
Update: Quarter 4 - January 2022-March 2022

NHSS 

Reference

No RAG Status 
(mandatory)

Deliverables (mandatory)

these can be qualitative or quantitative

Lead 

Deliv

ery 

Body

Risks (mandatory) 

list key risks to delivery and controls/mitigating actions

Outcomes (optional)

include outcomes if possible – repeat for each applicable 

deliverable/ add multiple outcomes if required

Strategies, plans & programmes

repeat for each applicable deliverable/add 

multiple programmes if required

1 Supporting our Workforce and their Wellbeing

2021-N24-01 1.1 Green Green Green

Continue to develop our Workforce Health and Wellbeing Strategy and 

associated Action Plan. 

• Continue to implement our Workforce Health and Wellbeing 

Strategy and associated Action Plan and monitor delivery.

• Ensure that wellbeing resources are accessible to all staff across our 

workforce. 

• Continue to develop our support for staff working from home, 

enabling agile working approaches.

• Further roll-out of Covid-19 vaccination to staff as they become 

eligible. 

• Develop a Leadership Development Framework for all levels within 

NHS 24.

• Further develop our strategic approach to Workforce Planning. 

31/03/2022 • Recently launched our Health and Wellbeing Strategy 

and Action Plan. The plan is reviewed on a regular basis at 

the monthly Health and Wellbeing Steering Group. 

• Engaged with staff, using a number of channels and 

approaches, to make staff aware of wellbeing resources 

and also included access to wellbeing resources, as part of 

CPD time within rotas. 

• Developing a Mental Health Charter which will underpin 

our commitment to becoming a mentally healthy 

workforce. We are currently engaging with staff 

experience groups to obtain feedback about the best way 

to develop and then launch the Charter within NHS 24. 

• Training continuing on attendance management and 

other Once for Scotland Policies 

•Healthy Working Lives initiatives progressing

• Introduction of wellbeing/rest rooms in centres

• Availability of coaching wellbeing support for staff

• Review of workplace adjustments and development of a 

tailored adjustment plan for staff.     

• Establishing Minority Ethnic, LGBT+ and Disabled Staff 

Networks and supporting NHS 24 staff to participate in 

them.          

• Review and further development of Workforce Plan

• Commencement of flu vaccinations w/c 13 September 

2021 to 19 November 2021

• Health and Wellbeing Strategy and Action Plan is progressing and is reviewed on a regular basis at the monthly Health and 

Wellbeing Steering Group. This action plan links into the Attendance Management Improvement plan. 

• NHS 24 continues to engage with staff, using a number of channels and approaches, to make staff aware of wellbeing 

resources and also includes access to wellbeing resource.  NHS 24 have also been engaged with the Wellbeing Team Managers 

to ensue that wellbeing is promoted as part of supporting attendance management.  NHS 24 are now working with Service 

Delivery to ensure health and wellbeing is scheduled in to the CPD plan for call takers.    NHS 24 has developed a manager 

wellbeing hub where all wellbeing information is easily accessible by managers

• NHS 24 is working with it's mental health team to put in place Mental Health First Aiders and this plan is progressing and it is 

hoped to have these first aiders in place for early next year. This links into the ongoing work on supporting NHS 24 staff 

through mental health support initiatives including Developing a Mental Health Charter which will underpin the organisations 

commitment to becoming a mentally healthy workforce. NHS 24 is currently engaging with staff experience groups to obtain 

feedback about the best way to develop and then launch the Charter within the organisation.    NHS 24 has now purchased the 

Mental Health App to support its staff and a the Mental Health First Aiders will be in place by March 2022.

• Training is continuing on attendance management and other Once for Scotland Policies and this will link into the new 

Management Essentials Programme.

•Healthy Working Lives initiatives progressing as part of the Health and Wellbeing Action Plan including:

• Introduction of wellbeing/rest rooms in centres which have now been put in place.

• Availability of coaching wellbeing support for staff.  This has now also been put in place.

• Review of workplace adjustments and development of a tailored adjustment plan for staff.     This work is progressing.

• Establishing Minority Ethnic, LGBT+ and Disabled Staff Networks and supporting NHS 24 staff to participate in them.    This is 

progressing      

• Review and further development of Workforce Plan.  We now have a Workforce People Plan and part of this plan is the 

Health and Wellbeing Strategy and Attendance Management Improvement Plan.

• The flu vaccination programme and COVID vaccination programme continues to be offered to NHS 24 in our centres.        We 

continue to manage and provide information to staff in respect of COVID absence                                                                                                                                                              

The Corporate Health and Wellbeing Action Plan has now been reviewed for 2020/22 and updated for 2022/23.  The  main highlights of the 

2020/22 plan were: all Centres now have wellbeing/rest rooms.  Minority Ethnic, LGBT+ and Disabled Staff Networks  have now been 

established.                                                               

Training of Managers on Attendance Management Once for Scotland Policy. 91% managers have now been trained.

Staff information available on NHS24.Scot  Average view per week: 37.2 in four months to January 2022.  An increase from 26.6 views per 

week the previous quarter. 

Use of Employee Assistance Programme  Increased staff access to this service, 6 staff accessed wellbeing support in January 2022 compared 

to 2 in December 2021.

Thrive Mental Wellbeing App has been implemented – number of downloads 10% of staff have now uploaded the App.                                                                                                                                                                                                           

The updated action plan builds on activities from the 2020 – 22 plan. 

• For the 2022/2023 action plan our focus will be to engage with staff on a more regular basis and in different ways, (e.g. digital notice 

boards), so we can understand in detail the wellbeing support they find most beneficial so we can build this into our offering. We will include 

wellbeing questions in a future cultural survey to understand in more detail what sort of wellbeing support employees would find beneficial. It 

is a priority to capture feedback from our staff on what would be helpful to them.  We will update our action plan when the results of the 

survey are available if this is possible.  

• In March 2022, 26% of all instances of absence across NHS 24 were due to mental health conditions.

• The main priority of our wellbeing support will be to provide and signpost appropriate mental health interventions to help those people in 

work to stay well and to those people absent from work to get better. As part of this plan we will have in place by summer 2022, Mental 

Health First Aiders and we are also working on a Mental Health Charter as well as continue to promote our Mental Health App.

• As part of our Healthy Working Lives gold award we will continue to signpost useful wellbeing information to staff.  We have a Healthy 

Working Lives calendar which is available for staff to view on the intranet. We promote support available on the intranet, on the Staff 

Wellbeing pages of NHS24.Scot and via the Wellbeing Team Managers within our centres.  We arrange presentations to managers of key 

support mechanisms (such as our EAP service, Remploy and the Thrive app).  We also signpost information via the 

Employee Wellbeing Message of the Week and Team Talk (which on a quarterly basis is devoted to wellbeing).

NHS 

24

NHS 24 does not adapt and respond to the needs of its 

workforce to enable a sustainably skilled workforce to 

reliably deliver current and future services 

Review of Recruitment & Retention 

Develop a Strategy to promote NHS 24 as an employer of 

choice

Develop a Succession Planning/Talent Management Plan

Phase 2 of the shift review - Better working, better care 

Staff Attendance and Wellbeing Plans

Communities - we live in communities that are inclusive, 

empowered, resilient and safe  

Fair Work and Business - we have thriving and innovative businesses, 

with quality jobs and fair work for everyone  

Health - we are healthy and active  

Human Rights - we respect, protect and fulfil human rights and live 

free from discrimination 

NHS 24 Health and Wellbeing Strategy

Winter preparedness

Jacqui 

Hepburn

Pauline 

Docherty

Annie 

Robertson

2 On-Going Management And Recovery From COVID-19

2021-N24-02 2.1 Green Green Complete

• Continue to deliver COVID-19 pathway, with expanded levels of resource 

and resilience [Updated]

• Recruit additional COVID Call Operator Resource (Target of 150 

WTE) 

• Manage, resource and deliver capability of the COVID-19 Service

• Continue joint working with Boards and other partners to optimise 

the streaming of COVID-19 

• Collaboration with NSS re campaign for Call operators and call 

handlers

31/03/2022 • In line with increased COVID demand, NHS 24 are 

increasing recruitment of temporary COVID Call Operators 

to ensure adequate resource to meet demand

• Actively incorporating pathways into wider 111/Urgent 

Care service to optimise operational planning

• Attending relevant national meetings and liaise with 

partners to maintain/optimise pathway including provision 

of Board CACs

• The projected/actual December WTE for COVID Call Operators was 96.54/30.54 with a shortfall of -66WTE

• Recruitment is closely aligned to estates and training capacity and new centre in Dundee opened late December and 

recruitment of Call Operators is scheduled across January and February 

•Decommission pathway as per Scottish Government Instruction with associated changes to technical systems, operational protocols and 

process and resourcing successfully carried out for target date and termination of service at midnight 31 March 2022. 

NHS 

24

Prevalence correlated to demand and resource loss that 

individually and combined can impact overall 111 

performance

Risk is amplified by other potential winter/demand 

scenarios as described in Winter Plan Supporting document 

e.g. Partner CAC availability

Access to sufficient workforce supply in the context of 

dynamics affecting the highly competitive and fast paced 

job market in Scotland

Demand bleed to OOH due to partner availability/patient 

behaviours with access challenges at peak times. 

Situation is closely monitored by Senior Management Team 

and available escalation/mitigation options deployed as 

necessary 

Attendance at NIMT and other forums to monitor 

prevalence

Increased recruitment activity across whole organisation 

with multiple job adverts, interviews and induction underway

Report on progress against the targets set within RMP4 to 

the EMT fortnightly.

Devising a recruitment marketing strategy to develop our 

employer brand, create our attraction strategy and promote 

NHS24 in the labour market

Children and Young People - we grow up loved, safe and respected 

so that we realise our full potential  

Communities - we live in communities that are inclusive, 

empowered, resilient and safe  

Health - we are healthy and active  

NHS Recovery Plan

Winter preparedness

Steph 

Phillips

Steph Phillips John Barber

2021-N24-03 2.2 Green Green Green

Continue to provide a recognised trusted source of up-to-date health 

information and guidance about Coronavirus via NHS inform and expand our 

digital offering to help people manage their own health and wellbeing 

• Continue to provide up-to-date health information and guidance 

about Coronavirus via NHS inform.

• Continue to expand our digital offering to help people manage their 

own health - expanding use of NHS inform chat bot across broader 

range of topics, specifically child flu, adult flu and pregnancy 

screening.

• Launch of Long COVID microsite (due 6 October 2021). 

31/03/2022 • On-going development of COVID resources in line with 

latest guidance (e.g. vaccine and vaccine status).

• Promotion of digital resources via google AdWords and 

paid social media campaigns.

• Working with SG colleagues on development of Long 

COVID microsite (due 6 October 2021). 

• On-going development of COVID resources in line with latest guidance (e.g. vaccine and vaccine status, isolation guidelines).

• Delivery of COVID Status App front door on NHS inform (Oct 21)

• Promotion of digital resources via google AdWords and paid social media campaigns.

• Long COVID microsite additions in Dec 2021 (Ear, Nose, throat and Brain Fog)

• On-going development of COVID resources to support changes to COVID status and decommissioning of the COVID pathway

• Delivered FME microsite to support introduction of new route to accessing forensic medial examination

• Planning completed for the delivery of MH microsite

• Planning completed for the delivery of SOSJ microsite

• Delivered updated MSK exercise videos and photography sourced from NHS experts

NHS 

24

User behaviour may not align with digital service offering, 

resulting in continued high demand for 111 services.

Communication and marketing plans to encourage digital 

engagement and self-help.

Communities - we live in communities that are inclusive, 

empowered, resilient and safe  

Fair Work and Business - we have thriving and innovative businesses, 

with quality jobs and fair work for everyone  

Health - we are healthy and active  

Human Rights - we respect, protect and fulfil human rights and live 

free from discrimination 

Winter preparedness

Digital Health & Care Strategy

Ann-

Marie 

Gallacher

Jonathan 

Rush

John Barber

2021-N24-04 2.3 Green Green Green

Continue to progress our digital developments, including use of digital 

services with our 111 offering and also integration with wider pathways of 

care. This will include the potential of our IVR, SMS and voicebot solutions 

to encourage self-care and communications to direct users to appropriate 

digital self-care resources or appropriate digital channels e.g. Inform, 

webchat & Chabot.

•  Develop self care pathways in line with RUC priorities

• Direct people to digital self-care resources or appropriate digital 

combined channels e.g. inform, webchat & chatbot, through more 

focussed use of paid for social media activity

• Take a user centred approach to digital access to primary care, 

linking with user engagement work on national digital front door work. 

31/03/2022 • On-going development of self-help resources in line with 

current priorities.

• Promotion of digital resources via google AdWords and 

paid social media campaigns.

• On-going development of self-help resources in line with current priorities.

• Promotion of digital resources via google AdWords and paid social media campaigns. 

• 'Pharmacy First' AdWords campaign delivered between 18th Dec 21 - 14th Jan 22.

• On-going development of self-help resources in line with current priorities.

• Promotion of digital resources via google AdWords and paid social media campaigns. 

• 'Pharmacy First' AdWords campaign delivered between 18th Dec 2021 - 14th Jan 2022.

NHS 

24

1. User behaviour may not align with digital service offering, 

resulting in continued high demand for 111 services.

Communication and marketing plans to encourage digital 

engagement and self-help.

Communities - we live in communities that are inclusive, 

empowered, resilient and safe  

Fair Work and Business - we have thriving and innovative businesses, 

with quality jobs and fair work for everyone  

Health - we are healthy and active  

Human Rights - we respect, protect and fulfil human rights and live 

free from discrimination 

NHS Recovery Plan

Re-mobilise, Recover, Re-design: the 

framework for NHS Scotland

Winter preparedness

Digital Health & Care Strategy

Ann-

Marie 

Gallacher

Jonathan 

Rush

John Barber

2021-N24-05 2.4 Green Green Green

Continue to provide non-clinical advice about Coronavirus and support to 

book COVID-19 testing for those who require assistance via a National 

COVID-19 non clinical Helpline. 

We will also review longer term delivery options for Helpline, although 

timeline moved to June 2022. 

• Continue to provide quality assured non-clinical advice about COVID-

19

• Continue to provide support to book COVID-19 testing 

• Review the longer term delivery options for the Helpline. With the 

ongoing demand for the COVID-19 service, we have determined that 

the review of longer term options will now take place by June 2022. 

31/03/2022 • Helpline continues to be outsourced via co-delivery 

model with Ascensos to provide resilience and preserve 

resource and infrastructure for delivery of the 111 clinical 

services

• Opening hours  aligned with other National Helplines to 

minimise spend

• The service is routinely monitored and reviewed to 

ensure best value and forward plan the longevity/viability 

of the current delivery model 

Due to current uncertainty on SG plans for COVID 

pathway and on respiratory demand, we propose to 

continue with our current delivery model. 

We will look to develop options around Quarter 4, once 

we are more aware of plans for the COVID pathway. 

• Helpline continues to be outsourced via co-delivery model with Ascensos to provide resilience and preserve resource and 

infrastructure for delivery of the 111 clinical services

• Opening hours  aligned with other National Helplines to minimise spend

• The service is routinely monitored and reviewed to ensure best value and forward plan the longevity/viability of the current 

delivery model 

Due to current uncertainty on SG plans for COVID pathway and on respiratory demand, we propose to continue with our 

current delivery model. 

We will look to develop options around Quarter 4, once we are more aware of plans for the COVID pathway. 

• New: Review need for and longevity of the co-sourced model of the Helpline in line with Scottish Government commission and COVID-19 

recovery strategy

• New: 90 day notice of termination submitted to supplier on 31 March 2022 to align with current funding allocation and contractual 

obligations

• New: Develop transition plan to recover NHS Inform telephony back to BAU delivery as distinct offering to Helpline

• New:  Develop evidence to submit to Sponsor to seek Ministerial approval to decommission Helpline

NHS 

24

1. Fluctuating prevalence and therefore service demand and 

effectively forecasting to balance resource/spend

2. Lack of stability  - Helpline demand and other internal 

pressures/winter factors - limits confidence in current 

ability for direct delivery 

3. Low demand will result in underutilised use of resource 

and poor cost effectiveness with supplier due to minimal 

commercially viable model for the duration of the 

contract.

Regular operational and contractual meetings with supplier 

in place to review and adjust resource accordingly

Control measures and triggers/parameters have been 

identified that would initiate return to direct deliver 

Seek Ministerial approval to decommission Helpline and 

work with supplier to minimise spend.

Children and Young People - we grow up loved, safe and respected 

so that we realise our full potential  

Communities - we live in communities that are inclusive, 

empowered, resilient and safe  

Culture - we are creative and our vibrant and diverse cultures are 

expressed and enjoyed widely 

Economy - we have a globally competitive, entrepreneurial, inclusive 

and sustainable economy  

Education - we are well educated, skilled and able to contribute to 

society  

Environment - we value, enjoy, protect and enhance our 

environment 

Fair Work and Business - we have thriving and innovative businesses, 

with quality jobs and fair work for everyone  

Health - we are healthy and active  

Human Rights - we respect, protect and fulfil human rights and live 

free from discrimination 

International - we are open, connected and make a positive 

contribution internationally  

Poverty - we tackle poverty by sharing opportunities, wealth and 

power more equally

NHS Recovery Plan

Winter preparedness

Steph 

Phillips

John Barber

3 Continued Development Of National Urgent Care Pathways

2021-N24-06 3.1 Amber Amber Green

Recruit resource required to meet the continuing demand. Exploring the use 

of both internal and external Nursing Banks, outsourcing and other feeder 

programmes.

• Recruit resource required to meet the expected increase in demand 

of an  additional 13.5k calls per week. 

• Development of internal staff bank

• Creation of career pathway to convert call operators to call 

handlers

• Collaboration with NSS re campaign for Call operators and call 

handlers

• Full review of our approach to Strategic Workforce Planning, which 

will include an updated establishment figure for each skillset.

• Ongoing consistent communications across social media channels to 

help manage service demand in real time at busy periods. This work 

will continue throughout the winter.

31/03/2022 • Recruitment continues at pace against current training 

capability and capacity and available infrastructure and 

expertise 

• Dundee Recruitment - recruitment is underway for 

approximately 300 staff, with key contacts established 

with the local job centre, Discover Work Dundee and 

engaged with the University.  

• We have also developed a range of signposting content 

which helps direct the public to the right care in the right 

place including digital marketing directly to our self help 

guides and symptom checkers and guide to services 

content which is also being shared with primary care. We 

have also deployed communications on the 111 page of 

NHS24.scot which advises the public of our busiest 

periods and signposts to additional services

• Recruitment continues at pace against current training capability and capacity and available infrastructure and expertise.  

The key focus since September has been to recruit to our new centre in Dundee which opened on 20 December 2021.

The recruitment team and service delivery are working extremely hard to fill current vacancies across the organisation with 

multiple adverts, interviews and inductions ongoing. Discussions are being held around priorities for January advertising, 

pending confirmation from Service Delivery of bases and hours to recruit to for each skill-set.

There are a number of frontline inductions early 2022, and work is now also underway to establish Dundee intake dates to 

maximise the current pipelines. Recruitment and service delivery have scheduled a number of Call Handler, temporary Call 

Operator and Clinical Supervisor sessions for January and February.  Ongoing discussions are underway to arrange suitable 

sessions for the remaining pipeline for these skill-sets.

By March 2022 it is anticipated that around 140 new staff will be based in Dundee.

In 2021 NHS 24 expanded the workforce by advertising 158 recruitment campaigns and welcomed 422 new members of staff.

NHS 24 report on progress against the targets set within RMP4 to the Executive Management Team fortnightly.

NHS 24 is devising a recruitment marketing strategy to develop its employer brand, create an attraction strategy and promote 

NHS24 in the labour market

We will be converting a number of our TCOs into Call Handlers in January to boost our numbers there.

Work is ongoing to fill Clinical Supervisor intakes in Dundee in March and candidates have been identified to fill all but one of 

the available slots.  We are looking to start a further 30+ CS in Jan - March as interviews concluded on 30/12. 

• We have also developed a range of signposting content which helps direct the public to the right care in the right place 

including digital marketing directly to our self help guides and symptom checkers and guide to services content which is also 

being shared with primary care. • We have also deployed communications on the 111 page of NHS24.scot which advises the 

public of our busiest periods and signposts to additional services

The existing 35 TCOs NHS 24 have will covert to Call Handlers or have their fixed term contract terminated as of 1st week in April 2022.  It is in 

anticipated that only 4 will not remain with NHS 24. 

The two vacant CSM posts for Dundee have now been filled.  

By March NHS 24 will be at 80% or over at target for CH, TM, CS, SCN – if there had not been so much turnover this could have been met 

which is why NHS 24 needs to focus on retention not just recruitment.  

Rather than looking at turnover in isolation NHS 24 has established an operational workforce planning group to look overall at how it gets to a 

stable workforce.  An attrition improvement action plan has been approved which sets short, medium and long term goals.  Through this work 

there will be accurate reporting on attrition, improved retention and a deliverable action plan to curb attrition.

An Establishment Control process and panel has been established which will provide a structure for decisions and governance on staffing 

establishment changes at a strategic level.

Workforce Planning for 2022/23 is well underway and being progressed via the Operational Workforce Planning Group.  In order to reach and 

then maintain target if the attrition does not improve this means NHS 24 need to recruit around 350 WTE.  The organisation is working with 

CRT to determine what locations and shift patterns are required and when so NHS 24 can move to some targeted recruitment e.g. students to 

work evenings and weekends.  

It was agreed with EMT that Bank staff was not an option for NHS 24 at this time, rather it would be revisited in 6 months time.

NHS 

24

The level of drop-out/attrition of staff means that targets 

will not met for winter/festive

Estates expansion to Dundee is delayed and  impacts 

recruitment plan 

NHS 24 does not adapt and respond to the needs of our 

workforce to enable a sustainably skilled workforce to 

reliably deliver current and future services 

4. High levels of overall demand, wider unmet need and the 

impact on RUC pathway may impact service delivery as 

described in Winter Plan Supporting document.

Regular Review of Recruitment & Retention through 

performance improvement framework

Develop a Strategy to promote NHS 24 as an employer of 

choice

Develop a Succession Planning/Talent Management Plan

Phase 2 of the shift review - Better working, better care 

Staff Attendance and Wellbeing Plans

Children and Young People - we grow up loved, safe and respected 

so that we realise our full potential  

Education - we are well educated, skilled and able to contribute to 

society  

Health - we are healthy and active  

Human Rights - we respect, protect and fulfil human rights and live 

free from discrimination 

International - we are open, connected and make a positive 

contribution internationally  

Poverty - we tackle poverty by sharing opportunities, wealth and 

power more equally

NHS Recovery Plan

Redesign of Urgent Care Programme

Integrated Unscheduled Care Programme

Six Essential Actions

Jacqui 

Hepburn

Marnie 

Westwood

Annie 

Robertson

2021-N24-07 3.2 Green Green Green

NHS 24 will, as part of the national programme of urgent care redesign, 

continue to work collaboratively to support the Phase 2 and further design 

and development of urgent care (including MH and MSK pathways)

• Review NHS 24 contribution to the national evaluation of urgent 

care

• Work collaboratively to support the further design and development 

of urgent care pathways 

• Support the development of national mental health urgent care 

pathway 

• Explore opportunities to work with local partnerships to develop 

new pathways

31/03/2022 • Attend national strategic and workstream meetings to 

understand/clarify objectives and any potential 

impact/development required by NHS 24

• Lead AHP appointed and focussing on MSK

• Co-ordinate work with NHS 24 Mental Health 

Programme

• Attend Partner Safe Space meeting to continually 

improve pathway and patient outcomes

• Support data and evaluation groups and review internal 

pathway for insight and learning

• Attending national strategic and workstream meetings to understand/clarify objectives and any potential 

impact/development required by NHS 24. Overall Phase 2 progress has been limited due to current system-wide pressures 

• Lead AHP focussing on MSK and providing leadership at national level to scope potential benefits/best use of physiotherapy 

expertise to manage and stream demand. Projects have been agreed across a number of areas and work was to progress to 

agreed timescale; however due to system-wide pressure these timescales are at risk and these will be revisited in the New-

Year

• Co-ordinate work with NHS 24 Mental Health Programme

• Attend Partner Safe Space meeting to continually improve pathway and patient outcomes

• Support data and evaluation groups and review internal pathway for insight and learning

RUC and MSK 

- continue to attend national strategic and workstream meetings as per last update

- Lead AHP focussing on MSK and providing leadership at national level to scope potential benefits/best use of physiotherapy expertise to 

manage and stream demand. A draft report with findings and recommendations has been submitted; awaiting feedback from SG team.  This 

will also be shared with NHS 24 RUC Programme Board. Awaiting clarification regarding next steps for RUC workstreams. 

NHS 

24

That emergent programme objective/priorities and 

timescales for delivery will be unworkable if coincide with 

winter pressures

System-wide pressure  has intensified with increasing 

COVID-19 prevalence and there is risk to timelines for 

delivery of objectives.

Unmet need from across the system is manifested and 

increasing in the speak to GP outcome. This can have an 

impact of performance, patients experience and reputation 

and is detailed in the Winter Plan supporting documentation  

Internal Programme Board provides oversight and 

coordination for all RUC work including internal 

optimisation, performance review  and evaluation

Continue to work with SAG and partners to understand 

capacity/capability to deliver objectives within agreed 

timescales 

Children and Young People - we grow up loved, safe and respected 

so that we realise our full potential  

Communities - we live in communities that are inclusive, 

empowered, resilient and safe  

Culture - we are creative and our vibrant and diverse cultures are 

expressed and enjoyed widely 

Economy - we have a globally competitive, entrepreneurial, inclusive 

and sustainable economy  

Education - we are well educated, skilled and able to contribute to 

society  

Environment - we value, enjoy, protect and enhance our 

environment 

Fair Work and Business - we have thriving and innovative businesses, 

with quality jobs and fair work for everyone  

Health - we are healthy and active  

Human Rights - we respect, protect and fulfil human rights and live 

free from discrimination 

International - we are open, connected and make a positive 

contribution internationally  

Poverty - we tackle poverty by sharing opportunities, wealth and 

power more equally

NHS Recovery Plan

Redesign of Urgent Care Programme

Integrated Unscheduled Care Programme

Six Essential Actions

Steph 

Phillips

Laura Neil John Barber

2021-N24-08 3.3 Green Green Green

Continue to progress our digital developments, including use of digital 

services with our 111 offering and also integration with wider pathways of 

care. This will include the potential of our IVR, SMS and voicebot solutions 

to encourage self-care and communications to direct users to appropriate 

digital self-care resources or appropriate digital channels e.g. Inform, 

webchat & chatbot.

• Develop self-care pathways in line with RUC priorities

• Direct people to digital self-care resources or appropriate digital 

combine channels e.g. Inform, webchat & chatbot. 

• Take a user centred approach to digital access to primary care. 

31/03/2022 On-going development of self-help resources in line with 

current priorities.

Promotion of digital resources via google AdWords and 

paid social media campaigns.

On-going development of self-help resources in line with current priorities.

Promotion of digital resources via google AdWords and paid social media campaigns.

 'Pharmacy First' AdWords campaign delivered between 18th Dec 21 - 14th Jan 22.

• On-going development of self-help resources in line with current priorities.

• Promotion of digital resources via google AdWords and paid social media campaigns. 

• 'Pharmacy First' AdWords campaign delivered between 18 December 2021 - 14 January 2022.

NHS 

24

User behaviour may not align with digital service offering, 

resulting in continued high demand for 111 services

Competing priorities  may impact result in lack of 

engagement and support for digital development (short 

term).

Digital marketing dependant on external platforms with 

potential for access to be disabled, hampering the ability to 

reach audiences

Communication and marketing plans to encourage digital 

engagement and self-help.

Manage through programme board

The Communications Team are  expanding the platforms 

utilised for further reach

Communities - we live in communities that are inclusive, 

empowered, resilient and safe  

NHS Recovery Plan

Redesign of Urgent Care Programme

Integrated Unscheduled Care Programme

Six Essential Actions

Ann-

Marie 

Gallacher

Jonathan 

Rush

John Barber

2021-N24-09 3.4 Green Green Green

Development of a multi-professional plan for Advanced Clinical Support  to 

meet organisational demand, optimising the use of technology, to improve 

outcomes for more complex clinical presentations.

• Development of a multi-professional plan for Advanced Clinical 

Support, to include learning from COVID.

• Optimising the use of technology to improve outcomes for more 

complex clinical presentations

31/03/2022 Refinement of deliverable to development of a multi-

professional plan for Advanced Clinical Support, to include 

learning from COVID.

See RMP3 section 3.4 for additional/supporting 

information 

•Utilising existing advanced clinical support capacity to improve the effectiveness of clinical decision making and reduce 

average handling time. 

•Senior Nurse Leadership Capacity in place. Developing a strategic plan for advanced clinical support - timescale for approval 

end February 2022. This will outline sustainable actions for the next three years.  

Plan for ACP for 2022-23 now in place. ACP group has been established to deliver the actions across NHS24/with partners. This plan will be 

refined further as the strategic direction for the organisation is consolidated further.

NHS 

24

There is a need to develop a robust clinical career 

framework/ model of advanced practice that enhances 

recruitment and retention.

NHS 24 does not adapt and respond to the needs of our 

workforce to enable a sustainably skilled workforce to 

reliably deliver current and future services

Review of Recruitment & Retention 

Recruitment of clinical leadership capacity in Advanced 

Practice

Develop a Strategy to promote NHS 24 as an employer of 

choice

Develop a Succession Planning/Talent Management Plan

Phase 2 of the shift review - Better working, better care 

Children and Young People - we grow up loved, safe and respected 

so that we realise our full potential  

Culture - we are creative and our vibrant and diverse cultures are 

expressed and enjoyed widely 

Education - we are well educated, skilled and able to contribute to 

society  

Health - we are healthy and active  

Human Rights - we respect, protect and fulfil human rights and live 

free from discrimination 

NHS Recovery Plan

Redesign of Urgent Care Programme

Integrated Unscheduled Care Programme

Six Essential Actions

Maria 

Docherty

Andrew 

Moore

John Barber

4 Development Of A Suite Of Mental Health Services

2021-N24-10 4.1 Green Green Green

NHS 24 will continue to consolidate operation of the Mental Health Hub and 

links to other NHS 24 Mental Health Services (SAS/Police Scotland 

Collaboration, DBI, Breathing Space, Living Life). This will include applying a 

whole systems approach to incorporating a clear mental health pathway 

within the national Urgent Care pathway.

• Update of Mental Health Programme scope -  planning and 

prioritisation of programme/project activities planned in 

September/October 2021.

• Explore further opportunities to improve user journeys and increase 

access to services.

• Incorporating a  mental health pathway in line with national RUC 

pathway.

• Develop Distress Brief Intervention (DBI) work in line with evaluation 

recommendations.

• Further embed the DBI Level One training.

31/03/2022 61.16 WTE PWPs now employed against a revised target 

of 123.

As of September 26, the MH Hub has made 4,749 DBI 

referrals averaging 94 per week in Aug/Sep (up from 84 in 

Jun/Jul). Demand for DBI was unknown, however the 

steady increase of DBI referrals has helped reduce call 

times and the number of OOH CPN referrals.

• Mental Health (MH) Programme scope - all work agreed through to March 2022 and signed off by Programme Board - 

complete

•  There is an on-going review/evaluation process to improve service user journeys  - including MH Programme Scope Review. 

The following evaluations have been completed and approved by MH Programme Board in 2021. Hub, DBI, Police Scotland 

Pathway, SAS Pathway, Health & Social Care Helpline, Digital Signposting Tool.  Breathing Space Webchat evaluation was 

approved in December 2021.  All evaluations inform improved service journeys. A transfer line between Breathing Space and 

Mental Health Hub was implemented to further enhance the patient journey.  In December the Hub answered a total of 7,262 

calls across the month, 2.5% higher than November. In December, Self Care accounts for the highest percentage of outcomes 

at 46.9%. 

•  The NHS 24 referral pathway to DBI has had 6,171 referrals from May 2020 to December 2021. December 2021 saw the 

highest number of monthly referrals since the Hub opened with 463 referrals (53 more than November 2021).  DBI Level 1 

training has been embedded within NHS 24 MH training. 

•  The national RUC MH Workstream work has slowed due to COVID-19

Q4 saw the extension of the Mental Health Hub into Dundee.  68 PWP's now employed against a revised target of 123. Recruitment ongoing. 

Update on statistics request sent to MI team. Mental Health Board planning session for 2022/23 scheduled for April 2022.

NHS 

24

There is a risk that the collaboration cannot recruit into 

vacant MH/PS posts due to the current competitive market 

in the wider NHS and public sector

In relation to work on the NHS 24/SAS/ Police Scotland 

Collaboration, from April 2022, this work is at risk due to 

lack of identified funding. 

Collaboration between Service Development and Workforce 

Directorate to maximise recruitment strategies.

Develop a Strategy to promote NHS 24 as an employer of 

choice.

Regular Review of Recruitment & Retention through 

performance improvement framework.

Children and Young People - we grow up loved, safe and respected 

so that we realise our full potential  

Communities - we live in communities that are inclusive, 

empowered, resilient and safe  

Education - we are well educated, skilled and able to contribute to 

society  

Health - we are healthy and active  

NHS Recovery Plan

Scottish Mental Health Strategy / Mental 

Health Delivery Plan

The Coronavirus (COVID-19): Mental Health 

Transition and Recovery Plan 

Steph 

Phillips

Carol-Anne 

Scott

Annie 

Robertson

2021-N24-11 4.2 Green Green Green

Continue to collaborate with Police Scotland to embed Mental Health Nurse 

Practitioners providing mental expertise within Police Scotland Command 

Centre to provide a person-centred experience.

• Embed Mental Health Nurse Practitioners within Police Scotland 

Command Centre. Trials held August - September 2021 with ‘test of 

change' planned for October 2021 with 1 MHNP.

31/03/2022

30/11/2022

1 MHNP commenced training on 16 August 2021.

Trials held in August-September in preparation for 

October test of change.

•  5 MHNP have now been recruited

- 1 x MHNP at PS vetting stage,  1 x MHNP in NHS 24 training, 3 x MHNP completed NHS 24 training

- all NHS 24 trained MHNP will undertake 1 week of training with Police Scotland (PS) on a staged basis

• Recruitment will continue in Feb 2022 for remaining MHNP to reach a target of 6. 

• A test of change will commence during Q4 2022 for 4-6 months with the staff recruited.  This will be monitored closely by 

NHS 24 & PS.  This date has been extended due to numerous challenges e.g. COP26, COVID-19, recruitment and training

•  An evaluation will be undertaken after completion of the Test of Change.

The Mental Health Nurse Practitioner within Police Scotland Command Centre Test of Change (ToC) went live on Tuesday 15 March 2022 with 

5 Mental Health Nurse Practitioners. This ToC will be for a period of 4 months and is monitored closely with NHS 24 and Police Scotland. An 

evaluation will be undertaken on completion of the ToC. Recruitment for the remaining PWP to reach the target of 6 is proving challenging 

although will continue. 

NHS 

24

There is a risk that NHS 24 will not meet its recruitment 

targets due to the competitive market and finite resource 

pool.

Develop a Strategy to promote NHS 24 as an employer of 

choice

Regular Review of Recruitment & Retention through 

performance improvement framework

Children and Young People - we grow up loved, safe and respected 

so that we realise our full potential  

Communities - we live in communities that are inclusive, 

empowered, resilient and safe  

Education - we are well educated, skilled and able to contribute to 

society  

Health - We are healthy and active  

NHS Recovery Plan

Scottish Mental Health Strategy / Mental 

Health Delivery Plan

The Coronavirus (COVID-19): Mental Health 

Transition and Recovery Plan 

Steph 

Phillips

Carol-Anne 

Scott

Annie 

Robertson

2021-N24-12 4.3 Green Green Green

Due to the increase in service demand, the target PWP WTE has increased 

significantly. To support this, we are exploring introduction of a lower Band 

trainee PWP role to open up the market, create a career pathway and grow 

our own PWPs for the future whilst supporting service demand at this time.

• Increase recruitment of PWPs, including new site in Dundee, 31/03/2022 NEW • Recruitment underway with the MH Hub operational in Q4

• A paper on early careers and career paths is going to EMT 07/12 re next steps

• Further recruitment will take place once the hub is open in Dundee 

Band 4 PWP has been postponed due to ongoing work with NES around an Enhanced Practitioner Programme (B4).  The focus has shifted to 

introduce B5 MH Nurses which then creates a career path for MH staff.  Workforce have supported Nursing and Care with an SBAR which will 

be submitted to EMT in March 2022 for approval. 

The MH Police Scotland pilot is underway and NHS 24 is still actively recruiting to these roles.  

The focus for February and March has been to recruit to all MH posts for both West and Dundee, interviews for most posts are underway.  For 

the MH Hub NHS 24 will be at just over 50% of the recruitment target - the main reason this has not been met is the Dundee centre not up and 

running until December 2021 and Block B not available until March 2022.  

NHS 

24

There is a risk that NHS 24 will not meet its recruitment 

targets due to the competitive market and finite resource 

pool.

Develop a Strategy to promote NHS 24 as an employer of 

choice

Regular Review of Recruitment & Retention through 

performance improvement framework

Children and Young People - we grow up loved, safe and respected 

so that we realise our full potential  

Communities - we live in communities that are inclusive, 

empowered, resilient and safe  

Education - we are well educated, skilled and able to contribute to 

society  

Health - We are healthy and active  

NHS Recovery Plan

Scottish Mental Health Strategy / Mental 

Health Delivery Plan

The Coronavirus (COVID-19): Mental Health 

Transition and Recovery Plan 

Jacqui 

Hepburn

Marnie 

Westwood

Annie 

Robertson

2021-N24-13 4.4 Green Green Green

Continue work on mental health digital services, including the development 

of a digital entry point into mental health service, such as cCBT directly 

through NHS inform. This will be in line with priorities from the Mental 

Health Digital Programme Board.

• Development of phase 1 of digital mental health platform within 

NHS inform, support enhanced online resources including video 

content and supporting a digital entry point into mental health service. 

Project to commence in September 2021 with Phase 1 to be delivered 

by March 2022.

• Continued paid for social marketing to raise awareness of digital 

access into services, specifically the sign-posting tool.

• Safer Online Suicidal Journeys (SOSJ) project commenced in August 

2021 to be delivered by March 2022.

31/03/2022 Continued paid for social marketing to raise awareness of 

digital services.

Safer Online Suicidal Journeys (SOSJ) project commenced.

•	Signposting tool – evaluation of paid for social marketing to raise awareness of digital services presented to MH Board on 02 

December 2021. 

•	Safer Online Suicidal Journeys (SOSJ) project user research complete.  Target date is now April 2022 to allow more time for 

creation of video content.

•	Mental Wellbeing Microsite - technical development planned for February/March 2022.  Content development underway.  

Phase 1 delivery by end of March 2022. 

• Planning completed and delivery of content underway to support Safer Online Suicidal Journeys (SOSJ) project. Target date is now April 2022 

to allow more time for creation of video content.

• All technical work due to be completed mid-April 2022 for the Mental Wellbeing Microsite.  Content development underway.  User testing 

due to start mid-April. Phase 1 delivery by mid-May 2022. 

NHS 

24

User behaviour may not align with digital service offering, 

resulting in continued high demand for 111 services.

Communication and marketing plans to encourage digital 

engagement and self-help.

Children and Young People - we grow up loved, safe and respected 

so that we realise our full potential  

Communities - we live in communities that are inclusive, 

empowered, resilient and safe  

Education - we are well educated, skilled and able to contribute to 

society  

Health - we are healthy and active  

NHS Recovery Plan

Scottish Mental Health Strategy / Mental 

Health Delivery Plan

The Coronavirus (COVID-19): Mental Health 

Transition and Recovery Plan 

Ann-

Marie 

Gallacher

Jonathan 

Rush 

Annie 

Robertson

5 Expanding Digital Access To Care

2021-N24-14 5.1 Complete Complete Complete
Engage with Scottish Government on the role of NHS 24 in the refresh of 

Scotland’s Digital Health & Care Strategy.

NHS 

24

Complete Complete Communities - we live in communities that are inclusive, 

empowered, resilient and safe  

NHS Recovery Plan

Scotland’s integrated health and social care 

workforce plan

Winter preparedness

A Scotland where everybody thrives: Public 

Health Scotland’s Strategic Plan 2020 to 

2023

Digital Health and Social Care Strategy

Paula 

Speirs

Jonathan 

Rush

N/A

2021-N24-15 5.2 Green Green Green

Progress work with Scottish Government, the Digital Citizen Programme 

Board, the Alliance and other key stakeholders across health and care to 

develop a digital access to care. This will include incorporating NHS inform, 

GP.scot and other NHS platforms, web services and digital developments in 

health and care. 

• Work in collaboration with Scottish Government,  Digital Citizen 

Programme Board, the Alliance and other key stakeholders  to develop 

digital access to care

• Progress user cases on Digital Access to Care with the National 

Boards Collaborative

• Continue to explore development of NHS inform and GP.scot 

platforms in line with support of service delivery and public health 

priorities.   

• Identify opportunities for collaboration on digital and technology 

initiatives (i.e. NES, NSS and SAS).  

31/03/2022 Commission of Mental Health platform accepted. 

NHS 24 Interim Head of Service Design appointed.

Mental Wellbeing microsite - formal commission accepted. Phase 1 delivery by end of March 2022.

GP.scot stakeholder engagement to re-commence in December 2021 after product development paused temporarily.  GP.scot 

development being revisited in December 2021.  Research work in 2022 to inform any potential further development.

Ongoing engagement with Digital Health & Care directorate at Scottish Government (SG) on the Digital Front Door (DFD) vision 

for Scotland, and the role of NHS inform. Design brief for the next iteration of NHS inform, moving towards the DFD vision, is 

being socialised for input and shared understanding.

Mental Wellbeing microsite - formal commission accepted. Phase 1 delivery by mid-May 2022.

GP.scot paused pending legislation change. Engagement with the project sponsor will commence following this to establish work packages.

Ongoing engagement with Digital Health & Care Directorate at Scottish Government (SG) on the Digital Front Door (DFD) vision for Scotland, 

and the role of NHS inform. Design brief for the next iteration of NHS inform completed.

NHS 

24

Competing priorities  may impact result in lack of 

engagement and support for digital development (short 

term). 

Manage through Programme Board Communities - we live in communities that are inclusive, 

empowered, resilient and safe  

NHS Recovery Plan

Scotland’s integrated health and social care 

workforce plan

Winter preparedness

A Scotland where everybody thrives: Public 

Health Scotland’s Strategic Plan 2020 to 

2023

Digital Health and Social Care Strategy

Ann-

Marie 

Gallacher

Jonathan 

Rush 

John Barber

6 Tackling Public Health Priorities and Health Inequalities

2021-N24-16 6.1 Amber Amber Green

Continue to collaborate with other Boards to develop an NHS 24 Public 

Health Framework which will accelerate addressing public health 

inequalities through shared data and improved intelligence.

• Develop and NHS 24 Public Health Framework (March 2022)

•Equalities Short Life Working Group (Dec 2021)

•National Boards Augmented Data Sets (March 22)

•Explore NHS 24 to inform frailty pathways (March 22)

30/06/2022 Realistic Medicine Action Plan- complete 

Progress recruitment of PH Consultant - complete

Equalities Short Life Working Group – final report to Oct 

21 Board. 

Begin development of NHS 24 Public Health Framework 

Exploration to inform frailty pathways

- Public health framework, incorporating realistic medicine and quality improvement, being drafted to inform wider 

Organisational Strategy. (March 2022) 

- Equalities Short Life Working Group – final report to October 2021 Board - complete.  

The Equalities Work (as agreed at October 2021 Board) will commence January 2022 to progress action on wider determinants 

of health, including potential role of NHS24 as an 'Anchor Institution'

- Proposal for Realistic Medicine Value Improvement Fund being developed, to improve service-user access to 'wider 

determinants of health' information and advice.

- Continuing  to explore shared data an improved intelligence with a focus on respiratory data.

- We are liaising with internal and external stakeholders to fully describe and support widest definition of  frailty in our context. 

New Public Health consultant is expanding networks to explore. As a specific priority frailty group, Palliative care pathways,  (as 

identified by the Professor Sir Lewis Ritchie 2015 Pulling Together report) are a distinct deliverable focus area. We will have a 

new pathway for this group before end Q4 to ensure there is a minimum patient journey time .

- Public Health Framework (PHF), incorporating realistic medicine and quality improvement, presented to EMT and used to inform 

organisational Statement of Strategic Intent

- Equalities Short Life Working Group – final report to October 2021 Board - complete.  

- An Equalities SLWG (as agreed at October 2021 Board) will be re-established in Spring/Summer 2022 to scope and agree the further actions 

needed to address public health inequalities, drawing on the proposals set out within the draft PHF as well as wider SG priorities, with a view 

to the establishment of permanent Equalities Forum from Autumn 2022.

- Proposal for Realistic Medicine Value Improvement Fund submitted was unsuccessful in obtaining external funding, we are now looking for 

opportunities to progress a version of this work within existing resources  and the content of the bid will inform future strategic planning 

- Continuing  to explore shared data and improved intelligence, including capturing additional key data such as on calls from a care setting. 

Starting from our focus on respiratory data we have identified a need to create improved internal intelligence. This work will be progressed 

through the newly established Data and Technology Group (DTAG) which will continue to identify and progress key value-add data, intelligence 

and data linkage opportunities,  to support future organisational decision making.

NHS 

24

Unable to release staff to support the work of developing 

and delivering the Public Health Framework

Two sessions per week of a Public Health Consultant may 

not be enough  for necessary stakeholder engagement in 

the development of the Public Health Framework

Available technology and current service demands/priorities 

limit the scope of what can be delivered under the Public 

Health Framework

Situation is closely monitored by Medical Director/Project 

Manager and available escalation/mitigation options 

deployed as necessary 

Where ROI proved, additional case made to Strategic 

Planning Resource Allocation

On-going review through Change Programme Board and 

Project Team

Children and Young People - we grow up loved, safe and respected 

so that we realise our full potential  

Communities - we live in communities that are inclusive, 

empowered, resilient and safe  

Culture - we are creative and our vibrant and diverse cultures are 

expressed and enjoyed widely 

Health - we are healthy and active  

Human Rights - We respect, protect and fulfil human rights and live 

free from discrimination 

Poverty - we tackle poverty by sharing opportunities, wealth and 

power more equally

NHS Recovery Plan

Scotland’s integrated health and social care 

workforce plan

Winter preparedness

A Scotland where everybody thrives: Public 

Health Scotland’s Strategic Plan 2020 to 

2023

Laura 

Ryan

Flora Ogilvie 

/ John 

McAnaw

Annie 

Robertson

2021-N24-17 6.2 Green Green Green

Continue to review and develop our telephony and digital services to ensure 

they are accessible for all. For example, interactive voice response to enable 

people with disabilities to access our services working with partners, on a 

Once for Scotland basis, to ensure that public health information is available 

and accessible for all communities across Scotland. 

•Improve access to the 111 service IVR messaging for disabled people 

and minority ethnic people.

•Seek support from partner agencies to share with communities

•Engage directly with people to raise awareness of changes and 

enhance patient experience 

•Provide up-to-date information on COVID-19, hosted on NHS inform, 

in alternative formats, British Sign Language & 14 community 

languages

•Promote access to these alternative formats and translations.

31/03/2022 Review access to improve access to the 111 service IVR 

messaging for disabled people and minority ethnic people.

Engage with and seek support from Partner agencies to 

share with communities

Create opportunity to engage directly with people to raise 

awareness of changes and enhance patient experience 

Continue providing up-to-date information on COVID-19, 

hosted on NHS inform, in alternative formats, British Sign 

Language and 14 community languages, (including Dari 

and Pashto) 

Continue to promote access to these alternative formats 

and translations.

   

Architecture for the interactive voice response (IVR) has been improved to allow easier access to the Language Line (six new 

languages being added to the front end of the IVR messaging). Languages now recorded and quality assurance process 

underway. Expected to go live post festive. 

Communication plan to support uptake of new access routes now in draft and this will be ready in advance of the launch. 

Work continues in partnership with the Scottish Government's Marketing Team, Public Health Scotland and NHS Lothian to 

provide COVID-19 content in 14 community languages, easy read, audio and BSL. This has now been extended to include 

information on the long-COVID microsite https://www.nhsinform.scot/longer-term-effects-of-covid-19-long-covid  

Ongoing and frequent engagement with territorial health boards translations leads and equality leads support engagement 

locally. There has been a particular focus of engagement with Local Authority Refugee Coordinators to promote access for 

people relocating to Scotland as part of the Afghan Relocation and Assistance Policy. Engagement sessions with BSL users took 

place in September and October 2021 with the support of the British Deaf Association (Scotland). 

Film clip produced in BSL to promote membership of the Youth Forum, intended to involve young BSL users in service design.  

Wider accessibility issues will be identified and addressed as part of the Equalities Work referenced in 6.1

Meeting held with the British Deaf Association to agree an action plan in support of the Scottish Government's British Sign 

Language: (BSL) National Plan 2017 to 2023.  

Expanded information about health rights, healthy living (including mental wellbeing), sexual and reproductive health, illnesses 

and conditions (including COVID-19 and new content on Long COVID) are available on NHS inform in community based 

languages and alternative formats.”

Architecture for the interactive voice response (IVR) has been improved to allow easier access to the Language Line (six new languages being 

added to the front end of the IVR messaging). Languages now recorded and quality assurance process underway. Expected to go live post 

festive. 

Communication plan to support uptake of new access routes now in draft and this will be ready in advance of the launch. 

Work continues in partnership with the Scottish Government's Marketing Team, Public Health Scotland and NHS Lothian to provide COVID-19 

content in 14 community languages, easy read, audio and BSL. This has now been extended to include information on the long-COVID 

microsite https://www.nhsinform.scot/longer-term-effects-of-covid-19-long-covid  

Ongoing and frequent engagement with territorial health boards translations leads and equality leads support engagement locally. There has 

been a particular focus of engagement with Local Authority Refugee Coordinators to promote access for people relocating to Scotland as part 

of the Afghan Relocation and Assistance Policy. Engagement sessions with BSL users took place in September and October 2021 with the 

support of the British Deaf Association (Scotland). 

Film clip produced in BSL to promote membership of the Youth Forum, intended to involve young BSL users in service design.  

Wider accessibility issues will be identified and addressed as part of the Equalities Work referenced in 6.1

Meeting held with the British Deaf Association to agree an action plan in support of the Scottish Government's British Sign Language: (BSL) 

National Plan 2017 to 2023.  

Expanded information about health rights, healthy living (including mental wellbeing), sexual and reproductive health, illnesses and conditions 

(including COVID-19 and new content on Long COVID) are available on NHS inform in community based languages and alternative formats.”

NHS 

24

There is a risk that people who require to access the 111 

service via Relay UK or with the support from the language 

translation function will be unaware of the changes to the 

interactive voice response messaging and may continue to 

access health and care services in different ways. A 

communication plan will be agreed to mitigate this risk. 

There is a risk that people who require to access 

information on COVID-19, hosted on NHS inform, in 

alternative formats, British Sign language and community 

languages may be unaware of the information being 

available. Engagement with community contacts and 

people provides mitigation for this risk. 

. 

Additional characteristic being captured as part of COVID-19  

pathway 

Embed User Research practice across all developments to 

understand user behaviours, needs and characteristics.

Continue to focus on the priorities identified within NHS 24's 

equality outcomes 

Continue to learn lessons from our mainstreaming report to 

mainstream equality into planning, service delivery, and 

performance management 

Undertake and enact EQIA's for all new services/products 

Proposal for a Centralised Communication Hub on a national 

basis with Scottish Government which will widen access to 

services

Continue to be represented at Scottish Government led 

initiatives  to ensure fairer access to health and care services 

for all 

Development of a wider range of access to services and 

supports to broaden service access e.g. webchat 

Children and Young People - we grow up loved, safe and respected 

so that we realise our full potential  

Communities - we live in communities that are inclusive, 

empowered, resilient and safe  

Culture - we are creative and our vibrant and diverse cultures are 

expressed and enjoyed widely 

Economy - we have a globally competitive, entrepreneurial, inclusive 

and sustainable economy  

Education - we are well educated, skilled and able to contribute to 

society  

Environment - we value, enjoy, protect and enhance our 

environment 

Fair Work and Business - we have thriving and innovative businesses, 

with quality jobs and fair work for everyone  

Health - we are healthy and active  

Human Rights - we respect, protect and fulfil human rights and live 

free from discrimination 

International - we are open, connected and make a positive 

contribution internationally  

Poverty - we tackle poverty by sharing opportunities, wealth and 

power more equally

NHS Recovery Plan

Scotland’s integrated health and social care 

workforce plan

Re-mobilise, Recover, Re-design: the 

framework for NHS Scotland

Winter preparedness

A Scotland where everybody thrives: Public 

Health Scotland’s Strategic Plan 2020 to 

2023

Digital Health and Social Care Strategy

Jacqui 

Hepburn

Davie 

Morrison

Annie 

Robertson

7 New Scottish Government Commission – support for FME

2021-N24-18 7.1 Green Green Complete

To deliver national telephony access for self-referral to forensic medical 

services for victims of rape & sexual assault

•Commissioned to set up a national telephony access route for self-

referral to specialist forensic medical services within NHS Boards for 

victims of rape and sexual assault.

•Development of online information to support self-referral through 

NHS inform

30/04/2022 Commission received and accepted. Scope finalised and 

costs being agreed. Technical and operational 

specifications being finalised ahead of ICT developments 

and recruitment of PWPs. 

Both NHS inform content and technical delivery progressing well. Plan for staff training throughout March for go live on 01 

April 2022. Governance assessments progressing now under 16 pathway confirmed.

NHS inform content developed in partnership with clinical experts and uploaded to site ready for Go Live. Internal clinical system and 

integration with National Hub's clinical system developed. Clinical and business processes published and staff training complete ready for Go 

Live. All information governance paperwork completed and approved including Data Processing Agreement with all 14 Territorial Health 

Boards. Go Live on 1st April 2022 at 8.00 am for both telephony helpline and NHS inform content. 

The NHS inform FME microsite (Turn to SARCs) was successfully launched on 1 April.

NHS 24 There is a risk that NHS 24 will not meet its recruitment 

targets due to the competitive market and finite resource 

pool. 

Resource to be allocated to FME from existing PWP pool.

Governance, risk/dependency management via Change 

Portfolio.

Operational model has allowance for increase in demand. 

Comms campaign to direct users online. Digital resources 

designed to filter non-FME contacts.

Communities - we live in communities that are inclusive, 

empowered, resilient and safe  

Health - We are healthy and active  

NHS Recovery Plan

A Scotland where everybody thrives: Public 

Health Scotland’s Strategic Plan 2020 to 

2023

Integrated Unscheduled Care Programme

Care and Wellbeing Programmes

Steph 

Phillips

Jonathan 

Rush / Fiona 

Millar

Annie 

Robertson

8 Transforming Our Ways Of Working Call demand may be higher than forecast

2021-N24-19 8.1 Amber Amber Amber

Continue to progress and deliver Phases 1 and 2 of Connect Programme. •Phase 1a

Active Directory 2012 upgrade (September 2021)

Verint Voice and Screen v15.2 upgrade (September 2021) 

•Phase 1b 

Local Area Network Hardware upgrade (August-September 2021)

Wide Area Network Implementation (September-November 2021)

Desktop/Laptop Roll-out across estate (Windows 10 and O365) 

(September-November 2021)

Respond Software as a Service (SaaS) (delivery date under review, 

February 2022 at the latest)

•Phase 1c

SAP CRM SPS26 Upgrade (October 2021)

SAP Reporting Stack Upgrade and migration to Public Cloud (January 

2022)

SAP Clinical Stack Upgrade and migration to new 'active-active' data 

centre infrastructure to minimise downtime and improve business 

continuity (February 2022)

Verint Voice & Screen migration to new Data Centre (February 2022)

Non-clinical app migration to new Data Centre (February 2022)

Sugar CRM to Software as a Service (SaaS) (November 2021 - plan 

being finalised)

Verint Voice Analytics implementation (June 2022 - plan to be defined)

30/06/2022 Phase 1a on schedule

Phase 1b

LAN hardware upgrade 50% completed, with additional 

LAN/WAN upgrades scheduled for delivery Nov 21.

Desktop/Laptop roll-out in final planning stages with roll-

out scheduled to begin from Sept 21.

Phase 1c SAP Hana Reporting System upgrade successfully 

completed by end of July 21, completing the 1st 

workstream in the Connect 1c programme.

Public Cloud platform build in progress, to host upgraded 

SAP Reporting applications with target technical switch 

over date  Dec 21 and business handover in Jan 22. CRM 

Upgrade in progress and target go live Oct 21.  

New Data Centre design and build in progress.

Phase 1a The national SharePoint rollout has been delayed with issues over backups however, a local solution has been 

identified to implement a key deliverable (intranet/extranet) from the programme.

Phase 1b

LAN hardware upgrade complete, with additional WAN upgrades in progress with completion on target for early 22.

Desktop rollout complete for Kilmarnock, Aberdeen, Inverness, Dundee, South Queensferry centres.  The centres in the West 

(Cardonald, Lumina, Aurora, Lightyear) are on schedule to be completed by 24th Jan 2022 with onsite support for front line 

staff logging in for the first time is planned 24/7.  Laptop roll-out for front line staff is being delivered in alignment with the 

desktops.  Back office Laptops rollout will follow frontline completion.  

Phase 1c SAP Hana Reporting System upgrade successfully completed with move to a Public Cloud platform.  Testing is 

underway and cutover to new platform with parallel running scheduled for end Feb 22.  CRM upgrade along with new Data 

Centre build in progress.  Some delays experienced with key components and replanning for final cutover and implementation 

being agreed that do not impact the ability to deliver service.

Additional programme resource has been secured following the successful tendering of the Phase 1c activity.  The successful 

organisation previously provided an assurance role for the Connect programme. The programme plan was revised in December 

and resource secured.

Phase 1a works have all been completed with the exception of the national Sharepoint rollout which has been delayed with issues over 

backup.  A local solution has been identified to implement a key deliverable (intranet/extranet) from the programme with a completion date 

of end of May 2022.

Phase 1b

LAN hardware upgrade complete, with additional WAN upgrades in progress with completion on target for May 22.

Desktop rollout has been completed for all sites with no major issues.  Feedback from stakeholders has been positive.  Vast majority of 

laptops have been replaced, within clinics stopping at end of April 22, and moving to BAU thereafter.    

Phase 1c SAP Hana Reporting System upgrade successfully completed with move to a Public Cloud platform.  New Data Centre build is 

completed.  CRM cutover on target for mid April, with some slight delays experienced due to data migration. Clinical Stack upgrade is now 

scheduled for July go live.  A recent Technical Assurance Group meeting to discuss the work undertaken to date and the clinical stack plans 

received positive reviews with an ask that the presentation be shared with other boards as an example of good practice.

NHS 

24

1. Recruitment and retention of programme delivery team.  

2. The demands against the timescales and 

interdependencies with key suppliers, along with the 

challenges both on supply chains and supplier capacity from 

COVID and Brexit makes timescales challenging.  

3. The scale of the programme and organisational/service 

capacity to support/engage in planning and delivery. 

4. The programme impacts on the delivery of other key 

programmes/activities due to restrictions on technology 

changes that need to be applied.  

5. Internal ICT capacity to support design and delivery until 

the new team are in place.  Mitigation: ICT review and 

recruitment of new team with key knowledge and skills to 

support programme design and delivery.

6. The lack of available Service Delivery and other team 

resource for planning, testing, training etc. due to 

service/COVID pressures.

1. on-going recruitment plan; external consultancy SMEs 

supporting the programme.

2. on-going monitoring of key dependencies and impact on 

the plan where there are delays; tri-party governance 

arrangements.

3. On-going engagement with service colleagues on 

plans/progress; all key stakeholders involved in programme 

governance. 

4. Programme change restrictions communicated to all 

stakeholders to support wider planning and delivery.

5. Internal ICT capacity to support design and delivery until 

the new team are in place.  Mitigation: ICT review and 

recruitment of new team with key knowledge and skills to 

support programme design and delivery.

6.  The recruitment of Resulting IT reduces the risk on NHS 

24, although any gaps would still impact on the successful 

delivery or timescales of the programme.

Communities - we live in communities that are inclusive, 

empowered, resilient and safe  

Health - we are healthy and active  

NHS Recovery Plan

Digital Health and Social Care Strategy

NHS 24 Connect Programme

Delivery of NHS 24 Strategy

Anne-

Marie 

Gallagher 

/ John 

Gebbie

David 

Dougan

Annie 

Robertson

2021-N24-20 8.2 Green Green Green

Develop an NHS 24 Estates Strategy by the first quarter of 2021/22, aligning 

with future strategic priorities and operational and future workforce 

requirements. This will include relocation from Golden Jubilee and reflect 

new PIN guidelines on working from home.

Complete exit and relocation from Golden Jubilee.   

“Workplace of the Future” developed to improve more agile ways of 

working

Aurora House implemented

Reconfiguration of space in Cardonald 

Review of utilisation of offices to accommodate on-going two metre 

distancing 

Development of short life working group to implement more agile 

working

30/04/2022 SG approved Estates Strategy Aug 21.  

Clydebank lease signed and work commenced on fit out.  

Site planned to be ready 30/9, with staff moving in early 

October.                                                                     

Dundee lease sign off nearing completion - fit out detail 

being worked through - planned service up and running 

Nov, although dependent on recruitment.                                          

Lumina ground floor lease being worked through and 

reconfiguration of desks in Cardonald & Norseman being 

finalised.

SG approved Estates Strategy Aug 21.  

Clydebank - achieved target date for exiting GJNH and now operational at Aurora House   

Cardonald lease has been extended - working with GG&C & SAS on medium term plans for the site                                                                  

Dundee - fit out of one suite completed and site operational pre festive.  Second suite to be completed in February and 

operational early March.                                          

Lumina ground floor lease agreed

Reconfiguration of desks in Cardonald & Norseman completed providing almost 50 additional workstations pre-festive

Agile Working Group has been updating the internal policy while awaiting the national Once for Scotland policy; assessing a 

blended approach for non frontline staff; and working with Estates colleagues on a desk booking system.

Implementation of the Estates Strategy is in its final stage.  Dundee is fully up and running with minor snagging works being concluded.

Fully operational in Aurora.  Currently working with Council colleagues on linking into the district heating system.

Lease signed and fit out completed barring snagging for Lumina ground floor, adding capacity in time for Easter.

Changes to benefit the working environment and environmental sustainability at Cardonald were completed in March (LED lighting and 

offices).

NHS 

24

Risk of supply chain issues materials shortages delaying the 

completion of fit outs.         

Risk of underutilised estate  and not being able to recruit to 

all posts in time for Festive.

Working closely with the contractors to ensure materials are 

ordered early & shortages reviewed.                     

Recruitment adverts have been placed in advance of lease 

sign off stating city centre location rather than naming site.

Children and Young People - we grow up loved, safe and respected 

so that we realise our full potential  

Communities - we live in communities that are inclusive, 

empowered, resilient and safe  

Culture - we are creative and our vibrant and diverse cultures are 

expressed and enjoyed widely 

Economy - we have a globally competitive, entrepreneurial, inclusive 

and sustainable economy  

Education - we are well educated, skilled and able to contribute to 

society  

Environment - we value, enjoy, protect and enhance our 

environment 

Fair Work and Business - we have thriving and innovative businesses, 

with quality jobs and fair work for everyone  

Health - we are healthy and active  

Human Rights - we respect, protect and fulfil human rights and live 

free from discrimination 

International - we are open, connected and make a positive 

contribution internationally  

Poverty - we tackle poverty by sharing opportunities, wealth and 

power more equally

NHS Recovery Plan

Digital Health and Social Care Strategy

NHS 24 Estates Strategy

NHS 24 Connect Programme

NHS 24 RUC Programme and Mental Health 

Programme

John 

Gebbie / 

Jacqui 

Hepburn

Damien 

Sneddon / 

Marnie 

Westwood

Annie 

Robertson

2021-N24-21 8.3 Green Green Green

Engage with other public service partners to identify opportunities for 

collaboration on digital and technology initiatives (i.e. NES, NSS and SAS). 

Discussions progressing on potential areas of collaboration. 

NHS 24 also actively engaged in development of National Boards 

Digital Delivery Plan, which is exploring opportunities for collaboration 

across user design, digital developments and technology. 

31/03/2022 Discussions progressing on potential areas of 

collaboration. 

NHS 24 also actively engaged in development of National 

Boards Digital Delivery Plan, which is exploring 

opportunities for collaboration across user design, digital 

developments and technology. 

Discussions progressing on potential areas of collaboration. 

NHS 24 also actively engaged in development of National Boards Digital Delivery Plan, which is exploring opportunities for 

collaboration across user design, digital developments and technology. 

Discussions progressing on potential areas of collaboration. 

NHS 24 also actively engaged in development of National Boards Digital Delivery Plan, which is exploring opportunities for collaboration 

across user design, digital developments and technology. 

NHS 

24

Key risk relates to capacity to progress potential 

opportunities. 

Regular review by National Board Collaborative Programme 

Board.

Culture - we are creative and our vibrant and diverse cultures are 

expressed and enjoyed widely 

Economy - we have a globally competitive, entrepreneurial, inclusive 

and sustainable economy  

Education - we are well educated, skilled and able to contribute to 

society  

Health - we are healthy and active  

Human Rights - we respect, protect and fulfil human rights and live 

free from discrimination 

NHS Recovery Plan

Digital Health and Social Care Strategy

NHS 24 Connect Programme

Ann-

Marie 

Gallacher

Jonathan 

Rush

John Barber

2021-N24-22 8.4 Green Green Green

Fit out, recruit to and operationalise a new site in Dundee to contribute to 

strategic intentions and support operationalise resilience.

Complete fit out (early Nov 2021)

Recruitment for new Dundee site  (ongoing through to March 22)

31/03/2022 NEW Delays to getting the business case and lease signed and then contractor availability delayed the start of the fit out which 

pushed the date out from November to December.  Fit out was completed and the site was operational to take live calls pre 

festive.

Training has commenced (from 29/11/21) and existing staff have moved from Kings Cross pre-festive

Dundee suite B fit out completed with a successful handover to frontline services 

Minor snagging work to complete in April 2022 but both suites now operational

NHS 

24

Risk of supply chain issues materials shortages delaying the 

completion of fit outs.         

Risk of Dundee fit out being signed off in time to allow 

services to be up and running before Festive.                   

Risk of underutilised estate and not being able to recruit to 

all Dundee posts in time for Festive.

Discussed fit out options for Dundee with procurement and 

Audit & Risk Committee and issued a VEAT notice given very 

tight timescales.   

Recruitment adverts have been placed in advance of lease 

sign off stating city centre location rather than naming site. 

Other alternatives approaches also being explored to 

maximise recruitment sources.         

Culture - we are creative and our vibrant and diverse cultures are 

expressed and enjoyed widely 

Economy - we have a globally competitive, entrepreneurial, inclusive 

and sustainable economy  

Education - we are well educated, skilled and able to contribute to 

society  

Health - we are healthy and active  

Human Rights - we respect, protect and fulfil human rights and live 

free from discrimination 

NHS Recovery Plan

Digital Health and Social Care Strategy

John 

Gebbie / 

Jacqui 

Hepburn

Damien 

Sneddon / 

Marnie 

Westwood

Annie 

Robertson

9 Working Together to Develop our Organisation and Culture

2021-N24-23 9.1 Green Green Green

Develop a plan for Organisational Development going forward 

concentrating on the Strategic aims of NHS 24 and developing its services, 

staff and improving its culture.

Develop and deliver a First Line Management Essentials programme.

Develop an NHS 24 Leadership Development Framework.

Conduct an OD, Leadership & Learning National Benchmarking 

Exercise.

Develop and publish Organisational Development Learning and 

Leadership Strategy for NHS 24, including Learning Philosophy.

Develop an approach to Training and CPD delivery, encompassing 

calendar of events and prospectus.   

Develop Quality Assurance Framework for Learning, to underpin 

design and delivery of all organisational resources.                                                

Launch Professional Development Award in Telecare.

Develop a Coaching & Mentoring Framework.

01/06/2022 ODLL Benchmarking Exercise - June 21 

Report of Benchmarking exercise -  Sept 21

Consultation with key stakeholders into requirements for 

line management development - July 21

Completion of actions in Mandatory Training 

Improvement Plan

ODLL Benchmarking Exercise is COMPLETE - June 2021 

Report of Benchmarking exercise is COMPLETE -  September 2021

Design phase of First Line Manager Programme is COMPLETE - September 2021.                                                                      

Build Phase of Management Essentials ONGOING. 

Completion of actions in Mandatory Training Improvement Plan are COMPLETE

ODLL Strategy is in draft, however it will be ongoing in line with national strategy timelines (June 2022).                                                                                                                                                                                   

Training Prospectus infrastructure has been devised, and is now in research phase in relation to its population from a local and 

national perspective. This will form part of a project review into training during 2022.                                                                                                  

PDA in Telecare launched Cohort 1 in November 2021. Cohort 2 launched in January  2022 COMPLETE                                                        

Product Development Framework linked to QA Framework is complete.                                                                

Coaching Approach is nearing completion, launch will coincide with launch of Management Essentials Programme. Scoping of 

Mentoring approach has commenced.                                                                                   

Leadership Development Framework is in build and will be taken to Executive Management Team (EMT)/Staff Governance for 

approval in March 2022. The Talent Management and Succession Planning approach was approved by EMT in December 2021. 

All COMPLETE Actions per previous update.                                                                     

Build Phase of Management Essentials ONGOING. Pilot will launch 24/05/2022.

ODLL Strategy is in draft, however it will be ongoing in line with national strategy timelines (June 2022) Due to service pressures this will now 

be included in the Work Plan for 2022/23 FY.                                                                                                                                                                                   

Training Prospectus infrastructure has been devised, and is now in research phase in relation to its population from a local and national 

perspective. This will form part of a project review into training during 2022.                                                                                                                                                                                                                       

Coaching Approach is nearing completion, launch will coincide with launch of Management Essentials Programme. Scoping of Mentoring 

approach has commenced.                                                                                   

Leadership Development Framework is in build and will be presented for approval in June 22. The Talent Management and Succession Planning 

approach was approved and the first Talent Identification Exercise scheduled with EMT in April.

NHS 

24

NHS 24 does not adapt and respond to the needs of our 

workforce to enable a sustainably skilled workforce to 

reliably deliver current and future services 

Develop a plan for Organisational Development 

Develop and deliver a first line manager programme

Develop Leadership Framework                                                                   

Publish ODLL Benchmarking Report                                                              

Develop and publish ODLL Strategy for NHS 24, including 

Learning  Philosophy 

Develop and phase launch an approach to CPD Delivery, 

encompassing calendar of events and prospectus                                                                                                     

Develop NHS 24 Quality Assurance Framework for Learning, 

to underpin design and delivery of all organisational 

resources   

Launch Professional Development Award in Telecare for two 

cohorts of Call Handlers          

Complete 9 Executive Continuing Development Sessions     

Develop a Coaching & Mentoring Framework       

Culture - we are creative and our vibrant and diverse cultures are 

expressed and enjoyed widely 

Education - we are well educated, skilled and able to contribute to 

society  

Fair Work and Business - we have thriving and innovative businesses, 

with quality jobs and fair work for everyone  

Health - we are healthy and active  

Poverty - we tackle poverty by sharing opportunities, wealth and 

power more equally

NHS Recovery Plan

Scotland’s integrated health and social care 

workforce plan

Winter preparedness

NHS 24 Workforce Plan

NHS 24 Strategy

Jacqui 

Hepburn

Helen 

Meldrum

Annie 

Robertson

NHS 24 Governance

Leads, contributors, support

NHS 24 – Delivery Plan Progress Report April 2021 - March 2022

No. of 

Activity

Outcome(s) List any major strategies/ programmes that the 

deliverable relates to

Key Deliverable - Description Progress against deliverables end September 2021

NB: for new deliverables, just indicate ‘New’ 

Sept 21 Status Summary of activities etc. (outline deliverables - key tangible pieces of work 

until March 2022)

Milestones/Targe

t

Lead 

delivery 

Key Risks Controls/ActionsProgress against deliverables end December 2021

NB: for new deliverables, just indicate ‘New’ 

NHS 24 

Exec Lead

 Contributor Planning 

Lead

Dec 21 Status Progress against deliverables end March 2022

NB: for new deliverables, just indicate ‘New’ - Only update actions since Dec 21

March 22 Status

1


