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Present:  

Mr Alexander Coleman (Chairman) 
Mr Alan Hanna 
Mr Robin McClelland 
Mr Brian McMurray 
Mr Gerald Strong  
Mr Greg Irwin  
Mr Sean Mahon 

 

Mr Hugh McPoland (Director of HR &CS) 
Mr Sam Waide  (Director of Operations) 
Ms Andrea Henderson (Acting Director of 
Finance)  
 

In attendance: 

Mrs Karen Bailey (Director of Customer Care and Performance) 
Mr Alphy Maginness (Chief Legal Adviser) 
Mrs Maxine Paterson (Head of Shared Services)   
Dr Glynis Henry CBE (Head of Clinical Education Centre) 
Mrs Diane Taylor (Head of Leadership Centre)  
Mrs Rita Marsden (Assistant Director Customer Care & Performance) 
Mrs Patricia Maginnis (Governance and Risk Officer) 

 

1 Introduction and background 

The Chairman thanked Board members for attending the workshop, the 

purpose of which was to conduct a high level review of the Scorecard, 

ensuring that is remains fit for purpose. 

Karen Bailey, Director of Customer Care & Performance, welcomed the 

opportunity to review the Scorecard as continuous scrutiny keeps the 

information timely and relevant.  She reminded members that a full review of 

the BSO Scorecard, including format and indicators, had been carried out at 

the previous workshop in February 2014. At that time, a number of principles 

had been agreed in terms of the corporate scorecard: 

– a one-page info-graphic  

– with four broad sections (aligned to the Kaplan and Norton Scorecard 

model) 
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– populated by numerical indicators  

– representation, as far as possible, of each BSO service 

 

2 General comments 

Members were invited to raise any general comments in relation to the 

scorecard. Members agreed that the scorecard had progressed well in recent 

years and provided a good reflection of the overall performance of the 

organisation.  The benefits of having a one-page scorecard were also 

acknowledged.  Members commented on the variation between monthly and 

quarterly indicators. 

Actions 

(i) SMT to review the quarterly indicators with a view to increasing 

frequency or removing from monthly report (to be included on a 

quarterly basis).  

3  Proposed amendments  

 Consolidation of accounts receivable indicators - reduce to just Accounts 

Receivable - Total Debt % 90 day Invoices/Total Balance? 

Members agreed to a reduction in the number of indicators currently 

included on the corporate scorecard specific to Accounts Receivable. It 

was agreed that two indicators would be removed (I11, I13) 

 Removal of duplicated indicators e.g. F2 (Projected Year End Position) 

and I9 (Business Plan Completed Actions) 

 

Currently, the Projected Year End Position is reported in the scorecard 

twice yearly. The Board also receives this information as part of the 

Finance report.  

 

The Business Plan Completed/On Target Actions indicator is reported in 

the scorecard on a quarterly basis. The Board also receives this 

information in the quarterly Business Plan Performance report.  

Members agreed to the removal of both indicators on the basis that this 

information is provided to the Board in other formats.  

 

 Addition of Interpreting Service indicator around the provision rate (Target 

95%) 
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Members agreed to the addition of a target in relation to the Interpreting 

Service. It was agreed that this target should align to the SLA target of 

95% service provision.  

  

 Addition/expansion of current recruitment indicator 

The Director of HRCS recommended the review of the existing recruitment 

indicator to reflect the revised SLA targets for 2016-17 and to include all of 

our customer organisations.   (It was noted that currently BSO specific 

performance only is monitored the scorecard.)  

 

Actions: 

(i) I11 and I13 to be removed from corporate scorecard leaving one 

consolidated  Accounts Receivable indicator  

(ii) F2 (Projected Year End Position) and I9 (Business Plan Performance) 

to be removed from corporate scorecard 

(iii) AD CCP to agree new indicator for Interpreting Service with Head of 

Shared Services 

(iv) AD CCP to agree new indicators for Recruitment and Selection for 

2016-17 with Head of Shared Services, recognising that a new system 

of customer reporting is being established.  

 

5 Further Discussion and Conclusion 

The Chairman concluded the session by inviting members to comment on any 

other areas of the scorecard. Members discussed the intent of the Growth 

indicator (L3) and agreed that this required further consideration. It was 

proposed that a quarterly qualitative report would provide Board with a more 

meaningful indication of growth across the organisation.  

There was also discussion around the future development of an indicator of 

customer satisfaction which might lend itself to reporting on the Corporate 

Scorecard. 

Actions 

(i) SMT to consider development of a quarterly growth paper.  

(ii) SMT to consider future development of customer satisfaction indicator. 

 

 


