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Key findings: 
 

·  IMT is a major anxiety for many trusts 
 

·  Senior trust management often lacks the experience to give sufficient priority to 
IMT programmes 

 

·  Many trusts have weak management information, poten tially undermining 
performance improvement and cost control initiative s 

 

·  The value and risk of investment in technology is n ot consistently and thoroughly 
understood 

 
 

Change Management Group (CMG) , the leading independent management consultancy, h as 
conducted a new piece of research into the effectiv eness with which NHS trusts use technology 
to drive improved operational performance. We invit ed over 1,000 senior NHS professionals to 
complete a questionnaire to indicate practices and views within their own trust on how IT 
investments are evaluated, managed and used. 
 
 
IMT is a major anxiety for many trusts 

Concerns about NPfIT implementation were the equal highest category, with 70% of 
respondents ranking this as a high or very high con cern.  This may signify a lack of clarity about IT 
strategy and it’s correspondence to trusts’ busines s priorities, and a feeling of being 
overwhelmed by an externally driven NPfIT process. 
 
Maintenance of “legacy” IT systems was also ranked as a high or very high concern by 70% of 
respondents.  This would indicate that many older s ystems are fragile and nearing the end of 
their economically maintainable life, and possibly that support staff may lack the skills, control 
processes and confidence to maintain these systems.  
 
Timeliness and reliability of data was the third to p-ranked concern, rated a high or very high 
concern by 70% of respondents.  Our view is that th e fragmented systems architecture in many 
trusts makes it difficult to generate timely and ac curate management reports. 
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68% of respondents are anxious about the performanc e of technology suppliers, ranking their 
level of concern as high or very high. This may mea n that technology does not work as 
expected, may be difficult to implement, and may re ceive poor post-implementation supplier 
support. 

 
 
�  Two-thirds of respondents (67%) feel that it is dif ficult to attract and retain good quality IT 

professionals, ranking this concern as high or very  high. 
�  64% of respondents rated IT service performance and  reliability as a high or very high 

concern.  This echoes the findings about stability of legacy systems, and may also reflect 
the experience of some NPfIT early adopters. 

�  Many respondents (62%) feel that their IT budget is  inadequate, rating this as a high or 
very high concern in their ability to provide a hig h quality professional IT service to their 
trust. 

�  The limited functionality of current applications a nd systems is felt to be inhibiting by 45% 
of respondents.  This may again relate to the limit ations of ageing and unstable legacy 
systems that are unable to meet the full operationa l need of the trust. 

 
 

Technology investment appraisal is weak  

34% of respondents reported that their trust had no  specific process for evaluating proposed 
technology investment 

This would imply that in those trusts IT investment  decisions may not always consider: 
 
�  a business case and cost benefit analysis 
�  a full technical appraisal of the technology propos ed 
�  a risk and impact assessment 
�  alignment of the programme with the trust’s busines s and IT strategy 
�  resource implications for IT support and the affect ed clinical or administration functions 
�  the necessary requirements for appropriate implemen tation management. 

 

Major IT concerns - % by degree
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Governance of IT programmes is often insufficient 

We looked at the way in which programme management is carried out and measured. 
 
As would be expected, most trusts (85% of responden ts) monitor programme progress by 
timescale and budget and 73% verify that specified requirements have been met. 
 
52% of respondents say that their trusts often or a lways verify that clinical or administrative users 
of the technology are satisfied with it.  No respon dent believes that their trust always seeks 
patient feedback on new systems, with only 21% sayi ng that patients are often consulted, and a 
further 49% saying that patients are sometimes cons ulted. 
 
Only 22% of respondents indicate that their trust o ften or always checks that the planned 
operational improvements are achieved when new tech nology is deployed, and this figure falls 
to 13% when checking that cost reduction goals have  been achieved.  This may indicate that 
once a technology programme is under way trusts bec ome pre-occupied with the complexities 
of implementation, losing focus on the business goa ls to some extent. 
 
Overall, 23% of respondents believe that their trus ts are “very effective” in managing IT 
programmes, 41% rate their trust as being “quite ef fective”, and 36% describe their experience 
as “mixed”. 
 
NHS technology projects are notoriously difficult t o implement successfully.  The environment is 
complex and business cannot be interrupted, even br iefly, to allow for new systems to be 
implemented.  The need for rigorous programme manag ement is therefore paramount, both to 
deliver on time and to budget, and importantly to e nsure that systems are effectively in use and 
the required benefits are achieved. 
 
 

IMT is a low priority for trust senior trust manage rs 

The degree to which each category of stakeholder is  involved in the appraisal of IT investment 
varies. 

 

Stakeholder involvement in IT investment appraisal - % by degree involved
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�  36% of respondents see their trust executive board as being extensively involved, with a 
further 64% seeing the executive board involved to some extent. 

�  68% see their finance management function involved to a great extent, and 54% see 
clinical management also heavily involved. This fig ure falls to 27% for nursing 
management, although 64% see nursing management as being involved to some extent. 

�  50% of respondents see operational management as be ing involved to a great extent. 
�  Respondents indicate that PCT management are involv ed in 50% of acute trust IT 

investment appraisals 
�  Over 68% of respondents use external advisors to he lp with appraising IT investments to 

some extent or to a great extent. 
 
We see opportunity for improvement in most of these  figures.  The appropriate involvement of all 
categories of senior management provides engagement , understanding and sponsorship of 
what is often a complex implementation programme.  Strong stakeholder participation is a key 
to realisation of the required programme benefits, and provides a good basis on which 
difficulties can be managed if they are encountered . 
 
Being clear and holistic about the benefits associa ted with an IT programme promotes a shared 
vision of what can be achieved for the trust if all  parties work together, not just to produce some 
deliverables, but more importantly to drive operati onal improvement. 
The use of external advisors should be to augment a nd strengthen local capability, not to 
substitute for it.  Their use can and should be mea sured in terms of programme risk reduction 
 
 
IT outsourcing is controversial 

There was a mixed response on the subject of IT out sourcing.  50% of respondents were 
receptive to IT outsourcing, 32% felt that this was  not viable, and 18% were undecided. 
 
 
Change Management Group 

We are a leading management consultancy specialisin g in business change.  Our work falls into 
three main categories: 
 
�  culture change , where an organisation needs to work differently o r display different 

attitudes 
�  step change , where organisation structure or process changes n eed to be implemented 

effectively 
�  technology change , where the impact of new IT systems needs to be ca refully managed 

to achieve the required business benefit 
 
Our consultants and associates have worked extensiv ely for NHS clients, and we have a strong 
track record of successful technology and performan ce improvement projects. 
 
For more information please contact Alan Russell, C lient Partner, on 07850 223219 or email 
alan.russell@changemanagementgroup.co.uk  
 
 

Change Management Group    

T: +44 (0)20 8819 9459  |  E: info@changemanagement group.co.uk 

Change Management Group Ltd | Island Studios | 22 S t Peter’s Square | London | W6 9NW  
Copyright Change Management Group 2009. All rights reserved. 


