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Goal of Service: Provide safe, effective care by prioritising, streamlining and sign posting to the most appropriate place at the right time for the people of Wales.

















Call centre for 111.
· Answering calls from the public in Wales who require medical advice and care.
Actors:
· Call Handlers, 
· Clinicians, 
· Senior Clinical team,
· Call Handler Coordinators, 
· Tactical Unit (Operational Delivery Unit), 
· IT Support 24 hours.

Roles: 
· Be able to answer calls, retrieve caller information, process information, assess symptoms provide outcome.
· Be available for call handler enquiries when required to make appropriate clinical decision and provide safe outcomes.
· Support Clinicians and public if complaints are identified, Manage service delivery.
· Support and manager call handlers whilst on shift. Monitor non-clinical concerns, monitor system errors.
· Be available when business continuity incidents happen. Not necessary in person availability but on call.
· IT required for system and computer failures/ issues.

Business Processes/Services/Capabilities:
· Standardised training for all Call Handlers. Work within remits to enable positive outcomes for GOALS of service.
· Liaise with other services for the public access for example their GP Out of Hours, Health Board Flow Centres, Dental Services etc.
· Staff with some level of education to be trusted, act in a professional manner, be compassionate and empathetic. A sense of care for the public.
· Be able to be computer literate and also be efficient 
Application Components
· Live Systems
· Integration flows working efficiently (system-system)
· 
Application Processes/Services
· Utilisation of a prioritisation tool in order to safely provide safe Recommended Care Levels.
· Be able to transfer calls electronically to a different destination i.e GPOOH.

Data Objects:
· Personal date e.g. Name, Date of Birth, Address/Current Location, GP surgery.
· Information on Medical History including allergies, conditions and medicines.
· How many people call 111 in a 24-hour period, monitor abandonment rates
· Staffing levels
· All systems are talking to each other to electronically send callers information.
· Telephone numbers.

Goals: as above.
Gaps Identified:
1. IT literacy skills, no further support. 
2. Telephone system and Directory of Services database not integrated within main system. Have to be competent in many systms and navigations.
3. No time in training or operational time for consolidation of IT skills.
4. 


Duplications: 
1. Personal information duplicated into two systems. 
2. 

Unknowns:
1. 
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