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“At Capita we are delighted to continue promoting with 

clients, colleagues and Capita the value of the Chartered 

Management Consultant Award; and to have been 

accredited as having a consultant development pathway”.A. Capita – an introduction

Capita is a strategic outsourcer, helping clients across the public and private 

sector run complex business processes more efficiently. 

Colleagues across 8 countries deliver improved outcomes from people-led and 

Agentic AI-supported services, helping clients in the Government, Defence & 

National Security, Customer Experience & Pensions sectors.

Our consultants are key to our strengths.

“Capita, Consulting & Citizen-centricity”

3

John Tibble CMgr ChMC - Capita’s MCA Council Representative

• We are driven by our purpose: to create better outcomes – for our employees, clients and customers, 

suppliers and partners, investors and society.

• We are committed to being a responsible business – in how we operate, serve society, respect our 

people and the environment, and deliver attractive returns to our investors.

• Every day we help millions of people, by delivering innovative solutions to transform and simplify the 

connections between businesses and customers, governments and citizens.

• We are proud to be MCA members, aiming to uphold the standards of a contemporary professional 

community and committed to delivering in line with the 14 Principles of Consulting Excellence.



B1. Responsible and good citizens

This is evidenced in:

• our responsible business commitments; 

• social value outcomes; and 

• in our community impact reporting.
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We deliver essential services responsibly — with measurable benefit to communities

Case illustration (Transport): 

Capita’s work with TfL supports cleaner air 

and safer roads at scale, aligning delivery 

with Mayoral policies and citizen 

outcomes. 

Capita operates end-to-end services 

across multiple TfL schemes, focused on 

improving citizen experience.



B2. Conduct our business ethically

This is evidenced in:

• Our procurement integrity; 

• data protection and security-by-design; 

and

• transparent delivery governance.

5

Ethical governance is built into how we operate and deliver.



B3. Foster an ethical culture

This is evidenced in:

• leadership behaviours aligned to values;

• training; and

• employee welfare focus.
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We create a culture where people speak up and do the right thing



B4. Deliver outcomes clients seek and need

This is evidenced in:

• our outcome-based KPIs; 

• service design; and

• automation to reduce friction.
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We focus on outcomes — enabled by AI, automation and deep process expertise

Case illustration (TfL): 

Capita’s partnership has delivered large-scale 

operational and technology outcomes across 

TfL road user charging schemes.

The Silvertown Tunnel use of AI-augmented 

document processing reduced application 

processing to around one minute versus up to 

five days manually.



B5. Transparency and responsiveness

This is evidenced in:

• our shared MI; 

• integrated governance; and

• rapid issue resolution.

8

We are transparent, responsive, and easy to hold to account

Case illustration (TfL): 

Capita provides integrated governance across 

multiple suppliers, aligning reporting and 

delivery with TfL’s operational cadence to 

support transparency at scale. 



B6. Continuous improvement of value

This is evidenced in:

• our Continuous Improvement pipeline;

• RPA/AI deployment; and

• benefits realisation.
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We continuously improve value through standardisation, automation and learning loops

Case illustration (Southern Water): 

Capita’s innovative delivery includes AI-

enabled customer experience technology and 

has reduced average call handling time 

following AgentSuite implementation.

Capita handled 1m contacts and 1.3m back-

office transactions in the last year as part of 

this service



B7. Annual training & professional development planning

This is evidenced in:

• our annual L&D plans; 

• role-based curricula; and

• communities of practice.
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We invest in structured capability-building year-on-year



B8. Strong consulting capabilities and specialisms

This is evidenced in:

• our specialist practices; 

• playbooks; and

• assurance methods.
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We combine consulting expertise with delivery scale and technology capability



B9. Career progression, development and welfare

This is evidenced in:

• our progression pathways; 

• coaching; and

• wellbeing supports.
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We support progression and wellbeing, enabling high performance sustainably



B10. Champion ChMC accreditation and its values

This is evidenced in:

• our encouragement of accreditation

• our professional ethics; and

• investment in CPD.
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We professionalise consulting through recognised standards and accreditation



B11. Respect and embrace diversity & inclusion

This is evidenced in:

• our inclusive leadership; 

• accessible ways of working; and 

• fair opportunity.
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Diversity strengthens outcomes — we value different perspectives and experiences



B12. Recruit/retain diverse talent; build inclusive culture

This is evidenced in:

• our inclusive hiring; 

• development programmes; and

• focus on belonging.
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We build teams where everyone is valued and can succeed



B13. Develop diverse future leaders and measure progress

This is evidenced in:

• our leadership pathways

• mentoring/sponsorship; and

• data-driven monitoring.
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We develop future leaders and measure progress transparently



B14. Commitment to sustainability

This is evidenced in:

• our greener operations; 

• digital-first and lower-waste service 

patterns; and 

• client sustainability considerations.
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We reduce environmental impact and help clients embed sustainability into delivery

Case illustration (Transport): 

TfL road charging and clean air schemes are 

positioned around improving air quality and 

reducing emissions, supported by Capita’s 

technology-enabled operations. 

These deliver measurable compliance and 

environmental impact outcomes delivered at 

scale
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