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Foreword from the Chair

The health and social care system is constantly changing and transforming, and it has been a pleasure
to see the NHSBSA rise to meet the challenges and demands of this business environment as set

out in this 2023/24 Annual Report. | am proud of the ambition and dedication to improving service
excellence in all we deliver day to day. We are guided by a strong sense of purpose and a clear vision
and the organisation can reflect on its past year’s achievements secure in the knowledge that it has

a strong framework to respond to external challenges, embrace opportunities, and has the agility to
adapt as needed. | have no doubt that the NHSBSA will continue to build on this work as it looks to
the future and will continue to make an essential and valuable contribution to supporting the NHS
and the wider healthcare system.

Sue Douthwaite
Chair
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11 Overview

1.1.1 Introduction from our Chief Executive

It's my great pleasure to introduce the Annual Report and Accounts for the NHSBSA for 2023/24. This
report offers a comprehensive overview of our performance, achievements and financial stewardship
during the past year. We have, as always, challenged ourselves to do more and better for our
stakeholders, customers, people and for taxpayers.

As an Arm'’s Length Body of the Department of Health and Social Care (DHSC), the NHSBSA is
responsible for providing platforms and delivering essential services to health and social care system
providers, the NHS workforce, and citizens. Our purpose is to deliver business service excellence

to the NHS to help people live longer, healthier lives. During 2023/24 we have continued work on
several transformation programmes whilst improving and further digitising existing services. We have
taken on new workstreams including the Hormone Replacement Therapy Prescription Prepayment
Certificate (HRT PPC), and the Baby Loss Certification service.

We are driven to deliver taxpayer value and in 2023/24 we achieved over £575 million savings for
other parts of the health and care system, with estates rationalisation and modernisation of our
Digital, Data and Technology infrastructure generating a further £1.6 million efficiency savings against
our own operating budgets

As a public sector organisation delivering on behalf of the taxpayer, we take seriously our
environmental responsibilities, this year reducing greenhouse emissions by 60% and recycling 90%
of waste. We continue to support the environmental sustainability of the wider healthcare system
through developing and transforming our services, increasing the uptake of our digital services to
remove waste, and paper consumption at source.

As always, our people are crucial to our success and collectively contribute to building a positive
culture. We foster an inclusive work environment that promotes engagement and wellbeing as

part of our People Promise. Quite simply, we want the NHSBSA to be the best place any of us have
worked, where everyone matters and colleagues can contribute, influence and flourish. Therefore, I'm
delighted to report that for the fourth consecutive year we have been recognised as an organisation
with “outstanding” engagement in the Best Companies Index. 73% of colleagues took part and we
achieved a two-star accreditation. We were also listed in the Top 50 Inspiring Workplaces and overall
winner in the EMEA Government and not-for-profit category. These accolades help to demonstrate
our continued commitment to being a supportive, inclusive workplace.

| hope you enjoy reading about the achievements set out in our Annual
Report and Accounts. | extend my profound thanks to my colleagues and
delivery partners who have worked with such skill, purpose and dedication
to help us make our unique contribution in supporting the NHS and wider
health and care system.

Michael Brodie CBE
Chief Executive
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1.1.2 About us

e We're an Arm’s Length Body of the DHSC.

e We help the NHS run efficiently by delivering services that support the NHS workforce, Primary
Care and millions of UK citizens.

e We are experts at managing healthcare information at scale and have a reputation for driving
efficiencies and delivering taxpayer value.

e We manage around £52 billion of NHS spend annually while helping to deliver significant savings
back into the health and care system.

e \We use data analysis, insight, digitisation and collaboration to improve health outcomes and
patient safety.

Our purpose is to be a catalyst for better health.
Our vision is to be the delivery partner of choice for the health and care system.

The money flowing through the NHSBSA

£52.28

billion

J

d J J

NHSBSA NHS Pension scheme DHSC and other NHS bodies

£0.96 £36.51
billion billion

Social Work Bursaries Contributions in ‘ Prescriptions

and Learning £20.39 billion (CCGs and NHS England)

Support Fund bensi d £12.15 billion

i ensions paid out

£0.62 billion £16.12 billion Dental (NHS England)

NHSBSA operating £2.40 bilion

costs £0.34 billion Students (NHS England)
£0.13 billion
England Infected Blood
Support Scheme (DHSC)
£0.13 billion
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We are an expert delivery organisation relied upon by Government and the health and care system
to provide a range of complex and essential, high-volume business services to support the day-to-day
running of the NHS and wider system.

We work with pharmacy, dentistry, ophthalmic and GP partners to deliver their critical services to the
NHS and we provide a platform for at-scale national payments for primary care services.

We support the NHS workforce throughout their career journey by providing employment, HR and
payroll platforms, as well as providing financial support to NHS students and managing the NHS
Pension scheme.

We provide a wide range of services direct to the public to help citizens gain access to healthcare and
support costs to which they are entitled. Data analysis, insight, digitisation and collaboration are at
the heart of our business so we can improve patient outcomes and support the NHS workforce.

We have an excellent reputation as a trusted delivery partner and we have ambition to do more by
providing services at scale both at national and local levels and by digitising and transforming theses
services, we deliver great taxpayer value and great savings for the NHS which can then be reinvested
in frontline care.

Our three-year rolling strategy had its final year of delivery in 2023/24 and continued to support
delivery of the NHS Long Term Plan, Health and Care Bill, Workforce Plan and other national agendas
and priorities.

Our organisation is made up of operational and corporate services. The three operational areas
focus on:

1. Services we provide to support essential primary care functions.

2. Services direct to the public to enable citizens to gain access to the healthcare and help with
health costs to which they are entitled.

3. Platforms and services we provide to the NHS to best support its people.
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Primary Care Services

e NHS Prescription Services — paying dispensing contractors for the services they provide on behalf
of the NHS.

e NHS Dental Services — paying dentists for the services they provide on behalf of the NHS.

* Provider Assurance — supporting providers of NHS services, ensuring delivery against contract
requirements.

e Vaccine Damage Payment Scheme — administering the scheme on behalf of DHSC.

e Scanning Services — digitising paper records and reducing storage costs for the NHS.

Citizen Services

e Customer Operations — delivering services through multi-channel contact routes for citizens across
the UK.

e Health Exemption Services — exemption checking and providing services to those who are entitled
to help with health costs.

e Health and Community Services — including NHS Healthy Start and administering the England
Infected Blood Support Scheme.

e Qverseas Healthcare Services — managing global reciprocal healthcare arrangements, including UK
Global Health Insurance Card (GHIC).

NHS Workforce Services

e NHS Pensions — operating the NHS Pension scheme for members, employers and pensioners.

e NHS Jobs — providing the national NHS recruitment platform.

e HR Shared Services — a shared service for HR and recruitment solutions.

e Electronic Staff Record (ESR) — managing the largest centralized HR and payroll system in the
world.

e Student Services — supporting future NHS and health and social care workforce through funding
students.

Our corporate services provide support to our operational services and the wider health system. All
our functions come together to form ‘One NHSBSA' and deliver our brilliant business.

We design and deliver our ‘brilliant business’ around the needs and expectations of our customers,
ensuring their experiences are positive. Putting the customer at the heart of what we do helps us to
truly understand our customers.

1. Our users — anyone who uses our services, from a member of the public to clinical providers.
2. Our sponsor — we are accountable to DHSC.

3. Our commissioners — anyone who commissions a service from us.

4. Internal customers — our internal NHSBSA colleagues.

2023/24 was NHSBSA's first year as shareholder of NHS Shared Business Services (NHS SBS). DHSC
transferred their existing shareholding (49.99%) to NHSBSA on 31 March 2023. The role of the
NHSBSA as a shareholder in NHS SBS is to protect the interests of the shareholder (the taxpayer) and
to hold NHS SBS to account, challenging NHS SBS senior management when necessary. The fiduciary
duties of a Board Director are outlined in detail within the Shareholders Agreement (2004), since
amended. From the point of the share transfer Michael Brodie (NHSBSA Chief Executive) has acted as
Shareholder Representative and Board Director.
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Our Strategic Goals and Big Ambitions for 2023/24

Our five strategic goals bring our purpose and vision to life and focus on the things that are important
to us.

They underpin how we deliver our business, our strategy and our ambitions.

Customer — our customers are at the heart of what we do and we design and transform our services
based on this. We deliver what we say we will.

Our People — we enable our people to be their best by creating a fantastic colleague experience,
providing ongoing development opportunities with an eye to future needs and being a great
inclusive place to work. Maintaining our two star accreditation with Best Companies means we have
outstanding commitment to engagement with our people, of which we are truly proud.

Social Impact — we use our capabilities to reduce health inequalities and support our local
communities and economies by using our services, systems, data and insight to have a positive impact
and help create better health and care for the wider population.

Value & Efficiency — we create value for our customers and stakeholders in the outcomes we deliver
and we generate efficiency across the health and care system, as well as in our own organisation, to
provide better taxpayer value.

Environmental Sustainability — we are committed to protecting the environment, delivering against
our Net Zero target and working towards a greener NHS, supporting a sustainable, healthier future
for all.

During 2022/23 we identified three key areas of focus where we believed we could develop to
support and drive further change and transformation within the wider system. These were called our
big ambitions and we continued to deliver against these during 2023/24.

Transform the platforms which can support the career pathway of health and care
colleagues — Our services support the health and care workforce from the point at which they start
to think about a career with the NHS, right through to retirement. Our ambition is to transform our
platforms and services which support this career pathway, enabling the delivery of the NHS people
agenda through effective recruitment, retention and workforce planning. We will also deliver a great
customer experience across the whole career pathway from student services through to retirement
services.

Supporting people to live longer healthier lives, reducing disparities in health and care -
We operate a range of schemes which help people to gain access to help with health costs to which
they are entitled, for example pharmacy and dentistry. This help is increasingly important, as it means
people do not have to choose between their medication and other essentials such as heating and
food. We recognise how fundamental these services are to tackling health disparities and therefore
we want to ensure we process every application efficiently and effectively. We will actively promote
our services to specific audiences, so that we increase our reach and make sure as many people

as possible who are entitled to the help can gain access to it. We will also further develop our
signposting and messaging to the citizens we serve joining up services and working with partners.
We will use our data and insight to provide data products for our partners at a national, regional and
local level based on user need.
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Supporting the NHS and health and care system to deliver greater efficiencies — There are
challenging times ahead for the health and care system, therefore we need to maximise our resource
using every pound wisely to ensure we deliver value for the taxpayer. Using our capability to deliver
at-scale, high-volume platforms and services we are well positioned within the system to expand our
service offering across our core service areas. We will also improve collaboration and integration with
partners to reduce duplication, delivering better value across the system. We will continue the work
we do to eliminate fraud, error and waste across all of the services we are responsible for. In addition,
we will use our data and insight to support better decision making around medicines management.
We will continue to deliver wider system efficiencies.

Our Strategy can be found here: https://www.nhsbsa.nhs.uk/what-we-do/strategy-business-plan-and-
annual-report.

1.1.3 Our key risks and issues
Our key risks and issues are as follows:

Information security

Funding

NHS Pension Scheme service delivery
Significant fraud

Adoption of future workforce solution
Priorities of sponsors/ commissioners
Government productivity target
Diverse workforce

3* Best Companies accreditation
Suitability of directions

A summary of our key risks and issues is given in our annual governance statement in section 2.1.3.
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1.1.4 Performance summary

Through 2023/24 we continued to receive awards and accreditations that recognise our ambition to
be a great, inclusive place to work. These include:

THE UK’S NOT-FOR-PROFIT BODY’S

; o)

. ' BEST BIG COMPANIES BEST ORGANISATIONS INSPIRING

WORKPLACES
GOVERNMENT & NON-PROFIT

WINNER 2023

OUTSTANDING 2023 2023

cert.b.co.uk cert.b.co.uk
2024

cert.b.co.uk

EMEA

For the fourth year running we were rewarded with the “outstanding” two-star accreditation in the
Best Companies survey, as well as the top 50 inspiring workplaces government/not-for-profit winner.

Better Health Carer e
at Work Award Conﬁ dent

Maintaining Excellence -
Accomplished

B confident

LEADER

enel
TIDE:SB

Gold Standard
2022/2023 “

M disability ‘\/’

-

ARMED FORCES

COVENANT

HIGHLY COMMENDED
NETWORK GROUP 2023

CERTIFICATE OF ACCREDITATION

i o

jJlemauo3s
JIEM3U03S

Menopause Friendly Employer

NHSBSA

Has been awarded Menopause Friendly accreditation
by our Independent Panel on 9 February 2023

Throughout 2023/24 we have continued to work hard at being a great and inclusive place to work.
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Delivering on our brilliant business

NHSBSA has continued to deliver its brilliant business during 2023/24, whilst providing and
transforming new services. NHSBSA contact volumes decreased during this period, however two

call streams were directed to a third party provider to support delivery of service levels and this
contributed to the decrease, as well as a reduced service provision within our exemption checking
services. Outsourced contacts have now been brought back in house and exemption checking services
have been restored to circa 94%, therefore contact volumes are expected to increase for 2024/25.
However, despite reduced contact volumes, we have seen an increase in other service provision such
as payment volumes.

New services include the launch of the Baby Loss Certificate and HRT PPC. In addition to this we
also launched our new Pensions Customer Hub with early successes in reduced waiting times for
customers and lower abandonment rates.

We also performed well in other key areas such as:

e Making 67 million payments to our customers during 2023/24, of which 99.99% were paid
accurately and 99.99% on time.

e Delivering £575m of wider system efficiencies against a forecast of £171.2m in 2023/24, with
£2.98bn since 2014.

e Maintaining customer service levels achieving 88% of our sponsor service level agreements over
the full year.

e Implementing a new customer satisfaction measure, with 8 of our services showing statistically
significant improvement over the last 12 months.

e Undertaking a review of NHS Pensions Services as part of our Taxpayer Value Programme
to continuously improve and drive taxpayer value. This is one of our most complex services,
identifying a number of recommendations to deliver further taxpayer value and increase customer
satisfaction.

e Maintaining our Two Star status in the Best Companies Index for the fifth consecutive year.

Our business performance

We have continued to perform well throughout 2023/24 ensuring the delivery of our critical
services. Year-end position saw 88% of our sponsor service level agreements meet or exceed target,
a 10 percentage point increase on the previous year. This is broken down in to three areas of
performance measure: enablement, fulfilment and payment.

100% 93%

78%

Customer Enablement Customer Fulfilment Payment Processing
measures achieved over the measures achieved over the measures achieved over the
full year’s performance full year's performance full year’s peformance
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Our enablement measures are those that relate to how we help our customers obtain any
help or support they need from us, achieving 100% compared to 56% the previous year. Our
fulfilment measures also improved from 74% to 78% and we achieved 93% of our payment
processing measures.
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1.2 Performance analysis

1.2.1 How we measure performance

To ensure we deliver our ‘brilliant business’ throughout the year, our performance is measured and
monitored using a range of performance metrics. These metrics are reviewed on an annual basis to
ensure that we are measuring the things that matter.

Using a monthly Balanced Business Scorecard (BBS) we report on our performance to the Leadership
Team through our LT Boards and to the NHSBSA Board at their meetings. Included within this
reporting is:

strategic goals and overarching measures
operational KPls

sponsor KPIs that are agreed with our sponsor and clients
customer satisfaction

complaints

benefits and efficiencies

financial management

delivery against our change programmes
business opportunities

people insights

health and safety

environment and resource efficiency

spotlights on new services

watch outs detailing trends, recovery plans etc.

An Operational Temperature Check is also produced, providing a weekly view of operational
performance to the Leadership Team.

1.2.2 Financial review

Background

The financial statements contained within this report have been prepared in accordance with the
Direction given by the Secretary of State for Health and Social Care under the National Health Service
Act 2006 and in a format instructed by the DHSC with the approval of HM Treasury.

Our accounts for 2023/24 have been prepared in accordance with DHSC Group Accounting Manual
2023/24 (GAM) and comply with HM Treasury’s Government Financial Reporting Manual 2023/24
(FReM). The accounting policies contained in the GAM follow International Financial Reporting
Standards to the extent that they are meaningful and appropriate to the NHS, as determined by

HM Treasury, which is advised by the Financial Reporting Advisory Board. They comprise a Statement
of Financial Position, Statement of Comprehensive Net Expenditure, Statement of Cash Flows and
Statement of Changes in Taxpayers Equity, all with related notes.

The accounts are based on two distinct segments. Student Support via the payment of Social Work
Bursaries, Education Support Grant (ESG) and the Learning Support Fund (LSF) and the Authority’s
operating expenditure relating to the provision of services to the wider NHS.
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The NHSBSA came into operation in April 2006. Based on normal business planning, and as an

Arm’s Length Body with the continued financial support of the DHSC, and our other commissioners
across the wider healthcare system, our Leadership Team have a reasonable expectation that we will
continue to operationally exist for the foreseeable future. For this reason, we have adopted the going
concern basis for preparing the financial statements.

Financial performance 2023/24

As a Special Health Authority, we receive funding from the DHSC to deliver a range of essential
services outlined in our Direction Order. Increases in our operating expenditure were funded by either
an allocation of Revenue DEL from DHSC or revenue generated by the services from commissioners.

Table 1 summarises our performance against the financial targets set by DHSC. We are able to report
that we successfully operated within our funding envelope.

Table 1: Financial target performance 2023/24

Funding stream Limit £m Achieved

Admini ion R DEL

s s oo |
. J 23.2 v
Ring-Fenced

Progr:.:\mme Revenue DEL 144.1 %
Non-Ring-Fenced 111 v
Ring-Fenced '

Capital expenditure 28.1 4

Note: DEL — Departmental Expenditure Limits.

Better Payments Practice Code

We are required to report our performance against the Better Payments Practice Code, which requires
non-NHS and NHS trade creditors to be paid within 30 days or agreed terms. Our performance
against this target for 2023/24 is detailed in Table 2 below.
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Table 2: Better Payments Practice Code performance

2023/24 (2022/23) Number Value £m
8,687 235.4
Total -NHS trade invoi id ,
otal non rade invoices pai 8502) (a8
Total non-NHS trade invoices paid within target 8173 219.9
i ? (8,366) (173.9)
ve L 94% 93%
Percentage of non-NHS trade invoices paid within target ©95%) (95%)
Total NHS trade invoices paid 475 4.4
" (452) (3.0)
Total NHS trade invoices paid within target 455 4.3
’ ’ (440) (2.9)
invoi i withi 96% 98%
Percentage of NHS trade invoices paid within target (9702) (98‘%(:)
invoi i withi 96% 98%
Percentage of NHS trade invoices paid within target (970/:> (98‘VZ)

Future financial targets
Background

We worked closely with our funders to reach agreement on the Spending Review 2021 (SR21)
settlement, which was in light of significant challenges to our funders being tasked with creating
efficiencies across admin and programme budgets for ALBs.

This work ran in parallel with our own internal business planning processes to ensure we could deliver
on strategic goals set by the organisation and provide continuity of services that we are directed
to deliver.

NHSBSA creates significant savings for other parts of the health and care system (over £575m in
2023/24). This was achieved whilst delivering a further £1.6m efficiency savings against NHSBSA
operating budgets within the financial year 2023/24. The two main categories of expenditure where
these savings were delivered are:

e Estates rationalisation: In 2023/24 cash releasing savings of £0.6m were achieved through the
consolidation of the housing of the national prescription scanning services. Subsequent workplace
reviews have enabled the commitment of a further £1.6m of cash savings in 2024/25 through
more efficient use of NHSBSA Estate.

e Modernisation of Digital, Data and Technology infrastructure: Savings of £1m have been
achieved by moving to cloud-based technology platforms and solutions. This has benefited
specifically with management of customer contact and data storage.
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Financial planning — our approach

After successfully delivering efficiencies throughout 2023/24, the NHSBSA Financial Plan for 2024/25
focused on securing the required financial resources to sustainably deliver services we are directed

to provide and secure the resulting savings for the health and care system. As 2024/25 is the final
year of the current Spending Review (SR) there is a continued focus on future efficiencies and tax
payer value.

To this end, we continue to work closely with HM Treasury who are supporting us to implement
their Public Value Framework across the NHSBSA. We believe that the success of this will ensure
opportunities for greater efficiencies to help us meet future financial challenges. We are also seeking
to learn and share by working with other organisations who are implementing the Public Value
Framework e.g. House of Commons and UK Government Investments (UKGI).

We maintain a relentless focus on efficiency and effectiveness and delivering taxpayer value. We
continue to undertake excellent engagement with stakeholders to ensure we help develop and
drive improvements to the health system; a number of these projects receive direct funding linked
to other NHS organisation’s strategic ambitions. We remain committed to delivering against our
own productivity efficiencies for 2024/25 which are in line with Government targets as part of the
Spring budget.

During 2023/24 the NHSBSA on-boarded and delivered several new services on behalf of DHSC and
NHS England fundamental to the Government’s plans to drive greater productivity and efficiency
across the public sector, including implementing the Pharmacy First Service.

Revenue expenditure plans

We have agreed Revenue and Capital funding with DHSC sufficient to meet our planned net
expenditure for 2024/25.

Pension costs for current staff

The treatment of pension liabilities and relevant pension scheme details are set out in Note 3.6 to the
financial statements and in the remuneration report.

Hosted services

We provide a range of hosted financial, payroll and HR services to other NHS organisations and

DHSC teams. The costs that we incur in providing these services (primarily staff costs) have been
included within our operating expenditure, as has the total income contributions received from these
organisations to cover costs. For 2023/24 the income received from hosted and managed services was
£2.8 million.

The income and expenditure of the organisations to which we provide hosted services, although
disbursed by us, is not included in our income and expenditure accounts, and is charged to the
relevant organisation’s accounts.

Auditor

The Comptroller and Auditor General is appointed by statute to audit the NHSBSA. The audit fee
for the year ended 31 March 2024 of £268k (2023: £263k) is for the audit of these accounts.
An additional notional fee of £173k (2023: £160k) relates to the audit of the NHS Pension
Scheme accounts.
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1.2.3 Corporate responsibility

Background

Corporate responsibility is about ensuring that we make a positive impact on society by delivering our
services. It's about people, communities and our environment and is at the heart of what we do and
how we do it — as demonstrated by our strategic goals focused on our people, customers and the
difference we make to the wider health and care agenda.

Along with our organisational goals, we also recognise that some areas require specific focus. Our
subject-specific committees and colleague networks continue to drive these agendas forward and
ensure appropriate oversight and engagement across the organisation.

We also ensure robust arrangements are in place around social, human rights, anti-corruption,
anti-fraud and anti-bribery matters. This includes training for our colleagues, standards of business
conduct policies and processes, and arrangements to encourage and support speaking up. Human
rights and labour standards are also addressed in our procurement processes.

Health and safety

Incident categories

18
16 17
14
12
12
10
8
6
4
2 1
[
0
> o O
& & N
& # 3
e@ o{\@
&

@ First Aid @ Near Miss @ Reportable Injury

During 2023/24 health and safety was managed and coordinated by our central Health and Safety
Team. The team was supported by health and safety representatives in each business area who
were trained, coached and supported to ensure they had the appropriate skills and knowledge to
implement local delivery of our policies and processes.
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During 2023/24 the NHSBSA had one case which needed to be reported to the Health and Safety
Executive (HSE) under the Reporting of Injuries, Diseases and Dangerous Occurrences Regulations
2013 (RIDDOR). Our safety performance remains excellent for a business of our type and size, when
compared to published HSE figures. We believe that this is a result of our proactive approach to
health and safety, ensuring all our people are involved, supported and understand their role in how
we look after ourselves and those around us.

During 2023/24 the Health and Safety Team continued focus on supporting the business with its
approach to hybrid working, whilst continuing to further rationalise the estate and adopt new
working practices. The business ensured risks were assessed and appropriate arrangements put in
place to support colleagues.

Sustainability reporting and performance

Strategic context: Environmental sustainability has remained a strategic goal for the NHSBSA

and we have continued to maintain our commitment to Net Zero. Our approach to environment is
managed by our Environment and Sustainability Team. Our Environment Strategy 2022-25 informed
by industry best practice, Central Government policy and developed in consultation with key internal
and external stakeholders is endorsed by our Board; reaffirming our commitment to environmental
sustainability by setting out what we aim to achieve across core priority areas over three years. Our
activity has continued to be overseen by our Strategic Environment Committee which meets at

least three times per annum, is chaired by our Chief Executive, and includes senior management.

An annual environmental action plan details actions we will take against each of our environmental
priorities to deliver the strategy.

Net Zero target by 2030: \We have continued to invest in and improve our facilities. As part of

a building refurbishment at Stella House, we have upgraded over 150 light fittings to LEDs with

smart controls. We have also installed a Solar PV system with a total install capacity of 18.2KW on
the boiler house at Stella House to increase our onsite renewable generation. We have reduced our
workspace at Stella House by 50% and Hesketh House by 42% to ensure that our estate continues to
meet the requirements of our working practices and provides an efficient and effective space for our
needs. Finally, we have upgraded air conditioning equipment in the IT server room at Hesketh House
and integrated it into our building management system. Refurbishments and construction activities
are designed and delivered in line with building legislation and all other building services statutory
requirements. We seek opportunities for how any major estates works can support our Net Zero goals
and Greening Government Commitments with respect to energy efficiency, waste management and
water management.

To support our rolling programme of works, we have worked alongside the Government Property
Agency and our total facilities management (TFM) provider to complete energy and net zero audits at
our facilities to help prioritise our activities and investment decisions. We have also developed designs
and have started the procurement process for air handling unit replacements and further LED lighting
upgrades at Stella House, which we will continue into 2024/25.

Water reduction: \We have enhanced our water metering across our estate to improve data quality
and understanding of water usage trends. A new water metering portal allows us to capture water
data and potential issues are raised directly with our TFM provider. This has enabled us to identify and
respond to any unusual or unexpected increases in water consumption and carry out the necessary
repairs to conserve water. Once the TFM provider rectifies any issues, water data is reviewed to
confirm the success of the repair, strengthening our water management approach.
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Sustainable procurement: Our Environment and Sustainability, and Commercial Teams continue

to champion sustainable procurement within the NHSBSA. We assess all procurements over £ 10k

to identify and embed any environmental improvement opportunities or compliance requirements,
including the Government Buying Standards and Social Value. Sustainability requirements including
greenhouse gas emissions reporting and reduction, ISO14001 conformance, single-use plastic
elimination, waste management and water management were embedded within our TFM contracting
and selecting approach, relevant to our construction and major refurbishment activities.

To better embed the Social Value Public Procurement Note (PPN) into our procurement process we
have established a dedicated Social Value Working Group which is made up of procurement and
contract management professionals, as well as subject matter experts from environment and social
impact. The purpose of the group is to strengthen the “golden thread” of social value throughout the
lifecycle of a procurement.

We have quantified Scope 3 emissions for purchased goods and services and have started to
transition from a spend-based methodology to a hybrid method through replacing estimated supplier
emissions data with contract specific information obtained from suppliers. We have engaged with our
critical and high impact suppliers through a survey to understand their net zero commitments and
emissions related to the delivery of our contracts which is supporting the creation of a sustainable
procurement framework which aims to reduce our supply chain related impacts and encourage action
on climate change.

Chartered Institute of Procurement and Supply (CIPS) Ethical Procurement Kitemark: The
NHSBSA Commercial Team have continued to maintain the CIPS Ethical Procurement Kitemark and
ethical practice accreditation, placing us on the CIPS Global Register of Ethical Organisations.

Procurement of food and catering: Food and catering services is provided by our TFM provider
who we audit periodically against the Government Buying Standards for Food and Catering.

Digitisation of our services: \We are continuing to modernise and improve service delivery including
those with paper-based, admin-heavy processes. During 2023/24, our efforts to digitise the Vaccine
Damage Payment Scheme have resulted in a 32% reduction in the number of letters printed over

a period where demand for the service has increased. We have also enabled a 50% increase in

digital claims in comparison to 2022/23. Furthermore, we now process 70% of Low-Income Scheme
applications digitally; almost a 50% increase from 2022/23. The digital uptake of Prescription
Prepayment Certificates also increased to 83% in 2023/24. However, with the uptake of the Healthy
Start Scheme increasing, the number of pre-paid plastic cards continues to increase. In February
2024 our Baby Loss Certificate service went live and over 47,500 certificates have been printed and
issued to parents. A digital application route has been provided and 99% of applications have been
processed digitally. We continue to support the environmental sustainability of the wider healthcare
system through developing and transforming our services, increasing the uptake of our digital services
to remove waste, and paper consumption at source.

Eliminate consumer single use plastics: \We continue to engage with key suppliers and
stakeholders on consumer single-use plastics (CSUPs) reduction. We have already significantly
reduced the number of CSUPs sources used in our cleaning and catering services, replacing them
with reusable or paper-based alternatives. We continue to work alongside key internal and external
colleagues to further our work towards the elimination of CSUPs throughout 2024/25.
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ISO 14001:2015: We have successfully maintained our externally audited, business-wide Environment
Management System (EMS) during 2023/24. Operating an EMS has many benefits including ensuring
a comprehensive approach to managing our compliance obligations and continuing to improve

our environmental performance. The standard is valued by our external customers and clients and
demonstrates our commitment to environmental improvement.

Environment Network: Our Environment Network has continued to engage with colleagues across
the business through the delivery of awareness campaigns on different environmental topics. This
year our network activities included in-person events across our sites for COP28 raising awareness of
the climate crisis and expanding the reach of the network.

Biodiversity: Whilst we do not hold significant natural capital or land holdings, we have continued
to prioritise sites with the greatest biodiversity potential within our nature recovery plan, namely
Stella House which sits on the North Tyne Wildlife Corridor. During 2023/24 at Stella House, we
continued to maintain external areas with nature in mind, have planted a remembrance garden and
have developed designs alongside our Grounds Maintenance Provider to restore our pond to provide
and enhance vital habitats, for delivery in 2024/25. Furthermore, we have continued to positively
contribute to nurturing our environment and nature recovery volunteering efforts which have
included litter picks, tree planting and rewilding.

Sustainable ICT & Digital Services: Our sustainable technology working group consists of senior
management representatives across relevant functions to quantify and manage our ICT and digital
footprint, review and manage technology assets and waste, and continue to identify and drive
opportunities for improvement, both internally and through our supply chain. Colleagues across
our Technology Team have completed Carbon Literacy Training to enhance their understanding of
sustainability drivers and opportunities which has informed and helped to advance our approach.

We have integrated sustainability as a core part of our FinOps function and have developed a cloud
sustainability dashboard which shows the greenhouse gas emissions from our digital activities and
services, supporting improved awareness, visibility and understanding of our cloud related impacts.
Furthermore, to enhance understanding of how we can improve our digital sustainability at a service
level, we have worked with a third-party specialist to conduct a software sustainability assessment
which provided recommendations for how we can improve our software carbon intensity at a
service level.

We continue to assess and embed sustainability within our procurement processes. All of our

ICT and digital services contracts receive an environment assessment which allows sustainability
opportunities and mandatory aspects of the ICT and Digital Services Strategy to be embedded within
our contracts and social value questions. To effectively manage and reduce our IT related waste, we
have embedded circular economy principles within our IT asset disposal contract which ensures any
redundant IT equipment is removed and assessed, and that reuse, and refurbishment is prioritised
ahead of recycling to keep goods in circulation for as long as possible. This is lifting our IT waste
management up the waste hierarchy.

Climate change adaptation: The NHSBSA works closely with each business area to define their
business impact analysis and subsequent business continuity plans. Part of this analysis explores

the effect of business disruption such as no access to buildings. In addition, the NHSBSA Business
Continuity Team is linked into the national advisory systems for early indication of severe weather
forecasts to enable early planning and we assist in alerting our business continuity leads to weather
warnings so contingency measures can be implemented to enable delivery of our services. We have
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started to develop our Climate Change Adaptation Strategy for our estate and operations which we
aim to finalise in 2024/25.

Taskforce for Climate and Finance Related Disclosure (TCFD)

TCFD compliance statement: The NHSBSA has reported on climate-related financial disclosures
consistent with HM Treasury’s TCFD-aligned disclosure application guidance which interprets

and adapts the framework for the UK public sector. The NHSBSA has complied with the TCFD
recommendations and recommendations disclosures around:

e governance (all recommended disclosures)
e metrics and targets (disclosures (b)).

This is in line with the central government’s TCFD-aligned disclosure implementation timetable. The
NHSBSA plans to make disclosures for strategy, risk management and metrics and targets disclosures
(a) and (c) in future reporting periods in line with the central government implementation timetable.

Governance: To ensure Board and senior management visibility and oversight of climate-related

risks and opportunities, we have both executive and non-executive champions of Environment

and Sustainability. Our Board receive an annual update on our Environment Strategy, Environment
Action Plan and an annual performance report. Additionally, during 2023/24 our Environment and
Sustainability Team delivered a sustainability focused ‘lunch and learn’ to our Board to enhance
understanding of climate-related risks and we provided a second performance update to the Board
which focused on our road to Net Zero and associated transition risks. These activities allow our Board
to effectively oversee, evaluate and manage climate-related risks.

We have also supported the Government Internal Audit Agency’s sustainability reporting audit of
DHSC and partner agencies which provided assurances in relation to sustainability data collation,
processing and reporting practices. A number of recommendations were identified to strengthen
the existing sustainability reporting processes in place, including agreeing and introducing consistent
formats as part of our data collation process and formally recording data assurance checks.
Furthermore, environment and sustainability is embedded within our internal audit cycle, with an
environment audit scheduled in 2024/25, which provides further assurances to our Leadership Team
and Board on management of environment and climate-related risks.

Our Leadership Team receive an annual update on our Environment Strategy, Environment

Action Plan, and a report on our annual performance. This provides effective oversight, visibility

and discussion around climate-related issues and their management. Furthermore, we have an
Environment Committee, chaired by our Chief Executive as Executive Sponsor for Environment and
membership includes Executive Directors and Chief Officers, as well as other senior management
representatives from across the organisation. Committee meetings are held at least three times per
year and provide a strategic focal point for managing climate-related issues. It also acts as a decision-
making body for all environment and sustainability issues, monitors performance and develops and
implements key environment and sustainability initiatives.

We have a strategic goal of environmental sustainability within the NHSBSA Strategy, and an
Environment Strategy based around key material risks and impacts which underpins this strategic
goal. An action plan is created annually to support the delivery of our Environment Strategy which
includes joint ownership for sustainability and management of climate-related risks; ensuring senior
management support.
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Furthermore, we have an Environmental Management System externally certified to ISO14001:2015
which requires our environmental objectives to consider and address risks and opportunities to be
identified relevant to our organisation, which include climate-related risks.

The Metrics and Targets: Climate-related data is collated, processed and reported on a quarterly
basis to DEFRA via the DHSC as part of the Greening Government Commitments. Internally we

have set a Net Zero by 2030 target and monitor and report on progress to senior management
stakeholders via our Environment Committee, Leadership Team, and Board via the BBS. Scope 1, 2
and where relevant Scope 3 greenhouse gas emissions are reported in the sustainability reporting
table below, and these provide an evaluation of progress made against the Net Zero target, and sub-
targets.
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