NHS 24 Pay Modernisation Benefits Delivery Plan and Progress Report
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	Priority 

Area
	Specific 

Area
	Supporting data to

Measure baseline

And demonstrate 

progress
	Actions to be taken
	Anticipated

Results

(Quantifiable and with dates)
	Progress

	National Access/

Waiting

Times
	More patients treated more quickly &  Higher quality care


	Measure amount of new roles and staff doing things differently


	Ensure Job Evaluation and KSF can be used to redesign roles


	Implement systems to ensure job evaluation and KSF can be used to redesign roles by July 2006.
All Job Roles will have KSF outlines in place by August 2006


	

	
	
	National reporting on KSF implementation


	Use KSF to enhance training opportunities, existing skills and role development

	All staff  will have personal development plans in place by October 2006


	70.7% KSF outlines complete June 2006 


	
	
	Total patient talk time

Corporate Balanced Scorecard

Dashboard Data
	Job design review for frontline staff to allow more efficient call management. KSF Outlines and PDP’s used as part of IPM will allow targeted training to improve total patient talk time.


	Total patient talk time will be maintained bellow 9 min 45 sec by Dec 2006


	June 06  - 10 min 34 sec.

	
	
	Response times to urgent calls
Executive MI Report

Local Development Plan
	KSF Outlines and PDP’s used as part of IPM will allow targeted training to improve response times performance.
	Maintain 90% urgent calls responded to within 20 min
	94% achieved 1st 3 months of 05/06

	
	
	Response times to non-urgent calls
Executive MI Report

Local Development Plan
	KSF Outlines and PDP’s used as part of IPM will allow targeted training to improve response times performance.
	Maintain 90% non-urgent calls responded to within 60 min ongoing
	95% achieved 1st 3 months of 05/06

	
	
	% of calls not handled by outbound calling


	Job design review for frontline staff to allow improved capacity. KSF Outlines and PDP’s used as part of IPM will allow targeted training to improve outbound calling performance.


	Outbound calling will be maintained bellow 15% ongoing

	First resolution of calls 87% (% not handled by call-back) - Jun 06


	Priority 

Area
	Specific 

Area
	Supporting data to

Measure baseline

And demonstrate 

progress
	Actions to be taken
	Anticipated

Results

(Quantifiable and with dates)
	Progress

	Improved

Delivery

Of

Unscheduled

Care
	Out of Hours 
Breaking down traditional barriers
	% of out-of-hours outcomes requiring no partner activity out-of-hours

	Using KSF and PDP frameworks to improve nurse training resulting in better home care. 


	40% by 31 March 2007
	35% June 2006

	
	
	% of untriaged calls passed to partners

Local Development Plan
	Using KSF and PDP frameworks to improve nurse training resulting in increased productivity and efficiency 

	0% by 31 March 2007

Each post will have a KSF Full and Foundation outline by August 2006

Each employee will have a PDP by October 2006


	70.7% KSF outlines complete June 2006 



	
	
	NHS 24 data relating to new roles and staff doing things differently
	Job design review for staff to allow improved capacity and flexibility

Use job evaluation assimilation data to assess the workforce profile and address identified gaps


	Development of new roles enabling implementation of improved patient pathway 


	36 new/changed posts identified June 2006

Redesign of call process (Advise & Refer) for Call Handler Group


	
	
	Medical manager recruitment
	Consultant contract will increase flexibility and improve service coverage.

Implementation of consultant contract will make NHS24 a more attractive employer
	Development of Work Force Planning and Performance Management for medical staff by April 2006
	Performance Management and Job Planning in place.


	Priority 

Area
	Specific 

Area
	Supporting data to

Measure baseline

And demonstrate 

progress
	Actions to be taken
	Anticipated

Results

(Quantifiable and with dates)
	Progress

	Chronic
Disease

Management
	Greater innovation in the deployment of staff


	Recruitment of Health Information Advisors (HIA)
Reduction in suicide rates in line with SEHD targets
	Chronic disease management advice given out via help-line. To improve service additional HIA’s to be recruited making use of Job Descriptions and KSF/PDP 
Frame-works. 
Review of job design for Call Handler and HIA to streamline service.
Breathing Space staff to be integrated into NHS 24 service and developed via KSF/PDP frameworks
	23 WTE’s recruited by November 2005
20% reduction by 2013
Service integration achieved by 2008
	Recruitment target achieved

To be advised


	Priority 

Area
	Specific 

Area
	Supporting data to

Measure baseline

And demonstrate 

progress
	Actions to be taken
	Anticipated

Results

(Quantifiable and with dates)
	Progress

	Integrated
Care
	Out of Hours 

	Access Service Level targets

	Establish satellite centres with NHS partner organisations to improve performance of local call handling and provide increased local ownership of service delivery

	90% calls to be answered within 30 seconds (excluding Public Holidays)
90% calls to be answered within 120 seconds  (Public Holidays)
	June 2006 99.6% achieved
2005/2006 90% achieved


	Priority 

Area
	Specific 

Area
	Supporting data to

Measure baseline

And demonstrate 

progress
	Actions to be taken
	Anticipated

Results

(Quantifiable and with dates)
	Progress

	Integrated

Service

And

Workforce

Planning
	Improved Team-working


	Employee attrition
HR MI Report
	Develop a Strategic Training
 and Development plan linked to service objectives and introduction of the KSF

Improve career development by use of PDP and KSF framework


	Reduce % of employees leaving NHS 24 per year (annualised) to 17% 

	Strategic Workforce Plan in place

19% at March 2006

	
	
	Employee sickness and absence
HR MI Report

	Implementing Agenda For Change provides improved Terms and Conditions e.g. increased annual leave


	Reduce % of days lost due to sickness to 7% by March 2007
SEHD target – reduce to 4% by March 2008

	8.95% rolling figure at March 2006


	Priority 

Area
	Specific 

Area
	Supporting data to

Measure baseline

And demonstrate 

progress
	Actions to be taken
	Anticipated

Results

(Quantifiable and with dates)
	Progress

	Staff

Governance
	Evidence of Good Partnership Working


	Meeting Minutes

Structure & Process


	Reinvigorate partnership working and involvement in decision making

Ensure strong partnership working in implementing A4C. 

Joint Staff Leads for all work-streams, programme office and steering group.

Regular presentations to NHS 24 Partnership Forum

 
	Staff Representatives will feel empowered and included June 2004 ongoing

Evidence of strong partnership working throughout A4C implementation June 2004 ongoing


	Joint Staff Leads appointed for all work-streams by June 2004

Employee Director joint lead with Programme Manager by June 2004

Partnership Representation at all meetings including Steering Group June 2004 ongoing

Partnership Event held to enable dialogue July 2006



	
	Fair pay and better pay


	HR payroll & systems data

CAJE reports on job matching and evaluation

Data on A4C review requests

Staff turnover data, starters, leavers and vacancy rates.
SWISS
	Develop robust monitoring systems to capture data that represents fair pay across NHS 24

Develop Workforce Plan 


	Pay within NHS 24 will be consistent with principles of equal pay for work of equal value by December 2006.

All staff affected by A4C will be assimilated and have access to pay benefits of the new system by December 2006.


	Progress TBC

1107 Staff (84%) assimilated June 06

No review request received so far



	
	Improved Recruitment & Retention


	NHS 24 KSF Outline and Gateway data


	Use of KSF and PDP will facilitate staff learning and development
	By October 2006 all staff will have a PDP and receive regular feedback on their performance


	

	
	Equality & Diversity


	Staff job satisfaction survey

Learning and Development activity per employee
	Implement and Develop KSF outlines for all staff
	Increased awareness of equality and diversity issues within NHS 24
	


	Priority 

Area
	Specific 

Area
	Supporting data to

Measure baseline

And demonstrate 

progress
	Actions to be taken
	Anticipated

Results

(Quantifiable and with dates)
	Progress

	Service
Redesign

In Line

With

Local

Priorities
	Out of Hours service delivery
	Nurse recruitment
Diversification of Roles
	Establish skill gaps/ with partner organisations using Agenda For Change Job Descriptions and KSF as a basis for career development implement new/changed posts
	Satellite centres established by December 2006
Establish Specialist roles 

	Roles developed for Mental Health, Research, Child Protection, Nurse Consultant  - June 2006
5 Dispersed (Satellite) sites established with partner Boards – December 2006


�Suggest we refer to advise and refer and changing call handler role?  Bit concenred this sounds as if we are just adding posts


�Strategic workforce plan
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