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Introduction

The year ahead - 2014-15
Service, continuity and development
The challenges facing UK public services continue to call for
ambitious plans to increase efficiency, improve service quality,
and reduce expenditure. This 2014-19 Business Plan gives
effect to the ambition for a wide range of business services for
the Department for Business Innovation and Skills (BIS), the
Research Councils and many other
BIS partner organisations, and for
UK SBS is a mutual
an increasing range of clients.
service provider, owned
and controlled by its
clients.
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Across 2013-14, UK SBS developed its turnover from £55m to
£66m, as we took on new clients and developed the business.
Within that, we:
•

delivered to budget while continuing to meet over 90% of our
Service Level Agreement (SLA) targets

•

continued the year-on-year reduction in the Research Councils’
‘back office’ charges from £31m to £27m

•

saved £76m in verified procurement benefits

•

implemented two pan-Government procurement
categories under a Memorandum of Understanding
(MOU) with the Government Procurement Service

•

grew our client base from 22 to 25

•

grew our customer user base to 17,000

•

delivered the BIS Phase One transitions successfully

•

established Property Asset Management as a new business
line for UK SBS, which is on track to save £100m for customers

•

further strengthened our Board and Senior Executive Team

•

settled partnership arrangements with the Cabinet Office and Shared Services Connected
Limited (SSCL) for delivering volume transaction services to us from them from 2015.

The direction of travel
of this Business Plan is
therefore an extension of
that for 2013-18, but with
an even stronger focus
on customer service and
process improvement.

The year 2013-14 also saw some setbacks, notably relating to providing desktop services to BIS, and in
challenges to our internal controls. We have learned from both. Our IT offer has been re-thought and
re-launched, and is now being actively taken up by other customers. Internal controls, especially in the IT
area, have been closely reviewed and strengthened. As signalled in the last Business Plan, we have also
explored further growth opportunities through strategic partnering and identifying new customers, in a
measured way and with a close eye to the needs of existing customers. We intend to extend this approach
into 2014-15, and the key themes for the year ahead will be ‘service’, ‘continuity’, and ‘development’. The
direction of travel of this Business Plan is therefore an extension of that for 2013-18, but with an even stronger
focus on customer service and process improvement.
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The business context and UK SBS lines of business
In many respects, the business context for UK SBS remains similar – a focus on cost, efficiency and
improvement in public services, albeit now against an improving macro-economic outlook. Nonetheless,
we will need to continue to be agile in our approach, because the shared business services agenda in
Government continues to develop strongly.
In our immediate context, BIS’ work in looking ahead at its own service and financial challenges through
the Dalton Phillips and Dodds reviews indicates that the potential contribution of UK SBS could be very
considerable, as long as it proves its worth in delivering. The wider Government context is also positive.
Significant developments in the business areas of procurement,
property and asset management, and grant payments all provide
opportunities. Outside of central Government, we also see
needs in the higher education and local Government
sectors, which we might potentially meet as long as risk
is low and the rewards provide a benefit for existing and
We will aim to
future customers.
The changes when we transfer some areas of work to
SSCL are also an important dimension of the business
context ahead. This transfer must be well managed and
organised, but we also need to ensure that it does not
unsettle UK SBS’ greatest asset: our people. We are working
hard to do it right, but also to try and acquire new work that
would enable us to maintain the asset of the skills and capacities
of as many of our people as possible. This is why we are actively
looking at additional business opportunities in the areas of our satellite
offices in Newport and Billingham especially.

maximise the cost
reduction, efficiencies
and value-add we
provide to our clients.

The business fundamentals for 2014-15 are:

04

•

Overall, we expect to consolidate our services to existing clients, to increase our value to them and as
a foundation for growth. Broadening our service provision to move further up the value chain and respond
to our clients’ needs can deliver both economies of scale efficiencies and business sustainability. Growth
in 2014-15 will be relatively small compared to each of the previous two years, and will focus more on
providing existing well-developed services to new clients rather than new services to existing clients.

•

In procurement, we will deliver £200m (2013-14 £76m) in benefits to our customers, based
on a significantly increased spend under management of £2.5bn.

•

In property asset management, we will fully establish the function and supporting team,
enabling the delivery of £100m savings through a programme that will complete in May 2015.

•

In ICT, we will focus on ‘doing the day job well’ for existing clients, improving on performance
benchmarks in addition to expanding services to at least one new client in 2014-15.
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•

In HR, payroll and finance, we continue to focus on delivering further efficiency and continuous
improvements in our transactional service delivery through simplification and automation. We will identify
opportunities to deliver more value added services to our clients, and appropriately manage the transfer
of some business activity to SSCL.

•

In grants, we will continue to support our customers to deliver their core business. We will also look
for opportunities to offer services further up the value chain in line with customer requirements, and
continue to explore opportunities to attract new business.

•

In transition, we will build on the success of Phase 1 to fully establish a professional capability for
delivering effective transitions for our clients.

•

We will appoint strategic partners from the private sector to strengthen our transition capability
and enable us to address the needs of existing and new clients.

•

We will continue to focus on people as a critical enabler to delivery.

2014-15 will be a year of bedding-in our now well-established role as a fully-fledged business services
company that partners with our clients, offering broad services with high impact to help deliver Government
strategy on economy, efficiency and reform. We will aim to maximise the cost reduction, efficiencies and
value-add we provide to our clients, and our focus will be on service, continuity and development. We will
expand our service lines and client base, and prioritise
strengthening the value and service proposition for our existing
clients. We will improve efficiency, economy and quality (these
Our direction will be
are not mutually exclusive) in the services we already provide to
them, and also provide new services further up the value chain
determined by broadening
where that serves our clients’ missions and business objectives,
our services and
and responds to their expressed needs.

responding to existing
and future clients needs.

As our majority owner, BIS has signalled its priorities for UK SBS,
wanting to see us move the business onto a fully sustainable
footing early in 2014-15. BIS has emphasised reliable and
consistent delivery and strong financial management, and
the importance of a robust commercial approach for costing ongoing business and new business cases.
At the operational level, BIS seeks upper-quartile procurement service and transactional processing for
cost and quality, a strong continuous improvement culture and capability, and a clear customer transition
plan for services to Independent Shared Services Centre 2 (ISSC2). BIS wants UK SBS to be an exemplar
on Digital by Default, and to develop a strong brand and reputation to maximise the potential to provide
cross‑Government offerings. These priorities sit well with the thinking and approach of this Business Plan.
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Business model
UK SBS is a mutual service provider, owned and controlled by its clients. We charge our clients the full costto-serve, including in-year investment needs, and no more. All clients participate in the Company’s client
governance arrangements, and if they are themselves separate legal entities, they also, where appropriate,
share in the ownership and direction of the Company.
Where customers satisfy the requirements of ownership,
they should do so to meet their obligations as
contracting authorities, as well as to conform
to the company’s business model, which is
maturing well. This gives effect to the ‘Teckal’
Dalton Phillips and Dodds
opportunities within the European
reviews indicates that
procurement regime for public bodies,
which is at the heart of our business model.
the potential contribution
In 2014-15, this will likely include at least
of UK SBS could be very
another Government department as well
considerable, as long
as additional BIS partner organisations.

as it proves its worth in

During 2013-14, HMRC reviewed our operation
delivering.
of the VAT cost-sharing group with a wider group
of owners and customers. This raised some
challenges for our business model and has inhibited
our specific provision for employee participation in the
ownership of UK SBS. A fully formed HMRC compliant
cost-sharing group has been established from the 1 October 2013, covering all customers who are also
owners. Discussions continue with HMRC about the finer detail of applying this decision and it is possible that
that the rules may permit greater flexibility. This would enable employee participation as originally envisaged,
which reflects wider Government policy.
We have begun to develop our target operating model to reflect the diversification of UK SBS into the
shared business services space, with a wider range of business lines and product offers. Increasingly,
we look to the lines of business to operate as ‘mini businesses’ with clear objectives and specific cost
management and income generation initiatives alongside strong cross-business enablers to optimise
co-ordination and value for money in the areas of corporate support. This development has been
underpinned by building a proper costing model for our services. This will enable costs to be much more
transparent for each client, and will begin to give clients more choice as to the level and quality of service
they wish to take, and the price they pay.
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We consciously strive to be transparent in all our dealings, and this specifically responds to feedback we
received from clients in 2013-14. This sometimes means that problems get magnified in the glare of attention,
and taken out of context. However, that is a small price to pay. As a company, we do not have conventional
commercial drivers of profit and capital growth. We need to be driven by our own commitment to contribute
to the public service, but also by demanding clients and customers who know exactly what we are delivering,
and how that compares with other providers and in what context, and who then demand more of us. That
is why we increasingly publish our performance figures widely and will look to publish more through easily
accessible digital channels, and why we explicitly compare service quality and cost against the best of the
public and private sectors.
We aim to grow both turnover and the range of business services we provide in a managed and measured
way. A cardinal principle of all our business growth is that it improves the efficiency, quality, effectiveness,
and economy of the services a client takes. This starts with a rigorous and specific business case, translates
into demanding SLA targets, and is then transparently monitored against published private and public sector
benchmarks. We operate in the public interest but are held to providing commercially competitive services by
the knowledge that our clients are ultimately free to take their services from others.

The period 2015-2019
Across the remainder of the Business Plan period, we will continue to improve services, deliver upper-quartile
processing costs, reduce unit costs, and grow revenues, service range and capability. The full Business Plan
that follows sets out our current projections. Two points deserve specific emphasis.
First, we are reinforcing our commitment to service and quality to existing customers. We do not consider
that achievement of current SLA targets is sufficient return to them for their commitment and investment in
the company. Process improvement will continue to be a high priority, and we will be keen to supplement or
vary any SLA targets that could better reflect the needs and wants of our customers.
Secondly, growth and diversification has to
remain an important part of our business
planning. It keeps the company’s culture more
vibrant and forward looking, and searching for
opportunities to do better, and it helps us build
and retain a Board and a top Executive Team of
real quality.

A cardinal principle of
all our business growth
is that it improves the
efficiency, quality,
effectiveness, and
economy of the
services a client takes.
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The business plan
Our overall objective is to optimise our impact as a valued partner to UK public service in facing daunting
service and financial challenges. This UK SBS Business Plan 2014-19 has been prepared jointly by the Board
and the Senior Executive Team. It reflects our shared ambition for the company to provide high quality and
efficient services, and to grow in a measured but determined way.
There are three matters that we draw specifically to your attention and on which approval is requested
through this plan for us take the next steps. The first is that we propose to bring forward a group of
organisations to become owners that are receiving, or are about to receive, service as customers and that
are eligible for ownership. All of these are BIS Partner Organisations. Secondly, we need to take the next
steps in adding additional strategic partners beyond the existing partnerships with EC Harris (relating to
property) and ‘Connect’ (certain transactional services).
This will require us to begin an Official Journal of the European Union (OJEU) procurement to follow up the
Prior Information Notice issued last year. Specific proposed partnerships should then take shape in the early
summer, and will be the subject of further consultation with shareholders before final decisions are made to
enter into them. Thirdly, we have taken on board the key points made during the consultations on the draft of
this Business Plan. This included a stronger focus on cost, and the importance of ensuring that any additional
strategic partnerships we take on support the core objectives of the business, and that we have the capacity
to manage them effectively.

Dr Clive Grace OBE
Chair
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Executive summary

This Business Plan represents a continuation of the strategy for UK SBS as
set in the previous Business Plan, with strengthened emphasis on delivering
increased efficiencies, savings, and improved service quality to our
customers and clients.
Our mission is clear. We exist to:

Enable customers to focus more resources on their core activities
by providing quality shared business services and provide them
with the freedom to innovate and transform their own organisations.
In 2013, we transformed from RCUK Shared Services Centre Limited to UK Shared Business Services Ltd
(UK SBS). This change brought a new dimension to both our operations and our strategic objectives. We are
now a multi-client, multi-service shared business services company, delivering a broad range of business
services in addition to transaction processing, to a variety of customers. As the economic outlook improves,
it becomes even more important to maintain and improve on the efficiencies and quality of service we deliver
to our clients.
The plan for the financial year 2013-14 was ambitious and intended to provide a solid platform to achieve
a long-term growth agenda. However, the challenges for the year were significant as UK SBS balanced
the transfer of new customers, ongoing service delivery, ongoing development of its operating model and
improvement to existing services.
The plan for the period from 2014-15 builds on the achievements to date and recognises lessons learned. We
will continue to develop and mature our business model to underpin ongoing improvement and developments
in our service delivery.

UK SBS will ensure that this and future plans balance ambition with realism,
so that shareholder, customer and employee expectations are met.
UK SBS is taking the opportunity in this Business Plan to restate our key priorities, in line with our
understanding of our clients’ and sponsors’ needs.
Our priorities – in order - for the early part of the plan will be:
• PRIORITY
		

1

Consolidate and improve existing services to existing customers – improving quality
of service and customer care

•

PRIORITY 2

Improve efficiency and effectiveness to ensure value for money

•

PRIORITY 3

Accelerate the growth of Procurement and Property Asset Management services

• PRIORITY
		

4

Grow up the value chain by developing and transferring higher value services
for existing customers

• PRIORITY
		

5

Deliver business services to new clients on a case by case basis according
to criteria agreed with our owners.
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UK SBS will ensure that activity in delivering to these priorities is consistent with the
Company purpose and strategic direction. Resources for the coming years must be
allocated in line with the priorities and have the flexibility to be reviewed and reallocated
as necessary to deliver greatest value.

Our commitment to improve the quality of service and
customer care is clear and we will achieve this through
continuous improvement.
We will improve and maintain the reliability and consistencies of existing services
delivered to the required standard and time, and underpin this by strengthening our
internal processes and controls to ensure effectiveness and efficiency.
In 2013, UK SBS signed a contract with the newly created Cabinet Office-Steria Joint
Venture – Shared Services Connected Ltd (SSCL). This arrangement commits UK SBS
to transferring approximately 15% of transactional volumes (specific to HR, Payroll
and Finance) to SSCL from 2015. A programme of work is underway to prepare for
the transfer of work to SSCL, with a clear focus on minimising disruption to customers
and our people. We will embed new ways of working relating to the transfer of work
to SSCL, and explore opportunities to deliver customer-led value-added services in
these areas.

Service areas have developed plans to
deliver against our priorities.
This Business Plan has been created for the five-year period from 2014-15 to 2018-19.
The emphasis of the early years of this plan will be on improving service quality, while
maintaining flexibility to respond to client needs and building the foundations for further
growth and diversification in support of business sustainability.
During the first years of this plan, and in direct alignment with our priorities,
the intention for each of our service areas are set out as follows:

Procurement

10

•

UK SBS will further establish itself as a central vehicle
for pan‑Government procurement, increasing capability
and delivering an average 8% savings per annum.

•

By 2015-16, recognising parallel service improvements
that must be made, we will enhance customer experience
by providing improved processes and reporting.

•

By 2015-16, we will increase savings and efficiencies for
customers by growing the service (with one significant new
client anticipated in 2015-16) and strengthening the
alliance with Government Procurement Service
(GPS)/Crown Commercial Service (CCS) to
explore further opportunities.
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Property Asset Management
•

UK SBS will complete the rationalisation of the BIS property portfolio to deliver
major cost reductions to the BIS administrative budget of £100m.

•

We will consolidate use of the service through 2015-16, setting consistent
standards in our operations.

•

We will deliver greater economies of scale for existing clients with one significant
new client anticipated in 2015-16 and working with the Government Property Unit
to explore further opportunities.

ICT
•

UK SBS will continue the process of improving customer service through
Oracle and SIEBEL products.

•

We will formulate our strategic intent in the provision of e-business
solutions that will not be met through ISSC1 or 2 during the early part
of the business plan.

•

From 2014, we will use technology to achieve greater value for money
in existing processes or in delivering new services.

Grants
•

UK SBS will continue to engage closely with the Research Council Research
Funding Programme to streamline the processes, structures and technology
that support UK research funding through grants.

•

We will become a key contributor in the Government strategic agenda for
grants delivery, utilising the unique UK SBS end-to-end grants offering
through active engagement with the Cabinet Office, in line with the
strategic priorities set out in the Business Plan.
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HR, Payroll and Finance service delivery
•

UK SBS will continue to deliver cost and efficiency improvements through the
application of continuous improvement and lean principles.

•

We will develop propositions for business services currently within the capability
of UK SBS but not offered across the full customer base, for example, specialist
immigration.

•

We will develop customer-led or value-added services in line with customer needs.

•

We will outsource elements of finance, HR and payroll transaction processing
to a third-party provider, and appropriately manage service delivery on behalf
of our clients.

As a cost-recovery company, our revenue will match expenditure over the
life of the Business Plan with a strong focus on reducing the cost-to-serve
for customers. In addition, UK SBS will deliver significant value back to the
taxpayer through client savings.
In line with the growth and diversification priorities already outlined in this summary, UK SBS expects to see an
increase in revenue from service provision over the life of the plan. This revenue will comprise direct charges to
customers through our activity-based charging model and levy received from suppliers through arrangements
established cross-Government by our procurement teams. Growth and increased revenue will drive economies
of scale in service provision, leading to reduced unit costs over time for existing and new customers.

Enabling work-streams have been created to support delivery across
service areas, promoting standards and consistency in how we operate
as a business for the benefit of our clients.

12
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Cross cutting activities required to support and enable the service delivery lines have been drawn together
within workstreams. This ensures professionalism and consistency in the way that the service lines and
internal operations are supported, and flexibility in resourcing that will fit with our target operating model.
These workstreams are summarised below:
• Customer and service management. Improvements will be made to the existing capability
to ‘broker’ the relationship to support the delivery of services in line with customers’ priorities.
• Organisational development. We will develop our people, processes, systems and controls
and better leverage our asset base to provide a solid foundation to support service delivery.
• Technology. Enabling UK SBS to effectively leverage technology to deliver existing services
securely and reliably is a priority for this workstream, alongside developments that support
improvement and growth within service areas.
• Internal controls. Maintaining strong and appropriate internal governance and controls is vital to
provide confidence and assurance to our customers, and to ensure transparency and manage
risk appropriately.
• Portfolio Programme and Project Management (PPM). This will be developed to provide
a holistic and transparent view of the business change portfolio and a framework for the effective
prioritisation and management of activity and resources.
• Strategic partnerships. Where appropriate, we
will work with partners to better respond to existing
customers’ needs or to grow and leverage efficiencies
for our clients and owners.
• New business. This workstream will enable us to
attract, assess and execute the process to bring new
customers into UK SBS, in alignment with our priorities.

We will improve and
maintain the reliability
and consistencies of
existing services delivered
to the required standard
and time.

• Communications. This workstream will provide
integrated and consistent communication messages
and collaterals; enabling and facilitating engagement
opportunities with internal and external customers and stakeholders.

Growth and diversification, delivered in a managed and measured
way, remain priorities for UK SBS in a changing market and
competitive landscape.
Growth and diversification, both further up the value chain and to a broader customer base, enable us to
acquire new work, which would enable us to deliver savings and efficiencies for owners by leveraging the
primary assets of the skills and capacities of our staff. This is important to the sustainability of our business,
and to enable us to improve the quality and breadth of our services through the life of the Business Plan.
Over the life of the plan, UK SBS will accelerate growth specifically in Procurement and Property Asset
Management in line with customer needs, and in response to the Government’s reform agenda. This work
will include strengthening UK SBS’ relationship with Cabinet Office through the Government Procurement
Service/Crown Commercial Service (GPS/CCS) and Government Property Unit (GPU).
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Purpose of the plan

1. Purpose of the plan
The 2014-19 plan is largely consistent with the 2013-18 plan, although there have been a number of
adaptations as the environment has changed and the public sector agenda for shared services has matured.
However, the plan remains on track to develop a public sector mutual model to deliver efficiency, economy
and effectiveness to a wide range of customers.
The purpose of this business plan is to:
•

present the business and financial plans for the period 2014 to 2019 at high level to the shareholders for
approval and to wider stakeholders for information and comment

•

set out clear direction, business objectives and targets for UK SBS so that successful delivery can be
monitored and measured over the agreed timeline

•

ensure that resources are aligned to the strategic priorities within the plan

•

provide more details for the early part of the plan to demonstrate how the foundations for future years will
be set.

The document draws on more detailed research and analysis, and is supported by more detailed proposals
within all service delivery and corporate areas.

Context
In 2013, we transformed from RCUK Shared Services Centre Limited into UK Shared Business Services
Ltd. This change brought a new dimension to both our operations and our strategic objectives. We are
now a multi-client, multi-service shared business services company, delivering a broad range of business
services in addition to transaction processing, to a variety of customers. As the economic outlook improves,
it becomes even more important to maintain and improve on the efficiencies and quality of service we deliver
to our clients.
UK SBS is taking the opportunity in this Business Plan to restate our key strategic priorities, in line with our
understanding of our clients’ needs.
The key drivers for UK SBS have not changed. The challenge facing UK public services calls for ambitious
plans to increase efficiency, improve service quality and reduce public expenditure, and we see ourselves as
a key vehicle to help meet that challenge for our customers.
For UK SBS, the primary driver is the need to increase efficiency and deliver value and quality for our owners.
UK SBS has recognised, and shareholders have approved within earlier plans, a clear interdependency
between improvement of existing services and growth. Put quite simply, growth is the mechanism by which
further efficiency, quality and value will be delivered for our owners. UK SBS therefore needs a solid track
record of delivery to existing customers if we are to increase what we do for them or take those services to
others. That solid track record must be our first priority.

14
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Consequently, the need to grow our business, while delivering to our mission, is real. A challenging but
realistic growth agenda is required in order to:
•

provide long-term sustainability for the business and thereby long-term stability for its customers

•

provide sufficient scale to reduce each owner’s risk and to provide the ability to take greater risk if
requested to do so

•

optimise our asset base to enable us to increase efficiencies over time

•

optimise economies of scale and resilience within services, ensuring greater value for our owners and
other customers from their ongoing investment

•

enable greater capacity to provide services that are customer-led and reflect clearly the needs of owners
and the wider customer base

•

increase influence and control in the direction of public services, ensuring quality and cost are held in
appropriate balance by shaping rather than following

•

offset the impact of a shrinking user base and the transfer of transactional services to Shared Services
Connected Ltd (SSCL), which might otherwise adversely impact the realisation of value through
economies of scale.

The Cabinet Office efficiency and reform agenda is focused on delivering high-volume transaction processing
across multiple Government departments through a single shared service entity. Following a competitive
process, the Cabinet Office formed with Steria, a Joint Venture vehicle, called Shared Services Connected
Ltd (SSCL), to take this forward. UK SBS will leverage SSCL as one of our founding strategic partners, and a
proportion of our transactional services will transfer to SSCL.
To that effect, UK SBS signed a contract with SSCL in 2013. This arrangement commits UK SBS to
transferring approximately 15% of transactional volumes (specific to HR, payroll and finance) to SSCL in
2015. A programme of work is underway to prepare for the transfer of work to SSCL, with the minimisation of
disruption to both people and customers key priorities.
The UK SBS model of offering a broad range of business services (aside from pure transactional services)
delivers high levels of efficiency and economy of scale to our clients. Accordingly, the scope of this Business
Plan signals an increased emphasis on developing and delivering further ‘customer led’ services that meet
our clients’ objectives. It is envisaged that UK SBS will retain all customer-facing activity and, as such, will
continue to manage established client relationships, in addition to managing service delivery from SSCL on
their behalf.
Growth and diversification, both further up the value chain and to a broader customer base, enable us to
acquire new work, which would enable us to maintain the asset of the skills and capacities of as many of
our staff as possible. This is important to the sustainability of our business, and to enable us to improve the
quality and breadth of our services through the life of the Business Plan.
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2. Our vision, mission and values

2. Our vision, mission and values
UK SBS continues to be well placed to deliver savings and quality to its owners, as part of the wider public
sector agenda to share business services in the interests of efficiency and reform.
Vision
The vision of the organisation remains to:

become the leading provider of shared business services in
the UK public sector and to have the biggest possible positive
impact on reducing cost and improving the quality of business
services in Government and the public sector.
Mission
The mission remains to:

enable customers to focus more resources on their core
activities by providing quality shared business services and
provide them with the freedom to innovate and transform
their own organisations.
Values
Our people underpin the delivery of the vision, mission and plan. On that basis, UK SBS has developed a
clear set of values that guide the way in which it works:
•

Perform as one team

•

Always respect

•

Consider customers first

•

Take the initiative

People are encouraged to achieve their best – personally and professionally. From personal development
to volunteering, employees are empowered to make a difference and encouraged to enjoy a healthy work
and life balance. Developing a motivated workforce and ensuring customers benefit from the standard of
performance this inspires is our aim.

16
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The Company’s origins have involved bringing together teams with varied experience and cultures, and
the challenge has been, and continues to be, building on the best and positive elements of this legacy within
a single team with a single set of values. The organisational development strategy outlined later within this
plan demonstrates how UK SBS will further develop its culture and live its values through the next phase of
the journey.
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3. Governance

3. Governance
The Company’s Board of Directors manages UK SBS on behalf of the shareholders, with the Senior
Leadership Group responsible for the day-to-day operations and delivery of services. The Board is made up
of ten directors appointed by all of the shareholders, and is led by the Independent Chairman, Dr Clive Grace,
with eight experienced Non-Executive Directors from the private and public sector. Jonathan Preece, as
Chief Executive Officer of UK SBS, is the only Executive Director. Appointments of Non-Executive Directors
to the Board are made in accordance with the Articles and Shareholders Agreement. The current ownership
ratio of UK SBS is Government Departments 51% and Non-Government Departments 49%.
The Shareholders approve both the annual and medium-term (three to five years) Business Plan and hold the
Board to account for ensuring delivery of the Plan’s objectives through Business Plan reviews.
The UK SBS Board has legal responsibility for the stewardship of UK SBS through strategic direction and
effective decision making and, as such, provides direction, support and appropriate scrutiny of the actions
of the Senior Leadership Group.
The Board has four sub-committees, which provide more detailed oversight of the particular areas.
These are shown below:

The composition of the UK SBS Board and Executive Teams are shown below:
UK SBS Board 2014
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4. Approach
Looking back
UK SBS has taken time to reflect on progress over the last year and against the previous plan, within the
process of writing the 2014-19 Business Plan.
The Plan for the financial year 2013-14 was ambitious and intended to provide a solid platform to achieve a
long-term growth agenda. Within the year, there were some notable successes, including:
•

Phase 1 Transition – successful transition of BIS and partner organisations to UK SBS

•

creation of the new Oracle platform

•

establishment of the Newport and Billingham sites

•

extension of procurement services across the public sector

•

delivery of more than £100m savings to clients

•

development and implementation of a new Property and Asset Management service.

A table of performance against the critical performance indicators for 2013-14 is attached as appendix 1
(page 58).
However, the challenges for the year were significant as UK SBS balanced the transfer of new customers,
ongoing service delivery, ongoing development of its operating model and improvement to existing services.
While there were many successes, UK SBS acknowledge that there is a need for a renewed focus in this
Business Plan on customer service, the technology road map and the pace of transition.
UK SBS will ensure that this and future plans balance ambition with realism, so that shareholder, customer
and employee expectations are managed and met.
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Priorities in the plan
The Business Plan is underpinned by clear priorities that have been established and reinforced by internal
and external review.
Although UK SBS needs to grow, the Company recognises that this can only be achieved if credibility is
established within the existing customer base, along with a track record of effective and efficient delivery.
On that basis, our priorities – in order – for the early part of the plan will be:
•

Priority 1. Consolidate and improve existing services to existing customers – improving quality of service
and customer care.

•

Priority 2. Improve cost, efficiency and effectiveness to ensure value for money.

•

Priority 3. Accelerate the growth of Procurement and Property Asset Management services.

•

Priority 4. Grow up the value chain by developing and transferring higher value services for existing
customers.

•

Priority 5. Deliver business services to new clients on a case-by-case basis, according to criteria agreed
with our owners.

UK SBS will ensure that activity in delivering to the above priorities is consistent with our purpose and
strategic direction. Resources for the coming years must be allocated in line with the priorities above and
have the flexibility to be reviewed and reallocated as necessary, in order to deliver greatest value.
Customers
UK SBS exists for and is owned by its shareholders – current and future – and this is clearly reflected in the
priorities that have been set for the Company.
Alongside its owners, UK SBS has developed a strong customer base, which has risen to 25, and this plan
confirms the mandate from our owners to ensure further growth over the duration of the Business Plan. This
plan also reflects the need to better engage with customers and respond to their changing requirements and
environment.
The transformation to become an effective and efficient provider of business services is underway. For the
duration of this Business Plan, UK SBS will increasingly focus on providing customer-led solutions. This
will ensure UK SBS delivers solutions that are both cost effective and focused on customers’ business
requirements.
In the period covered by this business plan, UK SBS will develop a customer and service management
function as an underlying capability and further leverage digital capability to support its service delivery
towers. This will also include embedding continuous improvement and lean capability as key enablers to
support the drive for efficiency.
In response to customer requests, UK SBS will be implementing a transparent approach to performance
reporting, benchmarking and improvement plans. Customer satisfaction measurement will be improved in
early 2014 to ensure UK SBS is monitoring customer feedback effectively. A review of current processes and
an appraisal of private sector approaches, in conjunction with the Institute of Customer Services (ICS) and
engagement with the Customer Forums will take place to ensure proposed new measures and baselines are
set, targeted and aligned.
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Operating environment
The ongoing budgetary pressures faced by central and local Government and other public sector
bodies is driving increased collaboration and higher levels of interest in shared or outsourced service
provision in a number of markets. As would be expected, the potential benefits, degree of maturity in the
development of opportunities to share, the challenges and the complexity vary significantly across sectors
and within regions.
Options for growth
UK SBS has undertaken a review of the potential to develop new, value-added services for its owners and
existing clients, and the potential to take existing services to new clients. There are significant opportunities,
however, UK SBS recognises the need to take an agile, but structured and focused approach that will return
the highest levels of efficiencies to its owners. Any activity pertaining to growth must be underpinned by
effective and efficient service provision to existing customers.
All opportunities for growth will be evaluated against a clear set of criteria that have been agreed with our
owners to ensure that UK SBS makes the right choices and the right investments.
On the basis of this plan, UK SBS will have a mandate to focus on delivering higher-value services to its
owners and other existing customers, accelerate growth for procurement and property asset management
services across the public sector and, as appropriate, bring on board new customers to increase the value
and efficiency of existing services.
The plans that are summarised within the following sections of this document have been developed around
the five priorities.
Growth focus
Consistent with the previous plan, the focus for growth will be to continue to expand services within
our existing customer base, and specifically central Government, and explore service opportunities as
appropriate within local Government and higher and Further Education. Equally UK SBS will respond to
provide services that address both customers’ needs for local provision and the drive for efficiency and
effectiveness.
In line with the priorities outlined above, growth will be secured through delivering higher-value services for
existing clients, accelerating the extension of the procurement and property asset management services
across the public sector and extending services in response to new requirements.
Following consolidation and improvement of existing services to existing customers, UK SBS will grow
through delivering:
•

new services to existing clients

•

services to new clients.

21

5. Operating model

5. Operating model
During 2013-14, UK SBS initiated a review of the operating model, which must be established to support the
operations of the company moving forward. With significant changes to the range of services delivered, the
number and nature of clients and future ambitions, UK SBS recognised the need to review its business model.
We will migrate to our new operating model in a measured and managed way, ensuring that internal activity
does not distract from our external focus – our customers.
The operating model, based on a matrix-management approach, has been designed to deliver an agile and
responsive service offering, which ensures:
•

flexibility of resource across our service lines

•

prioritisation of the delivery of services to our owners and wider client base

•

improved customer contact

•

agility to respond to changing demands within service lines

•

common enabling resources are optimised

•

significantly reduced dependence between service lines

•

consistency in methodology and approach across service lines and customers.

The business model we have adopted and will implement during financial year 2014-15 is a matrix model.
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Each of the vertical towers of the model relate to customer service lines, with the horizontal components
representing the activities required to enable, improve, develop and deliver to current and future service needs.
Matrix operations enable each service tower to focus on the area which will bring most benefit to existing
customers – a) focus on existing service improvement, b) focus on existing services to new customers, c)
focus on new services to existing customers.

6. Finance
The overall income base for UK SBS in 2014-15 is forecast to be £59.6m, down from £65.5m in 2013-14. Our
costs have been split between those supported by income from Business Services Agreements i.e. the core
business of the company, and those supported by direct funding for transition of new customers or services.
Income to support the core cost base for UK SBS is secured via charges to customers that are generated
through a charging model that takes account of customer volumes, efficiency improvements within service
lines and the spread of company overheads across a wider customer base. This is expected to be £40.2m in
2014-15.
UK SBS has been able to honour the 5% efficiency in charges to existing customers moving into 2014-15
and will continue to bring in new customers to deliver more volume within existing capacity during the next
financial year.
Income for the transition of new customers is supported by direct funding from BIS and directly supports
the costs associated with those transitions. Forecast income from new business, e.g. the growth in the
procurement service alliance with Crown Commercial Service, Property Asset Management and other lines
will ensure UK SBS is able to spread overhead and operate on a lower full-cost recovery basis. This income
is expected to be between £4.3m and £17.2m in 2014-15 and is dependent upon secure written funding
agreements. At this time, there are no projects for which funding has been secured beyond the end of
2014-15.
Increases in income into 2015-16 and beyond are based upon projections for growth in the core procurement
service. Growth in the Crown Commercial Service is also anticipated after this point and therefore cost
recovery is forecast from 2015-16 to 2017-18. The forecast income and expenditure account is set out below
with a breakdown of costs and income sources.
The financial budget has been produced with a degree of certainty up to 2015-16. After this point, the
financial budget and assumptions are indicative projections for future years, therefore the shading in blue and
grey below reflects this.
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Forecast Income
Income and
and Expenditure
Forecast
Expenditure Account
Account

2013/14

2014/15

2015/16

2016/17

2017/18

£000

£000

£000

£000

£000

Service charges

41,658

40,247

42,423

42,392

42,392

Charges for projects & recoverables

23,831

19,321

3,221

3,221

3,221

Total revenue

65,489

59,568

45,644

45,613

45,613

Salary costs

34,758

35,695

33,910

33,910

33,910

Contractors & agency

10,226

9,963

620

589

589

Other costs

19,280

12,845

10,114

10,114

10,114

1,225

1,065

1,000

1,000

1,000

65,489

59,568

45,644

45,613

45,613

0

0

(0)

(0)

(0)

Income

Expenditure

Recoverable purchases
Total costs
Profit/(loss) before interest,
tax & depreciation
Depreciation
Profit/(loss) before interest & tax
Bank interest received
Profit/(loss) before interest & tax
Tax
Profit/(loss) after tax

8,514

9,000

9,500

(236)

(1,556)

(8,514)

(9,000)

(9,500)

236

1,556

25

50

50

50

50

(8,489)

(8,950)

(9,450)

286

1,606

0

0

0

0

0

(8,489)

(8,950)

(9,450)

286

1,606

Breakdown of cost by Directorate and sources of income:
2013/14

2014/15

2015/16

2016/17

2017/18

£000

£000

£000

£000

£000

Service Delivery

14,795

12,570

12,046

12,327

12,614

ISS

Expenditure
13,523

15,589

14,200

14,484

14,774

Procurement

8,132

6,689

7,886

7,290

6,713

Corporate Services

7,211

5,934

5,307

5,307

5,307

Innovation, Customer and Growth

4,106

2,595

3,755

3,755

3,755

581

1,301

1,450

1,450

1,450

15,916

14,390

500

500

500

Property Asset Management
Transition
Recoverable purchases

1,225

500

500

500

500

65,489

59,568

45,644

45,613

45,613

Service charges

41,658

40,247

42,423

42,392

42,392

Charges for projects & recoverables

23,831

17,521

500

500

500

1,800

2,721

2,721

2,721

59,568

45,644

45,613

45,613

Total costs
Income

Supplier Levy
Total revenue
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65,489

tax & depreciation
Depreciation
Profit/(loss) before interest & tax
Bank interest received
Profit/(loss) before interest & tax

0

0

(0)

(0)

(0)

8,514

9,000

9,500

(236)

(1,556)

(8,514)

(9,000)

(9,500)

236

1,556

25

50

50

50

50

(8,489)

(8,950)

(9,450)

286

1,606

0

0

0

0

(8,950)

(9,450)

286

1,606

UK
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0
Profit/(loss) after tax

(8,489)

Breakdown of cost by Directorate and sources of income:
2013/14

2014/15

2015/16

2016/17

2017/18

£000

£000

£000

£000

£000

Service Delivery

14,795

12,570

12,046

12,327

12,614

ISS

13,523

15,589

14,200

14,484

14,774

Procurement

8,132

6,689

7,886

7,290

6,713

Corporate Services

7,211

5,934

5,307

5,307

5,307

Innovation, Customer and Growth

4,106

2,595

3,755

3,755

3,755

581

1,301

1,450

1,450

1,450

15,916

14,390

500

500

500

1,225

500

500

500

500

65,489

59,568

45,644

45,613

45,613

Service charges

41,658

40,247

42,423

42,392

42,392

Charges for projects & recoverables

23,831

17,521

500

500

500

1,800

2,721

2,721

2,721

65,489

59,568

45,644

45,613

45,613

Expenditure

Property Asset Management
Transition
Recoverable purchases
Total costs
Income

Supplier Levy
Total revenue

•

Between 2013-14 and 2014-15, year-on-year costs are falling across service delivery, as processes
become more efficient. From 2015-16, some services currently delivered in-house will be transferred to
SSCL. The impact this will have on our cost base is still being assessed and projections are therefore
indicative.

•

The costs of our ICT (Information Communication Services) function are reducing as the number of
change requests to Oracle 12.0.6 reduces, prior to all our customers transitioning to Oracle 12.1.3.

•

Procurement costs remain relatively flat through 2013-14 and 2014-15, although work volumes are
increasing.

•

UK SBS is carrying out a full review of its corporate services functions to ensure that its costs fall year on
year, thus maximising resource to fund the delivery of front-line services.

•

In the Property Asset Management area, once the team is fully operational, costs are expected to remain
consistent from 2014-15 onwards.

•

In Transition, following the implementation of Oracle 12.1.3 in 2013-14, funding falls slightly in 2014-15
and will largely be focused on transitioning customers from our Oracle 12.0.6 platform to Oracle 12.1.3.
A number of new clients will also be transitioned into UK SBS in 2013-14. Once phase 2 and 3 clients
are on board, a small core team will remain from 2016-17. In the Innovation, Customer and Growth
directorate, costs are remaining fairly flat from 2013-2014 and then are budgeted to reduce in future years
as our processes for onboarding new clients and producing management information become more
streamlined.
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7. Service lines
7.1 Procurement
Summary and context
Procurement is realising the plans set for it by owners in relation to achieving significant growth and an
expansion of service lines across Government. Following a period of accelerated transition and growth
within the BIS family and across departments for specific category areas, the function is at a crossroads
in its evolution. Recent benchmarking indicated that having created a credible model, the function needed
to address its infrastructure in order to sustain further growth. Therefore, the focus for this period must
consider a higher degree of automation and a robust service-management structure in order to deal with
increased volumes and deliver an improved customer experience. It will therefore require a period of service
stabilisation, at the end of which, it should be better placed to onboard a further clients as well as continuing
to grow the sourcing activity in the pan-Government categories.
Over the last four years, the function has sought to collaborate across the research sector and has delivered
innovative solutions. The development of these relationships has resulted in a desire to explore potential
service provision with UK SBS. These approaches should be carefully considered from owner, customer and
operational perspectives.
Third-party spend under management has grown significantly from £0.7m to £1.5bn in the operating year
with the associated savings returned to the taxpayer increasing in parallel. The team has grown from 55 to
98, dealing with 5 category areas pan-Government.
The function continues to provide end-to-end procurement services to an increasing customer base. The
services range from initial customer specification, through sourcing, supplier development and contract
management, to asset disposal.
The current customers cover BIS and its partners as well as pan-Government departments for construction,
scientific research, market and economic research and, most recently, technical product procurement.
UK SBS has also expanded its Major Projects service to many Government departments, and is rapidly
developing and providing a Contract Management service.
Procurement metrics
2012/13
baseline

2013/14

2014/15

2015/16

2016/17

2017/18

£0.7bn

£1.5bn

£2.5bn

£4bn

£6bn

£8bn

Savings £m (based
on 8% of SUM)

£32m

£80m

£200m

£320m

£480m

£640m

Spend with SMEs

27% (1st
Tier)

35%

36%

37%

38%

39%

Total Spend Under
Management
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2012/13
baseline

2013/14

2014/15

2015/16

2016/17

2017/18

Procurement
Sourcing Cycle Time
(LEAN)

Government
target 120
days

85

84

82

80

75

Procurement
Sourcing Cycle Time
(sub-OJEU)

33 days

33

33

33

33

33

e-route/total spend
ratio including
Oracle-based

70%

72%

72%

72%

72%

72%

Capability - % of
procurement staff
professionally
qualified

44%

50%

70%

80%

80%

80%

7 days

7

6

5

4

3

Time to onboard new
supplier

Measurement and
timing

Procurement objective

Initiative

To provide commercial
solutions that add
value and deliver
savings.

• Procurement
stabilisation and
improvement
programme (covering
automation, service
management, process,
structure, governance,
people and operating
model).

• Deliver an annual
average 8% savings
to customers.

• Creation of commercial
model that allows
customer growth
within Teckal remit.

• Transition of one
significant customer
and owner.

Grow function by
delivering contracts
in pan-Government
categories.

• Restructure of the
function to create
a future-proofed
function.

• Customer
satisfaction
increases to 7/10 in
15-16 and 8/10 in
16-17.

Resource and capabilities
• Headcount increases to
150 by end 14-15.
• Recruitment process
aligned to revenue
growth.
• Align savings
methodology with CCS
(Crown Commercial
Service)
and Cabinet Office.
• Operating model to be
resolved during 14-15 to
allow planned growth.

• Directorate to be re• Spend under
structured to reflect
management
developments in the
increase to £4bn 15business.
16 and £6bn 16-17.
• Revenue recovered
by levy on central
contracts equivalent
to 60% average
contract usage by
16-17.
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Procurement objective

Initiative

Measurement and
timing

Resource and capabilities

Increase spend with
SMEs by simplifying
sourcing processes
and making contracts
accessible.

• • Expand the ASPIRE
Supplier Development
initiative

• • 33% sourcing
• • SME agenda to be
across customers
maintained, with further
with SMEs by 15-16.
effort in monitoring
second-tier suppliers.
• 38% by 16-17.
• Procurement cycle going
through CI review.

To establish a pipeline
of talent from school
age through to postgraduate.

• • Expansion of the
capacity and capability
of the team through
organic growth and a
university development
programme.

• • 10% population
entry through
graduate route in
15-16.
• 20% in 16-17.

• • Professional qualification
programme to be
maintained, incorporating
CIPS, Lean and Category
Management.

• 80% procurement
employees
professionally
qualified by 16-17.

7.2 Property Asset Management (PAM)
Summary and context
The PAM team will support the UK SBS mission to ensure that customers can focus on the operational
delivery of their core services to the public by providing a quality property asset management service and
suitable premises from which to deliver those services.
PAM’s aim is to become a leader in delivering effective and efficient management of property assets that
support business need, provide a modern workplace, and ensure value for money for Government; at the
same time as leveraging the economies of scale that an expanded service will offer UK SBS shareholders
and other existing customers. This will represent a step change away from the UK SBS transactional services
currently on offer towards more specialist business services.
PAM has the opportunity to quickly expand its client base once a successful delivery model has been
developed. The initial customer base covers BIS and its partners, as well as pan-Government departments.
The initial challenge is to develop a firm foundation for growth, that balances the effect of over-accelerated
growth to service delivery and risk to reputation.
A key opportunity for PAM arises from a mandate to the GPU to rationalise delivery of corporate real estate
service delivery across Government to a limited number of ‘Centres of Excellence’, of which UK SBS will
be one.
The current model envisages five to six centres, which provide services for departments. GPU is looking to
agree how these are allocated over the early summer 2014 and to have plans for making these operational
from the end of the calendar year.
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The arrangements to be put in place are based on similarity of estates and current alliances between
departments, although GPU will take a more active role to make allocation where necessary. The intention
is that once allocation is agreed, this is a collaborative process at a pan Government level, with client
management being agreed between service provider and client.
The PAM model is very different from all other potential models, and is attracting strong interest and support
from GPU and a number of departments.
PAM metrics

Measure

2012/13
baseline

2013/14

2014/15

2015/16

2016/17

2017/18

Number of offices
in the BIS property
portfolio

192

111

80

70

70

70

13.8

11.7

11.0

10.0

10.0

10.0

Square metre per
person (m2)

PAM objective
Deliver £100 million
of savings to BIS by
March 2015.

Initiative

Measurement and
timing

• Conclusion of
estate rationalisation
programme.

• Programme
conclusion by
May 2014.

• Consolidation of
facilities management
with service
improvements
further to customer
consultation.

• Increased customer
satisfaction
measured by
reduction in
complaints by
March 2015.

Resource and capabilities
• Currently recruiting to
the team.
• Potential to explore
through strategic
partnership arrangements
in both strategy and
operations.
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PAM objective
Consolidate Property
Asset Management
service across existing
client groups.

Initiative
• Agreed Heads of
Terms with client
groups based on
Operational Model;
KPIs; SLA and
charging model. Plus
completion of weekly
timesheets by staff.

Measurement and
timing
• Clients sign Heads
of Terms and have a
clear understanding
of what is delivered
and for what cost.

• Team emphasis
on overarching
Client Relationship
Manager liaising at
• Develop customer
client level; Regional
relationships and
Relationship
confidence in service.
Managers liaising
• Work within UK SBS
locally at operational
and with GPU on core
level to act as single
competencies and
point of contact
skills development to
address service
ensure the successful
issues and ensure
establishment of the
resolution. Proactive
Centre of Excellence in
approach to build
Government.
client confidence.
• Improvement in skills
and competencies
by March 2015
to deliver client
satisfaction rate
improvement from
65% to 85%.
Implement an
efficiency/savings
strategy for the CSR
period commencing
Apr 2015.

• Consult with client
groups to identify
business drivers
in context of
accommodation.
• Agree with clients and
GPU Property Asset
Management Plan for
2015-2020.

Offer Property Asset
Management services
across further BIS
organisations and
other government
departments and
external clients.
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• Completed
consultation process
by December 2014.
• Signed off PAM Plan
with clients and GPU
by March 2015.

• Secure one
• Successful delivery
additional major
of service to current
government
clients will act as
organisation as
promotion of service
client by March
for others, which
2015.
in turn will deliver
economies of scale
back to current clients. • Work with GPU to
develop shared
service model
• The growth of the
for Government
business can offer
to support future
career opportunities
growth.
for those in
potential customer
organisations
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Resource and capabilities
• Currently recruiting to the
team.
• Potential to explore
through strategic
partnership arrangements
in both strategy and
operations.
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7.3 Information and Communication Technology (ICT)
Summary and context
The ICT team of UK SBS provides ‘direct’ and ‘indirect’ services to customers both within UK SBS and
externally. ‘Direct’ services include provision of managed desktop, application hosting, data centre, and
telephony. ‘Indirect’ services include support for users of specific systems and applications, particularly
those used by colleagues within UK SBS to deliver other transactional services (e.g. payroll). The team also
supports other UK SBS professional services, such as procurement and estates.
ICT do this with the firm conviction that the digital services provided deliver value and unlock savings potential.
By deploying innovative technology, and delivering a resilient capability to serve customers, the ICT team
aims to develop products, services and reputation that will enable and successfully cater for the needs of new
clients. By acting as a trusted business partner to other service areas in UK SBS, the team will help them use
technology to improve efficiency, expand their offering and grow. The ICT team will help reduce UK SBS and
customer costs by automation and maximising the value obtained from new and existing technology.
In 2013-14, ICT has already delivered a significant improvement in the services offered. System performance
and stability have increased for example; resolution of problems and incidents improved; the team also
revised their Service Strategy to ensure support to other areas of UK SBS as they grow, while also delivering
for external customers. The ICT team mission is now a balanced one of ‘doing the day job well’ for existing
customers; helping to deliver growth in services and customer numbers; and creating further value in UK
SBS and for its owners. Initiatives to deliver this mission are set out below, but the section later in the plan on
how technology will enable the organisation is also relevant.
ICT Service Delivery Metrics
Measure

2012/13
baseline

2013/14

2014/15

2015/16

2016/17

2017/18

Incidents resolved in
less than 30 days

85% (SLA)

85%

85%

85%

85%

85%

99.5%

99.5%

99.5%

99.5%

99.5%

99.5%

System availability

ICT objective

Initiative

Get closer to
• Deliver Technology
customers and
Improvement Project
improve the
that will ensure
performance of key
consistent, secure
systems (e.g. Oracle)
functioning of systems.
and the service around
• Use continuous
them.
improvement and
application of
recognised standards
for delivery of IT
to improve service
delivery.
• Improve arrangements
for disaster recovery
and ensuring business
continuity.

Measurement and
timing
• ICT will have an ISO
27001 compliant
system by 2015-16.
Provide a service
on Oracle and other
platforms that 8
out of 10 users are
satisfied with.

Resource and capabilities
• A review of capability and
resource to be initiated
following agreement of
IT strategy and target
operating model.
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ICT objective

Initiative

Use new IT and
• Embedding IT
increased automation
business partners
to deliver greater value
to work with service
for money in the key
delivery colleagues to
processes operated by
develop IT-enabled
the company.
change plans.
• Use IT to accelerate
the procurement and
PAM services.
• Deploy systematic
cost optimisation
methodology in ICT to
reduce ‘overhead’.

• Deliver IT needed
by PAM and
procurement
services for
expansion.

Resource and capabilities
• A review of capability and
resource to be initiated
following agreement of
IT strategy and target
operating model.

• Generate savings
through use of IT to
optimise processes
used by internal and
external customers.

Build effectiveness and
capability to deliver
change projects for
internal and external
clients.

• ICT People Strategy
• Strengthen internal
in place by August
capability through
2014. Using
development and
multi-sourcing
implementation
and partnership
of an ICT People
to deliver key
Strategy and Skills
products/projects.
Roadmap. This will
include building
an agile project
management capability
and formulation of
a partnership and
multi-sourcing plan to
ensure access to the
skills and experience
needed externally.

• A review of capability and
resource to be initiated
following agreement of
IT strategy and target
operating model.

Deliver IT services to
new clients.

• Develop services
based on application
hosting and support;
Service Integration
and Management
(SIAM); and Intelligent
Customer Function
and IT project
leadership.

• ICT will be providing
service to at least
one new client
organisation in
2014-15.

• A review of capability and
resource to be initiated
following agreement of
IT strategy and target
operating model.

• Implement the project
to provide ‘direct’
desktop services
to MRC HQ staff,
migrating them from
their previous supplier.
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Measurement and
timing
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• UK SBS will be
providing a multisourced service
where appropriate.
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ICT objective

Initiative
• Identify scope for
multi-sourcing in
service provision and
which market ‘veins’
to mine. Ensure
investment appraisal
process for IT projects
involves a ‘make or
buy’ assessment,
based on value to the
company.

Measurement and
timing

Resource and capabilities

• Embed use of
the demand
management/
IT prioritisation
tool developed in
2013-14 to ensure
only the highest
priority initiatives are
resourced.

• Identify and reach
agreement with
potential partners.
Explore and adopt
cloud solutions as
appropriate.

7.4 Grants Service Delivery
Summary and context
Grants Service Delivery is distinct among UK SBS service delivery offerings, providing support for the core
business of an important cadre of existing and future clients.
The Grants Service Delivery team is responsible for providing owners with a grants administration and
support service that adds value, allowing them to focus on their strategic objectives of funding UK Research.
Grants Service Delivery started in 2013-14 with a complement of 124 full time equivalent (FTE). A number
of efficiencies have been delivered during the year and we are confident we can fully meet this Business
Plan objective of improving quality of service and customer care alongside a reduction to 105 FTE by the
beginning of financial year 2014-15.
Over the past year, the service has handled 14,106 proposals and offer letters with an overall value of just
over £2bn (£2,034m). The percentage of grants payments made accurately and on time has consistently
been greater than 99%. Process improvements have seen the proportion of contacts being reopened
falling from 15% in April 2013 to less than 2% in February 2014 and ensured that UK SBS now consistently
hits its target time for preparing offer letters. Significant improvements in system performance has
reduced processing times for both UK SBS and our clients. The automation of issuing customer accounts
has delivered efficiencies to the service as well as improving the experience of the recipient research
organisations; this was just one of 25 system changes delivered in 2013-14.
Grants Service Delivery will identify opportunities to move its service offerings up the value chain based on
a track record of efficient and effective service delivery. Operational focus will necessarily concentrate on
improving service performance and customer engagement. Work has already commenced on improving
communications channels, offer preparation processes and quality controls.
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There is significant emphasis on improving efficiency and control of grant giving across Government,
supporting both operational efficiency and fraud-prevention agendas. UK SBS is actively engaged in the
Cabinet Office-sponsored Grants Efficiency Programme, which provides the Company with a unique
opportunity to share its experience and services across Government departments and to develop a unique
service offering in line with its growth agenda.
During this business plan period, under the Research Councils’ Research Funding programme, the Research
Councils (RCs) will be considering a wide range of opportunities to significantly improve the efficiency
of their grant giving. This will involve consideration of where further steamlining and/or harmonisation in
processes across RCs can be achieved, the reduction of hand-offs between UK SBS and the RCs, and how
technology investment can be best made to support the consequent new process design. The outcome of
these initiatives may necessitate changes to the shape and scope of the UK SBS grants service, but will, at
the same time, provide opportunities to focus on the delivery of high-quality, customer-focused core grant
service offerings.
Grants Service Delivery metrics
2012/13
baseline

2013/14

2014/15

2015/16

2016/17

2017/18

GR-S4 (application
checks)

100%

100%

100%

100%

100%

100%

GR-S7 (offer
preparation)

95%

91%

95%

95%

95%

95%

CPI-GR-3/4 payment
accuracy / timeliness

98%

99%

99%

99%

99%

99%

Measure

Grants objective
Improve customer
confidence and trust
of UK SBS through
their experience of
services delivered.
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Initiative
• Increase the quality of
a number of existing
service lines (e.g.
offer preparation,
grant information
management,
provision of review
documentation and
retargetted QM
framework).
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Measurement and
timing

Resource and capabilities

• Skill development in
• Through a
customer services and
collaborative
process design will
approach with
enhance the output of
clients, prioritise
this objective.
and highlight areas
for operational focus
and deliver service
consistently.
• Increased
engagement with
client stakeholders.
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Grants objective
Good performance
delivered in all of
the grants service
measures.

Initiative
• Improve efficiency of
processes and controls
within Grants Service
Delivery, using continuous
improvement tools and
in close partnership with
clients.
• Review of performance
measure to be undertaken,
in partnership with our
clients.

Measurement and
timing

Resource and
capabilities

• First phase
continuous
improvements
landed with
associated cost and
efficiency benefits
during financial year
2014-15.

• Develop skills
associated with
continuous
improvement and
design of process
controls.

• Build strong
networks with
other existing
suppliers, sharing
best practice and
developing market
intelligence.

• Networking skills and
opportunities should
be expanded.

• To support client retained
Grants functions to deliver
cost reductions, by
developing more efficient
end-to-end processes,
as part of the overall
efficiency workstream of
the RC Research Funding
Programme.
To provide an
extended range
of ‘value-added’
services to existing
and new customers,
underpinned by high
quality transactional
services.

• Play a leading role in
developing best-practice
activities relating to the
administration of grants
across Government.
• Identify new grantbased products and
opportunities.

• Develop a
comprehensive
grants service
catalogue as a basis
to determine the
growth strategy for
the Grants service
that will ensure
UK SBS has a
strong basis from
which to attract
new business by
December 2014.
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Grants objective

Initiative

Measurement and timing

Close engagement
with the Research
Council Research
Funding
Programme.

• Senior stakeholder
involvement with the Peer
Review workstream and
the Grants Technology
Platform workstream.

• End-to-end streamlining
and improvement of RC
grants award process.

• Develop a balanced
strategy for the future
direction of all aspects of
the Grants Technology
Platform, including
consideration of the
online digital access
provided through JeS.

• Separation and rebuilding of Grants
Technology Platform
from Finance and HR
technology by 2015.

Resource and
capabilities
• Resource levels may
need to be extended
for a short period to
support any change
programme.
• Development required
in analytical skills.

• New platform to be able
to support new grantsbased product offerings
to identified market.

7.5 Finance Service Delivery
Summary and context
The Finance Service Delivery team is responsible for providing customers with quality and timely
transactional and other accounting and specialist advisory services.
The financial year 2013-14 saw the further integration of the three Finance Service Delivery teams based
in Billingham, Newport and Swindon, with teams performing similar functions for different customers on
the Oracle 12.0.6 and 12.1.3 systems now under common leadership. Finance Service Delivery has been
focused on both service improvement and service efficiency. A service improvement plan is now in place and
is being managed in conjunction with customers through the Finance Customer Governance Forum. In terms
of efficiency, headcount in Finance Service Delivery has reduced from 216.5 to 169.1 over the course of the
2013-14 financial year through a number of efficiencies, particularly in the purchase-to-pay process. Looking
ahead to 2014-15, implementation of initiatives such as invoice scanning and increased e-invoicing will further
enhance efficiency and reduce costs.
In line with UK SBS priorities, Finance Service Delivery will identify opportunities to move its service offerings
up the value chain based on a track record of efficient and effective service delivery through, for example
development of management and financial reporting services to customers. Operational focus will necessarily
concentrate on improving service performance and customer engagement, improving ‘professional credibility’.
Finance Service Delivery metrics
2012/13
baseline

2013/14

2014/15

2015/16

2016/17

2017/18

Prompt payment

80%

82%

85%

90%

95%

95%

Cost per invoice

4.36

4.30

3.50

3.00

2.60

2.50

Reconciliations

15

10

9

8

8

8

Measure
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Finance objective
To improve customer
confidence and trust
of UK SBS through
service delivery.

Initiative
• Increase the quality of
a number of existing
service lines (e.g. monthly
reconciliations and Invest
to Refresh).
• Maintain continuity of
services as delivery
through strategic partners
commences.

Measurement and
timing

Resource and
capabilities

• Continuous
• Through a
improvement training
collaborative
completed for all staff.
approach with
clients, prioritise
• Customer service
and highlight areas
training to be
for operational focus
developed and
and deliver service
delivered.
consistently.
• Increased
engagement with
client stakeholders.
• Interface through
the Connected
Programme up to
April 2015.

Upper-quartile
performance
delivered in all of
the finance service
measures.

• Improve efficiency of
processes and controls
within Finance Service
Delivery, using continous
improvement tools and
in close partnership with
clients.
• To support client-retained
finance functions to
deliver cost reductions, by
developing more efficient
end-to-end processes,
as part of the overall BIS
Finance for the Future
programme.

To provide an
• Expand a number of
extended range
growing service lines,
of ‘value-added’
including management and
services to existing
financial reporting.
and new customers,
underpinned by highquality transactional
services.

• First phase
continuous
improvements
landed with
associated cost and
efficiency benefits
during financial year
2013-14.

• The introduction of
the invoice scanning
solution on Oracle
12.1.3 will require
a change to ways
of working and a
reduction in the overall
level of resource
required.
• Employees are
developing skills
in value-stream
mapping to enhance
the ability to look
critically at processes
and identify areas for
improvement.

• Value-add new
service lines
identified and
designed by
June 2014 and
in operation by
January 2015.

• As part of the new
service design,
Finance Service
Delivery will be
evaluating the
skills needed and
identifying ways to
support employee
development into new
roles as required.
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7.6 HR and Payroll Service Delivery
Summary and context
The HR and Payroll Service Delivery team is responsible for providing customers with quality and timely
transactional and other specialist HR and advisory services.
Early in 2013, HR and Payroll Service Delivery led a process-improvement programme allowing a reduction in
FTE from 117 to 108. With the focus on core services, and a drive to improve quality of service and customer
care, a resource plan has been implemented that will move the FTE numbers to 104 by the beginning of
financial year 2014-15.
HR and Payroll Service Delivery now supports over 17,000 users, running an average monthly payroll for
over 31,500 users, and support for an average of 350 live recruitment vacancies at any one time. Within the
recruitment team, staffing numbers have reduced and service levels maintained through dedicated process
and continuous improvement projects, resulting in improved customer feedback.
In line with priorities set for UK SBS by its owners, HR and Payroll Service Delivery will identify opportunities
to move its service offerings up the value chain based on a track record of efficient and effective service
delivery through, for example development of the specialist areas of immigration, recruitment and training
services. Operational focus will necessarily concentrate on improving service performance and customer
engagement, improving ‘professional credibility’.
The headcount levels for 2014-15 will support the additional volumes of activity with the onboarding of new
clients through the PPR programme, and increased customer satisfaction to exisiting clients.
HR and Payroll Service Delivery metrics
2012/13
baseline

2013/14

2014/15

2015/16

2016/17

2017/18

Cost per hire

1,300

1,200

1,000

975

950

900

Cost per payslip
(Gross to Net )

3.00

2.50

2.25

1.90

1.75

1.70

Measure

HR and Payroll
Objective
To improve
customer
confidence and
trust of UK SBS
through service
delivery.

Initiative
• • Increase the quality
of a number of existing
service lines (e.g. support
of in-service staff
moves and changes,
and personnel data
recording).

Measurement and timing
• • Through a
collaborative approach
with clients, prioritise
and highlight areas
for operational focus
and deliver service
consistently.

• Increased engagement
• Maintain continuity of
with client stakeholders.
services as delivery
through strategic partners
• Interface through the
commences.
Connected Programme
up to April 2015.
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Resource and
capabilities
• • Skill development in
customer services and
process design will
enhance the output of
this objective.
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HR and Payroll
Objective

Initiative

Measurement and timing

Resource and
capabilities

Upper-quartile
performance
delivered in all of
the HR and Payroll
measures.

• Improve efficiency of
processes and controls
within HR and Payroll
Service Delivery, using
continuous improvement
tools and in close
partnership with clients.

• First phase continuous
improvements landed
with associated cost
and efficiency benefits
during financial year
2014-15.

• Development required
in skills associated
with continuous
improvement and
design of process
controls.

To provide an
extended range
of ‘value-added’
services to
existing and
new customers,
underpinned
by high-quality
transactional
services.

• Expand a number of
growing service lines,
including Immigration
Light and GAE Tier
5 scheme, direct
sourcing and system/
soft skill training
interventions, together
with development of
professional advisory
services and Business
Partnering.

• Value-added new
service lines identified
and planned.

• Current resource
levels in skilled areas
may need to be
increased in order
to expand specialist
services.

• Deliver appropriate
initiatives to clients
to support the Next
Generation HR
programme.

• To increase capacity/
capability, the
development of
specific specialist
skills will need to
be broadened.
Immigration resources
require certification
if OISC prior to
broadening service
scope.

7.7 Transition and Change
Summary and context
Transition and Change (TC) is a key vehicle for connecting clients with our business services. Our customer
engagement and service delivery ambitions are enabled through effective, efficient service transitions and
business transformations.
Delivery of the 2013 BIS Phase 1 Shared Services programme implementation and procurement
modernisation programmes established a secure scalable platform. This delivery capability has supported
a 24% increase in the number of UK SBS users. From this foundation, TC is developing flexible professional
business services, utilising repeatable toolkits. The latter provide proven, efficient timelines for clients that are
onboarding to UK SBS value-for-money services.
This service line has a key dependency on the Portfolio Programme and Project (PPM) enabling workstream
to deliver:
•

Portfolio, Programme and Project (P3O) business capability for all services

•

repeatable scalable methodologies and toolkits

•

excellence in business change and client engagement when delivering new capabilities.
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Objective

Initiatives

Deliver programmes
successfully in line with
portfolio prioritisation
to support UK SBS
strategies, and to time,
cost and quality.

• Reference: PPM enabling
workstream.

Establish a crossGovernment portfolio,
programme and potential
Project Centre of
Excellence (P3O).

• Creation of a resourcing model
with optimal mix of consultant,
contractor and permanent
staffing that can maximise quality
programme delivery and agility.

Leverage resourcing model defined
in Existing Customer Migration
Programme to optimise consultant,
contractor and permanent staffing
from Q1.

• Restructure of TC to create a
future-proofed capability that can
be scaled as required.

Implement P3O as a centre of
excellence capability in Q1 and
drive this way of working across
the company with embedded
governance, methodologies and
standards from Q2.

• Acceleration of PAM new business
with PPM capabilities.

• Expansion of the capacity and
capability of the team through
service delivery secondments to
SME roles.
• Benchmark, identify and apply
good practice from business
transformation organisations in the
public and private sectors focused
on benefits realisation.
Develop a flexible and
professional delivery
mechanism that can be
offered as a new business
service to others.
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• Provide transition service to at
least one new client organisation in
Procurement and PAM services in
2014-15.
• Percentage of projects/clients
transitioned to single Oracle
platform as specified in business
cases – 90% rising to 95% at
end of business plan period –
specifically supporting the Existing
Customer Migration Programme
and BIS partner future phases,
which delivers agreed business
case requirements in Q3 2015.

• Develop programme business
change, engagement and
communication capability.
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Measurement and timing

Implementation of new permanent
TC directorate organisation from Q1.
Implementation of ‘mini adventures’
service delivery programme from Q2
to develop capability and capacity in
SME roles.
Perform benchmark and leverage
Cabinet Office Major Projects
Authority capabilities by Q3.

• Reference: PPM enabling
workstream.

Develop proposition with BIS Major
Projects Authority Q1.

• Develop the PPM service for the
BIS Major Projects Authority.

Deliver service to at least 1 BIS client
project in 2014.

8. Enabling Workstreams

8 Enabling Workstreams
Introduction
Cross-cutting activities required to support and enable the service delivery lines have been drawn together
within enabling workstreams. This ensures professionalism and consistency in the way that the service lines
are supported while at the same time allowing UK SBS to be more flexible in resourcing and more responsive
to sudden upturns in demand; the Company will be more resilient. A more cohesive approach to planning
and allocation of resource within the enabling workstreams (rather than separately for each service line) will
also help drive effectiveness and efficiency in the support of delivery.
Recognising the key priorities within the plan:
•

Priority 1. Consolidate and improve existing services to existing customers – improving quality of service
and customer care.

•

Priority 2. Improve cost, efficiency and effectiveness to ensure value for money.

Significant emphasis will be placed on the resourcing and development of the customer relationship and
service management enabling workstreams.
8.1

Customer and Service Management

This year’s challenges were significant as UK SBS balanced the transfer our new customers, ongoing service
delivery, ongoing development of our operating model and improvement to existing services. While there
were many successes, the Company acknowledges a requirment to renew focus on this Business Plan with
regards to customer service, as outlined in the UK SBS business priorities:
•

Priority 1. Consolidate and improve existing services to existing customers – improving quality of service
and customer care.

In short, UK SBS recognises that there have been some challenges in our customers’ experience in receiving
services delivered. UK SBS commit within this Business Plan to prioritise improvements and to resource this
work effectively to deliver against customer expectations, in line with service agreements.
This workstream will ‘broker’ the relationship between the customer and delivery areas through assimilating,
interpreting and communicating actionable customer intelligence to support the delivery of services in line
with customers’ priorities. The function will hold service delivery areas to account, on behalf of the customer
base. Further, the function will be responsible for facilitating structured engagement with customers, and
enable UK SBS to speak with ‘one voice’ across a broad range of services.
Customer and Service Management will be a trusted advisor to customers, and a critical friend of UK SBS
and its delivery partners, enabling a single point of access for owners and shareholders.
This function will work closely with, and support, the UK SBS Executive Sponsor. Each new customer, at
a defined juncture within the new business process, will be allocated a named Director within UK SBS as
their Executive Sponsor. The Executive Sponsor will undertake senior stakeholder engagement within the
customer organisation, in addition to maintaining oversight of all activities and issues relating to transition,
and ongoing service delivery. Each UK SBS Director will be Executive Sponsor to at least one new or existing
customer. Any customer issues will be escalated through Customer and Service Management, to the
Executive Sponsor.
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Customer objective
Enable UK SBS to
deliver services in
line with customer
priorities and
expectations.

Initiative
• Develop and
communicate UK SBS
customer strategy and
supporting infrastructure.
• Develop and operate
structured engagement
with customers through
improved account
management and
customer governance.

Measurement and timing

Resource and
capabilities

• Requirement to
identify and implement
a CRM system
to promote and
• Account plans approved
better manage our
by all customers by end
engagement with
Q1 14-15.
customers.
• Customer strategy
developed and
published by Q1 14-15.

• Customer Relationship
Management (CRM)
solution implemented by
end Q3 14-15.

• Build repository of
actionable intelligence for
customer base to enable
UK SBS to better service
their strategic needs.
Improve customer
experience and
UK SBS credibility
through rigorous
management
of service
performance.

• Review, refine and
communicate fit-forpurpose performance
reporting.
• Revise methodology for
assessing and monitoring
customer engagement
and satisfaction, focusing
on meeting customer
priorities as set out within
account plans.

• Performance reporting
strategy approved and
published by end Q1.
• Customer satisfaction
baseline to be set for all
service lines by end Q1.

• Requirement to
develop additional
capability to monitor,
measure and improve
customer engagement
and satisfaction.

• Regular service
performance meetings
scheduled by end Q1
14-15.

• Communicate
performance
management results and
actions to customers
regularly. Clearly
articulate escalation
routes.
Become a
trusted advisor
to customers in
managing service
performance
through UK SBS.

• Improve our
understanding of
customers’ priorities.
• Be responsive in
implementing actions
delivering tangible
improvement to services,
aligned to agreed
expectations.
• Provide direct support
to customers and
shareholders to meet
their own strategic
agenda.
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• Implemented
live action plans,
reflecting strategic
priorities, by customer
by end Q1 14-15.

• Requirement for
design, development
and implementation of
a service management
function.
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8.2

Organisational Development workstream

UK SBS recognises that, in order to deliver to our strategy and ambition, we need to change the ways in
which we operate. This will require development of our people, processes, systems and behaviours.
The workstream plans will be developed to support this and ensure the development of an effective, efficient
and coherent business model. We recognise that successful delivery of the plans and necessary changes will
require clear and collaborative leadership from the top down and engagement with our people in the process
of review, design and planning. This approach reflects the work developed with Best Companies, which
suggests that the success of a business is directly linked to employee engagement.
The scope and scale of requirements for this new workstream are extensive and we recognise that we
cannot do everything at once. The focus for this workstream must be in creating a credible and prioritised
plan to optimise long-term benefit while identifying and delivering quick wins where possible.
On the basis that the workstream plan is in development, the following tables provide an outline for activities
that have already been prioritised by the business.
Organisational
Development
initiative
Target operating
model.

Action

• Confirm objectives, design
principles (including
financial) and priorities.
• Design (structure, processes
etc.) through engagement
with cross-functional teams.
• Plan phased implementation.
• Assess capacity and
capability gaps.

Measurement and timing

• Design Authority
approach published and
design underway by
start of financial year.
• Full plan established
with benefits identified
by 30 June 2014.
• Ongoing tracking of
benefit realisation.

• Identify and deliver
quick wins.

Resource and
capabilities
• Resource: Executive,
Extended Leadership
Team, P30 and crossfunctional groups
(all levels). Further
requirements to be
established through
design and planning.
• Capability:
Organisational design.
Process improvement
and change
management.

• Create resource allocation
model.
• Align resources with
structure and to deliver
required change.
Develop a
Culture that is
fit for the future
business and
fully engages
our people.

• Resource: Executive,
Extended Leadership
Team, HR and OD
team, Customerfacing teams,
Communications
team.

• Strengthen leadership
and demonstrate desired
behaviours top down.

• Key themes identified
and plan complete by
end Q1.

• Engage our people in
planning activity.

• Reduction in levels
of stress.

• Design and implement
customer-focus initiative.

• Improved customer
engagement/satisfaction • Capability: leadership,
levels.
communication,
customer focus,
• Success stories collated
management,
and communicated.
influence and
resilience.

• Sustained implementation of
performance management
(including code of conduct).
• Connect continuous
improvement process to
success story recognition.
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Organisational
Development
initiative

Action

Measurement and timing

Resource and
capabilities

Create, review
and apply
policies that
meet the
delivery needs
of the business.

• Identify, review and have in
• Critical policies to be in
• Resource: CEO office,
place critical policies that are
place by end Q1.
HR team, legal and
required to meet business
communications.
• Further policy rollout
direction.
in line with priorities by
• Capability:
• Prioritise other policies for
end Q3.
Best practice,
understanding
review.
• Control process
appropriate legislation,
• Bring policy portfolio under
implemented by end Q2.
understanding
proper control process.
organisational
needs, drafting,
communications.

Harmonisation
of terms and
conditions, pay
and grading.

• Develop and deliver
harmonised terms and
conditions.

• Increment removal by
end financial year 14-15.

• Address anomalies within
pay and grading.

• Capability: influence
with TUs, experience
of harmonisation,
• Pay and Reward policies
understanding
agreed by end financial
of employment
year 14-15.
legislation,
understanding of
pay policy, best
practice, influence,
communication.

• Review pay and reward
across the functions.

• Terms and conditions
harmonised by end
financial year 14-15.

• Resource: HR team,
Executive, external
support as required.

8.3 Technology workstream
Leveraging technology is key to delivering UK SBS existing services securely and reliably; helping service
delivery colleagues improve through automation; and bringing together services and products for new
customers. UK SBS needs to be an effective broker – matching services, products and their providers to the
needs of internal and external customers. UK SBS needs to engineer business and technology convergence.
The right technology, correctly sourced, and applied well has potential to add great value to UK SBS and its
customers. But conversely, failure to get any of these things right could lead to the opposite.
The strategy for delivering good technology hinges upon some key themes:
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•

Knowing about emerging IT and the market of providers.

•

Focusing on delivering good user interfaces.

•

Offering choice and flexible, modular systems.

•

Partnering with both public and private sectors to access markets that UK SBS cannot currently reach
with current technology or in-house capability.

•

Simplifying and regularising technology and infrastructure, to create resource (people, time and money)
for further investment.
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Initiatives to support this strategy are summarised below, but further information can be found in the UK SBS
IT Strategy and Technology Roadmap.

ICT Objective

Action

Measurement and timing

Deliver new
technology
applications
to facilitate
growth and
development
of new nontransactional
services.

• Business partners in
place by end of Q1
2014-15. Business
• Develop business partner
cases produced
role to ensure technical input
and agreed for IT
to early stage service design
development or
by UK SBS colleagues.
procurement to support
new services as they
arise.

Use awareness
of technology
developments
to provide
knowledgeable
support to UK
SBS colleagues.

• Improve ‘horizon scanning’
capability to understand the
market of ICT providers and
products.

• Improve ‘horizon scanning’
capability.

• Develop ICT/Procurement
capability to act as ‘G-Cloud
broker’.

• UK SBS will have a
full service catalogue
for SIAM and ICF, and
will have a tableau
of G-Cloud options
available for UK
SBS colleagues and
prospective clients by
September 2014.

Resource and
capabilities
• A review of capability
and resource to be
initiated following
agreement of ICT
strategy and target
operating model.

• A review of capability
and resource to be
initiated following
agreement of ICT
strategy and target
operating model.

• Architecture teams
across UK SBS,
with support from
procurement specialists,
will develop G-Cloud
monitoring function.
Fill any client
need for a
simple, small
business
transaction
processing
system, or one
with improved
user interfaces.

• Identify whether there is a
demand for an alternative,
ORACLE or non-ORACLE
finance, HR and payroll
system and support.
• Identify whether there is
strong demand for B2B
systems with improved user
interfaces.
• Develop options.

Simplify and
regularise
technology and
infrastructure.
Take an
enterprise view
of further IT
change and
investment.

• Review new IT Strategy
and Roadmap including
technology simplification
plan. Use benchmarking
to identify candidate areas
for improvement or cost
reduction.

• Market for alternative
offering explored by
the end of June 2014.
Analysis of ORACLE
products, and other
systems, for use as a
‘lite’ solution concluded
on the same timescale.
Service design
and business case
completed by October
2014.

• A review of capability
and resource to be
initiated following
agreement of ICT
strategy and target
operating model.

• Review complete by
end September 2014.
Benchmarking to
produce candidate
areas for further work
after Q2.

• A review of capability
and resource to be
initiated following
agreement of ICT
strategy and target
operating model.

• Continuous
improvement or LEAN
review of all our key
processes completed
by the end of 2014-15.
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8.4

Internal controls

The UK SBS system of internal control ensures that UK SBS can be confident that its business process
controls are appropriately designed, in place and operating effectively. Our business process controls are
supported by effective risk management through which UK SBS identifies, documents and ensures risks
to the achievement of strategic and local objectives are effectively managed to within the Company’s risk
appetite.
UK SBS delivers sensitive services for clients and end users that are important for them, and which involves
the handling of personal or commercial information on their behalf. UK SBS aim to retain their confidence by:
•

having a system of internal controls in place and operating effectively, encouraging our people to
identify where controls could be improved, or where risks to the safe, secure and consistent delivery of
services exist

•

compliance with the provisions of the Freedom of Information Act 2000, the Protections of Freedoms Act
2012 and the Data Protection Act 1998, all of which will be achieved through the appropriate application
of records management best practice

•

the management of company and client fraud risk exposure through the deployment of proportionate,
appropriate and cost effective fraud detection and prevention tools

•

the implementation of co-ordinated and tested business continuity plans, resulting in minimal disruption
to critical services in the event of a major disruptive incident

•

the ownership and management of information assets in a way consistent with Government security
mandates and guidance

•

the proportionate, appropriate and cost effective deployment of security tools to protect our personnel
and physical assets

•

transparency around our performance, using integrated internal and external assurance partners to help
us reduce risk across the business and talking with clients about how the services we provide to them
can be improved.

Part of the UK SBS operating model is that it acts as a vehicle for a VAT cost-sharing group (VAT CSG)
on behalf of its owners. In 2013-14, in order to ensure that its position was VAT CSG compliant as far as
HMRC was concerned, it was necessary for UK SBS to remove from ownership the employee engagement
company (EECo). UK SBS intends to remain in close liaison with HMRC and to seek to reinstate the
ownership of the EECo in the forthcoming financial year, as long as to do so would not threaten the validity of
the UK SBS VAT CSG.
All UK SBS customers participate in the Company’s customer governance arrangements. The customer
governance model was implemented in April 2013 and developed to help build stronger relationships and
improve understanding of customer needs. The UK SBS customer governance brings together clients
and senior UK SBS representatives to create effective partnership working. This ensures that the UK SBS
experience is customer led, focusing on successfully delivering high-quality business services.
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The customer governance model reflects the business services and is scalable to reflect any new service
lines developed. The model is illustrated below.

8.5

Portfolio Programme and Project Management (PPM)

Through the use of proven and repeatable PPM, UK SBS will be best placed to deliver solutions for its clients
that are of requisite quality, and deliver to time and budget. By using a community of PPM practitioners, a
consistent mature and disciplined approach to the delivery of key initiatives will be embedded across the
business. The approach is described within the diagrams below:
Strategic Management
Enterprise Programme Management: the capability to lead and manage resources, knowledge and skills in
the effective deployment of multiple projects designed collectively to deliver enhanced value
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Strategic Portfolio Management
Accountablity of UK SBS Operating Board, responsibility of Portfolio Steering Group

P30 Overview
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The strategy for delivering PPM hinges upon some key themes:
•

Maintaining a ‘big picture’ understanding of the business change portfolio.

•

Providing standards and end-to-end processes to ensure consistency of delivery well and effectively.

•

Improving organisational accountability, decision making, transparency and visibility.

•

Identifying, understanding and managing multiple and cross-cutting risks and issues.

•

Protecting revenue and spend, and enhancing value for money.

•

Protecting UK SBS reputation and client confidence.

PPM objective
Govern the UK
SBS portfolio
effectively
to maximize
business
benefits.

Action
• Establish governance systems
to provide delegated limits
of authority (tolerances) with
escalation routes and rules for
issues, risks and changes.
• Prioritise all business change
ensuring a balanced portfolio of
programmes and projects aligned
to UK SBS strategies.
• Instigate gated reviews to ensure
strategic fit, business justification
etc, through to benefits review.

Measurement and
timing

Resource and
capabilities

• Implement P3O as a • A review of capability
and resource to be
centre of excellence
initiated following
capability in Q1
agreement of target
2014 and drive this
operating model.
way of working
across the company
with embedded
governance,
methodologies and
standards from Q2
2014.

• Embed lessons-learnt
recommendations to continuously
improve.
Driving
consistency of
PPM approach.

• Run a maturity assessment
on current PPM to benchmark
current status.
• Deliver PPM next stage maturity
for UK SBS, using PPM maturity
model outputs.

• A review of capability
and resource to be
initiated following
agreement of target
operating model.

• Develop the community of
practice, clarity of roles and
responsibilities in PPM (P3O).

Continuously
enhance PPM
capability
by regular
introduction of
commercial and
best in class
approaches.

• Identify, through ‘horizon
scanning’, improved PPM
practices.
• Adopt and embed appropriate
improved PPM practices.

• A review of capability
and resource to be
initiated following
agreement of target
operating model.
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8.6

Strategic partnerships

To better service our customers, and to enable them to put more focus on the delivery of core services, UK
SBS is exploring the use of strategic partners to supplement and complement internal capability, capacity
and breadth of service delivery.
We have started to identify possible strategic partners who will offer:
•

A. Capability improvement to complement our own capability to deliver on our Business Plan
Examples: programme delivery support, knowledge transfer in business development.

•

B.

•

C.

Capacity reach-back to enable us to manage peaks and troughs in demand for our services,
whether transactional or value added.
Examples: additional ‘load’ for transactional service delivery, supplementary resource for training at key
programme delivery points.
Joint product/service offerings, which enable both parties to benefit from a broader proposition for
delivery to existing and new customers.
Examples: a specific shared business service offering for the higher education sector or to progress
existing services up the value chain.

Working with strategic partners who can offer UK SBS investment (financial, resource and capability) enables
us to work with agility to respond to our customers’ needs. In the longer term, this will enable us to further
develop our service offering in order to facilitate growth in our target sectors, thereby leveraging further
economies of scale for current customers. There will be a clear focus on appointing strategic partners early
into 2014-15.
Initiatives that support the strategy are detailed below
Strategic
partnerships
initiative
Develop
consistent
process for
engaging
with and
establishing
strategic
partners.

Action

• Define, agree and document
formal and consistent process for
engaging strategic partners.
• Define, agree and document
formal process for approving
strategic partnership as the basis
for engagement.
• Establish clear ways of working
with strategic partners in line with
UK SBS Target Operating Model.
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Measurement and
timing
• Strategic
Partnerships
Framework and
Guidelines to be
developed by end
Q1 14-15.
• Strategic
Partnerships
Communication
Plan to be
developed by end
Q1 14-15.

Resource and
capabilities
• Requirement for
investment in service
management to
manage strategic
partners.
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Strategic
partnerships
initiative
Develop
strategic
delivery plan
to measure
progress.

Action

• Jointly create and agree
strategic delivery plans
with strategic partner(s) to
ensure mutual objectives
are satisfied.
• Measure value generation
from strategic partnership
activity.

Monitor
• Develop clear performance
strategic
framework and
Partner
methodology for managing
performance
strategic partners.
in line with UK
SBS objectives. • Define management
approach and escalations.

8.7

Measurement and timing

• Agree strategic delivery
plans within three months
of strategic partner
inception.
• Incorporate value
generation into UK SBS
Performance Management
framework by end Q2 1415.

• Performance Management
Framework to be
developed by end Q2 1415.

Resource and
capabilities
• Requirement for
investment in service
management to
manage strategic
partners.

• Requirement for
investment in current
performance and
analysis capability.

• Escalations to be defined
and agreed by UK SBS
Board by end Q2 14-15.

New business

For UK SBS, the need to increase efficiency and quality for existing customers and deliver value to owners
is the main driver behind our plans. UK SBS has recognised, and reflected within earlier plans, a clear
interdependency between improvement of existing services and growth. We need a solid track record of
delivery to existing customers if we are to increase services for them or take those services to others. That
solid track record must be our first priority.
But the need to grow UK SBS business, while delivering to our mission, is real and there is a requirement to
develop and deliver a credible yet realistic New Business strategy. In 2013-14 we have worked with a third
party to undertake a market assessment and identify opportunities.
The UK SBS New Business strategy enables UK SBS to:
		

identify new business opportunities, which are aligned with the agreed strategic direction of the
business – specifically to secure future business sustainability

-

assess the opportunity to provide services based on standard criteria

-

execute a professional process for delivering our services to existing and new clients.

The New Business strategy will focus on the following priorities for the business-planning period:
		

Developing services and moving ‘up the value chain’ to deliver incremental benefits to the
existing customer base.

-

Commencing service delivery in the local government and higher and further education sectors.

-

Rigorously assessing new business opportunities in the context of the entire portfolio of projects.
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New business
objective
Document and
clearly articulate
UK SBS plans for
growth and how
these are aligned
to Business
Plan priorities
for existing
customers.

Initiative
• Create UK SBS Growth
Plan for business planning
period.
• Execute communications
plan to articulate Growth
Plan to current customers
and senior external
stakeholders.
• Implement process for
monitoring and measuring
progress against plan,
including delivery of
benefits to existing
customers.

Refine and
embed a fit-forpurpose new
business process
with appropriate
rigour and
oversight, to
deliver against
UK SBS growth
plans.

• Design and implement
standard and repeatable
processes for the
development of service
propositions, proposals
and associated pricing in
line with growth plans.

Measurement and timing
• Detailed Growth Plan
to be documented and
communicated by end
Q1 14-15.
• Onboard 1 additional
customer (outside
of Procurement
and Property Asset
Management) by end
2014.

Resource and
capabilities
• Requirement for
investment in
capability to clearly
map benefits to
existing customers.

• Define benefits
tracking approach and
supporting tools by end
Q1 14-15.
• Implement revised new
business process and
supporting tools by end
Q1 14-15.

• New business team
should be right-sized
and right-skilled to
deliver against growth
strategy.

• Articulate and document
pre-defined criteria for
the assessment and
prioritisation of new
business opportunities.
• Develop right-sized, rightskilled New Business team
to lead execution of activity.

Support service
• All identified service
• Establish clear ways of
delivery areas to
propositions developed
working between New
grow up the value
by end Q1 14-15.
Business, Transition,
chain and to grow
Customer and Service
their customer
Management, and Service
base in line with
Delivery.
assessment
• Lead development of valuecriteria and
added service propositions
business
for delivery to existing and/
strategy.
or new customers.
• Lead and professionally
manage sales process
for target customers
aligned to growth plans to
deliver benefits to existing
customers.
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• Suitably skilled
resources should be
identified and matched
between service
delivery areas and
New Business team.
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8.8

Communications

Transparency provides UK SBS, as a public sector mutual, with an engine for focus, accountability and
continuous improvement, in the absence of the classic market and profit mechanisms that would drive a
commercial company.
UK SBS is seeking to adopt a transparent approach with principle stakeholder groups, customers, sponsors
and prospects in relation to business planning, service development and continuous improvement, savings in
line with meeting financial targets and performance metrics.
The purpose of the Communication and Engagement workstream is to provide UK SBS with integrated and
consistent communication messages and collaterals; enabling and facilitating engagement opportunities with
internal and external customers, and stakeholders.
Stakeholder relationships will be established and maintained through a stakeholder management approach,
aligned with the executive and CRM teams. The ultimate objective is to create an environment of trust,
assurance and credibility for UK SBS to support its growth objectives in line with the Business Plan.
It is recognised that customer satisfaction scores are directly correlated to employee engagement levels.
Therefore, an increased focus of engaging employees on the Company direction and enabling workstreams
will ensure clarity of purpose and support the core principle to continuously improve customer satisfaction.
Employees and customers will be informed, consulted and involved so that they have clarity of the vision and
mission of UK SBS, supporting the Company priorities and enabling workstreams as laid out in this Business
Plan. Regular communications and engagement will be provided to support programmes such as ‘Service
Improvement’ and ‘Connected’, to ensure that employees and customers are kept up to date on the progress
and opportunities delivered by the programmes.
News and campaign delivery to internal and external customers will demonstrate and profile the UK SBS
approach to proficiency, performance and professionalism across the service towers; while efficiency and
effectiveness will be demonstrated through case study and third-party testimonials.
The acceleration of Procurement and PAM growth will be supported, with a business partner approach to
resource capability, ensuring quality and consistency of messages and stakeholder management.

Communications
initiative
Transparency

Action

Measurement
and timing

• Board reports on website.

• Monthly.

• Communiqué on website.

• Within 6 working
days of board.

• Benchmarking.
• Business planning – website
and internal channels.
• Mid-year reviews – website
and internal channels.

• Quarterly.
• Quarterly/mid-year
as appropriate.

Resource and capabilities
• Communications team
resource and capability
has been addressed
during 2013.
• The current structure
allows for a Business
Partner approach across
the directorates, with
specialist consultancy
where appropriate (i.e.
media management).
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Communications
initiative
Grow UK SBS
profile.

Action
• UK SBS Link (news hub).
Customer-focused news
aggregation service.
• Quarterly ‘brand’ campaigns
delivered both through
internal and external
channels - stories supported
by customer-led case studies
and testimonials.
• Develop external events
and thought-leadership
programme.

Measurement and
timing
• Targeted and
focused.
• Quantitative and
qualitative reach
and message
evaluation.
• Established media
profile in key
national and vertical
titles.

Resource and capabilities
• Communications team
resource and capability
has been addressed
during 2013.
• The current structure
allows for a business
partner approach across
the directorates with
specialist consultancy
where appropriate (i.e.
media management).

• Delivers credibility
and presence.
• Timing – all year.

Digital.

• Website refresh – content
and access.
• Sharepoint and intranet
investment.
• Social media strategy.
• Internal collaboration spaces.

• More of our
stakeholders are
informed and
engaged with UK
SBS messages
through a modern
responsive channel.

• Communications team
resource and capability
has been addressed
during 2013.
• The current structure
allows for a business
partner approach across
the directorates with
specialist consultancy
where appropriate (i.e.
media management).

9. Corporate responsibility and compliance
As a company that aspires to be a leading provider of business services, UK SBS has an obligation to act
responsibly, and we are conscious of the role we have in the communities where we are based.
UK SBS employees, customers, partners, suppliers and communities trust UK SBS to operate with the
highest ethical standards in all corporate areas. UK SBS takes this trust seriously, and aims to discharge the
responsibility it has in a number of ways.
Diversity
By welcoming a diverse range of people to UK SBS with the ideas that they bring, the Company hopes to
develop fresh ideas for serving the business needs of its many clients. UK SBS:

54

•

has brought together people who have worked in government departments, research councils, the wider
public sector and private companies to form one team

•

works hard to ensure that the organisation is welcoming to staff and visitors from diverse backgrounds,
and regardless of any factor such as race, ethnicity, gender, age, disability or sexual orientation.
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Health and safety
UK SBS cares about its people, visitors and contractors by:
•

providing a healthy and safe working environment

•

complying with all relevant health and safety regulation, and best practice guidance

•

working with employees and their representatives to continuously improve in this area

•

ensuring all significant processes or activities in UK SBS are subject to risk assessment, and all accidents
and incidents are reviewed and lessons learned.

Environment
UK SBS will minimise impact on the environment by:
•

incorporating consideration of environmental impact into all significant decisions and activities

•

producing Environmental Impact Assessments where necessary and complying with other Government
regulation

•

promoting environmental awareness among the Company’s people and encouraging them to work in an
environmentally responsible manner

•

reducing, reusing and recycling

•

using technology and behaviour to reduce use of resources such as energy and water

•

working with contractors to promote an effective environmental supply management.

Community
Involvement in the local communities is very important to UK SBS. We support communities by:
•

employing local labour and encouraging local residents to apply for vacancies across all sites

•

employing local business apprentices – the Company’s first business apprentice has now moved into a
full time and permanent role within the company

•

operating a well-supported volunteering scheme that has seen over 1,500 hours of volunteering to local
communities in 2013-14.
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Term

Definition

ANOWD

Average Number of Working Days

ASPIRE Supplier Development initiative

Achieving Supplier Performance Innovation Risk
Excellence programme

Best Companies

External accreditation and benchmarking of workforce
engagement through annual surveys

Client

Customer organisation

Customer

Generic term often used to mean end user

Dalton Philips Review

Review undertaken by BIS non-executive director
Dalton Philips in 2013 focused on identifying
administrative efficiencies across BIS

Digital by Default

The Government’s Digital Strategy which sets the
standards for Government departments to meet in
relation to online accessibility of public services

Dodds Review

Strategic review of BIS undertaken by John Dodds

E-business solution

The infrastructure to support the development of an
web-based procurement service

Enterprise Programme Management

Integrated approach to managing business wide
projects

Existing Customer Migration Programme

The programme to move UK SBS’ existing Research
Council customers to the new Oracle platform

G-Cloud broker

Organisation that acts as intermediary between the
end user and supplier of IT hosted services over the
web

GPS/ CCS

Government Procurement Service/ Crown
Commercial Service

GPU

Government Property Unit

Grants Efficiency Programme

A Cabinet Office sponsored programme which is
looking to identify efficiencies across Government,
specifically on reducing grants administration costs
and better scrutiny of fraud and error.
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Horizon scanning

The systematic examination of potential threats,
opportunities and likely future developments

ISO 27001

Quality standards system associated with information
security management

ISSC1

The agreement between Government and Arvato to
deliver Independent Shared Service Centre One to
DfT and its agencies

ISSC2

The agreement between Government and Steria to
deliver Independent Shared Service Centre Two (also
referred to as SSCL)

Je-S

Joint Electronic Submission system used for grants
management

Joint venture vehicle

A business arrangement in which a number of parties
agree to work together in relation to a specific project

Macroeconomic

The wider economic factors or environment that
influence, such as interest rates and national
productivity

Matrix management

Approach to managing cross functional services and
business areas

MOU

Memorandum of understanding between two parties

Mutual service provider

An organisation owned by and run for the benefit of its
members

Next Generation HR programme

BIS programme driving cross-Government
consolidation of expert HR service delivery functions

Non-executive Director

A non executive director of UK SBS and member of
the UK SBS Board

Owner/Shareholder

Holder of a Government department (GD) or nonGovernment department share (NGD) in UK SBS

Pan-Government

A framework or agreement applicable to all
Government departments

Prior Information Notice (PIN)

A method for providing the market place with early
notification of intent to award a contract/framework
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QM framework

Quality Management Framework

Research Funding Programme

A Research Council Programme to develop a longterm strategy for research funding (i.e. the provision of
research grants, fellowships and studentships) and to
take forward a number of more immediate changes to
research grant systems, processes and structures

SSCL

Shared Services Connected Limited is the partnership
arrangement between Cabinet Office and Steria to
deliver the Government’s Next Generation of Shared
Services strategy

Spend under management

The percentage of UK SBS spend that relates to
Strategic Procurement

Target operating model

High level design of an organisation’s future structure
and roadmap for achieving this

Teckal

Name of the legal case which confirmed the existence
of an exemption for “in-house” providers from the
application of the European Procurement rules.

Upper quartile performance

Performance data that, when compared against
similar organisations, falls into the top 25% of
performers in the market

User

Individual end user of UK SBS service
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North Star House
North Star Avenue
Swindon Wiltshire SN2 1FF
www.uksbs.co.uk

Concept House
Cardiff Road Newport
South Wales NP10 8QQ
www.uksbs.co.uk

Queensway House
West Precinct Billingham
Stockton-on-Tees TS23 2NF
www.uksbs.co.uk
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