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1 Introduction 

This document is presented by the Business Services Organisation 
(BSO) for public consultation. It reports the outcome of the Audit of 
Inequalities conducted by the BSO and the proposed Section 75 
Equality Action Plan 2011-13. 

Copies of this document are available on the BSO website and in 
paper format. Documentation will be made available on request in 
formats such as Braille, audiocassette, large print, and disc and in 
minority languages to meet the needs of those not fluent in 
English. 

Please refer to Appendix 4 for information on how to provide any 
consultation comments you wish to make. 

Consultation on this document will last from 17 December 
2010 to 18 March 2011. 

We intend to also use other consultation methods to seek views 
and it may be that you will receive further communication from us 
in due course. 

We hope that you will find time to comment on this document. 
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2 Background 

2.1 The Equality Scheme 

2.1.1 What is Section 75? 

Section 75 is part of the Northern Ireland Act 1998. It requires 
public authorities in carrying out their functions to have due regard 
to the need to promote equality of opportunity between the nine 
equality categories of persons of different religious belief, political 
opinion, racial group, age, marital status or sexual orientation; men 
and women generally; persons with a disability and persons 
without; and persons with dependants and persons without. It also 
requires them to have regard to the desirability of promoting good 
relation between persons of different religious belief, political 
opinion and racial group. 

2.1.2 The Equality Scheme 

In its 2010 document entitled Section 75 of the Northern Ireland 

Act 1998 – A Guide for Public Authorities the Commission explains 
that an equality scheme is “a document which outlines a public 
authority’s arrangements for complying with its Section 75 
obligations” (p.84). The guide likewise provides details on the form 
and key elements of the scheme. 

2.1.3 BSO Requirements 

On 1st August 2010 a letter was issued to the Chief Executive of 
the BSO advising of the requirement to undertake some 
preparatory work for the development of the equality scheme. This 
was in the form of the conduct of an audit of inequalities and the 
development of an action plan. 

On 1st November the BSO received the formal request for 
submission for approval of an equality scheme within 6 months 
by1st May 2011. This request was accompanied by a model 
scheme for completion. 
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2.2 The Inequalities Audit and Action Plan 

In parallel with the development of the Equality Scheme, the BSO 
were asked to undertake an audit of inequalities and develop an 
action plan. 

2.2.1 The Audit 

The Equality Commission Guidance on Section 75 (2010) 
recommends that “public authorities undertake an ‘audit of 
inequalities’ to inform the development of their plans” (p.48). The 
audit should comprise “a systematic review and analysis of 
inequalities which exist for service users and those affected by a 
public authority’s policies” (p.49). 

2.2.2 The Action Plan 

The guidance further recommends that public authorities develop 
“an action plan which details action measures relevant to a public 
authority’s functions, to promote equality of opportunity and good 
relations and address inequalities for the Section 75 categories. 
Action plans should outline the desired outcomes a public authority 
aims to achieve with related performance indicators and 
timescales” (p.13 of Equality Commission Guidance on Section 
75). 

The Commission also emphasises the importance of linking 
equality action planning to corporate and business planning. It 
advises that “public authorities link the development of (…) action 
plans to their corporate planning cycle, in order that equality of 
opportunity and good relations are incorporated and mainstreamed 
at a strategic level into the business of the public authority. At an 
operational level, we recommend that implementation of (…) action 
plans are included in a public authority’s business planning cycle” 
(p.47). 
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2.3 The Process of Conducting the Audit 

2.3.1 Evidence base 

In order to gather the audit evidence the Equality Unit engaged in 
various levels of evidence gathering: 

• Literature Review  

Staff of the Equality Unit worked in partnership with equality 
colleagues from across Health and Social Care (HSC) and Public 
Safety organisations to review equality issues highlighted in some 
of the more recent research literature. While these activities did not 
constitute literature reviews in an academic sense they served to 
summarise emerging issues and suggestions for each of the nine 
equality groupings in relation to employment and service provision 
in the wider health and social care field. 

• Workshops with senior staff 

The Equality Unit convened workshops with senior staff to gather 
evidence specific to their service area including professional 
experience of staff. 

• Other sources of information used 

Given the highly specialised nature of BSO functions, the extent to 
which relevant research literature could be drawn upon to shed 
light on equality issues relating to our services was limited. Some 
relevant publications (research and good practice guidance) 
informed the audit in relation to the provision of accessible 
information and to complaints (listed in Appendix 2). Important 
sources were completed screening exercises and equality impact 
assessments (see Appendix 2). Issues raised by voluntary sector 
groups during consultation events were likewise considered. 
Information from internal administration systems played a role in 
the area of Family Practitioner Services and Legal Services. 
Ultimately, however, the professional experience of staff was key 
in identifying inequalities and opportunities for promoting equality 
and good relations. 
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2.3.2 External Assurance 

In February 2010, in response to early communication from the 
Equality Commission which outlined its intention to request new 
schemes, the BSO’s Equality Unit convened an advisory group to 
support and quality-assure the process of undertaking the audit 
and developing the new scheme and action plan. The group brings 
together individuals from a range of Section 75 groups with 
knowledge and an interest in the field. It includes membership from 
Disability Action, Mencap, An Munia Tober, Carers NI, Cara-Friend 
and the Equality Coalition. 

2.3.3 Undertaking the Audit  

Recognising that it is key to ensure that the audit covers all of the 
organisation’s functions and policies, the BSO decided that the 
process should be driven by its Equality Forum, which brings 
together all the Assistant Directors / Heads of Service of the 
organisation. 

The Equality Unit met with key Section 75 leads in the Equality 
Commission on 11 May 2010 to discuss the BSO approach to the 
audit of inequalities. The Equality Commission supported the 
suggested process. 

The work to conduct the audit, including gathering evidence and 
identifying gaps in data, and to develop the plan was undertaken in 
several steps: 

(1) June 2010 – description of functions 
Descriptions of functions were drafted by Assistant Directors 
/ Heads of Service for their service area. 

(2) July/August 2010 – auditing 
A series of workshops were held to cover each service area, 
facilitated by the BSO’s Equality Unit and involving the 
respective Assistant Director / Head of Service and their 
senior team. 
Against each of the described functions the workshop 
focused on identifying equality issues and inequalities, what 
evidential data is available, what evidential data will need to 
be collected in future, what arrangements are already in 
place to address equality issues, and what actions will need 
to be taken to address the equality issues and data gaps 
identified. 
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(3) September/October 2010 – prioritising 
All action points developed in the course of the audit were 
collated. All Assistant Directors / Heads of Service were 
asked to score each of the actions. In scoring individual 
actions, four main aspects were considered: equality 
outcomes, corporate significance, mainstreaming potential 
and resources involved. In recognition of organisational 
capacity to deliver on a considerable number of actions 
identified (more than 60 actions - see appendix 3), 6 key 
areas were prioritised.  

(4) October 2010 – action planning 
Intended outcomes, performance indicators, timescales and 
lead responsibilities were defined for each agreed action 
point. 

Throughout this time, progress was reported to the BSO’s senior 
management team on a regular basis. 
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3 The organisation and description of functions 
(Who we are and what we do) 

3.1 BSO service areas and their functions 

The Business Services Organisation was established on 1 April 
2009 to support organisations working across the HSC in Northern 
Ireland. 

It is made up of a total of 13 different service areas, which in turn 
are grouped into 5 Directorates (Operations, Legal Services, 
Finance, Human Resources and Corporate Services, and 
Customer Care and Performance). 

The BSO earns its income from the provision of services which are 
paid for by other HSC organisations, including the HSC Board, 
Trusts and other agencies in the HSC community, including the 
Department of Health, Social Services & Public Safety (DHSSPS). 
‘Customers’ of the BSO are those customers and clients 
(organisations and individuals) who use or pay for BSO services. 
The BSO’s customers will therefore include those members of the 
public who interact directly with the organisation, for example, in 
obtaining new medical registration cards. 

In the following, the work of each service area is briefly 
summarised. Appendix 1 provides a detailed list of functions for 
each of these. 

1 Family Practitioner Services 

This service area provides a range of services relating to patients, 
GPs, dentists, opticians, and pharmacists. These include 
administering the registration of patients with Health and Social 
Care in Northern Ireland as well as call/recall services for cancer 
screening programmes. The unit also calculates and makes 
payments to dentists, GPs, opticians and pharmacists. 

2 HSC Pension Service 

HSC Pensions administer the HSC Pension Scheme which 
provides retirement benefits to HSC employees, GPs, dentists and 
employees of other organisations in Northern Ireland that are 
approved to join our scheme, eg. Hospices. Currently we have 
approximately 56,000 members. 
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3 Counter Fraud and Probity Services 

This service area provides a range of services to the Department 
of Health, Social Services and Public Safety (DHSSPS) as well as 
HSC organisations. These include carrying out criminal 
investigations into cases of suspected fraud; carrying out a range 
of checking functions to ensure that GPs, Dentists, Opticians and 
Community Pharmacist claims for payment are correct; 
administering payments in relation to the Healthy Start Scheme; 
checking claims made by patients for free dental treatment and 
free sight tests and glasses; revising and developing policies for 
probity work and fraud investigations carried out; and leading and 
developing fraud awareness work across all HSC organisations. 

4 Procurement and Logistics Service 

The services provided to HSC organisations in this area include 
sourcing; procurement operations; warehouse operations; 
warehouse stock management; warehouse customer care; and the 
Community Care Appliance Service, which involves supplying 
goods direct to patients to assist them to live within their own 
dwelling. 

5 Information Technologies Services 

This service area provides regional Information and 
Communication Technology (ICT) services to Health and Social 
Care in Northern Ireland. The unit acts as a regional centre for 
expertise across a broad range of ICT areas. It provides direct 
services but also has a vital role in the coordination of ICT 
development across critical areas such as security, business 
continuity, applications delivery, and ICT infrastructure 
development. The unit also plays a key role in the procurement, 
award and management of contracts for the provision of regional 
ICT equipment, software and services. 

Responsibility for ICT strategy and planning now resides with the 
HSC Board but the unit continues to have a key input to the 
development of ICT strategy and policy within HSC. 
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6 Legal Services 

The Directorate of Legal Services provides legal services to HSC 
organisations in Northern Ireland. These include legal 
representation in court and tribunal proceedings; legal advice and 
training; administering legal payments; and engaging counsel and 
other experts to assist in the provision of our services. 

7 Financial Services 

The Finance Directorate has a strategic role within the BSO to 
ensure that funds are secured to enable the achievement of the 
BSO’s vision, aim and strategic objectives and that there is a clear 
framework for financial accountability and control throughout the 
BSO. 

The Finance Directorate has an operational role within the BSO for 
the delivery of all financial services, including payroll, accounts 
payable, income collection, management of debt, banking and 
cash flow, management accounting and final accounts. 

The Directorate also delivers a range of financial services to 
external clients within the HSC in Northern Ireland. 

In addition, the Directorate is responsible for ensuring the BSO’s 
compliance with the three core controls assurance standards 
namely, Governance, Risk Management and Financial 
Management and coordinating the delivery of the remaining non-
core standards within the specified timetable. 

The Finance Team is responsible for the provision of the statutory 
final accounts of BSO in accordance with DHSSPS guidance and 
applicable accounting standards. It also provides monitoring 
information to the Department on a monthly basis. 

8 Human Resources Services 

The unit provides a range of Human Resources services to the 
BSO and a number of external clients within the HSC. The main 
services relate to: recruitment and selection; employee relations; 
training and development of staff; workforce development; and 
policy development. 
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9 Corporate Services 

This service area provides a range of corporate services to the 
BSO and external clients in relation to health and safety; controls 
assurance; facilities management; and information governance. It 
likewise leads on dealing with complaints, the development of the 
BSO website and it supports policy development in the 
organisation. 

10 Internal Audit Service 

The unit provides an Internal Audit service to HSC organisations. 
An annual programme of audits is developed for and delivered to 
each client organisation. An audit report is produced following each 
audit, providing an independent opinion on the area under review 
and making recommendations for improvement. 

11 Customer Relations and Service Improvement 

The Customer Relations and Service Improvement unit carries out 
a range of functions relating to the customers of the BSO. 
‘Customers’ of the BSO are those organisations and individuals 
who use or pay for BSO services. The functions of the unit include 
facilitating the creation and agreement of contracts with customer 
organisations; facilitating the development of productive working 
relationships with the main customers of the BSO and the various 
BSO departments; facilitating performance management; 
managing the business planning and risk management processes 
as well as the creation of the Annual Report. 

12 Office for Research Ethics Committees 

The Office for Research Ethics Committees in Northern Ireland 
provides a service which reviews research involving patients or 
their data to ensure that it is managed ethically and in the best 
interest of the patient. It does this by use of committees who are 
trained in ethical review of research but are composed of members 
who do this voluntarily and with impartiality. 

13 Equality Services 

The role of the Equality Unit is to support the BSO and nine other 
HSC organisations in mainstreaming equality, diversity and human 
rights in their work.  
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This includes providing training; support in policy development and 
implementation (equality screening and equality impact 
assessments); developing good practice initiatives; preparing 
equality schemes, action plans and annual reviews of progress; 
and providing information and briefings to staff. 
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4 Key Findings  

4.1 Introduction 

As Section 3 has illustrated, the functions and services delivered 
by the BSO are very diverse. As a consequence, the audit 
revealed that a wide range of different stakeholders are impacted 
by our services and a wide range of different types of inequalities 
and equality issues arise. It also became clear that unlike in the 
case of other HSC organisations whose service users are first and 
foremost patients and clients, the equality issues relevant in the 
context of the BSO are not primarily health inequalities and 
inequalities in social well-being. It follows that the actions proposed 
are also likely to be of a different nature. 

4.2 Results 

Table 1 sets out six key corporate actions arising from evidence 
collected, through literature review, workshops and other sources. 
These actions were developed taking into consideration on the one 
hand the inequalities identified and on the other the organisational 
capacity to deliver within the 2-year timeframe. Each action is 
linked to: 

• one or more of the BSO corporate objectives, 

• specific sections in the BSO statutory Equality Scheme and  

• associated Equality Commission Section 75 Guidance. 

Appendix 3 details measures at the level of service areas to be 
taken forward by mainstream business planning arrangements. 
These will be reviewed on an annual basis and if necessary taken 
forward to subsequent action plans. 

From the review of inequalities and actions identified across the 
organisation six core actions emerged: 

• accessibility 

• systems, information sharing and monitoring 

• user engagement 

• using our influence 

• awareness raising and training  

• driving the mainstreaming of equality. 
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Individual measures in Appendix 3 are colour-coded for ease of 
reference to the key corporate actions. 

.
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Table 1: BSO Corporate Action Plan 2011-13 

Evidence used to inform the BSO audit of inequalities: 
• Professional experience of staff (collected through extensive workshops) 

• Relevant research literature and good practice guidance (see Appendix 2) 

• Relevant screening and equality impact assessments (see Appendix 2) 

• Issues raised during previous consultation events (see Appendix 2) 

• Internal administration systems (Family Practitioner Services and Legal) 

Corporate Action Intended 
Outcome 

Performance 
Indicator 

By 
When 

By 
whom 

1. Accessibility 
• Improve access to information provided by the 

BSO to users of our services (whether members 
of the public or HSC staff) through the 
development and implementation of an accessible 
information policy involving: 

� review and if appropriate revise existing style 
guides 

� review existing arrangements for provision of 
information in alternative formats and identify 
any gaps 

� develop costings for additional arrangements 
� prioritise areas according to needs/equality 

outcomes and costs 
� if necessary develop business cases for 

prioritised areas 

Service users 
and staff with 
particular 
needs have 
equal access 
to BSO 
information 
and services. 

 

Policy 
developed, 
screened, 
consulted on 
and 
implemented 

 

 

 

 

 

 

Year 1 

 

 

 

 

 

 

 

 

SMT 
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• Improve access to BSO services by focussing 
initially on service areas with greatest impact on 
users of our services (whether they are 
members of the public or HSC staff) 

� Family Practitioner Services: call/recall 
services for cancer screening – improve 
access to helpline and referral services for 
people not fluent in English and those with 
hearing impairments 

� HSC Pensions: improve access to advice 
services for people not fluent in English and 
those with hearing impairments 

� Legal Services: administering legal payments 
– closely review finance processes to ensure 
delays in payment (disproportionately 
affecting people with a disability) are 
minimised 

 

 

Arrangements 
are in place for 
accessing 
telephone 
interpreting and 
text relay 
services 

Claimants 
receive legal 
payments in 
timely manner 

 

Year 2 

Link to Corporate Objectives: 2,3,5 – Link to Equality Scheme: Ch 6 (6.1-6.8) 
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2. Systems, Information Sharing and 
Monitoring  

• Develop BSO qualitative and quantitative 
information base to assist in informing policy  

Using all 
available good 
information 
whether 
qualitative and 
quantitative to 
assist in 
informing 
policy 

BSO information 
base available 
for use by 
policy/decision 
makers 

Year 2 SMT 

Link to Corporate Objectives:2,3 - Link to Equality Scheme: Ch 4 (4.27-4.31) 

3. User Engagement  

• Explore the potential to implement appropriate 
user fora based on demonstrable need in 
relation to 

o users who are members of the public or 
Section 75 voluntary sector 
representatives in relation to BSO role 
in Cancer Screening Services 

o users of HSC Pensions services 
(members, pensioners) 

User fora 
established 
where 
appropriate 
thereby 
ensuring that 
diverse needs 
of service 
users are 
considered 

Terms of 
reference 
drafted 

Fora established 

Year 2 Dir Ops 
(FPS, 
Pensions) 

Link to Corporate Objective: 1 - Link to Equality Scheme: Ch 3,4 (3.1, 3.21, 4.6) 
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4. Using Our Influence 

• Work with regional HSC organisations and 
DHSSPS to help develop an information sharing 
policy (between HSC professionals in service 
delivery) 

• Influence HSC Board to ensure that 
specifications for new BSO systems have, where 
appropriate and within resource constraints, the 
capacity to assist in the recording of data on 
Section 75 groups 

BSO as a 
centre of 
excellence 
influences the 
promotion of 
equality of 
opportunity 
across health 
and social care 

System 
specifications 
may include, 
where 
appropriate, a 
request to 
enable the 
recording of 
S75 data 

BSO 
representation 
at relevant 
regional groups 

Specifications 
included this 
criteria are 
available for 
appropriate 
systems 

Year 1 
and 
ongoing 

Dir Ops 

Link to Corporate Objectives: 2,4 - Link to Equality Scheme: Ch 2 (2.2) – Link to Section 75 Guidance Ch 
8 (P47) 
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5. Awareness Raising and Training 

• Develop programme of training and awareness 
raising for BSO staff, BSO line managers and 
relevant clients to meet the diverse needs of 
service users and staff comprising 

o eLearning 
o briefings 
o inductions 
o formal training sessions 
o workshops 

BSO staff have 
improved skills 
and awareness 
to meet the 
diverse needs 
of users of our 
services 

Training 
programme 
developed 

Year 1 
and 
ongoing 

Dir Ops 
(Pensions
), Dir HR, 
Chief 
Leg. 
Advisor 

Link to Corporate Objective: 6 - Link to Equality Scheme: Ch 5 (5.4-5.5) 

6. Driving the Mainstreaming of Equality  

• Add equality screening check to audits of BSO 
and client organisations (Internal Audit) 

• Add clause detailing BSO commitment to 
equality duties to be included in Service Level 
Agreements 

Mechanisms 
are in place to 
drive and 
support the 
mainstreaming 
of equality in 
BSO and client 
organisations 

item included in 
audit plans 
where 
appropriate 

Service Level 
Agreements 
include clause 

Year 1 

 

 

Year 1 

Dir CCP 

 

 

Dir CCP 

Link to Corporate Objectives: 1,2 - Link to Equality Scheme: Ch 2 (2.2) – Link to Section 75 Guidance Ch 
8 (P47) 
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5 Monitoring and review of the action plan 
(How we propose to assess whether we deliver) 

We propose to monitor the delivery on our commitments through 
two different routes. 

On a quarterly basis, service areas will report to the BSO’s senior 
management team and the BSO board. In addition, an annual 
report will provide a yearly update on the progress we have made. 
This will be part of our Annual Review of Progress on Section 75 
Implementation to the Equality Commission and will be published 
on the BSO website to ensure transparency. 

Collating information on progress across the organisation will then 
allow us to review our initial action plan. Taking account of new 
developments at the same time, we will decide whether we need to 
make changes to the plan. 

We intend to propose to our Section 75 Advisory Group that 
members become involved in the annual review of plan to 
provide us with an important external perspective. 
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Appendix 1: Descriptions of functions 

1 Family Practitioner Services 

• Maintains the lists of patients registered with general medical 
and dental practitioners, including registering patients and 
assigning patients who can’t get a doctor to accept them as a 
patient to a practice 

• Administers regional cancer screening services, involving 
call/recall services for breast, cervical and bowel cancer 
screening 

• Calculates and makes payments to dentists, GPs, opticians and 
pharmacists 

• Provides information derived from registrations and payments to 
the HSC Board, DHSSPS, Public Health Agency and other 
government department and Agencies 

• Provides professional advisory services related to payments 
and registrations to the HSC Board, DHSSPS, Public Health 
Agency and the general public. 

2 HSC Pensions Service 

HSC Pensions administer the HSC Pension Scheme which 
provides retirement benefits to HSC employees, GPs, dentists and 
employees of other organisations in Northern Ireland that are 
approved to join our scheme, for example, Hospices. Currently we 
have approximately 56,000 members. Our services include: 

• Responsibility for paying lump sums and pensions promptly 
and correctly to approximately 29,000 existing pensioners. 

• Processing and administering claims for new retirements, 
applications for ill-health retirements, transfers of benefits 
from one scheme to another eg. employees transferring from 
HSC to Civil Service, local government etc. and refunds of 
contributions to people who have left the Scheme. 

• Publicising and encouraging awareness of the Scheme 
among employers and HSC staff via newsletters, booklets, 
leaflets, seminars, website. 
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• Maintaining member records throughout their membership of 
the Scheme. 

• Dealing with all forms of communication from various 
sources such as members, employers, representative 
bodies, The Pension Advisory Service and Pensions 
Ombudsman. 

3 Counter Fraud and Probity Services 

The Counter Fraud and Probity Services of the BSO provide a 
range of services to the health and social care sector: 

Counter Fraud Service 

• Carrying out criminal investigations into cases of suspected 
fraud against the Health Service in Northern Ireland. 

Probity Service 

• Carrying out a range of checking functions to ensure that 
GPs, Dentists, Opticians and Community Pharmacist claims 
for payment by Health Service are correct. 

Healthy Start Scheme 

• Payment of claims for milk supplied to the under 5’s. 

• Payment for administration of the Healthy Start Voucher 
Scheme for NI.  

• Operation of the Healthy Start Vitamins Scheme for NI 

Patient Health Charges 

• Checking claims made by patients for free dental treatment 
and/or free sight tests and glasses. 

Counter Fraud and Probity Policy 

• Revising and developing policies for probity work and fraud 
Investigations carried out. 

• Leading and developing fraud awareness work across all 
Health Organisations. 
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4 Procurement and Logistics Service 

The services provided to HSC organisations include: 

• Procurement – Sourcing: this is the formal tendering, 
contracting and contract management of all contracts let by 
BSO PaLS on behalf of HSC organisations. 

• Procurement – Operations: this is the day-to-day ordering of 
goods and services for HSC organisations. 

• Warehouse Operations – this is the day-to-day operation of a 
large warehouse. 

• Warehouse Stock Management – this is the management of 
stock levels and ordering of goods for the regional 
warehouse. 

• Warehouse Customer Care – this is the day-to-day 
management and operation of the ordering of goods from the 
warehouse and the liaison with staff in other HSC 
organisations on a daily basis regarding their day-to-day 
needs. 

• Community Care Appliance Service: this is the supply of 
goods direct to patients to assist them to live within their own 
dwelling. The service involves the storage and distribution of 
aids for daily living direct to patients or for collection by 
carers or Allied Health Professionals (Occupational 
Therapists, District Nurses etc.). 

5 Information Technologies Services 

The services provided by the unit include: 

Hardware, Software and Systems* 

• Assessing, specifying and providing expert advice on the 
procurement of hardware, software and systems to meet 
clients’ requirements. This includes advising on the 
procurement of software packages to support functions of 
BSO and clients, eg. HR, procurement packages, Patient 
Administration System; 
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• Preparation, distribution, installation and configuration of 
hardware, software and systems; 

• Maintenance and disposal of hardware, software and 
systems; 

• Ensuring the integrity and security of hardware, software and 
systems; 

• Development of new software to meet business needs. 

Other 

• Development of policies relating to above functions; 

• Providing expert advice or making suggestions for 
improvements to existing systems for efficiency and/or 
improved functionality; 

• Ensuring the integrity and security of data held on ITS 
systems; 

• Maintenance and security of communication systems and 
software, eg. email account system, websites 

• Management of contracts with suppliers; 

• Delivery of a range of projects (reporting to HSCB as 
commissioner) - each project potentially having different 
impact on HSC employees and on patients or clients using 
HSC services; 

• Business continuity planning – working out how to continue 
business in the event of a disaster or major fault. 

*Examples: 

Hardware: desktop computers, laptops, printers 
Software: Microsoft office tools 
Systems: Servers, network equipment 

6 Legal Services 

The Directorate of Legal Services as part of the BSO provides 
legal service to HSC organisations in Northern Ireland. Our 
services include: 
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• Legal representation in court and tribunal proceedings, 
including child care cases, clinical negligence claims, 
employers and public liability claims and employment law 
matters  

• Legal advice and training in relation to the legal duties and 
responsibilities of HSC organisations 

• Administering legal payments, including the payment of 
damages and claimants’ costs following settlement of claims  

• Engaging counsel and other experts to assist in the provision 
of our services. 

7 Financial Services 

The Finance Directorate has a strategic role within the BSO to 
ensure that funds are secured to enable the achievement of the 
BSO’s Vision, Aim and Strategic Objectives and that there is a 
clear framework for financial accountability and control throughout 
the BSO. 

The Finance Directorate has an operational role within the BSO for 
the delivery of all financial services, including payroll, accounts 
payable, income collection, management of debt, banking and 
cash flow, management accounting and final accounts. 

The Directorate delivers a range of financial services to external 
clients under annual service level agreements, and also delivers 
financial services to Trusts and the HSC Board in respect of 
Clinical Negligence; Bursaries: Research Grant Distributions and 
Treasury Banking Services, and Artscare. 

In addition, the Directorate is responsible for ensuring the BSO’s 
compliance with the three core controls assurance standards 
namely, Governance, Risk Management and Financial 
Management and coordinating the delivery of the remaining non-
core standards within the specified timetable. 

The Finance Team is responsible for the provision of the statutory 
final accounts of BSO in accordance with DHSSPS guidance and 
applicable accounting standards.  It also provides monitoring 
information to the Department on a monthly basis. 
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Services include: 

• prepare annual audited financial statements and statutory 
financial returns and monthly monitoring information to 
various bodies, e.g. Department, HM Revenue & Customs 
on behalf of the BSO and certain other HPSS organisations;  

• financial and management accounting services to the BSO’s 
Directorates and Business Units, small agencies and other 
HPSS bodies;  

• monitoring against financial plans, and providing financial 
management information for the Board, its Committees, the 
Senior Management Team, and budget holders;  

• payment of invoices and expenses; 

• collection of income; 

• payroll services; 

• treasury and central banking services management for 
Boards and Trusts; 

• student nurses bursaries fund management; 

• administration of clinical negligence central fund; 

• production of financial plans such as budgets, capital plans, 
cashflow profiles and forecasts, and business cases; 

• advice on costing and pricing; 

• ad hoc financial exercises and Board Sub Committees. 

8 Human Resources Services 

This unit provides a range of Human Resources services to the 
BSO and a number of external clients within the HSC. A summary 
of the main Human Resources services is provided below: 

• Recruitment and Selection; to administer the recruitment and 
selection of staff 
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• Employee relations; to provide advice and guidance to 
managers on all issues relating to the employment of staff for 
example, to provide advice on terms and conditions, to 
facilitate and where necessary conduct formal processes 
such as disciplinary, grievance, capability etc and to engage 
and consult with the recognised Trade Unions on relevant 
matters 

• Training and Development; to identify, facilitate and where 
appropriate provide relevant training and development to 
staff in the organisation 

• Workforce Development; to develop plans for the future 
number of staff and skills required for the organisation 

• Policy Development; to design and implement a range of 
Human Resources policies for customers. 

9 Corporate Services 

This service area provides a range of corporate services to the 
BSO and external client organisations: 

• Health and Safety; to ensure compliance with legislation 
relating to the health and safety of staff within BSO  

• Controls assurance; to ensure that BSO is compliant with 
DHSSPS standards 

• Facilities Management; to ensure effective facilities 
management services across BSO sites 

• Information Governance; to ensure an effective Information 
governance culture within the BSO 

It likewise leads on dealing with complaints and the development 
of the BSO website. The unit also supports policy development in 
the organisation. 

10 Internal Audit Service 

The Internal Audit Unit provides an Internal Audit service to Health 
and Social Care organisations. An annual programme of audits is 
developed for and delivered to each client organisation.  
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An audit report is produced following each audit, providing an 
independent opinion on the area under review and making 
recommendations for improvement. 

11 Customer Relations and Service Improvement 

The Customer Relations and Service Improvement section of the 
Customer Care and Performance Directorate carries out the 
following functions: 

• Facilitates the creation and agreement of Service Level 
Agreements (contracts) with customer organisations of the 
BSO. 

• Facilitates the development of productive working 
relationships with the main customers of the BSO and the 
various internal departments who provide services. (The 
ways in which we do this would include setting up forums 
with customers so we can work together to improve quality of 
service and obtaining customer feedback through surveys 
etc.) 

• Develops and manages performance management 
framework and systems of the BSO and ensures that 
appropriate service improvement plans are in place. 

• Manages the creation of the Corporate Strategic Plan (this 
plan describes the main work of an organisation over a 
period of time and the approach that will be taken to carry it 
out). 

• Responsible for the BSO Corporate Strategic and Service 
Delivery Planning processes. 

• Manages the corporate Risk Management processes. 

• Co-ordinates the annual Controls Assurance Standards 
Programme (these are standards which the DHSSPS 
requires Health and Social Care Organisations to be 
assessed against). 

• Manages the creation of the BSO Annual Report. 
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12 Office for Research Ethics Committees 

The Office for Research Ethics Committees Northern Ireland 
provides a service which: 

• Provides ethical advice to researchers who need access to 
patients, their medical records or data, so that the research 
is managed ethically and in the best interest of the patient.  It 
does this by use of committees who are trained in ethical 
review of research and are composed of members who do 
this voluntarily and with impartiality.  

• Reviews a range of research including clinical trials of drugs, 
new medical technology and equipment as well as studies 
involving best practice and treatment. The research reviewed 
may involve the vulnerable such as people with learning 
difficulties, other disabilities, serious illness and children in 
the care of the social services. 

• Ensures that a research study is not started without a 
favourable ethical opinion, and without which the researcher 
cannot publish in scientific or medical research journals, or 
develop a new drug or other treatment. 

• Provides administrative support and training to three 
Research Ethics Committees composed of up to 18 
volunteer members per committee. 

• Recruits voluntary committee members by a Public 
Appointments process to make sure that membership not 
only includes people such doctors and nurses but people 
from the wider community. 

13 Equality Services 

The Equality Unit provides a range of services to the BSO and 
external client organisations. These include: 

(1) Adhering to the legislation 

Helping client organisations to carry out the actions as outlined in 
equality, disability and human rights legislation. 
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We support organisations in ensuring equality and human rights 
are built in as they plan their business, formulate policies, and 
make decisions. This includes supporting senior managers on 
screening exercises and equality impact assessments. 

(2) Training 

Developing, organising, delivering, and evaluating training on 
Equality, Disability Awareness, Equality Screening, and further 
targeted sessions eg. Deaf Awareness or Anti-Racism. 

(3) Information 

We provide information internally on equality and human rights 
issues and facilitate discussions, which includes (a) providing 
information to staff as well as to senior managers and board 
members and (b) facilitating forums within and between partner 
organisations. 

(4) Consultation and engagement 

Seeking the views of the public and other organisations on a wide 
range of equality, diversity and human rights issues. We also 
advise client organisations on how best to do this. 

(5) Good practice initiatives 

We develop project proposals and support organisations in 
delivering projects that aim to promote good equality, diversity & 
human rights practices eg. by producing an eLearning package on 
diversity or a staff resource on common myths in screening. 

(6) Representation of clients 

We participate in regional and advisory groups relating to equality 
and human rights issues and facilitate client organisations to 
respond to relevant government consultations. 
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Appendix 2: Sources of information used 

(1) Screening Exercises and Equality Impact Assessments 

Central Services Agency (2003): Access to General Medical 
Services. 

Office for Research Ethics Committees (2010): The Appointment of 
Members to Research Ethics Committees in Northern Ireland. 

http://www.hscbusiness.hscni.net/reference/Screening%20summar
y%20overview/BSO/Screening%20Report%20Apt%20REC%20me
mbers.pdf 

Royal Borough of Kingston (2007): Equality Impact Assessment - 
Community Services Complaints Procedure. 

http://www.kingston.gov.uk/information/your_council/equalities/equ
ality_impact_assessments/eqia_community_services/eqia_commu
nity_services_complaints_procedure.htm 

Wiltshire Council (2009): Wiltshire Pension Fund. Equality Impact 
Assessment. 

http://www.wiltshire.gov.uk/council/equalityanddiversity/equalityimp
actassessments/eiawiltshirepensionfund.htm 

(2) Research Literature and Good Practice Guidance 

on complaints 

Gulland, Jackie (2009): Scoping report on existing research on 
complaints mechanisms. London: Health Professions Council. 

Healthcare Commission (2009): Spotlight on complaints. A report 
on second-stage complaints about the NHS in England. 

National Audit Office (2008): Feeding back? Learning from 
complaints handling in health and social care. 

Scottish Public Services Ombudsman and Scottish Health Council 
(2006): Experience and attitudes in relation to NHS complaints 
since the introduction of the new procedure. 

http://www.spso.org.uk/advice/article.php?id=239 
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on accessible Information 

Disability Action (2007): “We have rights too”. 

Disability Action (2008): Providing accessible information – a 
guide. 

Equality Commission for Northern Ireland (2008): A formal 
investigation under the Disability Discrimination Legislation to 
evaluate the accessibility of health information in Northern Ireland 
for people with a learning disability. 

Information for all Team (2004): Information for All Guidance. 
www.easyinfo.org.uk 

McConkey, Roy (2006): Accessibility of healthcare information for 
people with a learning disability. 

Mencap (2002): Am I making myself clear? Mencap’s guidelines 
for accessible writing. 

Mencap (2009): Communicating with people with a learning 
disability. 

RNIB (2002): See it right. 

RNID (2008): Producing information for people who are deaf or 
hard of hearing. 

RNID and Sign Community (BDA) (2009): Access to Public 
Services for Deaf Sign Language Users – User Forum Project 
Report. 

RNID, RNIB, Sign Community (BDA) (2010): Is it my turn yet? 
Access to GP practices in Northern Ireland for people who are 
deaf, hard of hearing, blind or partially sighted. 

Social Care Institute for Excellence (2005): How to make 
information accessible – Easyread Guidelines. 

Roundtable on ‘Provision of information for people who are blind or 
partially sighted’ (Central Services Agency Feb 2009): Disability 
Action, Cedar Foundation, Help the Aged 

Workshop on ‘Involving you in Information for all’ (Accessible 
Formats Steering Group Oct 2010): RNIB, Newtownabbey Senior 
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Citizen Forum, TILI Group, Disability Action, Chinese Welfare 
Association, Polish Craigavon Community Network, Parent Carers 
Council, Southern Area Action With Travellers, Action Mental 
Health, Arc 

on Section 75 groups 

For the purposes of the audit further contemporary data and 
information sources in relation to the Section 75 groups were used 
to inform the development of the action plan. The detail of this is 
available on the Data Repository section of the BSO website.  

 



 31 

Appendix 3 Service Level Measures 

FAMILY PRACTITIONER SERVICES 

Improve availability, where required, of application forms and the medical card in accessible formats for 
people with visual impairments 

Remove potential barriers to accessing Bowel Cancer Screening helpline for service users not fluent in 
English and those with hearing impairments 

Review and develop a mechanism to take into account communication needs of patients with a disability and 
those from ethnic minorities for appointments in relation to Bowel Cancer Screening Programme referrals and 
Family Practitioner Services dental professional advice services: patient assessments and checks. 

set up forum with users who are members of the public or Section 75 voluntary sector representatives in 
relation to BSO role in Cancer Screening Services 

produce qualitative data on needs and experiences of users of Bowel Cancer Screening Programme referrals 

continue to solicit guidance from the Department on how to establish entitlement 

PROCUREMENT AND LOGISTICS SERVICE 

Community Care Appliance Service: liaise with HSC colleagues regarding potential inequalities arising from 
lack of uniform service across NI  

INFORMATION TECHNOLOGY SERVICES 

Continue to ensure staff with visual impairments have access to information technology systems 



 32 

use our influence at a regional level to progress work to agree robust privacy and access protocols and to 
promote sharing of information where ever practicable 
investigate scope for sharing information captured in Single Assessment Tool and other applications across 
service providers 
investigate scope for capturing patient/client disability, ethnicity and other data related needs in Health and 
Care Number at replacement stage 
continue where practicable to incorporate accessibility requirements into specification and procurement 
activities of new software 
Take steps where appropriate to ensure current and new systems have the capacity to comprehensively 
record Section 75 data 
provide training, advice, guidance in connection with how settings can be changed to suit personal 
requirements (as part of more general ICT training) 

HSC PENSION SERVICE 

consider need for translations and info materials targeted at ethnic minorities 
work with employers to ensure resource pack on pensions for staff meets diverse information and 
communication needs 
investigate scope for revising Pension Service interface requirements with Human Resources system to 
include equality monitoring data for analysis 
set up user forum (to complement employers forum) 
solicit feedback from users on information materials via user forum and Pension Seminar participants 

invite people from Section 75 representative groups into monthly team meetings 

highlight equality awareness in staff induction programme 
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OFFICE FOR RESEARCH ETHICS COMMITTEES 

share information on the work of the Research Ethics Committees with representative groups for young 
people, people with disabilities and ethnic minority groups (currently underrepresented on committees) 
encourage applications for committee membership from underrepresented groups 
include testimonials of existing members who have dependents in information packs 
Continue to address age related difficulties in transportation to meetings on an individual basis 
work with the UK National Research Ethics Service to, where required, improve accessibility of publications 
relevant to Northern Ireland Research Ethics Committees 
undertake equality screening of the application process for ethical review and the review process itself, 
including site-specific assessments 

COUNTER FRAUD AND PROBITY SERVICES 

consider need for translations of key counter fraud information materials (such as content of fraud awareness 
posters) into key languages 
involve range of users in testing of Fraud Awareness eLearning package 
solicit feedback from users on the format of materials issued relating to fraud awareness, fraud investigations 
and probity (letter, templates, reports) 
advertise Healthy Start functions on the BSO website to increase public awareness (including ethnic 
minorities) 

LEGAL 

undertake further formal tendering processes for the engagement of other advisers/experts in legal 
proceedings 
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Administering legal payments: closely review finance processes to ensure delays in payment are minimised 
Clinical negligence: implement recommendations from LEAN project 
consider potential for further promotion of equality and human rights in events/training 

CUSTOMER CARE AND SERVICE IMPROVEMENT 

include question on accessibility of Service Level Agreement documentation in customer surveys 
offer alternative methods of providing customer feedback 

draft clause on organisational commitment to equality principles for inclusion in Service Level Agreements 

include reference in templates for the Service Delivery Plan to the need for equality screening of services 

INTERNAL AUDIT 

add equality screening check to audits of client procedures 

FINANCE 

develop one-page information leaflet explaining information contained in payslip, also as a large print version, 
and place on intranet (particularly for for staff with a disability, younger staff and staff from ethnic minorities) 
Work with regional system replacement group to improve accessibility of payslips, application forms, 
information materials  
solicit feedback on the accessibility of financial management reports made available to customers (internal 
and external) 

HUMAN RESOURCES 

develop and screen Health and Wellbeing policy 
consider the need for a policy on lone workers / mobile working / hot desking 
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undertake screening of Recruitment and Selection policy 
Deliver awareness training for line managers on relevant human resources policies and procedures 
establish within HR a list of potential reasonable adjustments that could be introduced for Section 75 groups 
full implementation of the Knowledge and Skills Framework 
compilation/coordination of actions arising from personal development plans agreed as part of the 
Performance Appraisal process 
address HR issues arising from the Review of Public Administration implementation 
conduct staff survey to capture communication needs 
implement Training Administration System 
improve capacity to record, report and analyse data on Section 75 groups 

CORPORATE SERVICES 

improve access to BSO services 

• put in place arrangements for access to telephone interpreting and text relay services, as well as face-to-
face and sign language interpreting 

• raise awareness of arrangements amongst service users and staff 
improve accessibility of information 

• develop and screen corporate accessible information policy and guidelines for staff 

• raise awareness of policy amongst service users and staff 

• develop BSO website to W3C AA standard and develop key audio and video content in consultation with 
service users 

undertake equality screening of complaints policy 
monitor complaints by Section 75 groupings 
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EQUALITY UNIT 

develop corporate guidance and checklist for organising accessible events, meetings, training sessions and 
presentations 
review the membership of the Section 75 Advisory Group 
develop information base on more sensitive categories (political opinion and sexual orientation) and other 
under-researched groups (marital status) 
engage with staff in other areas of the HSC (such as community development and Investing for Health) to 
learn from them different ways to consult 
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Appendix 4 Your views  

In relation to the two year action plan to promote equality of 
opportunity and good relations we are seeking your views on a 
number of areas. 

We are happy to receive your comments by letter, by email, or in 
another format. If you prefer to provide your comments in person 
please do not hesitate to get in touch and we will be happy to meet 
with you. We have included a number of questions below to give 
you an idea of the areas on which we are interested in hearing 
your views. Alternatively we would welcome your general 
comments on the approach to the audit and content of the two 
year action plan. 

• What are your views on the proposed actions identified 
in the action plan? 

• Are there any other actions that you think we should 
consider?  

• Do you have any comments on the evidence used to 
support this audit of inequalities?  

• If you have other evidence that you feel would be useful 
can you please provide details? 

• Are there any specific service areas or activities where 
you think we need to improve accessibility? 

• Do you have any other comments? 

Please note that the outcome of this audit of inequalities has to be 
submitted to the Equality Commission by 1st May 2011. Meeting 
this deadline requires the final report to be approved by the BSO 
Board during April 2011. Consequently it is unlikely that we will be 
able to approve any extension to the closing date. 

 

Please tick if you are: 

 

Responding on behalf of an organisation?  

or 

Responding as an individual?  
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Please let us know which equality or good relations area(s) you have 
experience in? 

Equality                                        Please 
tick: 

Good relations 

 

Please 
tick: 

Age  Political opinion  

Gender                                           Racial Group  

Dependants  Religion and Belief  

Disability                                          

Marital status    

Political opinion/Trade union    

Racial Group    

Religion and belief    

Sexual Orientation    

Please provide:  

Your name: 

Your Organisation: (if relevant) 

Your contact details: including your address, telephone and email 
address. 

Please send your comments by 18th March 2011 to: 

The Equality Unit 
Business Services Organisation 
2 Franklin Street, Belfast, BT2 8DQ  
Telephone 028 9053 5531 for Text Relay users prefix with 18001 
Textphone: 028 9032 4980 
Email: equality.unit@hscni.net 
Fax: 028 9031 6721 

Thank you 

A report of feedback received as part of this consultation will be 
made available. Please note that we will under Freedom of 
Information Act (2000) make public any responses received. 
Summary responses will be published. In limited circumstances we 
will consider requests for confidentiality but this cannot be 
guaranteed. 


