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Introduction

Describe the nature of the organisation and the operational context.

The NHS 111 service provides a free, single point-of-access phone number that enables patients to be directed to the appropriate care in the appropriate location by a multidisciplinary team. The 111 service integrates 'GP out of ours' services with NHS Direct. . The NHS 111 Wales service is operated by Welsh Ambulance Service NHS Trust (WAST) and the seven NHS Wales health boards. The service is split into two operational teams a public-facing access point offering a call handling and nurse triage service managed by WAST and an urgent primary care service conducting consultations remotely, face-to-face in primary care centres and home visiting by the seven health boards. The urgent primary care service receives its caseload via electronic transfer from the WAST 111 Clinical Assessment Software (CAS) with clinical prioritisation into their system Adastra. Health professional referrals are received via a bypass telephony number and then manually entered and not clinically prioritised by clerical teams working for the health board. 





Identify the business problem 

The current model for urgent primary care to receive a referral for a patient into the service from a health professional is based on point of access rather than clinical need. This means a generic priority is assigned to all calls received via this bypass access line and varies amongst the seven health boards. This lack of national referral criteria and appropriate prioritisation means there is a disparity of service dependent on whether the patient can be referred and/or the priority of the call to the urgent primary care service based on their registered health board and/or location. This reliance on a telephony model means clerical staff must operate the telephony system 24/7 while also conducting their usual role within the urgent primary care centre.  


Explain how it can be improved using an Information system. 

Single point of access – one website to remember not seven different numbers
Validated patient demographics 
Web based algorithms can provide alternative clinical pathways/outcomes if not suitable for urgent primary care
Realistic call-back times and current demand
Clinical prioritisation of hcp calls
 Reportable and adaptable to open to other aspects of the NHS
Redeploy staff/refocus staff on other areas within urgent primary care

Justification

Explain the change you will be introducing



Justify why you think these changes are important 




Aim (define)

To implement a digital patient referral system for health care professionals to access Urgent Primary Care via NHS 111 Wales.   

Objectives (define Should cover all 4 components of Leavitt’s Diamond Model).

Develop a digital platform that can facilitate a national standard for digital referrals with appropriate prioritisation via specifically curated web guides into the urgent primary care service.
Integrate with national and local system architecture to ensure accurate patient demographic, user profiles and clinical decision support software flow.  
Establish local IT compatibility and procure additional IT hardware if required. 
Complete user acceptance testing (UAT) by xx
Complete end-user training by  xx 
Need to make sure these are SMART?Leavitts Diamond model? 
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