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1. Who we are and why we exist
NHS Shared Business Services (NHS SBS) is a vital part of the NHS family – a unique Department 
of Health and Social Care (DHSC) company, set up to provide non-clinical services to other NHS 
organisations.

Just as NHS trusts and commissioners exist to deliver high standards of care to patients, our focus is 
on providing high-quality, cost-effective and innovative NHS corporate services. And the way we are 
structured and governed makes this possible.

As a public-private joint venture between DHSC and digital experts Sopra Steria, we offer the best of 
both worlds. Our unrivalled strength is the ability to combine NHS knowledge, expertise and insight, with 
the financial backing to continually invest in our services at no extra cost to individual NHS organisations.

Investing for the NHS

Unlike most companies that are primarily driven by profit, we are 50% owned by the DHSC, which is 
instead concerned with saving the NHS money and ensuring it gets the best possible service from  
NHS SBS.

To this end, since 2015, we have reinvested around £20 million back into our services – the majority of 
which has been capital expenditure to enhance the services we deliver to our NHS clients. 

We have made significant investments on behalf of NHS organisations – and entirely at our own risk  
– in areas like Artificial Intelligence (AI) and new cloud-based technologies.

Our published mission statement is to help “…the NHS save money and enhance quality, so it can 
improve health, innovate to save lives and deliver better outcomes with care and compassion”.

Governance

It is an ambition that is agreed and signed off by our Joint Venture Board, which oversees our strategy 
and investment plans to ensure they are fully aligned to this purpose and provide great value to the  
wider NHS.

Our board members include representatives for the Secretary of State for Health and Social Care, Sopra 
Steria, NHS SBS clients and other independent non-executives, who bring a wealth of experience from 
both the public and private sectors.

Workforce

We have over 1,500 employees who care deeply about the NHS and are passionate about making a 
positive difference to our clients. Around a third of our UK employees have worked elsewhere in the NHS 
and share the same values as those who rely on our services.

As our greatest asset we invest heavily in their professional development, promoting job satisfaction and 
ensuring we continue to have highly-skilled teams that deliver high-quality services. 

Ashley Judd, Deputy Director of Workforce at Norfolk and 
Norwich University Hospitals Foundation Trust: “We regard our 
relationship with NHS SBS as a partnership - one where both 
parties have a common interest to improve services for our staff. 
Ensuring that everything works as seamlessly as possible is their 
priority and they really do work with us as a team, rather than 
simply service providers.”
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2. Size and scope of our services
Since we were formed in 2005, we have grown to become one of the largest and most successful 
shared service providers in the world and are internationally-renowned in our field. 

We provide a mix of Finance & Accounting (F&A), Procurement, Employment Services (ES) and 
Innovation & Technology Services (ITS) to hundreds of NHS organisations across the country. 

This includes over 100 NHS providers and arm’s length bodies, and every single NHS commissioning 
organisation in England. It means that, in total, NHS SBS delivers at least one corporate service to 
almost two thirds of the entire NHS.

Finance & Accounting

Our F&A service operates one of the largest Oracle Shared Service Centre platforms of its type in 
the world. Amongst other things, our specialist teams manage £170bn cash, recover £20bn debt and 
process more than seven million accounts payable transactions for the NHS every year. In 2020, our 
F&A Director was named Finance Leader of the Year by the Shared Services and Outsourcing Network 
(SSON), an international organisation that promotes global excellence in shared services. 

Procurement 

Our Procurement service has delivered over £700m savings opportunities to the NHS. On behalf of 
NHS organisations all across the country, our experts process over £32bn annual NHS spend and 
transact over 1,200 requisition lines every day. The team also manages an extensive portfolio of 
around 70 framework agreements, which provide a compliant and convenient route to market for NHS 
and other public sector organisations – with average savings of around 15%.

Employment Services

Our ES business provides payroll and pensions, recruitment, HR and workforce consultancy expertise. 
Every month, we ensure that around £380m is paid to over 300,000 NHS employees across around  
90 NHS organisations – with a 99.9% accuracy level – and that 250,000 NHS pensions are 
administered successfully. 

Innovation & Technology Services 

In 2019, we developed a brand new ITS business line to support the NHS digital strategy, which 
is led by NHSX. The service is made up of three broad areas – Digital Innovation, Technology & 
Transformation Consultancy, and Managed Information & Communications Technology (ICT). 

Sally Dibben, Head of Human 
Resources at South London and 
Maudsley NHS Foundation Trust: 
“Overall, the NHS SBS service is better 
and more sophisticated than what 
we had in-house. I believe it’s one of 
the best things we have done, with 
benefits for the Trust and for staff  
– a win-win situation.”
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NHS Savings

Operating on such scale means we achieve significant cost savings for our NHS clients when compared 
with in-house provision or non-NHS corporate service providers. Since 2015, 65 NHS organisations 
have switched to NHS SBS, with baseline benchmarking showing average savings of 20%.

Tried and Tested Services

Our large market share includes NHS clients of all sizes and complexities, which has led to our 
unparalleled knowledge and experience in our field of expertise. It means that NHS organisations can 
have every confidence in our services – knowing they already operate successfully at hundreds of other 
NHS bodies. 

The sheer size and depth of our shared service model also provides reassurance to NHS organisations, 
that they have access to a robust service and will not be exposed to the same day-to-day risks that 
affect an in-house team. 

Vince Lammas, Programme Lead at Moorfields Eye Hospital NHS Foundation Trust: “The 
value NHS SBS brings stems from its experience of working with a large number of other NHS 
trusts...as well as a direct saving from the cost of the payroll operation before compared to 
what it is now, we have also been able to remove some of the administration challenges…there 
is agreement across the organisation that we wouldn't go back to a pre-NHS SBS service.”

Caroline Walker, Chief Executive of North West Anglia NHS Foundation Trust: “Providing a 
transactional service to keep our hospitals going day in day out requires a certain level of 
resilience. With NHS SBS you get access to a well-resourced national infrastructure, which 
means we aren't exposed if, for example, one person from the finance team is off sick and 
another is on annual leave.”

Roy Clarke, Director of Finance at Royal Papworth Hospital NHS Foundation Trust:  
“…modernising our business functions through NHS SBS, particularly with its experience of 
working with so many other parts of the NHS, was seen as a key element to underpin our 
wider Trust strategy.”
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3. Building strong foundations for growth
Our corporate strategy is built on a commitment to service excellence. We work collaboratively with 
our NHS partners – through regular customer forums and via dedicated service managers and client 
partnership executives – to ensure our services meet their ongoing needs. 

NHS Client Satisfaction

To benchmark our performance we use the Net Promoter Score (NPS), an index ranging from -100 to 
100 that measures the willingness of clients to recommend our services to others – equivalent to the 
NHS Friends and Family Test (FFT) for clinical services. A score above zero is generally regarded as good, 
50 as excellent and 70 plus as world class. Our current NPS stands at +44. 

Service Excellence

One of our main objectives is to increase the number of NHS organisations we support, by ensuring we 
continue to provide modern services that deliver time and cost savings, enhance quality and support 
long term sustainability. We want to provide our clients with a level of service that would otherwise be 
out-of-reach to individual NHS organisations. Those that partner with us gain access to best-practice 
corporate services that are tried and tested across the NHS.

Switching to NHS SBS

After managing hundreds of complex migrations, our expert teams are well-versed in implementing 
NHS change management programmes, which makes introducing new and improved systems 
straightforward and stress-free.

Caroline Walker, Chief Executive of North West Anglia NHS Foundation Trust: “…in terms of 
managing a large scale implementation the service from NHS SBS was second-to-none. From 
the outset they were able to tell me exactly what I needed for a successful installation - having 
done the same thing for many other NHS trusts over the years.”

Sally Dibben, Head of Human Resources at South London and Maudsley NHS Foundation 
Trust: “The idea of migrating 5,000 employees to a new system whilst ensuring they were kept 
in the loop at all times was overwhelming, but I was amazed at how seamless and smooth 
NHS SBS made the whole process.”

Annette Clough, Financial Controller 
at Humber Teaching NHS Foundation 
Trust: “The services provided by NHS 
SBS have transformed financial 
management in our organisation. 
Systems are more sophisticated yet 
simultaneously much easier to use and 
provide no hiding place for inaccuracy. 
It’s been a real revelation.”
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4. Transforming and innovating for the future
The second half of our corporate strategy is focused on working with our NHS clients to design and 
develop new digital services that futureproof their corporate services. 

At a time of ongoing financial uncertainty and competing expenditure priorities within the NHS, our 
unique joint venture setup – and being in a position to reinvest a high percentage of our profits back into 
our services – allows us to make significant capital investments at scale and entirely at our own risk. Put 
simply, we continually invest so our NHS clients don’t have to.

Digital Technology

The investments we are making in new technologies and digital platforms benefit hundreds of NHS 
organisations at the same time – saving NHS providers, commissioners and arm’s length bodies the 
significant cost and risk of going it alone. 

Our new and emerging innovations are helping our NHS clients achieve greater efficiencies, save more 
time and money, and provide a better experience for their employees than ever before. 

Robotics and Automation

The investment we have made in Robotic Process Automation (RPA), for instance, has increased the 
accuracy and speed of many transactional processes, by eliminating human error and ensuring round-
the-clock processing. As a result, our NHS clients have benefitted from enhanced service quality and 
service charge savings. With robots carrying out tasks that do not require the human brain, our experts 
(e.g. data analysts) are freed up to provide more value to our customers. We currently have robots 
carrying out hundreds of different repetitive processes on behalf of many of our NHS clients. They now 
benefit from faster and more accurate processes, at no additional cost.

Mobile Apps

We have designed and built a payroll app that enables more than 300,000 NHS employees to view their 
payslips and P60s on their phone or tablet. MySBSPay enables NHS staff to ask questions about their 
pay via chatbot technology and provides access to a range of exclusive discount offers with high street 
and online retailers – helping them make their money go further. 

The subsequent reduction in common payroll queries to our service desk – things like payslip 
clarifications, tax enquiries, pay day information requests and maternity pay questions – equates to 
some 380 workforce hours being saved every month at hospitals up and down the country. Time that is 
being redirected into frontline care. 

Jazz Thind, Director of Finance at Oxleas NHS Foundation Trust: “The Trust has seen a good 
uptake of the MySBSPay app, which has led to a reduction in calls and queries to both the 
Trust and NHS SBS; helping to free up valuable employee time and allowing resources to 
be directed to where they add most value, such as the delivery of the highest standards of 
patient care.”

Deirdre Richardson, Associate Chief Pharmacist at Chelsea and Westminster Hospital NHS 
Foundation Trust: "I'm a huge advocate of the NHS SBS app. Rather than having to be at work 
and logged into ESR, which can be time-consuming, MySBSPay gives Trust employees the 
flexibility of viewing their payslips very easily at home or on the go from their mobile phone.”

Sally Dibben, Head of Human Resources at South London and Maudsley NHS Foundation 
Trust: “Staff tell us regularly how much they love the app and the ease of being able to view 
their payslips and p60s on their phones or tablets. The NHS discounts are also very popular.”

Jazz Thind, Director of Finance at Oxleas NHS 
Foundation Trust: “The Trust has seen a good uptake 
of the MySBSPay app…helping to free up valuable 
employee time and allowing resources to be directed 
to where they add most value, such as the delivery of 
the highest standards of patient care.”
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Digital Marketplaces

We have also begun to roll out The Edge4Health, a cloud-based, consumer-style digital marketplace, 
which will revolutionise the way the NHS buys its products and services. The online platform delivers cost 
savings and efficiencies, better data management, greater compliance and end-to-end supply chain 
visibility, whilst greatly enhancing the NHS user-experience. 

The technology – which is part of our core service and implemented free-of-charge for our NHS clients 
– brings together thousands of suppliers and NHS organisations on to one easy-to-use platform, 
streamlining the buying process, whilst reducing errors and delays in ordering and invoice payment.

Alan Hoskins, Director of Procurement at Portsmouth Hospitals NHS Trust: “A big positive 
for us is having supplier-managed catalogues to enable the reallocation of resource – to 
allow our team to do more valuable work with suppliers around contract negotiations and 
monitoring, as well as more on the reporting side. In addition, The Edge4Health should really 
reduce the number of invoice queries, which I’m sure the majority of NHS procurement teams 
would currently describe as a frustrating and time-consuming problem.” 

Kristian Howells, Group Commercial Director at Medtronic, said: “We are optimistic that the 
transparency The Edge4Health offers to NHS trusts and suppliers alike will deliver efficiencies. 
The expansion of e-commerce is delivering brilliantly simple solutions for problems the 
healthcare sector has faced for some time, which allows us to re-focus on our most important 
priority: the patient.”
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Modern Ways of Working

In addition to introducing new innovations that make our core services stronger and more user friendly, 
we are also working closely with NHS organisations to develop brand new products and services, which 
help them overcome the day-to-day challenges that are common to NHS trusts all across the country.

Our Exit Interview Service, for example, was successfully piloted with Solent NHS Trust and is designed 
to help address one of the biggest issues within the NHS – employee retention. The enhanced exit 
interview process provides trusts with invaluable data, which better informs the workforce actions they 
take and helps them reduce staff turnover. 

Ceri Connor, Director of People and Organisational Development at Solent NHS Trust: “The 
NHS SBS independent exit interview process has enabled us to provide board level assurance 
that we are doing the right things. The invaluable narrative has given us new important 
insights but also validated much of what we already knew and the steps already taken.”

By supporting our NHS clients to introduce initiatives like a Weekly Payroll, meanwhile, we have helped 
them deal with another huge workforce issue – a reliance on expensive agency staff. At Norfolk and 
Norwich University Hospitals Foundation Trust this has resulted in the number of bank hours being 
carried out by the Trust’s own registered nurses almost doubling over 18 months – at the same time that 
agency nurse hours reduced. It has led to a yearly saving of over £10m. 

Digital Cashier is a secure way for NHS hospitals to take debit or credit card payments, in person, online 
or over the telephone. It was piloted with University Hospital Southampton NHS Foundation Trust as a 
way to collect more of the income owed to NHS hospitals. Linked directly to a trust's finance platform, 
the technology provides greater flexibility around how and when payments can be made, whilst also 
ensuring that accounting and reporting processes are more timely and accurate.

Huw Rees, Financial Controller at University Hospital Southampton NHS Foundation Trust: 
“This is something those working in NHS finance have wanted for a long time...I have no doubt 
this technology will lead to a huge increase in the amount of money that is recovered across 
the whole NHS in future.”
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