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NHS 111 Wales
WAST 111 DRAFT Commissioning Intentions 2024/25
	
Ci.1
	[bookmark: _Hlk130811757]
Optimise performance, improve outcomes & ensure value for money by further developing the WAST service model.

	Ci.1a
	Continue to review the current model using evidence of effectiveness to establish ‘what good looks like’ for NHS 111 Wales. (The model will need to reduce the number of handoffs & focus on outcomes, self-care & improvements in closure rates)

	Ci.1c
	Continue to review the current workforce skill mix and ratios of non-clinical (call handlers) vs clinical staff (clinical nurse advisers) based on future service models and UK benchmarking 

	Ci.1e
	Consider and identify the opportunities and benefits for enhanced practice in existing and future roles. Eg: enhanced call handler, autonomous nurse practitioner, consistent with future delivery models

	Ci.1f
	Support the Six Goals National Programme for Urgent & Emergency Care (Goal 2) transformational workstreams, specifically the development of ‘Enhanced Clinical Pathways’:
* Urgent Dental – Map out the existing pathways for HBs (4) and review in the context of developing a National Urgent Dental Pathway to support all HBs. 
* Palliative Care pathway development
* Medicines Management Model
* Consultant Connect & support to Care Homes
* Directory of Services
* Direct Booking


	Ci.1g
	Collaborate on relevant national reviews and their outcomes e.g. “rapprochement”.

	Ci.1h


	Complete the delivery of the new 111 Patient Management System , CAS replacement (inline with the financial and clinical assurances set out in the approved business case) and realise the benefits of the new system, ensuring engagement with stakeholders and subject matter experts to develop a mechanism for ongoing review of clinical content

	Ci.1i
	Undertake a review of the 111 digital platform to ensure it meets the requirements for accessibility, functionality, value & effectiveness, as set out in the 111 Model of Care. Where technically possible seek to align with the all Wales approach to standardised web design and architecture.

	Ci.2
	Enhance performance through the improvement of call abandonment rates & timely call answering (Step 2)

	Ci.2a
	Undertake a review of calls to understand and report disposition/outcomes including self-care rates, number of touchpoints and flows into OOH

	Ci.2c
	Keep under review IVR messaging to determine which messages have greatest impact in diverting calls to website /other services

	Ci.2d
	Keep under review, as part of BAU/continuous improvement, the correlation of days/ times to peaks in demand and levels of staffing rostered during those times and undertake the necessary action to ensure staffing meets demand patterns  

	Ci.2e
	Continue to review of calls to understand and report disposition/outcomes including self-care rates, number of touchpoints and flows into urgent primary care, ED, 999 and other community based services (e.g. UPCC, GMS etc)

	Ci.3
	Staff experience a great place to work, where they are engaged and their wellbeing is promoted (Core Requirement 6)

	Ci.3a
	Develop a strategic workforce plan, which is reviewed as part of the Trust planning cycle, to ensure effective workforce planning arrangements are in place with the capacity to meet service demand. Ensure the plan links to wider National workforce plans

	Ci.3c
	Undertake a workforce & training review to establish where training can be more efficient and effective.

	Ci.3d
	Undertake a rostering review and ensure effective rostering practices are implemented to ensure shift fills, rota management and rostering to levels of demand.

	Ci.3e
	Develop staff education & training matrix to ensure staff are appropriately trained, educated & qualified to undertake their role and deliver the services provided

	Ci.3g
	Reduce sickness absence rates and undertake the necessary action to ensure sickness absence is in line with National targets

	Ci.3i
	As part of the WAST strategic workforce plan: finalise the 111 strategic workforce plan, ensure effective workforce planning arrangements are in place; ensure the workforce planning is dynamic and responsive to agreed service changes and the plan links to wider National workforce plans.

	Ci.3j
	Continue to review workforce & training arrangements to ensure they are efficient and effective to deliver the agreed service model.

	Ci.3k
	Continue to develop the staff education & training matrix to ensure staff are appropriately trained, educated & qualified to undertake their role and deliver the services provided, with a particular focus on 111 CAS


Key: Green – expected to complete by 31 03 2024
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