use such material from HMSO in the first instance. ~ Signed: Steven R. Cole, 22™ February 2005



LEGAL Statement

Four sites ceased to be major
locations in the year and a number of
local service centres closed follewing

changes in the customer base.

Good progress was maintained on
the project to relocate DTELS
Headquarters out of Central Londan,
Ministerial and Treasury approvals were
obtained to a site on a new high quality
business park at Ruddington, a few miles
south of Mottingham. The project
remains on schedule for relocation to

take place in the autumn of 1992,

Of the competitive tenders run by
our traditional customers during the
year, DTELS wan 78% of the available
business. This is an encouraging win rate
and by the end of the year over 40% of
the customer base was sccured on long
term contracts, DTELS retains a market
share of over 0% for both police and

fire service seetors,

Engineering Consultancy
campleted preparations for its launch as
a direct charging service on | April 1991
and a clear statement of aims and

objectives was produced.

Marketing Department was
developed and strengthened using
resources from within the Civil Service
and as a result it was possible to end the

arrangement with ourside consultants

who had been assisting in this area.

Preparations for the assumption of

devolved personnel management

responsibilities were taken farward.

The final separation of policy fram
the commercially based services offered
by DTELS was achieved by transferring to
Emergency Planning Department the
posts invelved in Civil Defence radio
planning activities. Recognising the
impartance of IT te DTELS future
development an [T Manager was
appointed at 2 senior level to co-ordinate
all aspects of IT including strategy
development and the taking forward of
the introduction of a computerised
service management system for the

wheole organisation.

A very significant achievement was
the acereditation to the British Standard
5750 for the repair of personal radios.
The registration also covered corporate
affairs. DTELS is whelly committed te the
principle of Quality Management having
experienced the practical and financial
benefits a Quality Management

programme brings.

Considerable progress was made
in identifying, recording and valuing the
rermaining stocks of main equiprment and
component spares acquired during
DTELS' role prior to 1989, Large stocks
of cutmoded equipment were disposed
of in the year and work began e reduce

the component spares holdings to a level
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compatible with the present business and
aur revised perception of the real needs
of our present and prospective

CUSTOMErs.

Trading Conditions

The number of customers who went
to tender was much as expected.
However, the year saw a growing
number of potential competitors enger
the market. Despite the growing number
of alcernative suppliers DTELS
maintained a satisfactory market share.
Price levels to win business were as
predicted lower than in |98%/%0. Price
was the major determinant in deciding
campetitive tenders although where the
marging beoween bids were slight issues
of quality and grade of service assumed a
higher profile. Encouraging expressions
of interest in all DTELS services - in
Operations and Censultancy - came
from new markets and a number of
£OnIracts with new customers were
obtained in particular among the

ambulance service and lecal authorities.

Dwring the year DTELS
caommissicned comprehensive market
research inte the development of the
personal communications market in the
LUK o the end of the decade. The
infarmation will be assimilaced in the
caming months in order that market

strategies can be developed as to the

mast profitable routes to be followed.

At the end of the year DTELS served
35 police forces, 41 fire brigades, the
majority of Prison Service establishments
and a variety of other public and private

spctor customers.

Objectives

Qlur business objectives are designed
1o consolidate DTELS a5 a going concern.
“We plan to retain market share in our
traditional market by offering value for
money, flexibility and quality at attractive
prices. We will seek long term formal
contraces with all existing customers. Ve
shall also seek o identify and win
additienal business in other sectors of the
private mobile radio market including
developing relationships with
manufaccurers and suppliers. The service
portiolio will need 1o be expanded to
include integrated IT and related

telecommunications systems,

Qur first class reputation built up
aver 40 years as a provider of
comprehensive tachnical support services,
will be enhanced by developing our
commitment to Quality, We expand later
in this review on our quality programme
but accreditation to B55750 has already
been achieved for corporate registration
and for personal radio repairs. We
therefore intend to build on our past

reputation. o beceme widely recognised
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a3 3 competitive provider of high quality
technical services primarily but not
exclusively to the public sector,

In pursuing this aim we will give
prominence to che following:-

The value placed by DTELS’
customers, éxisting and potential, on our
independence fram cquipment supply,
We will continue to promote gur
objectivity in solving communication
problems.

Development of our capability in
specified areas to ensure that skills and
knewledge advance with technolagy,
particularly in Engineering Consultancy,
to provide a comprehensive range of
cammunications services thereby
providing added value to the core of the

business.

Offering services on the most cost
effective and efficient basis by continuing
to pursue vigorous and dynamic action to

contral and reduce costs.

In Personnel matters our objectives

arac-

Te maintain a well trained and
motivated work force; to keep labour
and overhead costs in balance with
income: and te maintain our capacity to

discharge contractual commitments.

To maintain and enhance the
present systems of communications

within DTELS. Established channels of

LEGAL Statement

communication including the "Good
Cammunications™ presentatians and the
house magazine "Link™ will be given
prominende as will the circulation to all
staff of publicity brochures and
information about develepments in
DTELS. The intention is to have a well
informed work force and to develop the
ability of all levels of management to deal
with the continuing develapment of

DTELS' business.

To recognise the impartance of
training and to adapt DTELS" training
policy to take account of the developing
business needs and to particularly
enhance management development at

junior and middle levels.

To take ever from the Home
Office central Personnel Management
Division deveolved personnel managemeant
responsibility for DTELS staff in
accordance with agreed Home Office
policy.

To ensure that should staffing
reductions be necessary, DTELS will
follow cur established policy of dealing
with the preblems of individuals as
sympathetically as possible, secking to
maximise alternative job opportunities

for affected staff.

it
qﬂ‘ﬂﬁmm}m

AT
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Quality Management

During the year the decision was
taken to embrace Quality Management
and to undertake a programme o
become formally accredited under the
British Standard 5750/130 9000. Having
assessed where DTELS and customers
would obtain best benefit, work was put
in hand to introduce formal Quality plans
and procedures in the Maintenance
Centres for the repair of personal radios.
To obtain accreditation for this activity,
Quality plans and procedures had to be
introduced at all levels up to the
Management Baard, all areas of Central
Stores, and into the stores areas of
Maintenance Centres. Following
assessment by B3I, accreditation was

granted in February 19%1.

This was a tremendous achievenent
of which everyone who participated in
the project can be justly proud. A
number of important lessons were
learned which underlined the wisdom of
the decision to intreduce Qualicy

Management.

In all the areas where Quality
procedures were intreduced the job was

made eagier,

The programme revealed areas

Quality Management has provided
an effective management tool in
progressing a number of difficult issues,
particularly in the area of excessive stock
levels, of companent spares and main

equipment.

The success of Qualicy Management
to date has determined us on a policy of
becoming a total Quality organisation. As
the next stage in the process we are

running a pilot study in one regional

service area to seek accreditation for all
our activities in the region. Once the
pilet study has identified the issues which
have to be addressed the programme will
be extended to all regional service
centres with the intention of receiving

acereditation for them by July 1993

At the same time we are developing
relationships with the manufacturers of
the new generation of integrated control
systems to seck their co-operation in
ahbraining registration from the British
Approvals Board for
Telecommunications as a Call Routing

Apparatus Maintainer (BABT/CRAM).

where cost reductions and improvements

in efficiency could be achieved.
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DTELS Statement of Quality Policy is

as fallews:-

“DTELS' policies laid dawn in sur Quality
Manual aperate in suppart of the General
Quality Palicy of the Home Office Science
and Technology Growp. DTELS enswres thot
the services delivered are in full complionce
with customer requirements of all times and
provided in the most efficient manner.

The policy is fulfilled by adherence to a
fully decumentad Quality Monagement
System which addresses all activities within
D:TELS having a bearing 6n the Quality of
Service provided to custamers, The Quality
Management System is in compliance with
the requirements of BS5750 pant 2_ It is
continually monitered and evaluated to
identify impravements in ¢fficiency and the

services provided,

11}

All staff in DTELS are made aware of
this Quality policy and of their responsibility
i ensuring that their work is of the required

standards to meet the requirements of the

customer.”
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SECTION 3 variety of manufacturers; frem microwave
aerials, sophisticated poing to peint linking
SYSTems sUpporting voice, data and
telemetry, coupled to broadcast
transrmitters and receivers at remore hill
1ap sites; complex integrated computer
Operations based control systems interfaced to

telephone circuits, multi channel YHF and

The Operations Group continued to
LIHF systems and external computers at

provide a round the clock 365 days a
headquarters locations, to closed circuit

r service specifically developed to
ye pe 4 P television security systems, video display

meet the demanding operational

units (YOIs), personal radios, and a wide

requirements of its customers. Primarily ety of mobil .
variety of mebile equipments.

police forces, regional erime squads, fire

A major ramme of Regional
brigades, the Prison Service, Civil faier prog -

Cri d wehicle installati
Diaferce, a1 & groving numbsr of ativ rime 3quad wehicle installations was

leved during th . Th
customers from the water, gas and completed during the year. The

electricity industries, Customs and programme involved the installztion and
1

Excise, Ambulance and other local commissioning of multi-channel digitally

ene radio systems covertly in a wide
authority services. rypred L iy

variety of vehicles and on motoreyeles.

From our seven regional service
Wark that required considerable

centres, three maintenance centres, and ) )
expertise to ensure the equipment was

50 local service centres, our national ) ] i
fitted safely in operationally effective

arganisation with local le provided
= praFef locations and that on-board electranic

fast response times to meet customers’ . i .
wehicle systems such as electronic engine,

-
=Y requirements consistently and reliably. .
T power train and sUSpension management

Well trained and backed up with the
and anti lock braking systems were not

necessary spares and test equipment, our
" adversely affected.

staff provide efficient and effective

A comprehensive quality plan for the
support to minimise the time customers” P qualicy

. wiark was drawn up in consultation with
equipments and systems are out of

. the equipment manufacturer, The plan was
SEMYICE.

monitared and audited throughout and

During the year we continued to
‘ retey proved highly successful in ensuring these
|

instal, commission and maintain a wide .
complex installations worked first time.

range of equipment and syscems from a

g %Q\: "]'E'.nu.li':"l.'.'-':l\ 'h I
D NG
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A similar programme is being
implemented for Custerns and Excise and
DTELS is developing the full range of
rmaintenance services in support of these
equipments which it will be offering to

customers in mid- 1991,

Ve have also continued to expand
our other services and now offer
maintenance on an increased range of
VDU, to include the new PNC2
terminals, and a wider range of pagers

and perscnal radios.

Building on the success of our Quality
Management programme and our
acereditation to BS5750 for personal
radio repairs, the long term aim is to
beeame a total Quality organisation, For
the immediate future we intend to seek
registration for each of our regional
service centres, their assaciated local
service centres and all the activities they
carry out. The aim will be to complete
this programme on a rolling basis by

1993,

Engineering Consultancy
The Consultancy’s first full year has
been one of change
in the client bose
in application of expertise
in the range of technology.
All these changes are indicative of the

new business environment inte which
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DITELS Engineering Consultancy is
moving, keeping in mind its principal aim
which is

Te provide a Radic Engineering
Consultancy Service, mainly but net

exclusively to the emergency services,

In pursuit of this principal aim the

Consultancy has :

built upon s established and
unmatched skills in radio engineering in
design and application, netably in meeting
the needs of the emergency services;

maintained its reputation for
impartiolity;

maintained independence from
equipment suppliers;

offered a range of odvice
appropriate to the developing requirements
of its clenes.

This year in addition te our
traditional clients, police, fire, prisons,
Civil Defence and other central
government users, the client base has
extended into ambulance services,
hospitals, public utilities and lacal
authorities. This development of the
client base is important so that the

Consultancy may :

increase the volume of its
business in a coMpEtitive enviranment,
enabling it to maintain a viable technical

service to the emergency services;
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gain a broader knowledge and
experience to enable eross fertlisation of
radio engineering develepments and
concepts to the advantage of all its

clients.

The development of additdenal
expertise and technology skills is
described in the following deseription of
our arganisation. The Consultancy is
formed into three Groups each headed
by a Prineipal Cansultant and each with
prime areas of expertise and specialist
services. Varying client requirements and
level of demands are met by flexibilicy in
the use of staff and resources between
Eroups.

Broadcast Systems Group
This Group undertakes the detailed
engineering design and assessment of
mehile radio systems, including the fixed,

mehbile and ancillary equipments.

The wark undertaken has ranged
from advice on speeifie technical
problems in existing systems and
equipment to comprehensive technical
design of new systems and technical

audits of existing systems.

The specialist field support team
within the Group was re-equipped with
vehicles and equipment and continued to
undertake physical radio surveys and
technical performance audits in support

of office based design and study work.

The Group continued to provide
support and advice on main radio site
technical management, embracing building
design, aerial support structure design
and site sharing agreements. This service
is aimed at ensuring clients gain maximum
value from what is often considerable

investment in a fixed radio site,

There were significant successes in
gaining cammissions over an extended

client base:

A Technical Audit of 2 County
Council new trunked radio system in
order to determine the reasons for
interference and lack of adequate radio
coverage, The Consultancy will oversee
the implementation of the recommended

remedial work.

Advice to a private water
company on interim improvements toa
ten year old VHF mebile radie system
and a longer term replacement

programme.

A comprehensive study in
conjunctien with a major Fire Brigade in
order to create a plan for programme

improvement of radic coverage.

Production of complete technical
specifications for hand-held and foced
equipments for a number of local
authorities together with subsequent
assistance in selecting the appropriate

equipment.
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Technical Support Group’s
laboratory facilities have provided a test
and investigation service for a wide range
of equipments including electronic items
and audio equipment as well as radio
equipments from YHF to millimetric

frequency bands.

Environmental tests on microwave
transmitters and receivers 1o assess
performance over an extended

tEMpEerature range.

Technical evaluations of model
LIHF base stations in order to measure
essential parameters within the specified

operational environment,

The Group continued to provide
considerable engineering support to the
Hame Office Radis Frequency &
Communications Planning Unit, providing
practical assistance in the evaluation of
emerging technology and its application in

the future for the emergency services.

Field trials of various makes of
wvoiee eneryption for use on personal

radie schames,

The setting up and maintenance of
a multi-seation Radio Test Area and the

application of specific trials on the facility.

Support to the Prison Department
and in particular the design of large
closed circuit television survelllance
systems fas continued. The application of
the expertise in this area, gained from a

unique relationship with Prison
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Department, was extended to other

clients.

As 3 member of a consartium
advised on the design of a shopping area
surveillance scheme which is o include
millimetric radio links back to a security

control centre.

Fixed Link Systerns Grnup F -
extended and diversified its skills in fixed 24! ] :!..
link systems design and project ;e ¢ .

engineering support assisting with their

implementation, TR

The scape of the Group's wark
expanded beyond consideration of
privately owned stand-alone systems to
include comparisons of the full range of
private and leased services technologies.
The studies carried out in the year have
addressed all important issues such as
regulatary matters, resilience, whele-life
cests and migration paths fram current
systems. Thus as the range of technical
options available to meet a given user
requirement grows the Consultancy
provides assistance in clarifying them for

USETs.

In view of the numercus
developments and of the need for the
Consultancy ta extend and diversify its
skills base this Group has been assigned
the responsibilicy to pursue a selecred
programme of internal business studies.
These are generally areas of new and
emerging technology likely to be applicd

for use in the emergency services, Much
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of the work has been carried out at our DTELS Training Centre is highly regarded \5(%
=
laboratory and antenna test range near and |8 courses were run for other =
Mewmarker. organisations. It remains ready to assist E
. . . . -
Studies on the wiability of passive with technical raining needs; the full =

reflector techniques for S0GHz short

range links,

Tests on multplexors in order to
identify key performance areas which
need to be specified when they are
employed within quasi-synchronous radio
systems.

Assessments of new digital codecs

far speech and video.

Consideration of the use of

&0GHz radio links for CCTV.

Studies of digital microwave

range of courses offered is covered ina
comprehensive brochure available from
DTELS. The income from this activity
made a welcome contribution to the
reduction of the overhead costs of

Training Centre.

The Tralning Centre arranges for
staff to attend outside courses such as
COSHH seminars, management Courses,
maintenance of intrinsically safe
equipment, and selection interviewing.
Training in marketing and sales

techniques is being extended in 1991 w

equipment. include Operations Area Managers,
Regional Service Managers and
Engineering Consultancy Senior
Training e "8

During the year 65 courses were run
for 340 DTELS staff. The range of
courses was increased o include five

new subjects:-

Phasing and Quasi Synchronous

Techniques
BSS750 the Quality System
Static Handling Techniques
Presentation Techniques
Cestings Dat Base

The content of all the courses was
scrutinised 1o ensure that customer care

aspects were addressed, The expertise of
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Caonsultants. A second stage, which will
be undertaken in-house, will cover Local

Service Managers,

The Training Centre continued its
involvement with the
Telecommunications Yocational
Seandards Council in the launch of a
system for issuing compatence
assessments, Four members of the
Centre were nominated for a trial
a55es550r training course. Yyhen this has
been completed a clearer picture will
emerge of any future
commitment/eastsibensfits of the system

far DTELS,

jr
—
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The Training Centre is gradually
maving away from specific equipment
based courses, As our customers
purchase a wider range of equipment,
dedicated training on specific items of
equipment will become impractical,
Courses will instead concentrate an the

new concepts and technologies such as:-
Digital Microwave Techniques
Trunking and Cellular Systems
Fibre Optic Communications

Te ensure that new staff understand
the position of DTELS and the
environment in which it operates our
induction course was improved with
course notes and the intreduction of new
topics such as the Corporate Image,
Telephone Answering Skills and Quality

Management.

Where possible the contents of all
courses are configured in a medular farm
so that they can be presented in isclation
where only specific parts of 2 course are
required, This approach will make
training more flexible to the needs of

DTELS.

Employee Relations

The Management Board remains
committed to fostering good relations
with all its staff, Fermal relations with the
Trade Unicn Side were maintzined

threugh DTELS own Whitley Council.

LEGAL Statement

Where appropriate the Council
delegared the discussion of particular
issues to a sub-committee of the Yhitey.
The Trade Unions have continued to
display a constructive approach towards
the continued development of DTELS
business and agreement was reached en
single man working. Discussiens alse
began aimed at formulating a new out of

heurs response scheme.

The Management Board continues to
believe firmly in its responsibilicy ta
inform the swif by all available means of
developments in DTELS and during the
year further presentations in the Good
Communications series were held. The
in-house magazine “Link” continued to
provide a very useful medium for
communicating information not only
about developments in the business but
alse about personalities past and present

in DTELS.

Recruitment

While action 1o reduce the
complement overall continued, vacancies
occurred during the year in various parts
of DTELS which preved impeossible to fill
from internal sources. A number of
recruitment exercises were carried out
for staff in the Technician Grade, The
results were patchy. Therefore it has
been decided to expand our
advertisements to highlight the radic

element of the qualifications we seek,
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DTELS = ANNUAL REVIEW 199091

Year ended 31 Mareh _ 1991 1990
£000 £O00 Mot
INEOME
Sales 2,71 26,213 1
Activities Funded By Central Gavernment 3,160 4,724 2
24871 31,037
EXFENDITURE
Sl Costs 15,391 18,308 3
Crther Qperational Costs 2,458 4100
Drepreciation 4443 6,263 4
22,292 28671 S
CONTRIEUTION BEFORE INTEREST 2.57% 1966
IMTEREST CHARGES (3,482) {3.578) 6
CoMTRIBUTION/(DEFICIT) AFTER INTEREST tz_u_:} {e12) ?

It

p
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DTELS « ANNUAL REVIEW 99021 -

1990-91 1989.90
£000 o0
OPERATING FLOWS
Contribution befare interest 579 966
Adjust for:
Central Government Funding (3.160) (4,724)
Superannuation (notional) i ) L 2,251
Depreciation o ) 4,443 6,263
5793 a7s6
OTHER SOURCES:
Sale of Equipment [MNote 8) 1,385 17,956
TOTAL SOURCES 9,178 w
APPLICATION
Capital Expenditure 1,163 L
Diecrease in working capital (g88)  fx170)
Reorganisation costs 2.50% -
TOTAL APPLICATIONS 1,707 1,583
MHET CASH FLOW MJ w
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DTELS + ANNUAL REVIEW 1990+71

superannuation contributions, travel,
subsistence and staff training coses.
Deprection it bated cn straight line

methads over the follawing periods:

Years
Buildings 20
Plant and Machinery 19
Computer Equipment 5
Metar Vehicles 4
Rental Equipment
- Portable 7
INCOME
= Mahile 1o
1. Sales
» Ficed 15

Sales comprise rental, installation and
maintenance of equipment and include
support provided o ather Hoeme Office

Divisiens, principally the Prison Service

Expendimure excludes recrganisation costs
amounging to £2,590%K incurred in the
year as a resule of raticnalisation measures

in Orperations. (Last year MIL)

and Home Defence argenisation. 8. Interest charges are notional and
Telecommunications equipment on rental comprie:
is being repaid over perieds ranging fram a. Interest on rental equipment at the
7 to 15 years, Public Waorks Lean Board lang term rates
iling at date of purchase.
2. Activities Funded by Central provaling 2 P

by, Interest at the Treasury Discount Rate
Government.

an the estmarted replacement cost of
Central Government funded the cosc of

capital employed in trading cperations.
the telecammunications engineering

7. Contribution i provided ta Home Office

groups, special services and the

Services for accormmodation (commaon
administrative costs of the rental scheme.

buildings}. personnel administration,
Direct charging for Telecommunications computer services. tFansport
Engineering Consultancy Services was administration and accounting services,
intreduced from | April 1991, 8. Receiprs from sale of equipment represenc

mainly the exercise of rental users’

EXPEMDITURE options te purchase their rental

3. Seaf costs include salaries of DTELS seaff,

employers’ natienal insurance and

equipment; the amsount is excluded from

the vrading account.

i

> Tl ST VRN
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