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1. Introduction 
 
The Business Services Organisation (BSO) was established on 1 April 2009 to provide a wide 
range of business and specialist professional services to the wider HSC environment. Its mission 
is “to deliver value for money and high quality business services to Health and Social Care, so 
contributing to the health and wellbeing of the people of Northern Ireland.”   
 
As part of its annual planning cycle, a series of Strategic and Business Planning Workshops were 
held with Board members, key stakeholders and senior staff in Autumn 2014.  The outcome of 
this planning activity was the creation of a new three–year Corporate Strategy, which includes 
strategic objectives, mission and values; supported by an annual Business Plan setting out the 
key priorities and targets to be delivered.  In this context, the BSO has defined its strategic 
objectives for the period 2015-2018: 
 
 To deliver value for money services to customers; 
 To grow services and customer base; 
 To pursue and deliver excellence through continuous improvement; and 
 To enhance the contribution and development of people. 

 
In considering all of the above, the five key priorities within 2015-2016 are to: 
 

1. Identify and agree a programme of efficiencies and cost reduction in services which will 
assist customers in reducing spend e.g. in Procurement and Logistics Service. 

2. Identify and agree a programme of cost reduction measures in core running costs 
(Transforming Organisational Performance). 

3. Identify new business opportunities. 
4. Ensure Shared Services meets outline business case targets by March 2016. 
5. Identify and implement a second phase of digitisation. 

 
When determining the context for this Investors in People Review, three key challenges were 
identified.  BSO continues to grow, with over 400 staff joining the organisation in the past year. 
This has implications for integrating these staff into the organisation and ensuring a cohesive 
identity and culture.  Additional E-systems are being introduced and significant changes to 
existing services are underway. It will be important to ensure that these changes lead to improved 
quality and experience for customers.  The financial context within HSC also means that the BSO 
needs to increase productivity and reduce costs through continuously looking at new ways of 
working.  In light of these challenges the following people priorities were agreed: 
 
 Ensuring that managers involve staff in agreeing  clear priorities and objectives linked to BSO 

and HSC strategies; 
 Ensuring that all staff understand and can contribute to what the BSO is trying to achieve and 

what the organisation’s values mean in practice; 
 Managers actively managing the change process and monitoring performance to ensure that 

workload pressures do not impact on people’s health, motivation and morale; 
 Having effective induction, development and support processes to ensure that staff new to the 

BSO can quickly integrate and deliver services to the required quality standards; 
 Enabling staff to be fully engaged in continuously improving services and recognising and 

valuing staff for their contribution; and involving people in identifying how to improve staff 
utilisation and flexibility. 
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The mechanism used to conduct the on-site assessment was a series of face-to-face meetings 
and telephone discussions with a total of 80 staff.   Interviews were conducted in rooms set aside 
for the process, where confidentiality could be maximised. Each person was briefed on the 
purpose and confidentiality of the process and given the opportunity to ask questions.   
 
Evidence was gathered in the form of notes, including details on practices, systems, activities and 
quotes from interviewees.  Everyone had a great deal of information to share so wherever 
possible non-attributable quotes have been included in the report to illustrate both the evidence 
found and the perception of staff about the BSO as an employer. 

 
 

2. Assessment Outcome  
 

I am delighted to report that the HSC Business Services Organisation meets the 
requirements of the Investors in People Standard and therefore reaccreditation is 
confirmed. 
 
I would like to thank all the staff who took part in the assessment for giving both their 
time, and frank and honest opinions.  These open discussions contributed greatly to 
giving me a good understanding of the culture and practices in the organisation and how 
people contribute to its success. Particular thanks are extended to staff that travelled 
outside of their normal work location to attend a meeting and for those who engaged in 
the process by telephone.  
 
Finally, I would like to thank Paula Smyth, Kevin Clarke and their colleagues for the 
efficient organisation of the assessment and the hospitality afforded throughout.  
 
Stephanie McCutcheon 

 
Investors in People Northern Ireland 

30th November 2015  
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3. Overview of Strengths and Potential Areas for 

Development  
 

In common with organisations across the health sector, the BSO is facing increasing challenges 
and demands on its people as a result of tighter resources and increased levels of accountability.  
Against this backdrop, it is acknowledged that the Investors in People Framework is valued as a 
means of ensuring that people practices remain fit for purpose in an ever changing environment. 
Undoubtedly, you recognise the strong link between engaging with staff and providing an 
‘attractive’ place to work, that includes opportunities for professional development and growth. 
 
Without any doubt one of the strengths of your organisation is that everyone is clear on what they 
have to deliver, with everyone able to make a link between their role and the organisation’s 
objectives.  I found people to have a consistent understanding of the aims, objectives and key 
priorities of their area of work and the importance of their roles in achieving them; in particular the 
objectives and performance indicators relating to particular teams. 
 
I found many excellent examples of effective leaders at all levels that are skilled at getting the 
best out of their teams. It was interesting to see that there is good constructive feedback taking 
place within many teams, and invariably these managers have worked hard to build relationships 
with individuals. Face-to-face contact and a willingness to get to know people and adapt an 
approach to meet different situations were all evident. There were also some great examples of 
managers taking an active interest in their teams and encouraging people to take advantage of 
the development opportunities available to them. 
 
Significant attention is given to involving people at all levels. This is achieved through a range of 
structures and engagement channels. The approach to communication and involvement 
continues to be developed, and the widely appreciated weekly Business Matters carries 
information about the whole organisation.  
 
Worklife balance is well supported, enabling people to manage their personal and family 
circumstances. Examples provided include encouragement to attend resilience training, providing 
extended time off relating to serious illness or crisis, gradual return to work, and moral support 
from managers and colleagues.  
 
There is a strong focus on training and development; building the skills and knowledge of people 
to enable them to contribute effectively and for supporting people in meeting their learning needs. 
I am in no doubt that you continue to effectively invest in developing the skills of your people and 
in providing a great deal of support to individuals. 
 
Many of the people I met believe that their work is intrinsically rewarding, confirming that they are 
thanked genuinely and often by managers and the customers they interact with. They also gain a 
sense of achievement from the ability to progress and to gain new skills. There is a general 
appreciation and acknowledgement of the sense of purpose and progress which has developed 
since the organisation’s inception.  Achievements demonstrate the calibre and commitment of 
staff despite the challenges posed by uncertainty, change and ongoing resource constraints.   
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During the assessment people were asked to describe what it is like to work in the BSO as this 
question often serves as a litmus test of the state of staff wellbeing and morale. Many of the 
interviewees are great ambassadors for the organisation, remarking on the strong team spirit and 
sense of camaraderie amongst the staff. Some of the comments that demonstrate that, despite 
some minor frustrations, the BSO continues to be a good place to work include: 
 

 
The Investors in People Standard is designed to encourage continuous improvement by enabling 
those using it to build and evolve their practices in a way that is appropriate to their organisational 
circumstances and needs.  The areas suggested below underpin the development points for 
future focus described in the main body of this report.  The improvement themes relate to: 

i. Finding effective ways of communicating and keeping staff informed and letting them 
know that they have been listened to and action has been or will be taken as result of 
suveys, focus groups and other engagement activities.  

ii. Focusing on promoting the shared set of core values as the basis for decision making and 
behaviours that create commitment and integrity. 

iii. Re-promoting the importance and use of appraisal as a motivational tool and ensuring 
greater consistency in managers recognising peoples’ contribution and providing 
constructive feedback.  

iv. Continuing to focus on effective leadership to help deliver change and create a climate 
where people feel energised, inspired, empowered and satisfied.  

v. Keeping the learning and development strategy under review to ensure the effectiveness 
of personal development planning; offer innovative learning interventions; and evaluate 
the impact in terms of improved performance, staff and stakeholder satisfaction. 

vi. Establishing what motivates staff and ensuring that the reward and recognition strategy is 
evolving and promoted as part of the employer brand.   

vii. Creating mechanisms that will encourage and facilitate the generation of new ideas and 
suggestions to drive innovation and spark creativity within teams. 

 
The next section contains a summary of the findings against the people priorities identified during 
the assessment planning process.  Wherever possible, non-attributable quotes have been 
included to illustrate both the evidence found and the perception of staff about working in the 
BSO.   
 
The reflections contained within the narrative represent the broad cross section of views 
expressed. The majority of people who took part were positive about their work and their 
experience, demonstrate pride and commitment, and were very open in their approach to the 
assessment process. Criticisms received were presented constructively and with a genuine 
desire to bring about change and improvement. Rather than present prescriptive 
recommendations, a number of questions have been posed under each priority area to influence 
the people strategy.   
 

 “Everyone bonds together when times get tough” 
“The organisation as a whole is good to work for … Good opportunities” 
“Very helpful and supportive organisation … Everybody gives of their best” 
“The organisation is constantly changing … Reacting to the environment in which we operate … It’s 
great to be part of that” 
“I think there is a positive culture … It’s one of flexibility, autonomy and respect” 
“Staff have good camaraderie and help each other … It’s a great place for career development”  
“I have never considered leaving here … They look after us, why leave” 
“I look forward to coming to work … It’s a good place to work” 
“I am happy to be here … Positive change coming to work for BSO” 
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4. Summary of Findings  
 

Ensuring that managers involve staff in agreeing clear priorities and 
objectives linked to BSO and HSC strategies  
 
 There is a vision, purpose, strategy and plan / people are involved in the planning process (ER’s 1.1, 1.2, 1.3, 

1.4,1 .5) 

 People can describe their contribution to team and organisational objectives (ER 1.6) 

 Evaluation improves people management and development strategies (ER’s 10.1, 10.2, 10.3) 
 

Plans are in place at a variety of levels in the BSO aimed at supporting the Programme for 
Government and the public health agenda.  These include a strategy for the organisation as a 
whole, as well an annual business plan and Directorate service delivery plans that set out the key 
priorities and targets to be delivered during that year. 
 
An annual planning cycle was outlined, during which a series of Strategic and Business Planning 
Workshops are held with Board members and senior staff, and includes input from key 
stakeholders and customers.  An outcome of the most recent cycle was a new three–year 
Corporate Strategy summarising the Strategic Objectives, Mission and Values.  It was explained 
by senior leaders that the Corporate Strategy 2015 – 2018 seeks to maximise economies of scale 
for the health and social care sector through growth, rationalisation and new innovative business 
processes. 
 
I found throughout discussions that the majority of managers and staff have a consistent 
understanding of the mission, vision aims, and objectives, and in particular, the performance 
indicators relating to their teams. I noted a range of activities in place to communicate with people 
and to engage them in decision making in relation to business plans and key priorities; again with 
the majority of individuals being appreciative of the level of involvement.   

 
There is a clear linkage from the strategic plan that leads to the objectives for Directorate, teams 
and ultimately individuals. In conversations with people they were able to illustrate how what they 
do impacts on the goals of the organisation. There were examples of staff meetings with group 
work on key business priorities; references were also made to teams considering their 
contributions to business plans at away days with performance monitored at team meetings; 
while others referred to appraisals or one-to-one discussions. However, the next section in this 
report highlights concerns raised about the deployment and effectiveness of the appraisal 
process. 
 
 
 
 
 

 “The senior leadership business planning session was facilitated and shaped to ensure 
engagement to define objectives that transcend the whole organisation” 
“We have a business planning day and create our work plan” 
“We have a strategic business meeting each month … Consider BSO priorities” 
 “Interact with our clients and that informs our work plan” 
“There is annual business planning and planning for delivery … We take the strategic priorities, 
translate them and populate our own business plan” 
“Every year we get an update from the Director and Assistant Director … Tells us about the new 
objectives and what they hope to achieve” 
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There is an established consultation structure that provides the framework and necessary 
formality which brings management representatives together with representatives of all staff 
groups through a Joint Negotiating Forum and local partnership working arrangements. Feedback 
illustrates that there is recognition that it is mutually beneficial to work in partnership to achieve 
good employee relations. The establishment of a Policy Review Group was cited an 
improvement; and a Shared Service Consultation Forum is viewed as a positive step forward, 
although the consensus of opinion is that this needs an increased focus to ensure it is effective 
and value-adding.  
 
Senior leaders and managers articulated a robust culture of self-review that uses a range of 
techniques and methodologies. My conversations confirmed that the climate of constant change 
makes it more essential than ever to perform and improve; therefore strategic planning reflects 
the key areas where culture shift is needed. The staff survey provides an insight into the things 
that people feel are managed well and where they see potential for improvement. The 
Organisation and Workforce Development (OWD) Group continues to play a significant part in co-
ordinating activities for people management and development across the BSO. 
 
There has been a sustained emphasis on continuous improvement over a number of years.  
Employee Engagement is one area of focus with a working group established.  An Employee 
Engagement Workshop was held at the end of 2014 with 100 employees attending. A Health and 
Wellbeing Strategy and action plan was developed and introduced with activities on offer 
attracting positive views.  A series of courses were introduced with an emphasis on wellbeing - 
Individuals Managing Stress, Managers Managing Stress, and Mental Health First Aid.  Team 
Effectiveness sessions have been hosted for a number of groups and used to provide team-
building activities by helping to examine the way in which they currently function and identify 
areas where improvements can be made. 

 
Part of the future focus needs to be on how feedback that is gained from surveys and other 
methods influences action planning.  Despite a lot of improvement projects and initiatives some 
people struggled to give examples of enhancements that have been made to people 
management and development.  Finding innovative ways to remind people of what actions have 
been or will be taken could assist in this area.   

 
 
 
 
 

 “Changed the format of the scorecard last year to make it more info-graphic … There is work 
going on in all areas to develop scorecards” 
“Each Directorate has a scorecard used to track what needs to be measured … Clear line of sight and 
visibility … Must shape actions … All about accountability and measurement” 
“There is a scorecard process in place which we review monthly for targets that are discussed at team 
meetings” 
“Sets objectives that feed down to teams … Cascading of objectives … The targets are made very clear 
and are realistic” 
“We meet weekly for a team catch-up … There are regular 1-1s to progress projects … KPIs are 
reviewed at team meetings” 

 “We were selected to meet with the Chief Executive … Sessions with small groups … Had the 
opportunity to ask questions … He said we could email him directly” 
“There was a team effectiveness day and as a result some multi-skilling is going on” 
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When asked what they would like to see improved in the future the following quotes represent 
some concerns highlighted: 
 

 

 Future Focus … 
 
The busy working environment often means that staff do not reflect or take account of the 
improvement actions undertaken.   An effective way of communicating and keeping staff informed 
and letting them know that they have been listened to and action has been or will be taken is 
through a “You Said We Did” approach.  This could be branded visual displays (posters) showing 
comments made by staff alongside the changes implemented as a result of feedback.  This will 
be particularly important as the organisation starts to work on action planning as a result of the 
recent staff attitude survey and this IIP asssessment.   With this in mind: 
 

 Could part of the communications strategy include updates using a ‘You Said We 
Listened We Did’ approach to help staff reflect or take account of some of the actions 
undertaken? 

 Is there an opportunity to create visual displays showing comments made by staff 
alongside the changes implemented as a result of feedback?  

   

 
 

  

 “There is a lack of resources ... A lot of people are doing two jobs … We raise concerns but they 
are not listened to” 
“Morale is shaky … This is due to pending savings and uncertainty” 
“There has been so much change and no time to settle and do the work … Increasing demands … Not 
sure if this is understood or appreciated” 
“There needs to be some balance with positive messages, it can’t all be bad … Focus on addressing 
what matters to people” 
“The working environment is not pleasant … They do not listen” 
“A lot of initiatives come and go … There is no structure to follow-up or keep things going … This means 
there is no follow-through on promises” 
 “The workload at certain times makes it tense and stressful” 
“Nobody is listening to the staff at 3,4,5 bands and they are definitely not measuring the right things” 
“Staffing resources … Everybody is feeling the pinch” 
 “We need more recognition and acknowledgement” 
“There aren’t team activities, no social events … Poor performance is not addressed” 
“There are some parts of BSO that struggle to see the connection to the front line” 
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Ensuring that all staff understand and can contribute to what BSO is 
trying to achieve and what the organisation’s values mean in practice 
 
 People get constructive feedback on performance (ER’s 5.2,  5.4) 

 There are clear core values linked to vision and strategy and which are at the core of how the organisation 
operates  (ER’s 1.7, 1.11, 1.13, 1.19, 1.23, 1.24) 

 
The BSO places considerable reliance on the involvement of its staff and every effort is made to 
ensure they are kept informed of plans and developments. I learned that this is done through staff 
briefings and meetings led by members of senior management; access to an intranet site,  
circulation of a corporate magazine and emails; publication of plans and performance; and the 
Chief Executive’s roadshows which are very well received.   
 
The meetings framework helps to engage people and teams to contribute to achieving goals and 
targets.  Most confirm that their opinions are sought and valued at team meetings and during 
1:1's.  The majority also feel that they are informed about ongoing operational matters and plans.  
Generally, there is a perception that communication has improved and people are keen to see 
further improvements, particularly within and between Directorates.  Quantity of information and 
making it relevant were also highlighted as areas that could be reviewed for effectiveness.  

 
The cornerstone of individual feedback is your formal appraisal system. This considers past 
performance and priority objectives for the future, including personal development plans.  
Changes to the system resulted in the utilisation of an on-line facility HRPTS, including the roll-
out of training for appraisers and appraisees; as well as the introduction of mid-year reviews.  
 
There is a mixed picture on the topic of appraisals and the positivity or otherwise depends on 
engagement and commitment of both parties. For some the system is relatively well-regarded 
and an essential element of their personal performance feedback and learning needs analysis 
planning.   
 
 
 
 
 

 “Communication is quite good I have to say …. There are regular senior management meetings 
and my manager briefs us afterwards … There is a good flow of information ... Lots of emails about 
what’s going on” 
“I think communication is quite good … The AD is very good at disseminating information to senior staff 
… There is constant decision making and we all have an input” 
“There are corporate emails that highlight achievements and success, professional and personal” 
“Good lines of communication and people you can approach” 
“We have accountability meetings every 3 months … Discuss issues, concerns, performance and new 
products” 
“Write out monthly to each person to tell them how they are performing … There are quarterly reviews”  
 “They started to send an email around about performance on each floor but I’m not sure about that 
now” 
“We used to have meetings with the Band 5, but they are not so frequent anymore … They were very 
useful we should have more” 
“We no longer have monthly meetings … No platform to review corporate messages” 

“There is a gaping hole in communication between the senior management and the rest of us” 
“Communication is complete overkill …. We are hit with new policies every day and we don't have time 
to read them … There is no structure to how information is issued … Policies are too wordy and too 
long” 
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However, for others there is degree of apathy towards the appraisal process and a view that it’s a 
tick-box exercise; exacerbated by HRPTS.  Feedback also indicates that the deployment is not 
consistent, particularly in Shared Services. Where there are people undertaking roles that do not 
change significantly, they question the need for an appraisal and dismiss its worth as a 
developmental tool and means of recognising successes and future potential. While the 
effectiveness of the appraisal system can be a barrier to setting objectives, there are other less 
structured ways of understanding roles and responsibilities.  

 
Part of the foundation for integrating key business requirements within a results-oriented 
framework that creates a basis for action and feedback, is the core values.  It was explained that 
to help fulfil the mission and vision, in an increasingly challenging environment, the core values 
were reviewed and updated as part of the 2015-2018 strategic planning process.  Some people 
were able to describe how they believe the values are enshrined in how the organisation 
operates. There is also evidence that thought is increasingly being given to how these values 
should determine the appropriate behaviours for them to be achieved.  Questioning in this area 
produced some positive insights. 

 
 

“Values are articulated in the strategy map … We are professional by involving staff in 
consultations; we recognise expertise and knowledge by succession planning, we have regular 
supervisions and these show respect” 
“Values are all about doing a good job … We work with hospital systems and this impacts on patients” 
“Subconsciously aware … Not to waste money or resources or damage reputation” 
“The values are very relevant … We have to deliver a first class service or it will have huge knock on 
effects” 
“Our work is all about the values … How we engage with our customers” 
“Values form a general theme throughout the year … Value for money is the main one and quality is the 
main thing for us … They are relevant to what we do” 
“We have a stakeholder event twice a year … We present on the SLA this is about transparency” 
“I think we live the values unconsciously” 
“They are alive to an extent …. We incorporate them into our objectives like innovation and developing 
people” 
“We are left to use our own initiative … There is respect in this” 
“Value for money and quality of service are discussed at our team meetings” 

 “My manager takes them very seriously so they work for me” 
“The format is pretty much the same … helpful, useful discussion on the previous year’s objectives … 
We also have 1-1s … Good support and this has always been the case” 
“We do the appraisal on paper and then put it onto the system … It keeps it more personal” 
“HRPTS makes it more structured … We have the business plan in front of us” 
“Write up the objectives for the whole team … Have a group appraisal” 
“We review my objectives and set new ones … It’s a good basic discussion with the manager” 
“The appraisal is annual … Discuss goals and targets for the function … Keeps things on track” 
“The format is pretty much the same … helpful, useful discussion on the previous year’s objectives … 
We also have 1-1s … Always good support and this has always been the case” 

 “HRPTS is a nightmare … Appraisal has become a tick-box exercise which is false … Being 
done without discussion with people” 
“I have to be honest and say I’m not sure of the value of the appraisals … It’s done and it’s timely but 
seems like box ticking … HRPTS makes it more disconnected” 
“No appraisal discussion” 
“They talked about bringing appraisals in but they haven’t happened yet” 
“I had one appraisal in the last 3 years” 



 

November 2015 Investors in People Assessment Report: BSO Page | 12 

 

 
 
However, people are not consciously reflecting on how they work within the values, neither is 
there any sense that the values and behavioural expectations are subject to review or linked to 
appraisal in any way.  Some individuals reported that they did not know what the values are.  
Overall, there is a prevailing view that the values require a focus to ensure they are ‘lived’.  Not 
everyone feels that respect is evident in all internal relationships; and that a silo-mentality is not 
encouraging partnership and collaboration across the organisation. People take their lead from 
managers and where there are differing approaches taken people do not see the values or 
behaviours being consistently demonstrated.  
 

   Future Focus … 
 
The system of core values that an organisation owns should shape the culture, the decision-
making criteria of managers and actions of staff.  Within a values-driven culture everyone does 
the right things for the right reasons, and this common purpose and understanding helps people 
build great working relationships. Taking this into consideration: 
 

 Would it be a worthwhile exercise to redefine and promote the desired behaviours that 
need to be demonstrated within a values-driven culture? 

 How can the organisation ensure that the leadership behaviours that underpin the core 
values are clear and understood?  

 Is it possible to review staff based on the values by incorporating them into appraisal 
discussions?  

 Could the values form a basis of regular communications to promote the values in action 
with staff sharing a short story, example or a personal challenge around a particular 
value? 

 Are the values effectively explained in the staff induction process? 

 Are there ways to celebrate success when individuals and teams have demonstrated 
exceptional behaviours aligned to the values?  

 

   Future Focus … 
 
In today's workplace, performance improvement and the role of performance management is a 
popular topic. Business pressures are ever-increasing and organisations are now required to 
become even more effective and efficient, execute better on strategy, and do more with less in 
order to remain competitive. The primary reason to make sure performance management 
processes are functioning properly is to tighten the link between strategic business objectives and 
day-to-day actions. For the next appraisal cycle: 
 

 What needs to be done to re-promote the importance and use of appraisal as a 
motivational tool and ensure consistency in managers recognising peoples’ contribution, 
supporting development activity and providing constructive feedback? 

 Could a structure be devised to monitor and audit the quality of appraisals, the extent to 
which the system is being used, and the extent to which the objectives of the system have 
been met? 
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Managers actively managing the change process and monitoring 
performance to ensure that workload pressures do not impact on 
people’s health, motivation and morale  
 
 Managers are clear about what capabilities they need to lead, manage and develop people (ER’s 4.1, 4.2, 4.3) 

 Managers and people can describe how they are effective (ER’s 5.1,5.3) 

 
The Executive and Non-Executive Directors of the Board provide leadership for the BSO, by 
setting the strategic direction and ensuring that objectives are achieved. The Chief Executive is 
accountable to the Board for the performance of the organisation, supported by a team of 
Directors, Assistant Directors and Heads of Service; who in turn are supported by team 
managers at various bands. 
 
There are formal competency frameworks, job descriptions and a suite of policies and procedures 
that outline what is expected of leaders and managers.  While those responsible for managing 
teams did not quote the competency framework directly, they mentioned common themes linked 
to providing people with autonomy and accountability, being approachable and supportive, 
communicating, direction-setting through team and individual discussions, and encouraging 
personal development.  A large number of managers are clearly highly committed to encouraging 
their team to develop and see this as one of their key responsibilities.  

 
It was explained that the organisation will continue to change as a result of political and economic 
factors; and rising expectations in terms of high quality services and value for money. This is 
creating the need for leadership that is agile and able to change in line with innovations, sector 
developments and needs. Leadership programmes have been designed, delivered and reviewed, 
with the provision updated to meet future needs.  One such example is the modular Moving 
Together Programme which is viewed positively by many of those who have attended sessions.  
Several people commented on previous leadership programmes that are seen to be a helpful and 
worthwhile. Participants find it useful to meet with managers from elsewhere in the BSO and 
speak of the project and mentoring elements of some programmes as being particularly 
beneficial. This learning runs alongside the organisation’s range of people skills programmes 
such as conducting appraisals, recruitment and selection, and attendance management. 

 
 
 

 “Manager is excellent … Great working relationships … Supportive” 
“I have a brilliant boss who wants people to expand and grow” 
“I’m very happy with the support I get from managers” 
“Manager keeps us in the loop and keeps us up to date on changes to procedures … Approachable and 
understanding of what we do” 
“Manager is good, one of the better ones” 
“The support has been excellent ... Genuinely cares about what we are learning” 
 “Manager is fantastic … Always has time professionally and personally … Knows and trusts the team 
… Don’t see that from the next level up” 
“We have a new manager … Breath of fresh air … Communication has massively improved … Very 
transparent … Very smart and on the ball” 
“Manager is very accommodating regarding learning and development” 
“Manager is supportive, driven, has credibility, is understanding of what we do” 
“My manager is a good mentor, good support and advice” 
“I can safely say my manager has been amazing … Made me feel at ease … Good to me” 
“Manager always tells us not to get stressed that everything can be sorted” 
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There is a majority view that team managers are effective in leading and managing their people.  
However, there are mixed opinions as a result of perceived inconsistencies in some teams in 
relation to the levels of support, recognition of good practice and efforts to build effective teams.  
The consistent theme was that individual behaviours can vary greatly with competing leadership 
styles that can be confrontational, aggressive and defensive; as well as open, honest, 
approachable, helpful and supportive.  There are some views that the pressures of work impacts 
on the effectiveness of the management and leadership style.  
 
In my discussions with managers and staff I found a variable level of satisfaction with the 
leadership style of the senior team, with some people suggesting an opportunity to be more 
visible, although there were views this has improved slightly, but only in some areas. Comments 
highlight that at this time more than ever, and with the appointment of a new Chief Executive next 
year, staff need to see a team behaving and working as one to drive a common agenda and 
vision.   
 
Interestingly, I found a good level of appreciation of the pressures and change management 
issues that leaders and managers face. The pace of change is very challenging and is seen as 
an opportunity by many but a source of contention for others. Less positive views and resistance 
arise from negative perceptions about consultation and communication, pace and restructures, 
fears about role security, rumours and interpretation of information, and increasing work 
pressures.  
 

 
For the future it would be helpful to define more precisely the leadership competencies 
(knowledge, skills and behaviours) that should be adopted by all leaders and managers. As well 
as providing a framework against which management effectiveness could be measured, this can 
also inform how managers can develop further.  For the organisation this means engaging 
effectively and supportively with all leaders and managers; being unafraid to hold them to account 
for their people and leadership skills, but enabling improvement with support and personal 
understanding. A leadership framework should also provide a very clear understanding of what 
the end result should be (i.e. what good leadership looks like) and why it is desirable.  
 

  

 “… just do not communicate … People get cross as they don’t know what’s going on … Rumours 
are rife” 
“I feel there is limited evidence of a genuine focus on staff … Directorate meetings are cancelled more 
often than not …” 
“Not consistent on the approach to 1-1s and the manager has no time to meet with the team” 
“The managers just really message through the team leaders … Don’t bother to come and talk to the 
teams” 
“We only have meetings if they want something to happen … We used to have them monthly but this 
manager has a very different style” 
“Very different style … Doesn’t feel like we are trusted … Bullying almost” 
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 Future Focus … 
 
Leaders need to be fully in sync with the organisation’s values, culture and ambition. Everything 
they do should be in tune with the working culture, demonstrating leadership and management 
capabilities in line with the organisation’s values.  Effective leadership will help to deliver change 
and effective leaders will create a climate where people working with them feel energised, 
inspired, empowered and satisfied.  Thinking ahead: 
 

 What more needs to be done to explore the future capabilities required of those in 
leadership and managerial roles to take the BSO forward? 

 Should a short investigative project be conducted to gather views and insights into how 
the organisation is collectively managing leadership performance?  

 How can the organisation ensure effective alignment between the core values and 
leadership capabilities?  

 Could a leadership charter be defined, with elements integrated within the appraisal 
process and staff attitude survey used as a measure of effectiveness? 

 Should 360 feedback be used as a tool for managers to see how their teams perceive 
them and how effective they are in their leadership role? 

 Could the future leadership development programme include a focus on soft skills to build 
an understanding of behaviours required to bring about positive change such as: 
facilitation, coaching and mentoring; confronting, addressing and responding to 
performance issues; enabling employee engagement and upward feedback? 
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Having effective induction, development and support processes to 
ensure that staff new to BSO can quickly integrate and deliver services 
to improve staff utilisation and flexibility. 
 
 There are clear learning priorities, resources available and the impact evaluated (ER’s 2.1, 2.2, 2.3, 2.4) 

 There is equality of opportunity for development and support (ER’s 3.2, 3.3, 3.4) 

 People’s learning and development needs are met (ER’s 8.1, 8.2, 8.3) 

 Investment in learning can be quantified and the impact demonstrated (ER’s 9.1  9.2  9.3  9.4  9.5) 

 
Staff are a valuable resource for the BSO and their competence, commitment and capacity to 
change are fundamental to the achievement of current and future goals. It was explained that a 
range of learning and development activities are therefore delivered to support the 
implementation of the overarching strategy and operational plans.  My conversations confirmed 
that training is primarily identified through the appraisal process which leads to an Annual 
Training Plan, with considerable financial resources allocated, that in turn reflects the corporate 
training needs.  
 
People talked about a number of ways in which they have the opportunity to identify their own 
learning needs, mainly through established practices and processes such as team planning and 
appraisals. The internal brand of “Get Ahead with the BSO” is used to promote opportunities, and 
there is guidance on how to access information on the learning and development offering, 
including a generic email address for queries, help and support.  Individuals pointed to the fact 
that most development activity is focused on business specific training, to deal with changes and 
for increasing efficiencies; and for improvements, such as new procedures, processes or 
systems. An important element is the mandatory provision which includes a focus on health and 
safety related topics; as well as governance issues such as freedom of information, risk 
management, fraud awareness and IT security.  Certainly, the vast majority of staff confirmed that 
they are encouraged to participate in relevant training programmes provided either in-house or by 
the HSC Leadership Centre. 
 
Learning and development is viewed by the majority of your people as a regular activity, that 
takes place not just through formal courses, but also by experience, exchanging knowledge with 
others, secondments, project work, benchmarking, team meetings, bespoke training 
commissioned to meet specific needs, and in many cases self-motivated learning. Other activities 
include formal qualifications and professional accreditations, e-learning modules, conferences, 
networking and research. For some individuals, coaching by managers also plays a part; with the 
Graduate Intern Scheme and Apprenticeships benefiting from this approach.   

 

  “We are allocated time for one week’s  clinical updating … There is a lot of flexibility in how we 
do this but it’s so important to understand the clinical environment” 
“We have four Nourishment Days a year … Show and tell, share and learn … Time for reading and 
research” 
“There has been significant change in staff and this led to development needs being identified to build 
capacity” 
“We have one meeting a month to get regional updates, share and learn on projects” 
“We share information from regional meetings” 
“We invite people from other Directorates to present at our meetings” 
“There are regional workshop days when we all come together for one day … Get an update and bring 
in external presenters” 
 
 
 

 

 “There are lots of opportunities to develop … The opportunities are amazing” 
“I have never had an issue with training … We would never be asked to do something that we haven’t 
been trained to do … If you are missing skills you will be provided with what you need” 
“Fantastic training and development … In-house and outside companies” 
“A lot of learning is done on the ground” 
“If I go to a conference I share the resources … As managers we help staff develop by allocating tasks 
and different roles” 
“We agree who goes to a conference and we write up a short paper and share it” 
“As new systems come on board training is put in place straight away” 
“I have never had a request for training refused” 
“The training was very good … One of the trainers was based in our office … This really helped” 
“There is a checklist for all aspects of processing … We know who is competent and who needs more 
training” 
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Many of those that are new to the BSO speak of well-structured and comprehensive induction 
procedures that help people become familiar with the organisation in which they are working and 
the role in which they have been engaged. At a local level this is used to introduce people to their 
directorate and team, and is supported by informal mentoring arrangements. People who move 
into new posts are prepared through a mix of shadowing, learning on the job and coaching from 
managers.  The Corporate Induction is well regarded and attracted favourable feedback on the 
format, structure and level of input.  However, not all the feedback on induction was positive, with 
some expressing a view that it was non-existent. 
 

 
Overall, the general view is that the learning and development provision is effectively planned 
and delivered.   There is an understanding of how the attention given to supporting the ongoing 
development of people contributes to increasing quality and effectiveness, meeting priorities and 
achieving objectives.  There were many examples of impact of learning on individual knowledge 
and skills, as well as changes to systems and processes, and new ways of working.  However, 
there are pockets of staff that do not believe that the training system in their area is effective.  
This is either attributed to the structure for delivery and consolidation arrangements; or the fact 
that the appraisal process is not being implemented therefore there are no proactive opportunities 
to identify needs.  Other groups of staff believe they have exhausted all the programmes which 
relate to their grade, and there are no opportunities to develop their talent, skills or experiences 
for career progression. While I found people to be aware that they have a responsibility for 
analysing their own needs, there is a view that personal development planning could be used to 
better affect; to provide direction and guidance on how to source suitable activities. 
 
 
 
 

 “The important part of the induction was the introduction to how we operate … There was a 

corporate induction too … I had regular check-ins and had objectives set for the rest of the year … I got 

to meet the Chief Executive” 

“It was very structured … There was a booklet that was incredibly helpful … Got the chance to observe 
and to shadow ... I got feedback regularly” 
“There was a new corporate induction … Really good … People from different areas came to talk and 
tell us about what they do” 
“The corporate induction was after three weeks which was good to get settled first” 
“I got a pack of information and a session on the systems … I was introduced to all the key players” 
“Set objectives for the new post and there was an induction when I moved over into the job” 
“Definitely no induction, just given a desk, computer and login … We had to write up our notes, there’s 
no procedures or guidelines” 

 “We are allocated time for one week’s clinical updating … There is a lot of flexibility in how we do 
this but it’s so important to understand the clinical environment” 
“We have four Nourishment Days a year... Show and tell, share and learn … Time for reading and 
research” 
“There has been significant change in staff and this led to development needs being identified to build 
capacity” 
“We have one meeting a month to get regional updates, share and learn on projects” 
“We share information from regional meetings” 
“We invite people from other Directorates to present at our meeting” 
“There are regional workshops when we all come together for one day … Get an update and bring in 
external presenters” 
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Evaluation of learning and development is undertaken at different levels depending on the 
investment and the strategic impact expected from the intervention. For example, in-depth 
evaluation is undertaken for programmes that attract significant investment. Other forms of 
development are followed up through post course evaluation, within team and individual reviews 
and self-evaluation processes.  At a high level the provision is subject to oversight that drives the 
formation of new programmes and initiatives.  Once such example is the Moving Together 
Programme which offers a range of modules such as: Working Collaboratively and Building 
Relationships; Putting People First; Engagement, Culture and Leadership; Quality Improvement; 
Building Highly Effective Teams; Managing Performance; and Manager as a Coach.   
 
There are robust systems in place that are used to measure how well the organisation is 
performing against the targets set in the corporate strategy and plans. An Annual Report and 
yearly Quality Report are prepared and summarise how the BSO delivers against commitments, 
strategic priority areas, standards and targets; all of which are impacted to a more or lesser 
degree by the learning and development provision. A Learning and Development Report is 
produced each year and provides a summary of secondary indicators, such as attendance and 
feedback ratings.  A number of key performance indicators are also monitored and reported, such 
as training spend.  It was also explained that the contributions to health and social care is 
acknowledged through a variety of regional and national awards, results from customer 
satisfaction surveys and maintenance of external quality standards.  
 

 Future Focus … 
 
The need for investment in learning and development that equips staff with the skills and 
knowledge identified as necessary for them to achieve individual and collective objectives is 
essential. However, effective learning and development is that which supports an organisation in 
achieving its strategic goals and is not an end in itself. Determining whether the cost of staff 
development represents an investment rather than an expense requires a systematic approach 
evaluation.  Taking this all into consideration: 

 Is there an opportunity to enhance the planning of learning and development outside of 
the mandatory provision to help with evaluating the return on investment? 

 Does the personal development planning process need to be enhanced to ensure that it is 
value-adding and being used to best affect by managers across the organisation?  

 Are there innovative learning interventions that can be included within the learning and 
development strategy such as mentoring, job rotation or job enrichment opportunities?  

 Would it be worthwhile to design and offer an evaluation skills workshop for key 
individuals within each Directorate, to cover an evaluation strategy and learning 
objectives; and planning an evaluation methodology, analysis and reporting? 

 How can the corporate approach to evaluating the impact of learning and development be 
improved to measure whether investment provides a positive return in terms of improved 
performance, staff and stakeholder satisfaction?  

 

“They don’t spend time working out who need to go on the training … People who need it don’t 
get to go and others attend but never use it” 
“They send out emails on training available and we are encouraged to go but not sure what it’s linked to 
most of the time” 
“We need proper training systems to stop passing other people’s bad habits” 

“Lack of organisation and structure … It’s disorganised in how the system is set-up … We are not 
trained properly for the job … We have been promised a lot but it doesn’t come about” 
“The training system is not effective … Given a manual and had to work it out for ourselves” 
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Enabling staff to be fully engaged in continuously improving services 
and recognising and valuing staff for their contribution; and involving 
people in identifying how to improve staff utilisation and flexibility  
 
 Key Performance indicators are used to improve performance (ER 1.9, ER 1.15, ER 1.21) 

 People are encouraged to contribute ideas (ER’s 3.1, 3.5) 

 People are involved in decision making / ownership and responsibility is encouraged (ER’s 7.1, 7.2, 7.3) 

 People believe they make a difference and people believe their contribution is valued (ER’s 6.1, 6.2, 6.3) 

 
The Balanced Scorecard remains an important starting point for evolving an intelligent culture of 
measurement by tracking key performance indicators (KPIs).  It was explained that the objective 
is to use measurement as a tool to inform better service delivery, evaluation and subsequent 
improvement.  People readily use the term key performance indicator, referring also to service 
level agreements and service delivery plans.  There is a view that people generally have limited 
control or influence over the KPIs that are used to measure their team’s performance as the 
majority of these are predetermined by the end-customer.  

 
The majority of people believe they have good levels of autonomy, are empowered to undertake 
their role, and are trusted and encouraged to use their initiative and take decisions within their 
job. Everyone could describe how they believe the decisions they make impact on the services 
provided and are very clear as to how their job role encourages ownership of their tasks. 
Throughout the discussions people identified examples of involvement and empowerment that 
lead to positive outcomes, a feeling of trust, productive teamwork and value for their skills.  The 
organisation often encourages a team and working group approach which enables people to pool 
and share knowledge and expertise. 

 
A challenge for the organisation is how to ensure that people appreciate each other’s roles. This 
is not so much about individuals but helping people to recognise how different teams fit and how 
everyone is working to deliver against a set of top level objectives. Greater opportunities for 
senior leaders and managers to work together may be one way forward. More integrated 
planning may also help so that everyone recognises a more joined up approach. 
 
 
 
 

 “KPI’s are collaborative … Customer Forums to review KPIs and performance” 
“The KPIs are reviewed every month … Improvements are discussed … A lot of the KPIs are a joint 
contribution and a joint effort” 
 “We participate in a benchmarking programme … Value for money and quality standards …. The 
customer survey results drive improvement plans” 
“We have a business planning session … Review the stats and evaluate data … Focus on key 
performance indicators …” 
“There are regular meetings to discuss performance information and there are key quality indicators” 
 

 

 “If you put ideas forward they will listen” 
“We actively ask for ideas and we do listen” 
“We had a team away day to look at our ways of working … Looked at better ways of doing things” 
“There are team meetings and 1-1s … Frank and free-flow discussions … I can express my views and I 
am listened to” 
“Ideas are not dismissed” 
“At the central team meetings we get an opportunity say what’s not working” 
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For staff across the BSO there are many opportunities to provide and receive information and to 
participate in meaningful discussion on relevant matters affecting the workplace. People referred 
to involvement in progress reviews and project planning, team meetings, appraisals, as well as 
day-to-day peer discussions.  They described how briefings are held by senior managers to share 
information that affects everyone; and that there are team meetings, various forums and 
committees, focus groups, project teams, policy reviews and surveys all used to encourage 
people to forward ideas for improvement.  Feedback from staff at the Engagement Workshop led 
to piloting a suggestion scheme earlier this year.  The initial uptake resulted in 93 suggestions 
being submitted.  However, there is some confusion about the next steps for this process, but 
there appears to be level of interest in this form of idea generation.  
 
Whilst not governed within an overarching strategy, there is a range of approaches that are used 
to reward and recognise staff for their contribution.  It was explained that the BSO is limited in 
how it can use public money to reward and celebrate individual and team accomplishments; 
however managers confirmed that achievements are highlighted in team meetings, project 
updates, and positive feedback is passed on from customers. 
 
People provided a range of different approaches used by managers to acknowledge contribution 
including feedback through individual appraisals and 1-1s; recognition of achievement in 
publications; access to support for worklife balance, health and wellbeing.  Team meetings 
sometimes include a round-robin of current activities and achievements so that everyone can 
acknowledge success and share any best practice. Managers and colleagues frequently 
communicate their appreciation and gratitude for achievements personally, through email, or by 
small gestures or tokens.  Depending on role, individuals are very motivated by interacting with 
stakeholders and representing the BSO with customers. 
 

 
When asked what the organisation does to demonstrate that what people do is valued they 
referred to the awards and articles in Business Matters. One of the prevailing strengths 
mentioned by most people was focused on their team, because of their colleagues and the way 
they support each other. Whilst most, but not all, people do feel that they are valued and 
appreciated for their contribution within their teams; others are not sure if they are valued beyond 
that.  This therefore presents scope for celebrating achievements and crediting the people 
concerned.  There is also opportunity to ensure that all of the benefits that support reward and 
recognition have a strong identity to help existing and potential staff better understand and value 
the total reward package on offer. 
 
 

 “There is always a thank you” 
 “I could never repay them for how they supported me … Nothing was a problem” 
“We got really good feedback from the customer survey … The Chief Executive acknowledged that” 
“I feel valued when people appreciate what I do” 
“People will say thanks for that” 
“I never feel undervalued … I just get on with it … There is latitude to run my own workload… I feel 
trusted” 
“I don’t think recognition is too bad … The Business Matters magazine is great and we are encouraged 
to put in articles and highlight success” 
“We were nominated for an award for 100% audit compliance … Got to go to the event as we were 
shortlisted and had lunch” 
“The team was nominated for an award … The fact that they took time to nominate was a feel good 
factor” 
“I get a lot of job satisfaction … I know we make a difference to front-line staff” 
“Sends out an email at Christmas to say thank you and well done” 
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 Future Focus … 
 
There should be two constants throughout a reward and recognition strategy. The first is to 
ensure an organisation listens to staff and works with them to develop the strategy on an evolving 
basis. The second is to ensure that it determines the best way to ‘market’ the approach and that it 
forms part of the employer brand to promote the organisation as a good place to work.  Looking 
ahead: 
 
 How can the BSO ensure that its approach to rewarding and recognising staff is built upon the 

principles of total reward, in which the benefits of working with the organisation are 
considered in their entirety? 

 Does the format for the Annual Recognition Awards need to be refreshed to build on the 
success achieved to date? 

 Could health and wellbeing activities be promoted as an element of the reward and 
recognition strategy? 

 

 Future Focus … 
 
Faced with complex, open-ended, ever-changing challenges, organisations realise that constant, 
ongoing innovation is critical to creating sustainability. Being on the lookout for new ideas can 
drive innovation, and that is why the ability to think differently, generate suggestions, and spark 
creativity within teams becomes an important skill.  To underpin the focus on continuous 
improvement within the BSO: 
 
 What are the lessons learned from the trialling of the formal Suggestion Scheme; and how will 

these influence the next steps for this system? 
 Is there an opportunity to pose a monthly question to invite views and stimulate discussion on 

potential areas for improvement?  
 Could an improvement theme for the quarter be promoted linked to an objective or target to 

generate ideas – then an award made for the suggestion that has the most impact? 
 Should senior managers award spot prizes to recognise a particularly innovative idea or 

business improvement? 
 

 
 

 “Every day is different … Good relationships” 
“I have a lot of autonomy in my role and a lot of flexibility” 
“Everybody gets on well and there’s a good atmosphere … People will help out … This is a good place 
to work” 
“I really enjoy the work I do … I’m helping people to do a job and this is satisfying … Level of freedom to 
do different tasks” 
“The support and back-up is second to none” 
 “There is a good atmosphere and a good team of people … We help each other out, there is a lot of 
that” 
“There is a really good atmosphere in the team on our floor” 
“It’s enjoyable, different every day but sometimes challenging and sometimes frustrating … It’s the 
variety I enjoy and there is plenty of support” 
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5. Conclusions 
 

Having carried out the assessment process rigorously and in accordance with the guidance for 
Practitioners as stated by UKCES and Investors in People, I am satisfied that the HSC Business 
Services Organisation meets the requirements of the Investors in People Standard.   
 
This accreditation is granted indefinitely, with a proviso that an interaction is undertaken within 18 
months and a full assessment takes place no longer than three years from the date of 
accreditation. 
 
The Investors in People Standard has evolved to keep pace with modern practices. The sixth 
generation was launched in September 2015; and we will use this for your next assessment in 
2018.  The new framework reflects the latest workplace trends, leading practices and employee 
conditions required to create outperforming teams. The framework focuses on 9 key indicators 
underpinned by a performance model. Each level from Developed and Established, to 
Advanced and High Performing describes the practices and outcomes required for higher 
performance and higher accreditation.  The assessment methodology has been refined to use a 
blend of desk analysis, online assessment and face to face engagement.   

 
Some of the key areas are noted below: 
 

 Leading and Inspiring People is a priority area and the Standard refers to passion, trust, 
transparency, active role model behaviours and two-way communication.  

 There is greater emphasis on Living the Organisation’s Values and Behaviours.  
 There is increased emphasis on Empowering and Involving People, Managing 

Performance, as well as having a culture where people are motivated to perform at their 
best by Recognising and Rewarding High Performance. 

 Structuring Work is a new area of focus which talks about clear accountability, decision 
making authority, definition of skills and capabilities, collaboration and sharing of 
knowledge and information.  

 Building Capability combines a number of key areas such as recruitment, career 
development, resource and succession planning, as well as learning and development.  

 Delivering Continuous Improvement has been strengthened, and includes ‘learning from 
efforts, mistakes and success’, as well as being ‘passionate about innovation’.  

 There is a new focus on Creating Sustainable Success, which builds on change 
management, involvement, business impact, social impact and horizon scanning.  

 
This model will undoubtedly support best practice people management activities and help 
manage change; whilst providing an effective tool to measure and benchmark against common 
global principles.   
 
You can download information on the new Standard and conduct a self-assessment online to 
measure your performance against it.  These can be accessed at: 
 
https://www.investorsinpeople.com/resources/achieving-investors-people/introduction-sixth-
generation-standard  
https://www.investorsinpeople.com/online-self-diagnostic  

  

https://www.investorsinpeople.com/resources/achieving-investors-people/introduction-sixth-generation-standard
https://www.investorsinpeople.com/resources/achieving-investors-people/introduction-sixth-generation-standard
https://www.investorsinpeople.com/online-self-diagnostic
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Annex 1 – Evidence Requirement Matrix 
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Total Number of Evidence Requirements MET: 45 

 
. 

Key: 

 Investors in People Standard – Evidence Requirements Assessed and Met 

 Extended Framework - Evidence Requirements Assessed and Met 

 Extended Framework – Evidenced Requirements Assessed but Not Met 

 Evidence Requirements Not Assessed 
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Annex 2: Proposed Continuous Improvement Action Plan 
Current Situation Suggestions for Further Development Action Agreed Priority Responsibility and by 

When 

1. Despite a lot of improvement 
projects and initiatives some 
individuals struggle to give 
examples of enhancements that 
have been made to people 
management and development.   

Find effective ways of communicating and 
keeping staff informed and letting them know 
that they have been listened to and action 
has been or will be taken as result of suveys, 
focus groups and other engagement 
activites.  

   

2. Not everyone values the current 
appraisal system. 

Re-promote the importance and use of 
appraisal as a motivational tool and ensure 
further consistency in deployment. 

   

3. There is a prevailing view that the 
core values require a focus to 
ensure they are ‘lived’ and govern 
how the organisation operates. 

Focus on promoting the shared set of core 
values as the basis for decision making and 
behaviours that create commitment and 
integrity. 

   

4. There are perceived inconsistencies 
in management approach in relation 
to the levels of support, recognition 
of good practice and in building 
effective teams. 

Continue to focus on effective leadership to 
help deliver change and create a climate 
where people feel energised, inspired, 
empowered and satisfied.  

   

5. There are pockets of staff that do 
not believe that the training system 
in their area is effective.   
 

Keep the learning and development strategy 
under review to ensure the effectiveness of 
personal development planning; innovation 
and evaluation.  

   

6. The majority of people feel that they 
are valued and appreciated for their 
contribution; others are not sure if 
they are valued beyond that.   

Establish what motivates staff and ensure 
that the reward and recognition strategy is 
evolving and promoted as part of the 
employer brand.   

   

7. Not everyone feels that there is a 
culture of proactive, genuine 
encouragement to generate 
improvement ideas. 

Create mechanisms that will encourage and 
facilitate the generation of new ideas and 
suggestions to drive innovation. 

   

 


