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The purpose of this Paper is to keep the Board appraised of progress in developing 

the Corporate objectives and annual Service delivery plan (SDP) 2011-12. The 

Board is asked to note and comment on the contents.



 

 

Providing Support to Health and Social Care 

BUSINESS SERVICES ORGANISATION – UPDATE FROM SERVICE PLANNING 
WORKSHOP, 26 JANUARY 2011 

Background 

The Department of Health, Social Services and Public Safety (DHSSPS) recently 
published its long-term strategic vision for health and social care set out under five 
key themes:  
 

1. Improving and protecting health and wellbeing and reducing inequalities; 

2. Improving the quality of services; 

3. Ensuring more accessible and responsive services; 

4. Improving the involvement of individuals and communities in the design, 

delivery and evaluation of policies, strategies and services; and 

5. Ensuring effective and efficient allocation and utilisation of all available 

resources in line with Ministerial priorities. 

 

The Business Services Organisation, as an Arms Length Body, is required to take its 
lead from these key themes and produce an organisational Corporate Plan based on 
a three-year horizon articulating the key objectives and values of the BSO. The BSO 
must also produce an annual Business/service Delivery Plan (SDP) identifying key 
actions to be delivered by service areas against each of the corporate objectives. 

In 2010, the BSO produced a three-year Corporate Plan 2010-13 which provided a 
strategic view of the direction of travel for the organisation.   This three year view 
was supported by a more detailed one year Service Delivery Plan perspective for 
2010-11.   
 
The Department utilise the plans as a basis for accountability reviews and check 
progress periodically throughout the year. The BSO also use the plans internally to 
guide action and update internal performance management metrics and risk 
registers. Finally, the plans are useful to customers to show the direction of travel for 
the BSO. 
 
It was intended that the Corporate Plan would form a rolling three year strategy 
requiring review in 2011 to ensure that it remained valid. Subsequently, this would 
lead to the development of the SDP for 2011-12 
 



 
 
Purpose of Service Planning Workshop, January 2011 
 
A Service Planning Workshop was held in late January with Directors and Assistant 
Directors.  The key objectives were to review the Corporate Plan 2010-13 in light of 
the key business drivers and current financial climate; to inform on progress against 
the current SDP and begin the process of formulating the annual SDP for 2011-12. 
 
The attendees were composed of Directors, Assistant Directors and Heads of 
Service and were split into four discussion groups. 
 
Outcomes of Workshop 
 
Following detailed discussion by the groups, amendments were suggested to a 
number of the key corporate objectives. 
 
A consensus emerged that the objective “To anticipate and influence legislation and 
comply with standards” is a required and statutory duty of management and 
therefore should not be articulated as a goal which may or may not be met. 
 
t was felt that an action on working with the department on changes to policy and 
legislation under a new objective “To extend the BSO’s range of services and 
business opportunities” was sufficient and this new objective links to the DHSSPS 
theme of ensuring effective and efficient allocation and utilisation of all available 
resources. A number of specific actions relating to the transition of the Beeches and 
NDEC and the TOPs programme were also highlighted under this objective. The 
attendees also highlighted the need to maintain and develop the BSO brand and 
reputation.  
 
The objective “To achieve, through sound planning and SLA’s, an agreed balance 
between cost, quality and satisfaction to meet customer demands and ensure 
financial stability” has been amended slightly to reflect the financial climate. This 
now reads as “To achieve, through sound planning and SLA’s, an agreed balance 
between cost, quality and satisfaction to meet customer demands and financial 
targets” 
 
It was suggested that the BSO could not guarantee a “healthy” workforce but did 
have an obligation in its actions to promote and maintain a healthy and 
supportive working environment and to help the workforce to develop additional 
skills. 
 
The workshop then considered key specific actions for the SDP and the detail of 
these discussions are included in Appendix 1. 
 
The existing corporate objectives and the proposed amendments are shown 
overleaf. 
 
 
 



 
 

VALUES, OBJECTIVES, MISSION & KEY ACTIONS 2010-13 

OBJECTIVES 2010-11 

 

Listening & 

Responding 

To Customers 

 

Transparency & 

Professionalism 

  

Diversity & 

Individuality of  

Staff 

 

Maximising 

Resources For  

Frontline HSC 

 

Social & 

Environmental 

Responsibility 

 

To demonstrate competitiveness through 

the delivery of High Quality, Productive 

and Value for Money Services. 

  

To anticipate and influence legislation 

and comply with standards. 

  

To invest in appropriate systems and 

technology to modernise services for the 

benefits of customers and staff. 

  
In line with DHSSPS Policy, deliver cost 

effective shared services which are funded 

by customers and deliver benefits. 

 

To achieve, through sound planning and 

SLAs, an agreed balance between cost, 

quality and satisfaction to meet customer 

demands and ensure financial stability. 

  

To have an appropriately skilled, healthy, 

productive and engaged workforce. 

  

Develop clear 

performance 

indicators 

Prove and Improve 

Value through 

Benchmarking 

Drive System 

Wide 

Efficiencies 

Representation to 

appropriately  influence 
Deliver to Good 

Practice Standards 

  

Focus on 

Return on 

Investments 

Continuous 

Improvement 

Activity 

Business Services 

Transformations  

  

Lead BSTP 

  

Design and 

Deliver Shared 

Services 

Deliver to 

Challenging and 

Meaningful SLAs 

Increasing 

Customer 

Satisfaction 

Grow the BSO 

  

Develop Strategic 

Workforce 

Planning 

Maintain a 

Healthy 

Workplace 

Focus on 

Performance 

  

Financial 

Success 

  

“to deliver value for money and high quality business services to Health and Social Care so contributing to the health and 

well being of the population in Northern Ireland” 
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VALUES, OBJECTIVES, MISSION & KEY ACTIONS 2010-13 

Proposed Corporate Objectives 2011-12 

 

 

Listening  & 

Responding 

To Customers 

 

Transparency & 

Professionalism 

  

Diversity & 

Individuality of  

Staff 

 

Maximising 

Resources For  

Frontline HSC 

 

Social & 

Environmental 

Responsibility 

 

To demonstrate competitiveness 

through the delivery of High Quality, 

Productive and Value for Money 

Services. 

 

To invest in appropriate systems and 

technology to modernise services for 

the benefits of customers and staff. 

  

In line with DHSSPS Policy, deliver cost 

effective shared services which are 

funded by customers and deliver 

benefits. 

To have an appropriately skilled, 

productive and engaged workforce. 

  

To extend the BSO’s range of services 

and business opportunities. 

Develop clear 

performance 

indicators 

Prove and Improve 

Value through 

Benchmarking 

Drive System 

Wide 

Efficiencies 

Focus on Return on 

Investments 

  

Continuous 

Improvement 

Activity 

Business Services 

Transformations  

  

Lead BSTP 

  

Design and Deliver 

Shared Services 

  

Develop Strategic 

Workforce 

Planning 

Promote and maintain a 

healthy and supportive 

workplace environment 

Focus on 

Performance 

Manage the transition of the 

Beeches Management Centre 

(BMC) and NDEC (subject to 

Departmental approval). 

Work with the 

Department on 

changes to policy 

and legislation. 

Develop 

Appropriate 

Skills 

WE 

VALUE… 
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E
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“to deliver value for money and high quality business services to Health and Social Care so contributing to the health and 

well being of the population in Northern Ireland” 

To achieve, through sound planning 

and SLAs, an agreed balance between 

cost, quality and satisfaction to meet 

customer demands and financial 

targets. 

Deliver to 

Challenging and 

Meaningful SLAs 

Increasing 

Customer 

Satisfaction 

Grow the BSO 

  

Financial 

Success 

  

Progress the 

TOPs 

Programme. 

Maintain and 

develop BSO 

brand and 

reputation. 



 

 
Process 
 
Service areas have been issued with a template by the Customer Care & 
Performance Directorate and asked to begin to refine their objectives and action for 
2011-12 in line with the proposed new Corporate Objectives.  Returns have been 
requested by 22 February 2011 and following prioritisation will form the basis of the 
2011-12 SDP which will be subject to Board approval. 
 
Draft SDP 2011-12 
 
Directorates are in the process of formulating their key service objectives and action 
for the coming year.  The following key themes give a flavour of the proposals: 
 

• Development and rolling out of formal benchmarking initiatives (the Legal and 
Finance Directorates participated in benchmarking initiatives in conjunction 
with CIPFA during the current year); 

 

• Investment in appropriate systems and technologies, particularly to automate 
manual systems and modernise the workflows e.g. Internal Audit; Finance, 
FPS; Customer Relations & Service Improvement 

 

• Providing input to the BSTP for the development of new business systems 
and technologies; PALS new procurement system implemented 

 

• Reviewing the formal process for formulating and agreeing Service Level 
Agreements to make it more robust and tightly controlled; 

 

• Working with the DHSSPS on potential changes to policy and legislation 
which may facilitate the extension of the BSO’s business opportunities; 
 

• Development of workforce skills appropriate to the current environment. 
 

• Counter-fraud & probity to take on responsibility for fraud-reporting from 
DHSSPS and implement a case management system for fraud investigations 
 

• Modernisation of the OREC service to enable electronic review of research by 
the committees 
 

• ITS to move all RPA2 organisations to Windows 2007 & Office 2010 
 

• Integrated Electronic Care Record procurement process initiated and contract 
awarded 



 

• Equality scheme adopted following public consultation  
 

• Implementation of new drug tariff and setting up of drug tariff unit 
 

Appendix: BUSINESS PLANNING WORKSHOP – 26th January 2011 

 

OBJECTIVES 

� Inform staff on current climate. 
� Understand the impact of the climate on the BSO. 
� Reflect on the corporate plan 2010-13. 
� Inform on progress so far. 
� Inform on TOPS programme. 
� Discuss key results and actions that the BSO needs to achieve in 2011-12 

(SDP). 
 

WHY? 

� The Department requires clarification and synchronization. 
� Customers expect us to. 
� Minimises the risk of failure. 
� Creates a roadmap to compare results. 
� Communication vehicle. 
� Build the BSO brand. 
Timeframe 

� Draft Service Delivery Plan to SMT mid February. 
� Send SDP to the Department early March. 
� Send SDP to the Board by end of March. 
Remember - SDP forms the basis of accountability reviews. 

 

CORPORATE ENVIRONMENT 

� It is an interesting time for the BSO. 
� The funding crisis is going to create profound changes. The budget debate 

raises issues of charging.  Free prescriptions caused substantial loss of 
income. 

� The future of the BSO depends on us and, to some extent, political decisions.  
� The election in May could see a new minister and indeed a new party in 

power. We should view this without trepidation but with a brand new attitude. 
� The BSO has experienced two good years.  
� The BSO’s first year was mainly consolidation. 



� The second year was mainly focused on productivity and efficiency. 
� As a business we have met targets, banked savings and have a solid financial 

basis. 
� There are a couple of major growth areas for BSO expansion. One of which is 

the BSTP which could potentially add 500/600 people on the BSO payroll. It 
will be a massive challenge to procure computer systems in the time frame for 
the public sector. If it can be done then it will be a huge benefit to the 
reputation of the BSO. 

� There is a consultation paper out which outlines to move the BMC and the 
NDEC to the BSO. Although there is some debate, there is a possibility that 
the BSO will take on the BMC and NDEC. This will involve a rebranding and 
revamp of existing agencies.  

� The last 18 months have built the BSO reputation to such a degree that we 
are now being trusted with new things which is a good direction for the 
business. 

 

THE FINANCIAL PICTURE 

� Over the next few years it is obvious that the BSO revenue will face a number 
of pressures namely, inflation, demographic pressures and residual demand. 
The growing number of younger and elderly people in society places a strain 
on the resources as they are the biggest consumers of spends. 

� There will be a loss of capital over the next couple of years which needs to be 
considered. 

� Year one has been a challenging one. 
� Trusts need to be in recurrent breakeven. 
� The shortfall of 11/12 is likely to be around £200M 
� The following have been considered as cost pressures; 
-Pay costs and pay inflation and incremental draft 

-Goods and Services inflation 

-Legal Services 

-Energy Costs 

-FPS – Activity Increases 

-ITS Developments 

 

TOPS PROGRAMME 

� The focus of the programme is to identify long and short term changes that 
will save money. 

� Impose discipline, rationalise the supply chain, drive tactical efficiency, 
engage with the work force, redesign operating models and modernize 
processes. 



� Stage 1 has been implemented by way of the scrutiny group being in 
operation. 

� Stages 2 and 3 are under way by way of reducing costs, reducing usage, 
raise awareness, provide a challenge function and change mindset. 

� Stages 4 and 5 involve service developments in a timeframe of 6-12 
months. 

� Transferring costs from one sector to another does not constitute a saving. 
� Several areas under goods and services were illustrated to show the 

savings that could be made. 
� There is an emphasis on leveraging business and generating income by 

way of extending of our services to non health public sector bodies. 
 

BREAKOUT SESSION 1: ARE THE CORPORATE OBJECTIVES STILL “FIT-

FOR-PURPOSE?” 

 

Group 1 

� Objective 1 still valid although thought the word “productive” should be 
changed to “efficient and effective”.  

� Objective 2 considered the anticipating and influencing policy was still valid 
but complying with standards is obligatory so should it really be classed as a 
corporate objective. 

� Objective 3 raises the issue of prioritizing what we do, is the structure of the 
BSO fit for purpose considering internal shared services. Importance of 
delivering corporately rather that silos in order to help reinforce the BSO 
brand. Harmonising customer care interface would help to build the brand 
also.  

� Objective 4 was considered to be valid. 
� Objective 5 was thought to be in conflict with objective 1. High quality v what 

can be afforded.  Potential wording for objective 5 “To satisfy customer 
demands and ensure financial stability through sound planning and SLAs.” 

� Objective 6. The word ‘healthy’ was not considered appropriate as it was felt 
that employing organisations had limited control over this factor.   Potential 
wording “To have an appropriately skilled and engaged workforce in a 
productive working environment.” “Employer of Choice” - people want to come 
to work because they enjoy it.  

 

Group 2 

� Objective 1 was considered still to be valid. System Efficiencies e.g. ECR – 
Productivity Improvement. 

� Objective 2 was thought to be questionable. Complying with legislation is 
something we have to do rather than a corporate objective. 

� Objective 3 was considered to be valid. 
� Objective 4 was considered valid although reshaped to take account of 

experience in last year and existence of project structure. Timing of 
implementation of systems.  



� Objective 5 is valid according to the group. 
� Objective 6 is valid. Although the issue was raised regarding improving the 

employability of the workforce.  
 

NEW ISSUES 

� Business Continuity and Emergency Planning  
� Take account of possible changes regarding the BMC and NDEC. 
� Ensure the smooth, successful transition of BMC and NDEC to the BSO. 

 

Group 3  

� General acceptance of all 6 objectives. 
 

NEW ISSUES 

� Growth and generate income  
- New markets 
- New products 

 

� Corporate brand 
- Build externally 
- And internally 

 

� Focus on value added and cost 
- Transparency needed. 

 

 

Group 4 

� Objective 1 was thought to be very similar to objective 5 so the thought was to 
try and merge them. 

� Objective 2 was valid except for the “comply with legislation” part as it is 
obligatory there is no need to include it in the corporate objectives. 

� Objective 3 is valid and should stay as it is. 
� Objective 4 is valid and should stay as it is. 
� Objective 5 – See objective 1  
� Objective 6 was considered to be valid except perhaps add something to 

include reference to social responsibility. 
 

Summary 

� Objective 1 should perhaps be reworded to cater for customer expectations. 



� Objective 2 should be reworded to express the want for the organisation to be 
a driver for change. 

� Objective 3 is still valid and should remain as it is. 
� Objective 4 is still valid and should remain as it is. 
� Objective 5 is different from 2 as it relates to finances and balancing books. 
� Objective 6 should include the organisation’s social responsibility.  Consider 

the argument raised about improving the employability of staff and creating a 
set of modern workforce skills. 

� Create a new objective outlining the desire to grow the organisation and 
generate new income. 

 

BREAKOUT SESSION 2: WHAT ARE THE KEY RESULTS WE NEED TO 

ACHIEVE IN 11/12 TO MEET THE CORPORATE OBJECTIVES? 

 

Group 1 

� Development of benchmarking to gauge progress. 
� Rolling out benchmarking. 
� Preparing a corporate ‘brochure’/annual report setting out advantages of the 

BSO. 
� Review of Key Performance Indicators (KPIs). 
� Training targets. 
� Identify secured data transfer systems. 
� Rolling out of PaLS projects (e.g. EMM, UNITAS).  
� TOPS targets. 

 

Group 2 

� SLAs – Balance of cost/quality and service. 
� Longer SLAs to be targeted (4 year?). 
� Early financial agreement. 
� Connection between service and payment. “Item of service” approach. 
� Revision of service specifications; 
- Standardise  
- Remove non-value-added areas 
� Shared services; 
- Contract for new systems 
- Begin roll out 
- Agree shared services location 

 

� Growth; 
- Undertake market analysis with key sectors 
- Identify/prepare the service offering. (service scope/cost/performance)  
- Start work with DHSSPS on legislative changes 
- Identify and secure Business Development Resources 
� Workforce; 



- HR strategy for time of significant change 
- Managerial competencies 
- Succession planning 
- Career development paths which are non-promotional  
- Dealing with under performance 
- Identification/development of “core” business skills 
- Motivational agenda (to offset the financial impacts) 

 

Group 3 

� Further ITS development so we are operating on the same systems, MFDs 
and development of a FPS web portal. 

� Development of FPS web portal consequent reduction in use of postal 
system. 

� Reviewing and agreeing KPIs with clients. 
 

Group 4 

� Focus on learning and development. 
� IIP. 
� Social responsibility should be reflected in all the objectives.   

 

NEXT STEPS 

� CRSI will look at the objectives again. 
� Give feedback on the points and ideas raised during the workshop. 
� Give feedback on action points. 
� SMT to agree Corporate Objectives. 
� Karen O’Loan will be in contact with specific directors before the end of 

February to facilitate creation of Service Objectives for 2011-12. 
 

 
 


