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NIHE Modernising Services Programme 

& the Supporting People Project
Briefing paper on the SP Modernising Services Project


What is the Supporting People Modernising Services Project?

The Modernising Services project underway within Supporting People (SP) is part of the Housing Executive’s overall Modernising Services programme.  Modernising Services is about applying the most up-to-date technology and business practices to delivery of efficient and effective services.

SP was identified as an area for business improvement where significant benefits could be gained from modernising the existing services and systems.  These benefits include:

· Improved access to housing support services

· Improved quality of service delivery

· Improved efficiency of service delivery

· Improved capability to work in partnership

The overall aim of the project is to determine how processes can be improved and to consider the best way to deliver services in light of the current and future priorities and operating environment for the programme.  This business improvement strategy for the administration arrangements for the programme will be facilitated and complemented by more sophisticated and integrated IT systems.

The Business process review involves the critical analysis and radical redesign of existing business processes, supporting systems and organisational structures to achieve dramatic improvements in performance areas important to customers and other stakeholders.  It will involve an examination of the existing administration arrangements and identification of potential improvements within all the key areas, including:

· Strategy & Planning

· Commissioning & Contracting

· Finance & Budget Management

· Monitoring & Review

· Working with Others including Service Users

· Supporting the Provider Sector

· Information, Knowledge & Learning.

The project also involves the replacement of our existing ICT systems, which in order to comply with the implementation timescales for SP, were designed as a short term tactical bespoke system.  The improved ICT capabilities will enable the dependencies on manual processing and intensive administrative resources to be substantially removed and will also facilitate the production of higher quality management information.

The project is due to be completed by October 2010, although changes to the administration arrangements for SP will be implemented on a phased basis throughout the life of the project.  We have already introduced new structures within the SP team, with the establishment of the 5 Area Teams.  These teams are responsible for liaising with providers in their area, the application of the monitoring and review framework, overseeing contract performance and sit on a range of locally based steering and decision making groups.  The lead officers in each area are:

Belfast Area Team - Liam O'Hanlon 

South East Area Team - Donal Brereton

South Area Team - Eamonn Mullan 

North East Area Team - Sinead Twomey 

West Area Team - Louise Clarke 

How is the project being managed?

Dedicated structures for the project have been established within the Housing Executive, which includes a Project Board chaired by the Deputy Chief Executive & Director of Corporate Services and a project team which sits within the SP team.

The main objective of this project structure is to provide management with transparency and control over the project.

The Project Board owns the programme vision and is responsible for realising the benefits and ensuring the project has sufficient resources.  

The Project Team, which was established in December 2007, is responsible for managing the project on a day-to-day basis to deliver the required outputs within the constraints agreed with the Project Board.

The activities over the next few months will include the development of options for new administration arrangements and a process of wider consultation and communication with staff and other key stakeholders.

How will stakeholders be kept informed, be consulted with and be involved in the project? 

SP are committed to ensuring key stakeholders, including providers of SP services are kept informed about the project and have an opportunity to meaningfully contribute to the identification of areas for improvement.

The consultation process for the project includes:

· Regular updates through CRISPP and SP focus groups

· Production of a regular newsletter and/or articles within the CHNI SP Bulletin

· News updates on the NIHE website

We have also commenced a process of seeking feedback from stakeholders, which includes:

· Distribution of questionnaires to randomly selected provider organisations

· Interviews with individual organisations

· The establishment of a Quality Assurance Group of providers to run through the life of the project

Before the end of July 2008, we intend to provide all organisations delivering housing support services with the opportunity to share their views on the current administration arrangements for SP by completing a questionnaire which will be available online through the NIHE website.  The questionnaire seeks feedback on:

· The level of and methods for SP administration for providers

· Current usage of ICT systems for processes associated with SP

· Mechanisms for Communicating with SP and receiving information/feedback

· SP Strategy & Planning 

· Commissioning & Funding Arrangements

· SP Monitoring & Review Framework

What feedback has been received to date?

A questionnaire survey was carried out with a sample of 15 housing support providers.  This sample covered a range of providers in terms of organisational size, location, client group provided for and organisation type.  The findings from the questionnaire were broadly as follows:

· Respondents were largely satisfied with the administration requirements associated with SP, although they felt that these should be commensurate with the level of funding received from SP and other risk factors;

· The preference would be for electronic exchange of information rather than the current manual systems;

· Respondents were generally satisfied with the range, content and methods of provision of information about SP, although more regular briefings and publicising of positive practice would be welcomed;

· Respondents felt least informed about strategy and planning, commissioning arrangements and service development

· In general those providers for which services have been reviewed are positive about the benefits of the process, although a number of respondents raised issues around the length of time taken to receive formal feedback.

Getting involved in the project

All providers of SP funded services are encouraged to complete the online questionnaire as the feedback received will inform the priority areas for improvement within the project.  Time permitting; the project team will also endeavour to meet those organisations who would like an opportunity to discuss the project in more detail.  Alternatively you can contact the team directly via email (caroline.connor@nihe.gov.uk).

Caroline Connor

SP Modernising Services Project Manager
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