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Developing our strategy

Key enablers - Clinical / Quality / Public Health / Digital & Technology / Workforce / Infrastructure

Phase 1 - Complete Phase 2 - Ongoing 
• NHS 24 strategy development underway

• National planning landscape shifting – short – medium – longer term recovery 

• Commission - develop strategic intent by end March 2022

• Option 1: consolidation & organic organisational growth

• Build on work done to date – engagement and delivery
• Continued enhancement of existing services and role of NHS 24

• Option 2: shape the role of NHS 24 in context of National Care Service and expanded offering

• How can NHS 24 best add value to system inclusive of NCS?
• How can capacity and capability of NHS 24 be expanded to support health and social care?
• What are the key opportunities for NHS 24 – national contact centre, digital, service redesign?
• What services could be developed / offered – how best could these be delivered?
• What is the potential role for NHS 24 within a transformed health & social care system

• Consider the opportunities for alignment and partnership within system, for example, SAS

• 2022 /23 strategic intent – strategy beyond March 2023 



Approach

People Recovery and Consolidation

Initial organisational 
review & horizon scanning

Development of 
key Themes

Final strategy & 
action plans

Stakeholder Engagement
Staff, Public, Partners

Key enablers - Clinical / Quality / Public Health / Digital & Technology / Workforce / Infrastructure

Phase 1 - Complete Phase 2 - Ongoing 

Development 
of strategy & 
action plans for 
consultation

Policy Review – 17 National Policies 

Infrastructure

Systems & 
Services 

Ethos

Strategic 
Intent

Improvement Transformation

Collaborating Shaping Transforming

Phase 3 - Delivery

Care

NHS 24  
Strategy



Timescales

February / March 2022

Initial organisational 
review & horizon scanning

Development of 
key Themes

Final strategy & 
action plans

July to September 2021

Clinical / Quality / Public Health / Digital & Technology / Workforce / Infrastructure

Phase 1 - Complete Phase 2 - Ongoing 

Development 
of strategy & 
action plans for 
consultation

Internal / External Engagement, EMT 
Strategy Session, Board Workshop

Strategic 
Intent

Collaborating Shaping Transforming

Phase 3 - Delivery

Care

Feb 22

P&P Committee, EMT Workshop Draft strategic intent / engagement / 
consultation / Board review & sign off

Strategy 
development 

2022/23



Horizon Scanning
What we do well, and what we could do better

Stakeholder 
Engagement

9 Facilitated 
Discussions 

with 46 
Internal staff

46 Survey 
Responses 

from Internal 
Stakeholders 

24 facilitated 
engagement sessions 
with 135 participants 

spanning Service 
Users, Third sector 

and Health and 
Social Care teams

104 Survey
Responses 

from External 
Stakeholders 

INTERNAL EXTERNAL



Horizon Scanning

Policy Review

Programme 
for 

Government

Recovery 
Plan

Redesign of 
Urgent Care

Digital 
Health and 
Social Care 

Strategy

Scottish MH 
Strategy & 

MH Recovery 
Plan

Realistic 
Medicine / 

Public 
Health

Primary Care 

Improvement 

Plans

Independent 

Review of 

Adult Social 

Care in 

Scotland 

Care and 

Wellbeing 

Programme 

NHS Pain 

Management 

Services –

Framework 

for Recovery

Health and 
Sport 

Enquiry –
Future of 

Primary Care

Recovery 
and 

Redesign: 
Cancer 

Services

Winter 
Plan

Health and 
Social Care 

Winter 
Review 
2021-2

Health and Care

General

Mental Health

COVID-19: 
MH Transition 
and Recovery 

Plan

DigitalSix Essential 
Actions

Urgent Care

COVID-19
Care Information / 
Public Health

Interface 
Care



Strategic Context

Opportunity & 
Challenge

Redesign Of 
Urgent Care

National Care 
Programmes

Digital 
Health & 

Social Care 
Strategy

Mental 
Health 

Strategy

Public 
Health

National Care 

Service

Interface Care

National Role 
&  

infrastructure


