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The Innovators

Only one member of the Finance project team had a background in IT but with the help of the CSU’s 
Digital Innovations team we were quickly able to identify the art of the possible. We greatly appreciate 
the support of all staff involved and affected by the developments so far we are looking forward to further 
improvements to our services to benefit our current and future ICS partners.    

The problem

The Customer and Corporate 
Finance teams needed to automate 

the creation, manipulation and 
issuing of reports, and chasing 

providers for responses to emails 
because otherwise efficiencies 
in time wouldn’t be made and 

therefore work needed to ensure 
that staff and the CSU services are 

fit for the future to support the CCG 
closedown, the creation of ICBs and 

the development of partnerships 
with ICS members wouldn’t be 

possible. Otherwise, if we didn’t, 
we wouldn’t have capacity to move 

forward and survive.

The Challenges

• How might we automate transactional report 
running and manipulation when there is resistance 
from transactional staff, (because of fears around 
loss of their jobs) so that they will assist us to 
document the processes and come on the journey 
with us? 

• How might we find capacity to work on the Project 
and with the team coding the RPA (Robotic Process 
Automation) bot so that we deliver on our aims?

• How do we as project owners understand what 
this new technology is capable of and how do we 
raise awareness amongst the wider Finance teams 
so that we can set out the deliverables and ensure 
they have the best chance of being met?

The Innovation

We needed to understand what RPA was and if it was the right solution to the problem of spending so 
much time on routine processes, and then to share that learning with the finance team, (100 staff) to 
get staff buy in. Our inhouse Digital Innovation Unit selected the provider and they held virtual training 
sessions for the project team and content was made available to the wider team. We also ensured that 
anything relevant that was published on RPA was shared through our O365 Teams Channel. Line managers 
were careful to explain the changing shape of the finance function and what is needed to survive. We 
talked about their job content being more interesting by switching from routine work to more value added 
activity and how that could open doors when automation was embraced. We assured them that this 
wasn’t about reducing large numbers of staff.   
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An enabler to getting in to the hearts and minds of more junior staff was the setting up of a grass roots 
initiative called STAR (Super Task Force for Aspirational Results). Consisting of 3 workstreams, one being 
STAR Innovation - Ran by an apprentice and a small team of low banded staff. Purpose being to capture 
ideas for improvement from their peers. Some of which feed in to RPA ideas but others could be just 
process re-engineering, or applying LEAN/6 Sigma tools. There is also STAR Education and STAR Recreation 
which kept staff motivated during the changes and shared learning. We had to find capacity within more 
junior staff roles to ensure procedures were up to date and detailed enough to pass to coders to turn the 
processes in to code that the Bot would understand. We delivered this by running a recruitment drive to 
add people to our bank of associates and we offered overtime. 

There were 2 pieces of automation: 

1. Ledger Reporting - We collated the names of the ISFE ledger reports which are ran daily, weekly, 
monthly and which were the most time consuming. Then prioritised those that took the most time. 
These were passed to the Coders with detailed procedure notes which included; what day/time of day 
are they ran, where they are saved, naming convention, what manipulation is carried out and where 
are the reports emailed to. The Corporate finance team saved 9 hours a month by automating 4 of 
their reports. The Customer Finance team have saved around 20 hours a month and more reports are 
to be automated.

2. Auto chasing of invoice queries  - Our CHC invoice query team can’t always pay care home provider 
invoices and were spending a lot of time chasing for replies from providers asking for more 
information. The bot now chases the providers twice before a human intervenes. This has saved 
between 30- 40 hours a month.

The Lessons learnt

 ▪ Ideally we wouldn’t rely on just one main coder because it took longer to write the code than 
expected once the specifications for the processes written by SMEs had been passed over.  But 
developers with C# language skills are difficult to find. We wouldn’t pay a provider with an annual fee 
because you can get Open Source providers with no fee, (we have since switched). 

 ▪ We learned that there are Open Source providers available through the research our Digital 
Innovations Team did. We learned that you need to be careful that the product you use is compatible 
with other systems you have like sharepoint and Chrome and we learnt this by coming across a 
problem when we asked the Bot to save the files in sharepoint.
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The Outputs

The tangible products that came from our innovation were: 

 ▪ Reports which are ran by the bot every day/week/month, formatted and saved down where we need 
them.

 ▪ Reports which are ran, manipulated, saved down and emailed out to customers.

 ▪ Emails are generated to hundreds of care providers each month chasing them for information so that 
they can be paid quickly.

The Outcomes

The benefits to individuals has been that they are spending less time on routine tasks and have more time 
to add intelligence to what they are reporting on. They have moved from just sending a list of for example, 
unmatched POs to a budget holder, to adding a comment to the email explaining why and adding an 
age analysis. The feedback from staff has been very positive. The benefits to the team are that there is 
now more understanding of the art of the possible and acceptance that this is the future and we need to 
embrace it. There is a sense of wanting to learn more and we have  our STAR Education now driving this. 
The benefits to the organisation are that we have tested this technology (the first CSU to so so), we are 
sharing it (presentation to the Regional Office ICS Senior Leaders Forum) and provided case studies to 
others. We hope to share this wider and support others to implement RPA. In terms of time saved: The 
Corporate finance team saved 9 hours a month by automating 4 of their month end reports, (band 6 to 
band 8b staff). The Customer Finance team have saved around 20 hours a month (across many bands) and 
more reports are due to be automated.  The STAR Innovations group are reviewing new innovative ideas 
from across the wider finance team and the efficiencies will no doubt increase. The auto chasing of care 
home providers has saved between 30- 40 hours a month of Band 3 and Band 4 staff time. 

The Quick wins

Ask others who have done it for advice re the product providers and compatibility with your current IT 
infrastructure - this will save a lot of time. If you can afford it, use the product Provider’s coders as you will 
deliver on the benefits much sooner.  But if you can’t afford it, ask them to train a few finance staff. Bots do 
need amending occasionally and it is best if the SMEs are the people who do this.

4  |  FINANCE INNOVATION FORUM



The Reviewers said

 Training in house staff to code and programme the Bots means that there is future 
proofing, and that people understand what the bot is doing.

I recommend this for approval and it fits with the direction of travel that most 
organisations should be starting upon.

the engaging way in which this was developed will certainly have contributed to its 
success as a project.
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What you can do Now

If you recognise the problem stated and have implemented your own innovation 
to overcome it please submit this innovation to the programme and give others more 
examples to learn from.

If you recognise the problem stated and would like to know more details about 
this innovation in particular, we will be hosting showcase and workshop sessions 
throughout the year, so all interested staff can gain ideas and inspiration from 
innovators in a manageable one-to-many format.

If you have a problem but don’t currently know of a solution to it, then please 
submit it here and in 2022 the Forum intends to crowdsource solutions to problems 
that don’t currenlty have known innovations.

If you would like to learn more about about the innovation programme please click 
below for more details

Register interest

Submit Innovation

Submit Problem

Learn More
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further information
Website: FinanceInnovation.nhs.uk

Email: finance.innovation@nhs.net

LinkedIn: One NHS Finance

Twitter: @OneNHSFinance 

One NHS Finance brings together the Future-Focused Finance, National Finance Academy, and the Finance 
Innovation Forum programmes and networks to make sure that everyone working in NHS Finance has access 
to skills, knowledge, methods, and opportunities to influence and enhance patient services.

Identifying and developing innovative ways of working and new areas of improvement.

In September 2021 the Forum launched...
 ▪ A national Innovation Programme for NHS Finance staff to submit their innovations for peer review. 

Successful innovations will be published and accessible to all on the One NHS Finance website
 ▪ A ‘Software Skills For Finance Staff’ event series taught by NHS Finance for NHS Finance including MS 

Excel, PowerBI, SQL etc.
 ▪ An ‘Art of the Possible’ briefing which explains two new technologies AI & Blockchain and discusses the 

opportunity for NHS Finance
 ▪ An Automation Group to review and improve the efficiency of existing national processes and returns

What you can do Now
 ▪ Submit your innovations for peer review
 ▪ Sign up to be an innovation peer reviewer
 ▪ Read Art of the Possible
 ▪ Sign up for Software Skills for Finance
 ▪ Register your interest in automation and all things innovative

Innovation 
Programme

Software 
Skills

Art of the 
Possible

Automation 
sign up

Be a peer 
reviewer

Endorsement Disclaimer
The Finance Innovation Forum’s Innovation Programme asks NHS 
Finance peer reviewers whether the “Innovation overcomes, 
successfully addresses, or solves the problem identified”. The 
programme does not endorse, recommended or provide any 
assurance of software used or mentioned in any of the published 
innovations. If you think a published innovation is being used to 
falsely validate a commercial product or company please contact 
finance.innovation@nhs.net

https://onenhsfinance.nhs.uk/the-finance-innovation-forum/innovation-programme/
https://forms.office.com/pages/responsepage.aspx?id=LI1d_7j6oEO0-Ua0AitOQdmEB8an_fRGp7aAgK5WELxURFRFWjBCSjZBWUhMWFpLQzA0N1c0SkRDTS4u
https://forms.office.com/pages/responsepage.aspx?id=LI1d_7j6oEO0-Ua0AitOQdmEB8an_fRGp7aAgK5WELxURFRFWjBCSjZBWUhMWFpLQzA0N1c0SkRDTS4u
https://onenhsfinance.nhs.uk/externalevents/software-skills-for-finance-staff/
https://onenhsfinance.nhs.uk/wp-content/uploads/2021/09/Art-of-the-Possible-Artificial-Intelligence-and-Blockchain.pdf
https://forms.office.com/pages/responsepage.aspx?id=LI1d_7j6oEO0-Ua0AitOQdmEB8an_fRGp7aAgK5WELxUQ01CSkxQTEFRSVNPVVcwUkczRlM4RllDQy4u

