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Customer Focus Edition

A ‘healthy’ customer relationship helps 
secure the main works at Midland 
Metropolitan University Hospital 

 

Welcome to the ‘Customer Focus’ edition of our 
UK Construction Services’ (UKCS) bi-monthly 
newsletter. 

Before we dive in, I’d like to give our readers a 
quick refresh on what UKCS’s Customer Focus First 
strategy is all about. Introduced by our CEO, Dean 
Banks, in 2018, the strategy was implemented 
to improve the way we work: “Evolution, not 
revolution”, as Dean says.

Built on three pillars: Customer Focus, Construction 
Excellence, and Innovation – all sitting within a 
framework of ‘Safety First’, the strategy has clear 
objectives that can be measured and tracked to 
ensure we’re always delivering certainty for our 
customers.

As this newsletter is about Customer Focus, I’d 
like to walk you through what that means to us. 
We believe that our Customer Focus - that is, truly 
listening to, and collaborating with our customers, 
is what sets us apart from our peers. Through 
early engagement, having open and honest 
conversations, and forging genuine partnerships 
with our customers, we exceed expectations and 
work towards the best possible outcomes for all. 

In crafting this newsletter, I had the opportunity 
to explore many of the wonderful ways UKCS 
is living and breathing its Customer Focus First 
strategy. From winning contracts against all odds 
through single-minded customer focus, to gaining 
the trust of a customer who had experienced 
enormous setbacks after the demise of Carillion, 
to visiting a young  ‘dream team’ (as I am calling 
them) in London, who are now on their second 
consecutive project for a very satisfied customer; 
we are truly going above and beyond for our 
customers in a multitude of different ways. 

I hope you enjoy reading the latest edition of 
Customer Focus First and as always, should you 
have any feedback or suggestions for future 
content, please don’t hesitate to contact me here.

EDITOR’S LETTER

At our UK Construction Services Birmingham 
Roadshow in December 2019, I was delighted to 
witness a very significant contract-signing live 
on stage. Balfour Beatty signed a £267 million 
contract with Sandwell and West Birmingham 
NHS Trust – known as ‘the Trust’ - to deliver the 
main construction works at Midland Metropolitan 
University Hospital (MMUH), in Smethwick. 

After successfully completing the 
early works at Midland Metropolitan 
University Hospital, Balfour Beatty 
won the coveted £267 million 
main construction works. We meet 
the team’s project director, and 
chat with the Sandwell and West 
Birmingham NHS Trust, to learn 
how Balfour Beatty’s outstanding 
customer focus helped edge the 
team towards victory. 

News of the contract-signing generated a 
collective sigh of relief in the Sandwell and 
West Birmingham area; the 730-bed facility 
has faced a slew of historical set-backs that 
threw its trajectory hugely off course. The 
most pertinent of those came when former 
contractor Carillion went into liquidation in 
January 2018. 

After being appointed to deliver the early 
works in 2018 after Carillion’s demise, 
Balfour Beatty worked hard to build a strong 
relationship with the Trust. This paid off in 
dividends when Balfour Beatty was awarded 
the main works in late 2019. The project will 
be delivered by Balfour Beatty Kilpatrick and 
Balfour Beatty’s Regional North & Midlands 
teams.

Midland Metropolitan University Hospital
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helps secure main works at Midland 
Metropolitan University Hospital  

I took a trip to the 16.76-acre brownfield site that 
will eventually house the 80,600m2 new facility to 
learn how the team secured the main works. 
Austin Bell, the Trust’s Project Director, walked 
me through the qualities that the customer was 
looking for in their main contractor: “A team 
experienced in delivering major acute hospitals 
was the main priority, coupled with a track record 
of excellence in design delivery, outstanding 
supply chain management and commitment to 
local employment”, he said. 

The main works were put out to tender and 
Balfour Beatty was selected as the preferred 
bidder in May 2019. At the time of signing, the 
project’s estimated cost was £300 million, some 
£33 million over what the customer was looking 
to spend. Bob Hallam-Allsop, Balfour Beatty’s 
MMUH Project Director, explained the way his 
team collaborated with the customer to reduce 
the delivery cost: “The combination of scope 
changes, value engineering, a robust ‘people 
strategy,’ and a unique approach to procurement 
that involved including the customer in 
subcontractor selection, helped bring the costs in 
line with the Trust’s budget”, and ultimately, edge 
the team towards victory.

In addition, Balfour Beatty was one of the only 
contractors prepared to take on some of the 
design and build risk: “We knew we would have 
to work on a very tight timescale to meet the 
Trust’s delivery date. In order to get there, we 
agreed to start building before the final contract 
was signed. We were the only main contractor 
prepared to take on the design and build risk for 
certain aspects of the scheme”, said Bob. Balfour 
Beatty also brought in a team of 70 people prior 
to signing, to ensure we were well-placed to hit 
the ground running.

Balfour Beatty was able to call upon its expert 
in-house mechanical, engineering and plumbing 
(MEP) business, Balfour Beatty Kilpatrick to look 
after the project’s complex MEP works. Toby 
Lewis, Chief Executive of Sandwell and West 
Birmingham Trust, explains why this proposition 
was attractive: “A single integrated solution that 
takes risk on engineering was a fixed point in 
re-letting this contract. We delayed the hospital 
in 2017 to ensure that we had a maintainable 
solution with high standards, and we know that 
Balfour Beatty shares a commitment to that 
functionality.”

To ensure the team leveraged Balfour Beatty’s 
significant global experience with complex 
hospital builds, Bob arranged a learning session 
with US colleagues from the University of 
Pennsylvania’s new hospital on Penn Medicine’s 
West Philadelphia Campus. Known as ‘The 
Pavilion’, the new hospital will boast 500 private 
patient rooms and 47 operating rooms in a 1.5 
million square foot facility. Much of The Pavilion 
will be prefabricated off-site in a  
60,000-square-foot warehouse located close to 
the site to drive efficiency and standardise quality 
of finish.   

The visit proved hugely beneficial: “At MMUH, we 
are well-aware of the Balfour Beatty Group’s 
global expertise in hospital-building. It made 
sense to us to capitalise on this resource and get 
the team over to share their knowledge”, said Bob. 
The Pavilion team spoke about lean construction, 
design management, programme and production 
control, and lessons learned in health & safety. 

Bob also welcomed a visit from our Manchester 
Engineering Campus Development (MECD) team, 
which is another one of Balfour Beatty’s 
large-scale projects, to advise with the project 
set-up and financial management. Austin shared 
his thoughts on knowledge-sharing initiatives: 

“Value for money matters to us and to our 
stakeholders. We are open to new ideas but have 
a strong design that is clinically led and that we 
are looking forward to using from 2022 for many 
decades to come.”

The Midland Metropolitan University Hospital is 
currently expected to open by July 2022. 

“We are determined to build a partnership with 
Balfour Beatty both at board and operational level.  
Any major scheme will have challenges and our 
collaborative approach will be essential to 
succeeding. We really hope that the Midland 
Metropolitan University Hospital provides a 
gateway for Balfour Beatty into other NHS 
projects as part of the Hospital Infrastructure 
Plan.”

Toby Lewis
Chief Executive
Sandwell and West Birmingham Trust

For more information on the project, please 
contact Robert Hallam-Allsop 
robert.hallam-allsop@balfourbeatty.com



P3 ISSUE FOUR

Vine Street: a customer 
relationship built on 
solid foundations 

CUSTOMER FOCUS FIRST

They know how Urbanest ‘ticks’ and are familiar 
with our high standards. We have watched them 
become a high-performing team that has grown 
and matured together and is now delivering the 
Vine Street project very well.”

Due to complete in August 2021, the project will 
deliver 654 student beds across two 14-storey 
buildings that front onto Vine Street and Jewry 
Street, and a six-storey student accommodation 
building adjacent to Crosswall. The project also 
boasts a 12-storey office building situated to the 
north of the scheme on India Street. 

Completing a project of this scale within the 
confines of a bustling, built-up city is no small 
feat, and adding to the project’s intricacy is 
the Roman ruins in the building’s footings. A 
two-level basement occupying the entire site 
will give the public access to exposed remains of 
the Roman city wall and bastion from a stunning 
viewing gallery and cafe. 

“Urbanest is thrilled to be developing this site in 

The young team behind one of 
London’s most unique student 
housing projects explains the 
‘magic’ formula behind their ongoing, 
successful relationship with 
customer, Urbanest.

Balfour Beatty’s Vine Street project is a historical 
site, right in the middle of The City of London, 
that is being transformed into one of London’s 
most exciting mixed-use student housing 
projects on behalf of our long standing customer, 
Urbanest. 

Somewhat unusually in construction, the 
energetic team behind the Vine Street 
development averages at age 35. After 
successfully delivering another Urbanest student 
housing project south of the river at 5 Miles 
Street in late 2018, the young team moved 
on to tackle the fascinating yet formidable 
Vine Street development. Angus Kearin, Head 
of Development at Urbanest said: “The core 
members of the team have come through from 
our previous development at Miles Street which 
has really helped. 

Urbanest’s Vine Street project is one of London’s 
most unique student housing developments.

“Urbanest is thrilled to be developing this site in 
one of London’s most historical locations. The 
development will expose part of the Roman 
Wall, which has been hidden in a basement 
for the past 50 years and encapsulate it in a 
new exhibition space open to the public. The 
planning, collaboration and agreement for 
the works with the Museum of London and 
Historic England, which included jacking-
up and supporting the 2000-year-old wall 
whilst building around it, has been tricky but 
meticulously managed by the Balfour Beatty 
team. They’ve done an amazing job!”

Angus Kearin
Head of Development
Urbanest



A computer generated image of the Vine Street scheme
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Chatting with the scheme’s Project Director,  
Paul Tumelty, it’s clear to see why Vine Street  
is excelling against our Customer Focus  
First strategy. 

“This is our 8th project with Urbanest - who 
negotiate directly with Balfour Beatty, rather than 
going out to tender for their schemes. I believe 
the open, trusting and collaborative relationship 
we have built with Urbanest, along with our 
record of delivering on time and on budget, is the 
reason we were the contractor of choice for Vine 
Street”, explains Paul.  

Years of prior experience working with 
Urbanest have helped the project team form a 
well-rounded understanding of the customer's 
needs, allowing them to work as a true strategic 
partner. Their strong understanding of their 
customer helped inform their strategy where, 
under a Pre-Construction Services Agreement 
(PCSA), the team provided Urbanest with an 
86% market-tested subcontractor costings 
and programme. This significantly 'de-risked' 
the project and increased customer certainty, 
ensuring the project got off to a positive start. 

Paul pours a great deal of time into nurturing 
trust and confidence within the team: "I believe 
that success starts with having a team spirit 
that is built on honesty and openness. I'm a fan 
of Kim Scott's  (ex-Google and Apple) 'Radical 
Candor' philosophy, which creates a culture 
of caring personally and challenging directly." 
Chatting to other team members during my Vine 
Street visit, it became clear that the culture 
that has been fostered has not only helped 
individuals perform better, it is helping the 
project and customer-relations to thrive. 

For more information on Vine Street,  
please contact Paul Tumelty  
paul.tumelty@balfourbeatty.com

“Vine Street is the latest in a long list of projects 
that have seen Balfour Beatty selected as our 
contractor of choice. Balfour Beatty have always 
delivered on time and they understand the high 
standards and quality that Urbanest expects. The 
site is always clean, tidy and very well organised, 
which I think is reflected in the site’s exceptional 
safety record.”

Angus Kearin 
Head of Development 
Urbanest 

Continued:
Vine Street: a customer 
relationship built on solid 
foundations 
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Living Places: Moving from 
Zero to Hero in Lincolnshire 

Balfour Beatty Living Places was recently awarded a 
£217 million six-year contract to maintain Lincolnshire’s 
highways assets. 

We learn how Balfour Beatty Living Places (BBLP) secured the 
coveted Lincolnshire County Council Highways contract ‘against 
all odds’ by listening closely to their prospective customer and 
positioning themselves as a truly collaborative partner.

In December 2019, Balfour Beatty Living Places (BBLP) 
proudly announced it had been awarded Lincolnshire 
County Council’s (LCC) £217 million six-year contract 
for the maintenance of highways assets, with the 
option to extend for a further six-years. 

BBLP has committed to delivering a safe and 
sustainable local road network for LCC through 
the maintenance of 9,000 kilometres of highways, 
carriages and footpaths, as well as providing winter 
maintenance and drainage-cleaning services. 

During the bidding process, the BBLP team knew they 
had a monumental challenge ahead. Most of what 
would often go in Balfour Beatty’s favour – from brand 
recognition, to pre-existing customer relationships, 
were lacking in this instance. For that reason, BBLP 
was not included in LCC’s soft market testing, which 
prevented the team from ‘getting left’ – by engaging 
with prospective customers as early as possible. I sat 
down with the BBLP team to learn how they moved 
from rank outsider, to poll position.

Jim Harker, Contract Director for the LCC contract 
explains: “Despite being behind the curve initially, 
we dedicated a lot of time to listening closely to 
the customer. We took what they said on-board 
and built our strategy around collaboration, while 
demonstrating our industry-leading expertise.”  
Jim explains that the team never lost sight of the 
basics. “We understood that Lincolnshire wanted a  
first-class, robust and reliable delivery partner 
before anything else – and we worked hard to 
demonstrate that is exactly what Balfour Beatty 
can offer.”

As well as laying-out exactly how BBLP would meet 
the contract’s operational requirements, the team 
looked at ways to add additional value. Suggestions 
like reducing the number of depots and investing in 
the remaining ones, co-locating the customer and 
project teams and offering larger-than-usual, bespoke 
maintenance vehicles that hold more material, all 
helped to positively shape customer opinion. 
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Living Places: 
Moving from Zero to  
Hero in Lincolnshire 

For more information on the project, please 
contact Jim Harker, Contract Director 
jim.harker@balfourbeatty.com

Improved equipment at highways depots 
around Lincolnshire will mean better road 
repairs for residents.

BBLP’s latest contract win is testament to 
the business’s expertise and commitment to 
providing best-in-class highways maintenance 
services, whilst offering customer-focused 
solutions framed by collaborative customer 
relationships. BBLP’s Managing Director, 
Steve Helliwell, said: “With our dedicated 
teams now spanning from Sunderland to 
Southampton, we look forward to continuing 
our commitment to creating great places to 
work and play, leaving a lasting legacy for the 
communities in which we operate.”

The BBLP Lincolnshire Highways contract, 
which is currently being mobilised by  
Balfour Beatty’s Plant & Fleet Services team, 
will commence on 1 April 2020. 

“The BBLP bid stood out because it clearly 
demonstrated an understanding of Lincolnshire’s 
service delivery challenges, while also offering 
some exciting innovations and changes. We 
were looking for a delivery partner that can take 
our service to a new level and we are looking 
forward to getting started on that journey.”

Paul Rusted
Head of Highways Services
Lincolnshire County Council

The team also worked hard to position 
themselves as a strategic partner. Through 
joining initiatives like Team Lincolnshire, which 
helps drive economic growth in the region, and 
the Proving Services Highways Research Club, 
where thought-leaders collaborate to develop 
future options for service delivery, the team 
demonstrated their commitment to furthering 
LCC’s strategic objectives. This dedication to the 
cause didn’t go unnoticed. 

“Whilst our first priority is always to deliver 
excellent highway services, we want to work 
with our partners to deliver the Council’s wider 
objectives. BBLP’s social value offer really 
demonstrated an understanding of the potential 
wider benefits of our partnership”, explained Paul.

If you wish to opt out of receiving this newsletter, 
please email georgia.evans@balfourbeatty.com

Build to Last is Balfour Beatty’s strategic transformation programme to drive continuous improvement and 
build our future through being Lean, Expert, Trusted and Safe in everything that we do.

Continued:


