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Helping people do  
amazing things?

That’s  
business  
as usual.

MESSAGE FROM GILES LETHEREN, CEO 

Giles aboard the  
Royal Navy’s HMS Albion, 
attending a Flag Officer 
Sea Training ‘Thursday 
War’, as part of Delt’s 
ongoing commitment  
to service and  
ex-service personnel.



FOR A COMPANY WHOSE MISSION  
IS TO ‘HELP PEOPLE DO AMAZING THINGS’, 
THE LAST COUPLE OF MONTHS HAVE NOT 
ONLY SET US OUR GREATEST CHALLENGE 
BUT ALLOWED THE TEAM AT DELT TO 
SHOW WHAT CAN REALLY BE ACHIEVED 
WHEN YOU DO THINGS DIFFERENTLY.

From day one of the challenge we 
adopted the slightly odd mantra  
of ‘business as usual’. Of course,  
nothing about our business was  
usual. For a start we needed to have 
not only almost our entire workforce 
working from home, but to enable 
thousands of our IT service users 
to be doing the same. Within one 
working week, the majority of this 
was delivered. Over a million pounds 
worth of equipment was sourced and 
landed, built and deployed almost 
overnight. Whilst nothing about this 

was normal, day after day we ensured 
that normal service was maintained 
at the same time as responding to the 
rapidly evolving new requirements of 
our customers. Our projects team saw 
a 400% increase in new requirements 
supporting everything from so called 
Covid-19 ‘Hot Hubs’ to enabling digital 
democracy.

The ability for those teams 
to respond effectively to 
the Covid-19 pandemic 
depended, in a way that 
nobody ever expected, on 
how well and how fast we 
could deal with unparalleled 
change in requirements. 
This was a bigger business 
continuity challenge than 
anyone would ever think  
to test, yet Delt was not 
found wanting. 

MORE THAN 10,000 KEY 
WORKERS DEPEND ON THE 
SERVICES DELT PROVIDES.

£14M 
VALUE ADDED  

TO THE SOUTHWEST  
PER ANNUM

Protecting jobs by  
maintaining services  

in the region

 300+ 
JOBS SAVED  

IN THE  
SOUTHWEST

IN 

 300+ 
LOCATIONS

 200+ 
SERVICES 

SUPPORTED

ENABLING  

THOUSANDS  

OF WORKERS 
TO  

OPERATE REMOTELY  
WITHIN DAYS OF  

COVID LOCKDOWN

 £1M 
     OF ADDITIONAL 

EQUIPMENT SOURCED  
AND DISTRIBUTED WITHIN 

   2 WEEKS OF LOCKDOWN



Our flagship payroll systems 
project was not impacted 
by the switch to virtual 
working and we continued 
to grow our payroll service 

EVERY ONE OF OUR PAYROLL 
CUSTOMERS WAS PAID, ON 
TIME AND ACCURATELY, 
DESPITE THE ENTIRE DELT 
PAYROLL TEAM HAVING TO 
WORK VIRTUALLY, FOR THE 
FIRST TIME.

PAYROLL SERVICES FOR 

10,000 
EMPLOYEES

adding new clients from the 
voluntary and education 
sectors. Whilst other  
payroll service providers 
added on additional charges 

for processing furlough 
applications, we just got on 
with it. The last thing anyone 
needs right now is to worry 
about getting paid.

 95%
CUSTOMER  

SATISFACTION

£19M 
REVENUE 
2019/2020

£1.1M 
DIVIDENDS 
2019/2020

£2.9M 
TOTAL 

DIVIDEND

10
0%

 R
ET

UR
NED TO THE PUBLIC SECTOR

£917K 
PROFIT 

2019/2020

OF PAYROLL ON 
BEHALF OF OUR 

CUSTOMERS

200 
MILLION£



OUR PRINT  
TEAM PRODUCED  

2,657 
COMMERCIAL 
PRINT JOBS  

THIS YEAR

WE ARE 
ACCREDITED BY  

THE NATIONALLY  
RECOGNISED

OUR VALUES MAKE 
US WHO WE ARE.

FOCUS  
ON PUBLIC 
INTEREST

INTEGRITY  
AND 

TRANSPARENCY

DEVELOP AND 
EMPOWER  

OUR PEOPLE

PARTNERSHIP 
AND 

COLLABORATION

INNOVATION 
AND 

CREATIVITY

WE DEVELOPED SOFTWARE 
TO PROVIDE A REAL TIME 
DASHBOARD OF EMPLOYEE 
HEALTH STATUS,  
ALLOWING US TO MAINTAIN 
OUR BUSINESS IN THE EVENT 
OF SIGNIFICANT SICKNESS 
ISSUES IN OUR DELIVERY 
TEAMS. 

Having a flexible workforce meant we have been able to 
redirect members of our team to deliver PPE and meals 
to the vulnerable. 68% 

HIGH  
ENGAGEMENT  

OF OUR  
STAFF

UK average 54%  
2019 Trends in Global  

Employee Engagement, 
Kincentric



£19.2MTURNOVER 
INCREASED 

TO

2015-2016  ••   £11,688
2016-2017  ••    £13,955

2017-2018  ••    £15,316
2018-2019  ••    £18,093

2019-2020  ••   £19,181

Pre-pandemic our 
consultancy business was 
delivering transformative 
work in multiple locations 
throughout the country and 
this has continued to win new 
business in new sectors with 

OUR LATEST 
CONTRACT 
BEING 
DELIVERED 
ENTIRELY 
HANDS-FREE.

TOTAL CAPITAL 
INVESTMENT 

£3.02M

Our IT service desk saw a 68% increase in volume over one week  
as end users adapted to working at home and troubleshooting  
dodgy domestic wi-fi became our specialist subject. 

MORE THAN  

6,000 
IT-RELATED 

CALLS  
PER MONTH

OVER 70% REMOTE FIRST TIME FIX

Despite this, 

SLA PERFORMANCE IMPROVED 
OVER THE PERIOD WITH 
CUSTOMER SATISFACTION  
FOR THE IT BUSINESS HITTING 
AN ALL-TIME HIGH OF 98%.
In the midst of this, we also delivered a ‘General Practice in the Cloud’ solution enabling 
doctors and their staff to operate effectively whilst self-isolating. Mid pandemic, our  
HR team took on the management of HR for a Multi-Academy Trust entirely seamlessly.

HIGHEST  
EVER CUSTOMER 

SATISFACTION  
FROM GENERAL 

PRACTICE CLIENTS 

98%



NEARLY A MILLION PEOPLE DEPEND ON  
THE THOUSANDS OF PEOPLE SUPPORTED  
BY THE LESS THAN 200 PEOPLE IN DELT. 

THAT’S AMAZING.

That we kept doing so without blinking, still delivered increased 
revenue, nearly £1m in surplus (to be returned to the public sector) 
and employee engagement levels 14% higher than the UK average?

That’s 
business  
as usual. Giles Letheren, CEO 
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