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Disclaimer

This full-year results statement is prepared for and addressed only to the Company's shareholders as a whole and to no other person. The Company, its
Directors, employees, agents and advisers accept and assume no liability to any person in respect of this update save as would arise under English law.
Statements contained in this update are based on the knowledge and information available to Capita’s Directors at the date it was prepared and therefore
facts stated and views expressed may change after that date.

This document and any materials distributed in connection with it may include forward-looking statements regarding Capita’s business, financial position and
results of operations, the current expectations, beliefs or opinions of the management of Capita and/or statements concerning risks and uncertainties relating
to Capita’s business. Forward-looking statements may be identified by the words "anticipate”, "believe", "intend", "estimate", "expect", “target” and words of
similar meaning. Although Capita’s Directors believe the expectations reflected in such forward-looking statements are reasonable, those statements involve
risk and uncertainty because they relate to future events and depend on circumstances that may or may not occur and which may cause actual results and
developments to differ materially from those expressed, projected or implied by those forward-looking statements and forecasts.

No representation is made that any of the forward-looking statements or forecasts will come to pass or that any forecast results will be achieved. You are
cautioned not to place any reliance on such statements or forecasts. Those forward-looking and other statements speak only as at the date of this update.
Capita undertakes no obligation to release any update of, or revisions to, any forward-looking statement, forecast, opinion (which are subject to change
without notice) or any other information or statement contained in this trading update. Furthermore, past performance cannot be relied on as a guide to
future performance.

No statement in this document is intended as a profit forecast or a profit estimate and no statement in this document should be interpreted to mean that
earnings per Capita share for the current or future financial years would necessarily match or exceed the historical published earnings per Capita share.



Turnaround in financial performance

1 Group is growing with increasing momentum (4% revenue growth
Strategy is oo

del ive ri n g - Asimplified more focused business

- Competitive solutions mean we are winning in our markets
and verticals

- Cemented our reputation for delivering to clients

Profit benefits from return to growth, mix of work and cost
savings

Balance sheet significantly strengthened

An increasingly agile and flexible workforce and we are delivering
for employees (eNPS +15 point increase)

Resilient business, well positioned for growth in the current
macro environment



Moving from stabilisation to acceleration phase

(1 1 1
2018 - 2021 2022

Transformation Stabilisation

Ten to two core, client facing Embedded operating model +Improving new client win rate
divisions
Cemented reputation for < Improving sales incentives
Strong positions with growth delivery and processes
potential
Enhanced employee +Reducing cost of attrition
Common, scalable capabilities engagement o
+  Driving further simplification
Winning more of the right work Pivoted to growth and FCF )
+ Investing in digital solutions
Stronger balance sheet Reduced debt




Financial results
Tim Weller

All figures included within this presentation are on an
adjusted basis unless otherwise stated



Financial highlights

Increasing revenue growth (1% H1; 4% H2) Key financial metrics 2%?2 2%?1 Change
Swing from loss to profit before tax driven by Revenue |\ 28458 | 27778 2.4%
completion of the significant restructuring : 1
programme in 2021 Operating profit/(loss) 1 102.9 | (77.7) n/a
Strong increase in cash generated by operations Profit/(loss) before tax : 73.8 , (1228) n/a
driven by increased operating profit, improved ST TTTTTET
cash conversion, reduced pension contrioutons
r 1
and deferred VAT repayments EBITDA {2388 | 1430 67.0%
. . . 1 1
Po§|t|ve free cash flow before business exits Cash generated from/(used by) 116.5 1 (109.7) n/a
delivered operations ! !
1 1
£397m reduction in net debt in the year Free cash flow i el ,  (2186) n/a
. I 1
Free cash flow post net capital
Substantially reduced levels of net financial debt lease paymemsp P i (o | (3007) 91.0%
(pre-IFRS 16) : :
Net debt | (4824 ! (8799) 45.2%
Net financial debt /EBITDA (both pre-IFRS 16) 1 1
Net financial debt (pre-IFRS 16) = (84.9) ) (4314) 80.3%

0.5x against <1.0x target

Turnaround in financial performance



Capita Public Service

Revenue

Won contract to procure and distribute laptops to teachers in
Northern Ireland and annualised benefit of Royal Navy training

Increased growth in existing contracts in Central Government,
and completion of a full test cycle on a contract with the
Standards and Testing Agency, offsetting handbacks within
Local Public Services

Profit

Reduction on the Army Recruiting Partnering Project resulting
from transition to the next phase of service delivery

Offset by 2022 wins, annualised benefit of Royal Navy training
contract and the benefit from Electronic Monitoring Service
transformation programme cessation

Cash flow

Working capital benefit from contracts moving into the
operational phase offset by utilisation of customer contract
provisions in 2022. 2021 was impacted by the repayment of VAT
deferred from 2020

£m

Revenue

Divisional operating profit
Divisional profit margin
EBITDA

Cash generated from
operations

Weighted pipeline
Total £m

Order book
Total £m

Accelerating revenue growth and good contract delivery

2022
1,445.3
91.5
6.3%
130.0

95.4

2022
1,652

2022
2,985

2021
1,410.4
93.2
6.6%

138.7

66.5

2021
1,233

2021
3,286

Change
2.5%
(1.8)%

(6.3)%

43.5%

Change
34.0%

Change
(9-2)%



Capita Experience

Revenue £m
Stable revenue (2021: 10% decline) Revenue

Impact of significant prior year contract losses offset by positive
revenue contributions in particular from new client wins in
International and with ScottishPower Divisional profit margin

Divisional operating profit

Profit EBITDA
Flow through of prior year contract losses including 3UK,

William Hill and in closed book Life & Pensions business Cash generated from/(used by)

operations
2021 impacted by provisions and impairments in our closed
book Life & Pensions business and completion of significant
restructuring
Cash flow Weighted pipeline
Improvement in working capital benefiting the division's Total £m
operating cash conversion. Cash performance in 2021
impacted by repayment of deferred VAT from 2020 together
with restructuring spend and recognition of contract-related
provisions Order book
Total £m

Revenue stabilisation and step change in profit margin

2022

1,150.7

385
3.3%
113.4

30.7

2022
1,114

2022
2,527

2021

1,140.9

8.9
0.8%

93.2

(4.8)

2021
1,566

2021
2,272

Change
0.9%
332.6%

21.7%

n/a

Change
(28.9)%

Change
11.2%



Profit before tax

Increase in adjusted profit before tax driven by
completion of the significant restructuring
programme in 2021 and growth in both
contractual and transactional revenues

2021 was the last year of significant
restructuring

Business exits reflect the continued Portfolio
disposal programme and Pay360 sale
(£166.9m gain on disposal)

Goodwill impairment of Property, People, Travel
and Business Solutions pillars in Portfolio
(H1'22: £92.5m, H2'22: £76.5m)

Reported profit movement reflects goodwill impairment and lower gain on business exits in 2022

£m

Adjusted profit/(loss) before tax
Business exits
Impairment of goodwill

Amortisation and impairment of acquired
intangibles

Revaluation of non-designated FX
contracts

Reported profit before tax

2022

73.8
158.3
(169.0)

6.1
3.4

61.4

2021

(122.8)

429.0
(11.5)

(7.7)
(1.4)

285.6

Change
196.6

(270.7)
(157.5)

2.6
4.8

(224.2)



Cash flow and net debt movement

Reduction in working capital outflow primarily reflects
contracts moving into the operational phase and increased
utilisation of the non-recourse receivable financing facility

Non-cash and other adjustments reflect utilisation of
customer contract provisions in 2022 compared with
recognition in 2021

Final deferred VAT payment in 2022

Pension deficit payments, excluding those triggered by
disposals, of £30.0m in 2022 compared with £73.6m in
2021

Net proceeds of £387.9m from continued Portfolio disposal
programme and Pay360 sale

Other cash flows and non-cash movements include cash
flows from business exits and net capital lease rental
payments

Closing net debt includes £397.5m of IFRS 16 lease
liabilities (2021: £448.4m)

£m 2022 2021
EBITDA 238.8 143.0
Working capital (32.7) (113.6)
Non-cash and other adjustments (44.7) 38.6
Operating cash flow 161.4 68.0
Operating cash conversion 68% 48%
Deferred VAT repayment (14.9) (104.1)
Pension deficit contributions (30.0) (73.6)
operations before business exits i (o)
Net capital expenditure (43.6) (51.2)
Interest/tax paid (43.9) (57.7)
Free cash flow before business exits | 290  (2186)
Net cash flows on sale of businesses 387.9 484.4
g)"tcr:veernﬁz?:sﬂows and non-cash (19.5) (68.5)
Movement in net debt 397.4 197.3
Closing net debt (482.4) (879.8)

Substantially reduced level of net debt

Note — 2022 net capital lease payments: £56.0m (2021: £82.1m)



Liquidity

- £m £m
RCF undrawn at 31 December 2022 Liquidity 2022 2021
RCF extended to August 2024 Revolving credit facility (RCF) 288.4 385.7
Private placement note debt maturities totalling £227m ,.L_e S_S:_d_ra_W'_ng Sn_CSTT'Eef iaf"ltlfs _______ .. _(4_0'_0)_ -
paid in 2022 and £39m to date in 2023 (all net of 1 Available committed facilities 288.4 345.7
1
swaps) : Net cash less restricted cash 116.8 46.7
Robust liquidity position reflects debt repayments and | Total liquidity 405.2 392.4
RCF reductions following receipt of disposal proceeds B i it

£m
PPN maturities
250

200
150
100

50

2020 2021 2022 2023 2024 2025 2026 2027

m PPNs repaid PPNs to be paid

Strong liquidity position



Strengthened balance sheet

Cas m disposals Ongoing successful execution of the non-core business disposal programme
has realised net cash proceeds totalling c.£1.3bn since 1 January 2018

Debt repaid Repayment of c.£1.7bn of debt, including £250m of lease liabilities, since 1
January 2018

. L Ongoing property rationalisation with a c.£45m pa reduction in net cash
Property rationalisation payments in respect of lease liabilities since 1 January 2019 with further savings
from reduced energy and running costs

Pension deficit reduced Payment of ¢.£350m of deficit reduction contributions to the Group’s
main defined benefit pension scheme since 1 January 2018

RCF extended Extension in 2022 of the Group’s revolving credit facility to 31 August 2024

Gearing Leverage within medium term target (<1.0x pre-IFRS 16)

Balance sheet significantly strengthened



Progress on our non-core disposal programme

Technology Property Pay360 CTI gglsultr;giz Fera People Software Travel

Processes launched for remaining pillars targeting sale by half year, depending on market conditions
Focus on maximising proceeds

Y Y

Net proceeds received in 2022: £388m 2022 Revenue: £250m

2022 Profit': £27m including divisional overheads

Good progress on disposal programme

1Before allocation of Group overheads



Cost savings

1%

Improved
execution

Successful execution of
major contract delivery

Disciplined contract
management to limit
service credits

Demand-led resourcing to
manage around client
trading peaks

P

Continuous
improvement

Integrated delivery function
in each division

Investing in our delivery
centres — standard tools
and processes to support
improved load balancing
across contracts

Improved delivery flexibility
through expansion of
offshore capacity

(@

Reduced property
footprint

137 properties vacated
since 2019

31 properties disposed and
19 vacated in 2022

Lease liability down 38% to
£398m since 2019

Further 10% reduction in
lease liability targeted by
end 2023

Continued focus on cost reduction

Opportunities
for 2023

Continued programme to
reduce number of legal
entities within the Group

Reducing attrition across
the Group

Further efficiencies from
overheads and plc costs
following completion of
disposal programme



Outlook and guidance — Core Capita

[ B

Revenue (2022 Core EBIT margin (2022 Cash generated by operations
Capita' £2,596.0m) Core Capita’ 2.9%) (2022 Core Capita’ £99.4m)

Further acceleration of revenue growth in Target to at least double in the Similar level in 2023. Growing over

2023, continuing momentum from H2'22. medium term medium term from continued profit growth
Mid-single digit revenue growth in the and reduction in pension deficit payments

medium term

3 [~ @

Capital expenditure (2022 Net financial debt (pre-IFRS 16) Net financial debt/adjusted
Core Capita’ £36.1m) (2022 £84.9m) EBITDA (2022 0.5x)

Increase to between £50m to £60m with Expect low levels of net financial Target remains <1.0x (all pre-IFRS 16)
disciplined investment in digital debt (pre-IFRS 16)

offerings in 2023

Well positioned for sustainable growth and free cash flow generation

12022 Core Capita reconciliation provided in appendix 15



CEO update
Jon Lewis



Our purpose is our licence to operate

People increasingly want to work for a purpose led, responsible business
Our social value commitments support our win rates with clients
Committed to net zero by 2035

A responsible and responsive employer A guardian for future generations

eNPS people survey 15 point increase UK Ecovadis rating '+~ 12 point increase
Committed to real living wage ESG committee of the Board
Diversity targets exceeded Science Based Targets initiative verified

Virtual first working model WE CREATE A-list award by CDP

BETTER

OUTCOMES

Honest and fair with clients and suppliers A good corporate citizen

Increase in cNPS '+ 6 point increase Working with Good Things Foundation to provide

digital inclusion programmes for local authorities

99% of suppliers paid within 60 days
Modern Slavery assessment 96% Fair Tax Mark accreditation

34% spend with SME suppliers, above target Armed Forces gold standard covenant
Employing ex-offenders through Project Compass

A force for good — with a strong reputation



Employee net promoter score increased by 15 points

What we are focused on:

O Driving up employee engagement through:
v * Employee communications
+ Training and development
» Competitive employee value proposition
= Employee engagement +9 points

* Focused on reducing cost of churn.
Employee attrition 2022: 30%

@ Improving fit to role recruitment

Helping Expand Make
shape your your areal
future horizons impact

8 5 % w Where you can
of our home-based or a 9§ “gf/ W"Qg”
hybrid employees say their e - all day, every day.
working arrangements T

make them want to stay

working at Capita :

#BeBriliantBaYou
tapita

Be

yourself

Attrition is a key focus and cost reduction opportunity for 2023



Accelerating our enablers for growth

2022
performance
/-
5 11%
E Win rate*
£2.9bn
E e 202 across < 75%
6 all growth Win rate*
categories
' Renewals 9 7 OA)
\ Win rate*

* Win rate is the proportion of contracts won as a proportion of those we bid for

2023
outlook

£0.9bn

Weighted pipeline

£0.3bn

Weighted pipeline

£1.0bn

Weighted pipeline




Higher quality contract portfolio to drive higher margins

Capitalising on digitisation
shift

Increased competitiveness
= increased margins and
contract stickiness

Underpinned by digital
capability in Technology
and Software Solutions
(TSS)

Leveraging existing IP
and growing our
technology stack with
technology partners

Enhanced value

BPO » Digital BPS
| |
«» NatWest :
_ ) Somswonen | NGNEY
Capita M &S
Experience
P SAMSUNG
<= Southern
~ Water >
BPO Enhanced value » Digital BPS
_ BJAIRIN[E[T |
Caplta ooooooooooooo m HMRC
Service INHS

BE THE BEST

Taking existing BPO clients on a digital journey and winning new contracts in BPS space

20



Capita Public Service overview

Strategic partner and market leader in both UK Public Sector Software and IT Services (SITS) and Business Process Services (BPS)'
We use applied digital transformation, BPS and technology services to improve the productivity and citizen experience of public services

Winning by leveraging our competitive Strong growth potential...

differentiators...
£13.9bn core

T Largely insulated from budget pressure due to

TR Deep sector domain, customer and process protected spend in our sectors and their focus on
knowledge and understanding digitisation of services, commitment to spend
5% per Scale and market share leadership driven economies additional £8bn by 2025
annum Experience of complex digital enabled Increased access and spend in Digital Frameworks
markf; transformation and delivery at scale Outsourcing of new areas and shared services in
ro . . . .
g Track record of standing behind our client delivery Central Government
commitments Expansive cross-sell opportunities across our sectors
5 market
rtical . . . .
verticals cNPS Service delivery KPI TCV sold Book to bill ratio
performance
30+ years
experience
Improvement

Overall score: +33

Opportunity to grow revenue and earnings by helping UK Government digitise its operations

Source: ! TechMarketView 21



Capita Public Service investing in digital solutions

Repeatable propositions for Government

Technology/
Partnerships

Data
Artificial Intelligence
Automation
Software Engineering
Cloud Integration

User
Experiencel/interface

Cyber Security

<+—— Underpinned by our knowledge of key Government processes—»

i5

Delivering the UK
Government’s agenda

Net Zero
UK borders

Local Authority
Planning

NHS
Virtual wards
Revenue & Benefits
Future transport
Grant administration

v

Skills &
Capabilities

Operational efficiency

Improved citizen
experience

Digital assessments
Records digitisation
Training
Recruitment
Digital transformation

Capita’s expert knowledge of the UK
Government’s processes means we are
uniquely placed to deliver complex digital
transformation programmes

Capita has linked our reusable capabilities,
knowledge of Government processes and
our insight of customer needs in our chosen
sectors to build our digital strategy

Proven operating model, using a Consult,
Transform, Deliver strategy with increasing
technology, digital and partnering

Understanding of how market
opportunities relate to capabilities, so we
can be very considered with investments

Delivered by investment in improving our digital capability

22



Capita Public Service growth

2023* weighted
pipeline by
opportunity type

£1.2bn

= Renewal New clients
Growth = Combined
*as at 01/01/23

Renewals
Over 10,000
opportunities 2% [INHS|
Department

won for Work & Engieng
In 2022 Pensions Primary Care Support England
including:

saroce ENRNNEM
Opportunities ea
in 2023
including: ]

BE THE BEST

Growth on account

Transport
for London

Solicitors

CER

Student Loans Company

o

Department EE!IEEE
for Work & nglan
Pensions Primary Care Support England

Department
for Education

U Cyfoeth Naturiol Cyrriru
Natural Resources Wales

“+1C24

NTEGRATED CARE

ENPCC

:.: Hatiancl Police Chiefs’ Council

Capita Public Service has a healthy pipeline of opportunities in 2023 across all growth areas
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Capita Experience overview

Global Customer Services partner of choice, led by data, enabled by technology, powered by people

£277bn
global
market
5% per
annum
outsourced
market
growth 4
core
industries
4
core
geographic
markets
7
delivery
countries

Focusing on:

Lowering cost of service by improving
digital transformation

BPO and BPS across five core market offerings:

Customer Experience Customer Experience
Transformation Delivery

Developing next generation technology

Moving our international portfolio from

Collections Acquisition and Retention

pure BPO to a diversified portfolio
across new revenue streams, markets

and industries

Attracting great talent

cNPS

Improvement
Overall score: +19

Pensions Administration

Enabled by technology capability

Service delivery KPI TCV Sold Book to bill ratio

performance

Excluding pensions admin
business

We deliver best-in-class customer experiences to our clients in four core geographies



Capita Experience solutions supported by technology

Capabilities aligned to market trends and supporting clients to achieve a
frictionless customer experience

Voice customer _____
services

i Cloud Omni-

----- channel -
Weband __. Managed AWS Connect
email Service

services

Caplta [ “ WFH&

Dynamic _____ Experience ' Workforce
Data ' digital -~ Management
L E ecosystem

___ Workflow

I Management
RPA/ Digital & Al &
Automation

0

______ | ___Assisted Customer
Conversations

We have processed 18 million transactions
using Robotic Processing Automation (RPA)
since the start of the pandemic

Our assisted customer conversation
technology has helped clients with 58 million
minutes of conversations in 2022

We managed 25 million interactions with
Amazon Web Services (AWS) Connect

We have supported clients with Conversational
Al with 70% of chats fully contained and
closed with artificial intelligence

Capita Experience is a people business powered by data and technology

25



Capita Experience growth

Renewals Growth on account
2023* weighted
pipeline by

opportunity type Over 4,500

opportunities
won - A
in 2022 M &S

including: Allianz @
£1.0bn
“
Opportunities ' SCOTTISHPOWER conmenz omeKseRvice

in 2023

including: T Teachers’
Pensions

Strengthening business model with focus on growth on account and new clients

= Renewal - New clients - Growth

*as at 01/01/23
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Summary

Strong operational
momentum and a
platform in place
delivering accelerating
financial performance

Turnaround in our financial performance in 2022
Strongly positioned in growth markets

Target to at least double Core Capita EBIT margin (2022:
2.9%) over the medium term

Balance sheet materially strengthened

Improving cash conversion as business grows

27
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Core Capita pro forma revenue,

Pro forma financial information
presents the Group’s 2022
revenue, operating profit and
cash flow with removal of the
remaining Portfolio businesses

Group overheads allocated to
Portfolio have been reallocated
to the Capita plc segment

Further savings to be made in
the Group’s overheads once the
Group is further simplified

operating profit and cash bridges

Reallocation of . Pro forma
£m 2022 Group overheads Portfolio 2022
Capita Public Service 1,445.3 - - 1,445.3
Capita Experience 1,150.7 - - 1,150.7
Revenue Capita Portfolio 249.8 - (249.8) -
Capita plc - - - -
Group 2,845.8 - (249.8) 2,596.0
Capita Public Service 91.5 - - 91.5
Capita Experience 38.5 - - 38.5
Operating . . )
profit/(loss) Capita Portfolio 16.2 10.7 (26.9)
Capita plc (43.3) (10.7) - (54.0)
Group 102.9 - (26.9) 76.0
Cash generated
from operations Group 116.5 - (17.1) 99.4
Free cash flow  Group 29.0 - (10.3) 18.7
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Core Capita modelling assumptions

Depreciation & amortisation Reduction on 2022, c.4% revenue

P&L interest Reduction in 2023 reflecting continued reduction in debt, includes interest on lease
liabilities and interest receipt on pension asset

Lower cash conversion in 2023 reflecting similar usage of non-recourse receivable

Working capital financing

NGLHEGEELEL G RGGEIEL T TEMELIEI Reduced outflow in 2023 reflecting lower provisions as at 2022

Cash tax Broadly in line with 2022

Continued reduction in 2023 reflecting reductions in property footprint. Interest on

Net lease repaym lease liabilities included in both P&L and cash interest

Capex Increase in 2023 reflecting technology investment. Total spend: £50m to £60m

Reduction in 2023 reflecting continued reduction in debt, includes interest on lease

Cash interest S
liabilities

31



Divisional financial performance

Cash generated
Margin % from/(used by)
operations £m

Revenue £m Operating profit/(loss)

2021 20211 20211 20211
Capita Public Service 1,410.4 93.2 6.6% 66.5
Capita Experience 1,140.9 8.9 0.8% (4.8)
Capita Portfolio 226.5 (0.1) - 21.2
Divisional total C2m1s 20 st | 32 829 |
Capita plc? e (1926)
Group 2,777.8 (77.7) (2.8)% (109.7)

12021 includes the re-presentation of adjusted metrics to include restructuring, contract-related provisions and impairments, and litigations and claims
2 Cash used by operations in Capita plc includes movement in the Group's central non-recourse trade receivables financing arrangement



Re-presented 2021 revenue and operating profit bridges

Contract-related

£m Previously Significapt provisions and Litigati.on and Business exits Re-presented
presented 2021 restructuring impairments claims 2021
Revenue
Capita Public Service | 1,4104 | : ] ) )
Capita Experience _ - - - (43.9)
Capita Portfolio _ - - - (186.8)
Capita plc - - - -
 Group - ; - - (230.7)
Operating profit/(loss)
Capita Public Service _ (5.1) - - -
Capita Experience _ (12.1) (43.1) 1.9 (6.9)
Capita Portfolio _ (2.3) - - (21.6)
Capita plc (128.0) - 0.4 -
Group (147.5) (43.1) 23 (28.5)




Re-presented 2021 cash generated from/(used by) operations bridge

Non-
Previously Significant Litigation Business VAT Pen§|<.>n recourse Re-presented
presented . . . deficit trade
£ restructuring  and claims exits deferral . 2021
m 2021 payments receivables
financing
Cash generated from/(used by) operations
Capita Public Service 120.0 (3.7) - - (49.8) - - 66.5
Capita Experience 55.8 (8.8) - (10.2) (41.6) - - (4.8)
Capita Portfolio 59.8 (1.7) - (24.2) (12.7) - - 21.2
Capita plc? (50.2) (54.4) (4.7) - - (73.6) (9.7) (192.6)
Group 185.4 (68.6) (4.7) (34.4) (104.1) (73.6) (9.7) (109.7)

1 Cash generated from/(used by) operations in Capita plc includes movement in the Group's central non-recourse trade receivables financing arrangement
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Order book' bridge 2021 to 2022

Relevant to approximately ¢.75% of
revenue base

Includes contracted revenue and software
licences

Additions in 2022 include the BBC (£0.5bn) and
the freenet AG extensions within Experience and
Personal Independence Payments and TfL Road
User Charging in Public Service

Significantly reduced level of contract
terminations

Disposals driven by contracts which exited the
Group of as part of the Group’s disposal
programme

" Order book represents the consideration which the Group will
be entitled to receive from customers when the Group satisfies
the remaining performance obligations in the contracts. Excludes
non-contracted volumetric revenue and scope changes, contract
extensions (unless pre-priced), revenue from frameworks and
transactional businesses

£m
7,000

6,000

5,000

4,000

3,000

2,000

1,000

6,115

2021

2,110 6,085
(®)
(2,132)
Revenue earnt Contract terminations
Wins, scope changes FY22 before
and indexation business exits

(280)

Business exits

5,805

2022
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Revenue bridge by driver

£m
2,900

2,850

2,800

2,750

2,700

2,650

2,600

2,550

2,500

81 2,846

2,778
10
38
(34)
59
(86)
2021 PY one-offs 2021 rebased Losses Net scope Indexation Net transactional Wins 2022
& volume

Contractual one-offs in 2021 related to early termination of contracts in Experience and agreed reduction in scope on a contract in Public Service
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Managing inflation risk

Exposure by revenue type

= Contract - indexation

Contract - fixed price

Transactional

Indexation contracts

timely execution on contractually entitled price increases
engaging incrementally with clients to ensure that
contract pricing reflects macro-economic conditions

Fixed price

renegotiate existing contracts
no new fixed price contracts without inflation protection

Price caps
no new contracts with capped inflation indices

Transactional
rate cards refreshed more regularly

Inflationary risk
passing inflationary risk on to clients
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Serving UK Government

Together we transform public sector services, deliver better experiences for citizens and make a positive impact on
society. We work with Government departments across:

Revenue by market vertical (2022)

£421m

Justice, Central
Government
& Transport

MANAGE THE
WORLD’S LARGEST
Ultra Low Emission
Zone for Transport for
London

44% REDUCTION

In nitrous dioxide to
improve air quality in
London — monitoring
100k vehicles every day

CONNNECT 18
MILLION

Smart meters onto the
Data Communication’s
Company (DCC) network

Defence, Fire &
Security

RECRUIT OFFICERS &
SOLDIERS
For the British Army

Deliver fire & rescue
services at
56 MOD SITES

128 NEW FIRE
APPLIANCES

Being rolled out enabling
firefighters to tackle
dangerous duties more
safely from their vehicles

Local Public
Services

COLLECT£1.5BN
In council tax for 850,000
households

ADMINISTER £1BN+

In housing benefit & council
tax support to low income &
vulnerable citizens

HELPING COUNCIL
SUBMIT £400m of funding
bids to unlock the potential
of local communities

DISBURSING £100m of
energy rebates on behalf of
councils

Health & Welfare

1.5M
Health assessments
carried out since 2012

SUPPORT EVERY NHS
GP, Pharmacy, Dentist
& optician practice in
England

WE HAVE HELPED 9000
PEOPLE in Scotland into
sustainable jobs, over
double the original target

Education &
Learning

HELP 50,000 STUDENTS
Access higher education
through the Disabled
Students Allowance every
year

180m KEY STAGE 1 & 2
Exam questions will be
marked by the end of the
academic year

Our propositions

Consult

to solve the
biggest societal
challenges

Transform

services integrating
technology and
partner ecosystems

Deliver

service delivery
excellence
across the
Public Sector
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Delivering customer experiences to clients

At Capita Experience, we deliver best-in-class customer experiences to international clients. Our chosen

industries are:

Revenue by market vertical (2022)

Telecoms, Media &
Technology

MANAGE THE CUSTOMER
CARE on behalf of one of the
UK'’s leading telecoms provider

12,000 CONTACT CENTRE
AGENTS providing telecoms
customer and technical support
across three continents

MANAGE COLLECTIONS
for a major UK broadcaster

£457m

Financial Services

MANAGE ONE OF THE
largest pension businesses in
the UK

£100BN LIFE & PENSIONS
funds under management

70,000 COLLEAGUES TRAINED
across high street banks

2 MILLION MORTGAGE
APPLICATIONS processed each
year

Energy & Utilities

PROVIDE IN/OUTBOUND
CUSTOMER SERVICE TO
three of big six energy firms and
two major water utilities in the
UK and Ireland

68% REDUCTION IN
CUSTOMER COMPLAINTS for
one water company customer

95% SCORE IN CLIENT
SATISFACTION FOR another
water company customer

Retail

MAJOR GROWTH IN RETAIL
SUPPORT particularly from
South Africa

£1BN BUSINESS RATES
MANAGED YEARLY

for some of the UK’s largest
retailers

100M CONVERSATIONS
handled per year

Our propositions

Customer
Experience
Transformation

Customer
Experience
Delivery

+ Collections

Acquisition and
retention

I Pensions
Administration
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Glossary of terms

0
=
3

Book to bill

Core Capita

Operating cash conversion

Weighted pipeline

Definition

This is the ratio of TCV sold in the year / external revenue

Customer Net Promoter Score

Group as currently stands, excluding Capita Portfolio and associated overheads

Employee Net Promoter Score

Calculated as operating cash flow before business exits divided by adjusted EBITDA

The probability of winning an opportunity multiplied by the total TCV of that opportunity
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