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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
	Operations
Operations
	% of calls not handled by call back
Total patient talk time
	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 call back performance.
Job design review for frontline staff to allow

more efficient callh

handling. KSF Outlines and PDP’s used as part of IPM will allow targeted training to improve total patient talk time.

	Target to be confirmed for final submission.

Target to be confirmed for final submission.


	


	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
	Medical
Medical
	% of calls resulting in no partner activity
Medical manager recruitment
	Using KSF and PDP frameworks to improve nurse training resulting in better home care. Consultant contract will increase flexibility and improve service coverage.
Implementation of consultant contract will make NHS24 a more attractive employer
	Target to be confirmed for final submission.

Target to be confirmed for final submission.

Development of Work Force Planning and Performance Management for medical staff by April 2006
	


	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
	HR
Medical


	Recruitment of Health Information Advisors (HIA)
Reduction in suicide rates in line with SEHD targets
	Chronic disease management advice given out via helpline. To improve service additional HIA’s to be recruited making use of Job Descriptions and KSF/PDP
frameworks. Review of job design for Call Handler and HIA to streamline service.
Breathing Space staff to be incorporated onto NHS24 headcount and developed via KSF/PDP frameworks
	23 WTE’s recruited by November 2005
20% reduction by 2013
	


	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
	Operations
	% of calls answered within 30 seconds
	Establish satellite centres with partner organisations to improve performance of local call handling
	Target to be confirmed for final submission.


	


	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
	Human Resources
Human Resources


	Staff turnover rate
Staff absence rate


	Improve career development by use of PDP and KSF framework
Implementing Agenda For Change provides improved Terms and Conditions e.g. increased annual leave


	Target to be confirmed for final submission.

4% by 2008

	


	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
	Human Resources
Human Resources
	Staff job satisfaction survey
Learning and Development activity per employee
	Improved partnership working and decision making
Use of KSF and PDP will facilitate staff learning and development
	Target to be confirmed for final submission.

Target to be confirmed for final submission.


	


	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
	Human Resources
	Nurse recruitment
	Establish satellite centres with partner organisations using Agenda For Change Job Descriptions and KSF as a basis for career development
	Target to be confirmed for final submission.
Satellite centres established by date to be confirmed.
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