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Note: The number before the colon denotes the Book, and the number(s) following the colon the page(s) 
within the Book. Thus 2:7–8 directs you to Book 2: pages 7–8. RF refers to the Resource File.

A

aboriginal culture, Australia RF:28

absorption costing 3:36-8

access to services 1:51;  2:20

accessibility/responsiveness of services 1:51-7

accountability 3:50;  4:45-53

in health and social care 4:45-9

lines of 4:45, 50-1

managerial 4:49-51

personal and professional 4:51-3

PFI deals RF:24

public RF:10

accounting procedures 3:9;  RF:23

accrual accounting 3:9

accuracy 3:58

activities 4:7-8

actuator 2:47

adaptability 4:27, 28

Alaszewski, A. 4:53

appropriate care RF:6-7

area child protection committees 1:49

assaults RF:36-8

assets 3:13-14

attitudes 

to change RF:27-8

diffusion of innovation and 4:27, 28

audit 2:39-40

Australian aboriginal culture RF:28

authority 4:45

axes, steel RF:28

Aynsley-Green, A. RF:15-16

B

Baker, M.J. 1:21

beneficiary role 1:9-11, 18-19

benefit chain 1:14-15, 16

Berry, L. 1:50-1;  2:21-2

best value 2:26;  4:40-1

boundaries 1:50

cross-boundary working 1:49-61;  4:16

reducing impact of professional boundaries 
4:49

bowel operation 1:7, 14

break-even point 3:41, 42

Bristol Royal Infirmary Inquiry 1:27-8;  2:26;  
RF:5, 10, 13-14

British Thoracic Society 1:15

Bromley clubhouse project 1:9-11

Buchanan, D. 4:9-10, 17-18

buddy system RF:37

budget holder 3:50-1

budget preparation timetable 3:22-4

budget procedures 3:51-2

budget reports (budgetary control reports) 2:55-6;  
3:54-63

exception reporting 3:56-7

presentation and content 3:57-63

variance analysis 3:54-7

budgetary control 3:15, 17, 48-63

key features 3:49-52
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responsibility accounting 3:52-4

see also budget reports

budgets and budgeting 3:6-29

approaches to budgeting 3:17-22

costs see costs and costing 

inputs and outputs 3:11-14

negotiating the budget 3:25-8

purposes of budgeting 3:15-17

timetabling 3:22-4

understanding the flow of money 3:7-11

Burbach, F.R. 2:35-6

bureaucratic model of services 1:46-7, 48

business planning 4:42-4

business process re-engineering 4:17

C

Calman-Hine Report 1:41-2

cancer 1:41-2

capital asset procurement RF:19

see also Private Finance Initiative

Care Commission (Scotland) 2:27

Care Standards Inspectorate for Wales (CSIW) 
2:27

career counselling RF:27

carers 1:6

see also service users

Carr, S. RF:11-12

Carruthers, I. 2:16

cash accounting 3:9

cause and effect 2:60-1

cervical cytology screening programme 2:32, 33-
4

chains

customer 1:12-16

quality 2:10-11

change 

criteria for diffusion of innovation 4:27-9

managing 4:21, 29

understanding ‘self’ and RF:27-32

see also projects

Charlesworth, J. 1:49, 50

chief executive 3:60

child abuse RF:33, 35

Children Act 1989  1:15

children in care RF:33-5

Children’s National Service Framework (CNSF) 
RF:15-16

children’s services 1:15

outcomes 1:42-3

children’s services plans 4:41

Children’s Services Strategic Framework 
(Scotland) 1:15

choices 1:21-2

Climbié, Victoria RF:15

clinical governance 4:46-9

clubhouse project 1:9-11

codes of conduct 4:46

collaborative working 1:49-61;  4:16

Commission for Healthcare Audit and Inspection 
(CHAI) 2:27;  4:45;  RF:16

Commission for Social Care Inspection (CSCI) 
2:27

commissioner/provider split 3:8

commissioners 

local comissioning authorities 1:40

perspective on quality 2:12-14

commissioning 1:11

communication 



BKYH513 Index

3

budgeting and 3:15, 16

and quality of services 1:51, 57, 59

reducing complaints and litigation RF:8

Community Health Councils 4:13

community meals services 1:40

community mental health services 1:49

comparator 2:47

comparing 2:43-4, 48-52

competence 1:51

complaints 1:32-8

reducing RF:8-9

resolving 1:34

typical complaints procedure 1:33-4

concurrent control 2:55

conflict, customer roles and 1:11-12

conformance to requirements 2:8, 9

confrontations RF:36-8

consent RF:8

consultation 1:45-6

‘consumerist’ view of services 1:44, 45

contingency plans 4:38

continuous business planning 4:42, 43

continuous improvement 2:24

contribution 3:39, 41-2

control see budgetary control; management 
control

control loop 2:41, 43-8

convenor role 1:61

co-ordination 3:15, 16

core activities 3:21-2

corrective action 2:43-4, 59-63

cost-benefit analysis 3:28

cost centres 3:53

cost transfers 3:44-7

cost variance 3:55-6

cost/volume profit analysis 3:40-3

costs and costing 3:30-47

allocating and apportioning costs 3:33-4

allocating costs to services 3:31-4

cost constraint and quality 2:10

cost reduction and quality 2:14-18

how costs behave 3:34-43

output budgeting 3:19-20

process cost analysis 4:15, 16

realistic service costing 3:43-7

Coulter, A. RF:5-10

courtesy 1:51

credibility 1:51

Crosby, P.B. 2:8, 9

cross-boundary working 1:49-61;  4:16

cross-charging 3:44-7

culture RF:28

Cumberland Infirmary RF:24

customers 1:6-19

customer chains 1:12-16

kinds of 1:7-9

manager as customer 1:16-19

roles 1:9-12

see also service users

cyclical approach to planning 4:36

D

Davison, A. 2:40

day-care centres

budgeting 3:17-19

centre for adults with learning disabilities 
4:22-5, 27-8
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day-to-day assets 3:14

decision aids RF:9

decisions

empowerment to make 1:51, 57-9

shared decision making RF:6-7

definition of requirements 1:24-5

degree of conformance 2:8, 10

delegated control 1:45-6

delegation 4:26

‘democratic’ view of services 1:44, 45

Department of Health (DoH) 4:46;  RF:13, 20

dimensions of quality 2:20

environmental risks 4:54

A First Class Service 4:46

outcomes for children’s services 1:42-3

professional accountability 4:52

Promoting Health for Looked-After 
Children RF:33, 35

Department of Trade and Industry 2:16

design, build, finance and operate (DBFO) 
schemes RF:18

design problems RF:24

devolution of budgeting responsibility 3:8, 51-2

dimensions of quality 1:50-1;  2:19-22

basing standards on 2:32-5

direct costs 3:32-3, 33, 43-4

direct labour costs 3:32-3

direct materials costs 3:32-3

discipline 2:60

doctors

GPs and looked-after children RF:34

physician profiles RF:10

shared decision making with patients RF:6-7

domiciliary care 1:29-30

Donabedian, A. 2:35

Dr Foster RF:10

drugs, prescribed RF:7

dummy runs 2:55

E

Edinburgh hospitals survey project 1:28-9

effect, cause and 2:60-1

effectiveness 2:20

efficiency 2:20

elapsed time analysis 4:15, 16

elective surgery 4:8-11, 14, 17-18

electronic access to health records RF:7

empowerment RF:8-9

empowering service model 1:47-8, 49

enthusiasts, identifiable 4:27

environmental risks 4:54-5

equity 2:20

Essex, S. 1:33, 34

European Foundation for Quality Management 
1:61

events, risks  from 4:55

exception reporting 2:50-2;  3:56-7

expectations

meeting public expectations RF:6-7

perceptions and 2:21-2

service users 1:26-8

F

feedback 1:28-32;  4:13

feedback control 2:55-6

feedforward control 2:55

Fife Health Board 2:36, 37

financial accounting 3:59

financial management structure 3:52-4, 59-62
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financial risk 4:57

First Class Service, A 4:46

fitness for purpose 2:8, 9

fixed assets 3:14

fixed costs 3:19, 34-40

flexibility 4:38

flow of money 3:7-11

formal control 2:56

formal stage (complaints investigation) 1:33

‘full cost’ budgets 3:45

G

Gaffney, D. RF:23

gains and losses RF:29-31

Gantt charts 4:31-2

general practitioners (GPs) RF:34

general public 2:12-14

Gillis, C.R. 1:41-2

good governance 4:45

Gorman, P. 1:61

government policy 1:40;  4:39, 40

Griffiths, R. 4:30

Groocock, J.M. 2:8, 10

H

Hacquebord, H. 2:22

handover analysis 4:14-15, 15

Hands, D. 1:59

Handy, C. RF:27

Hay, J. 3:62, 63

Haywood-Farmer, J. 2:21

health improvement plans 4:41

health records, access to RF:7

Health and Safety at Work Act 1974  4:53

Health and Safety at Work Regulations 1999  
4:53

Health and Social Care Act 2001  RF:26

Hodge, M. RF:16

Hole, D.J. 1:41-2

Holland, P. 2:16

hospital report cards RF:10

hourly cost 3:37-8

housing association building and maintenance 
department 4:50

Hutton, M. 2:16

I

identifiable enthusiasts 4:27

identity, changing and innovation RF:28-9

impaired functioning, risks arising from 4:55

implementation 4:24-5

implied requirements 2:8, 9

improvement of care, as priority 4:49

Improvement and Development Agency for 
Local Government 4:45

incremental budgeting 3:20-2

indirect costs (overheads) 3:32-3, 33-4, 43-4, 45

informal control 2:56

information

identifying weaknesses in processes 4:13

reducing complaints and litigation RF:8-9

service user participation continuum 1:45-6

systems 4:17, 18

informed consent RF:8

input budgeting 3:17-20

inputs 

and outputs 3:11-14

systems view of control 2:46-8

transformation processes 4:7-8
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inspections 2:26-7;  4:46

Institute for Public Policy Research (IPPR) 
RF:26

intangible assets 3:13-14

integrated care 1:49-61;  4:16

integrated care pathways 4:41

integrated service plans 4:41-2

intensive care 2:44

interagency/interprofessional working 1:49-61;  
4:16

internal customers 1:8;  3:44-7

internal recharging 3:44-7

International Standards Organisation 2:8

investigating officer 1:33

iterative approach to planning 4:37

J

Juran, J.M. 2:8

K

Kanter, R.M. RF:29-30, 31

key events planning 4:33-4

key workers 4:23

King, R. 2:36

knowing/understanding the customer 1:51

Koch, H. 2:24, 27, 36, 38

L

Leicester Royal Infirmary 4:12

levels of control 2:62-3

life-cycle (ongoing) maintenance RF:22-3

lines of accountability 4:45, 50-1

litigation, reducing RF:8-9

Living Options in Practice 1:45

local appeal 4:27, 28

local commissioning authorities 1:40

local resolution (of complaints) 1:33, 34

logic diagrams 4:30-1

long-term 4:44

long-term resources 3:14

long-term view 3:40

looked-after children RF:33-5

loss RF:29-31

Luddites RF:28

M

maintenance, ongoing RF:22-3

management accounting 3:59

management control 2:41-63

benefits of 2:42-3

control loop 2:43-8

levels of control 2:62-3

measuring and comparing 2:48-52

procedures and systems 2:52-5

systems view 2:46-8

taking control as a manager 2:52-9

taking corrective action 2:59-63

timing of control 2:55-6

types of control 2:56-9

management by exception 2:50-2

manager

as good customer 1:16-19

transformation model of manager’s work 
3:11-14

managerial accountability 4:49-51

Manthorpe, J. 4:53

marginal costing 3:38-40

Marris, P. RF:29, 30

materiality 3:58

Mathiason, N. RF:24
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Maxwell, R. 2:20, 32

Maylor, H. 4:21

Mead, P. RF:15, 16

means, outcomes and 1:23-4

measurement

management control and 2:48-52

outcomes 1:41-3

mental health

looked-after children RF:33, 34

NSF 1:41

structure, process and outcome 2:35-6

milestone planning 4:34

Mills, P. RF:36-8

monitoring 

control loop 2:43-4

PFI RF:24-5

standards 2:38-40

Morris, B. 2:11

motivation 3:15, 16-17

multi-stage planning 4:35-6

N

National Institute for Clinical Excellence (NICE) 
2:26;  4:45;  RF:13, 14

National Performance Assessment Frameworks 
2:26;  4:45

National Service Frameworks (NSFs) 2:26, 27 

children RF:15-16

mental health 1:41

national standards 2:26-8;  RF:13-14

see also standards

needs

diffusion of innovation and 4:27, 28

wants, choices and 1:21-2

needs formulae 3:8

negotiation

negotiating the budget 3:25-8

PFI RF:23

NHS Executive Northern and Yorkshire Regional 
Office 1:32

NHS Learning Network 4:19

NHS LIFT (local improvement finance trust) 
RF:20

NHS Performance Assessment Framework 2:32-
5

Northern Ireland Social Care Council (NISCC) 
2:27

Nottingham City Hospital 3:9-10

Nuffield Institute 1:29-30

O

Oakland, J. 2:8

objectives 

management control and measuring 2:48-50

SMART 4:37-8

occupational therapy 2:37, 39

ongoing (life-cycle) maintenance RF:22-3

operating theatre processes 4:8-11, 14, 17-18

operational planning 4:44

organizational structure 3:52-4, 59-62;  4:51

outcomes 1:39-62

and means 1:23-4

purpose and 1:40-4

quality, process and 2:22

service user participation 1:44-9

structure-process-outcome model 2:35-8, 39

working across boundaries 1:49-61

output budgeting 3:17-20

outputs 1:40
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inputs and 3:11-14

systems view of control 2:46-8

outward-looking business planning 4:42

overheads (indirect costs) 3:32-3, 33-4, 43-4, 45

P

parallel objectives 2:49

Parkes, C.M. RF:30

Parsloe, P. 4:53

participant role 1:9-11, 18

participation, service user 1:25-6, 44-9; RF:6-7

partnership 4:49

partnerships and flow of money 3:9

PFI and RF:25

service user participation continuum 1:45-6

partnership working 1:49-61;  4:16

Partnerships for Health (PfH) RF:20

Partnerships UK plc (PUK) RF:20

passivity RF:27-8

paternalism RF:8

pathways 4:7

Patient Advice and Liaison Services 4:13

patient-centred care RF:5-10

patient liaison groups 4:13

payer role 1:9-11, 18

Payne, H. RF:34-5

people

management of change and 4:29;  RF:27-32

risks associated with 4:55-7;  PF:36-8

perceptions, and expectations 2:21-2

performance 4:49

assessment 3:15, 17

criteria 2:32

indicators RF:10

measuring and standards 2:30

Performance Assessment Frameworks 2:26;  4:45

personal responsibility 4:51-2

personal style 3:62-3

perspectives on quality 2:11-14

physical safety 1:51-7

physician profiles RF:10

physiotherapy services 2:29-30

pilot projects 2:55

Piper, S. RF:36, 37

planning 

budgeting and 3:15, 16

phases of process 4:23-7

problems with 4:35-8

projects see projects

services 4:39, 40-4

planning guidance 4:41-2

power imbalances 1:50

prescribing errors RF:7

prevention 4:49

Primary Care Trusts (PCTs) 3:8

Private Finance Initiative (PFI) 3:9;  RF:17-26

benefits RF:18

key principles RF:19-20

key processes RF:20

management of PFI projects RF:20-1

in the NHS RF:18-19

and trusts’ achievement of objectives RF:22-
5

procedures 2:52-5

process cost analysis 4:15, 16

process mapping 4:11-13, 14

processes 4:6-20
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designing process improvements 4:17-20

identifying potential areas for improvement 
4:15-17

identifying weaknesses in 4:13-15

process flow 4:8-11

process mapping 4:11-13

quality and 2:22

structure-process-outcome model 2:35-8, 39

systems view of control 2:46-8

product champions 4:27

professional accountability 4:52-3

professional standards 2:27

profit motive RF:23, 25-6

projects 4:21-38

managing people and change 4:29

planning 4:22-9

problems with planning 4:35-8

scheduling activities 4:26, 30, 32-4

sequencing activities 4:26, 30-2

Promoting Health for Looked-After Children 
RF:33, 35

providers 2:12-14

psychological safety 1:51-7

public accountability RF:10

public-private partnerships (PPPs) RF:17-21, 22

see also Private Finance Initiative (PFI)

purchasing accounting procedures 2:53

purpose

fitness for 2:8, 9

and outcomes 1:40-4

planning and 4:24

Q

qualitative control 2:57

quality 2:6-22

basing standards on dimensions of 2:32-5

chain 2:10-11

defining 2:8-10

dimensions of 1:50-1;  2:19-22

importance of 2:14-19

importance of small non-clinical aspects 
RF:11-12

improvement 2:15;  RF:9

meaning 2:6-14

perspectives on 2:11-14

PFI and RF:24-5

problems 2:16-19

see also management control; standards

Quality Protects programme 1:15;  4:45

quantitative control 2:57

Quarry, A. 2:35-6

R

realistic service costing 3:43-7

reciprocity 1:61

records, access to RF:7

re-engineering 4:17

registration and inspection authorities 2:26-7; 
4:46

relationships, mapping 1:46-9

relevance 

budget reports 3:58

to need 2:20

reliability 1:51

reputation risk 4:57

requirements 1:23-8

quality and 2:8-11

resetting standards 2:59-60
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resistance to change RF:30, 31

resources 4:26, 27, 28

see also inputs

responsibility 4:45

responsibility accounting 3:52-4

responsibility centres 3:53-4

responsive model of services 1:47, 48

responsiveness 1:51-7

revenue centres 3:53

review 4:26

review panel 1:33

Riley, C. 1:40

Riley, J. 1:40

risk 

assessment and management 4:53-8

circumstances in which risk-taking should 
be encouraged 4:57-8

to care workers 4:53-7;  RF:36-8

PFI projects RF:19-20, 23-4

transfer RF:23-4

types of 4:53-7

Rogers, E. 4:27;  RF:28

roles

customer 1:9-12

diffusion of innovation and role changes 
4:27, 28

Rosenberg, M. 1:35-7

Royal College of Nursing RF:35

Ruane, S. RF:22-6

S

safety

ensuring patient safety RF:7

procedures 4:56

psychological and physical 1:51-7

see also risk

scheduling activities 4:26, 30, 32-4

Scholtes, P.R. 2:22

Scottish Office 4:46-9

security 1:51-7

self-monitoring RF:24-5

self-reliance, encouraging RF:8-9

Seligman, M.E.P. RF:27

selling price 3:41-2

semi-variable (semi-fixed) costs 3:35

sequencing activities 4:26, 30-2

sequential objectives 2:49

Service Delivery Practice Database 4:19

service design/redesign 4:19-20

service industries 2:19

service planning 4:39, 40-4

service user participation continuum 1:44-6

service users 1:20-38

as customers 1:6, 7-8

expectations 1:26-8

feedback from 1:28-32;  4:13

handling complaints 1:32-8

importance of quality to 2:14-18

needs, wants and choices 1:21-2

participation 1:25-6, 44-9;  RF:6-7

perspective on quality 2:12-14

requirements 1:23-8

tightness of definition of requirements 1:24-
5

user-driven business planning 4:42

shared action planning 4:22-6, 27-8

shared decision making RF:6-7
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Shaw, C. 2:40

short-term 4:44

short-term resources 3:14

short-term view 3:40

Smale, G. RF:27-32

SMART objectives 4:37-8

Smyth, C. 2:31

social acceptability 2:20

Social Services Inspectorate 4:45

special-purpose vehicles (SPVs) RF:19

specification chain 1:15-16

specifier role 1:9-11, 17-18

staff: importance of quality to 2:14-18

staffing levels RF:24-5

stakeholders 3:11

standards 2:9, 23-40;  RF:13-14

basing standards on dimensions of quality 
2:32-5

developing 2:28-35

frameworks of 2:26-8

monitoring 2:38-40

nature of 2:24-8

resetting 2:59-60

structure-process-outcome model 2:35-8

status RF:28-9

steel axes RF:28

stepped costs 3:35

Stocking, B. 4:27

strategic planning 4:44

stress 4:55

structure, organizational 3:52-4, 59-62;  4:51

structure-process-outcome model 2:35-8, 39

style 3:62-3

Sure Start RF:15, 16

surplus (loss) 3:40, 41-2

surveys 1:28-30;  2:56;  RF:9

systems 4:7

management control 2:46-8, 52-5

T

tangible assets 3:13-14

tangibles 1:51

targets RF:16

taxi cab manufacturing 1:13, 15

technological change RF:28

threats RF:36-8

tightness of definition of requirements 1:24-5

time

elapsed time analysis 4:15, 16

timeliness of budget reports 3:58

timing of control 2:55-6

timetabling budget preparation 3:22-4

Torbay Primary Care Trust 3:51-2

totality of features and characteristics of 
product/service 2:8, 9

Transactional Analysis (TA) 3:62-3

transformation processes 3:11-14;  4:7-8

trust board members 3:60

U

understanding/knowing the customer 1:51

unit of service, costing by 3:37-8

V

value-added analysis 4:14, 15

value for money RF:19-20

variable costs 3:19, 34-40

variance analysis 3:54-7
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verbal abuse RF:36-8

vigilance 4:56, 58

violence, risk of 4:55;  RF:36-8

volume variance 3:55-6

W

wants 1:21-2

Waterhouse report into child abuse RF:33, 35

Wide, M. 1:33, 34

Wilson, R. 4:9-10, 17-18

Women’s Royal Voluntary Service 1:40

working practices, risk from 4:55

working styles 3:62-3

workload outputs 3:19

Wright, C. 1:28-9

Z

zero-based budgeting 3:20-2


