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Dear Applicant

Thank you for your interest in this position. This information pack details information about both NHS 24 and this vacancy.  I hope that you find this information useful and it helps inform your decision to apply to come and work with NHS 24.

Now is a great time to be joining NHS 24 as we continue to grow and deliver safe, responsive person centred services to the public of Scotland. We are proud to employ almost 2000 staff across our centres in Scotland.  Our staff are our greatest asset who deliver high quality safe and effective care to our patients.

We have grown significantly in the past few years, and there is much more to be done. NHS 24 plays a pivotal role for NHS Scotland and the wider care system. The successful candidate will join a team who recognise the importance, potential and enthusiasm of the organisation and its people.  

I am committed to putting our staff at the centre of everything we do and to working to a common set of values to guide the work we do, the decisions we take and the way we treat each other.  Our values are: care and compassion; dignity and respect; openness, honesty and responsibility; and quality and teamwork. 

If you would like to be part of our team and feel you have the skills and share our values, I would be delighted to hear from you and welcome your application.


[image: cid:image001.jpg@01D72D2D.54B6BFC0]
Jim Miller
Chief Executive
Please follow this link to hear more from our Chief Executive Jim Miller


	For an informal discussion regarding this role please contact Jim Miller, Chief Executive, via Kay Carmichael at ChairandChiefExecutivesOffice@nhs24.scot.nhs.uk or on 07929- 766-968.
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NHS 24 works with key partners in Scottish Government, Health Boards, particularly the Scottish Ambulance Service, Health and Social Care Partnerships, Local Authorities, other parts of the public sector e.g. Police Scotland, Independent and Voluntary Sectors and Social Care. NHS 24 delivers the national contact centre responsible for providing a range of telehealth and telecare services to the public. NHS 24 also supports and facilitates developments in digital services to improve the health and wellbeing of the people of Scotland.
Our Organisation
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Strategic Direction of NHS 24

NHS 24 has for a number of years delivered ‘out of hours’ services in support of the wider health and care system. In addition to this service we have expanded the delivery of our digital health and care services, which have taken on a much higher public profile and importance in response to the Covid-19 pandemic.

Scottish Government has asked that NHS 24 deliver an expanded and more integrated role in the delivery of health and care services. This is in response to increasing demands on the health and social care system as well as the need to find new ways of delivering safe and accessible services to the people of Scotland.

The NHSScotland programme to redesign the urgent care national pathway will have an impact across the whole organisation including our Strategic Relationship management, Workforce Leadership & Management, Integration of our Digital Assets into our Service Model and Estates Strategy.

This step change in our role brings challenges and significant opportunities for NHS 24 now and in the years to come. This requires us to work as part of the wider political, fiscal and policy environment and as a member of the Executive Management Team, the Director of Workforce will play an important leadership role in our cultural and organisational development. 

The NHS 24 Digital Strategy requires on-going development, including the delivery of our
Connect Programme and is critical to our organisation taking on that more integrated service delivery role. Building digital capability to support delivery of our priorities and playing a central role in the delivery of Scotland’s Digital Health and Care Strategy is a priority.
Our Strategy
Our Strategy has three main themes:
· Supporting people to live longer, healthier lives;
· Alignment with national healthcare strategies; and
· Building a stronger organisation.

Our services are delivered across a range of channels, including telephone, online, web chat, text, email and social media. To support achievement of the Strategy, our delivery principles are:-
· Virtual and public facing; Multiple channels and technologies; Serving everyone in Scotland according to their need; Supporting the whole healthcare system; Delivering services 24/7; Supporting self-management; Best value and sustainability; A strong and supported workforce

Our Purpose and ambitions – which has been significantly advanced in recent months- are delivered through our key priorities and our organisational improvement programme to ‘make it happen’.



Supporting Public Health Priorities

NHS 24 has a key role in supporting the wider health agenda in Scotland working with partners in Public Health Scotland and the Scottish Ambulance Service. NHS 24 is a data rich organisation, and there is significant potential to develop the use of shared data and intelligence to support national early warning systems for unscheduled care and to address public health inequalities through shared data and improved intelligence.

Estates Strategy

NHS 24 has been undertaking a rapid redesign and expansion of our estate. The Director of Workforce will be a key member of the team continuing to develop our approach to implementing new ways of working in support of changes in the working environment.
What We Do
The people of Scotland have a right to expect wholly accessible and clinically assured services from NHS 24. Involvement of the public, engaging with those who use and do not use our services is a core principle. Equalities and inclusion principles shape our service development and implementation.

As described the range of our service delivery has expanded rapidly in the last twelve months.

Our Services

· 111 Service - (including the Cancer treatment helpline and Scottish Emergency Dental Services).  A single access point through 111 to the public 24/7.

· NHS inform - our health and care platform delivers significant access to quality assured Health and care content for the public and a professional audience. NHS inform has been positioned by Scottish Government as the single source for quality assured health information for the public throughout the Covid-19 pandemic. The development of our national digital assets during the pandemic has contributed to the changed way in which the public are accessing health and care services.

· Mental Health Services - delivering a growing range of Mental Health Services including the recent implementation of the Mental Health Hub available 24/7 and accessed through ‘111’; the Mental Health Hub has been at the forefront of the Scottish Government’s expansion of the Distress Brief Intervention Programme

· Care Information Scotland - advice for members of the public who look after someone, need care themselves or are planning for future care needs

· Quit Your Way Scotland - phone/chat line service with a trained adviser from Scotland’s national stop smoking services

· MSK Helpline - a phone service for people experiencing symptoms of Muscoskeletal disorders [this service is currently suspended, as staff have been redeployed as part of our COVID-19 response].

Self Help Guides - self-help guides providing information on some of the more common things people call us about.

Response to the COVID 19 Pandemic
· Responding to an increase in call volumes and the complexity of calls following the ‘stand down’ of primary care dentistry services
· Design and implementation of a new national pathway for symptomatic COVID 19 accessed via ‘111’ and available 24/7; establishment of a National- non-clinical COVID 19 helpline
· Support to the expansion and development of Distress Brief Intervention and delivery of enhanced Mental Health Hub role
· Digital
· automated SMS messages to any caller into the 111 service (tagged as being COVID related);
· and proactive outbound SMS messaging approach to users of the 111 service about
· the COVID Hub on NHS inform
· On-line COVID Hub on NHS inform
· Alert bars and signposting on each GP Scot website
· Chatbot for COVID 19
· NHS 24 COVID 19 App

And in addition

Significant collaboration with Public Health Scotland to refine our data intelligence to best demonstrate our contribution and activity across the whole system

Advising and influencing Scottish Government policy and practice using rich NHS 24 data sets

Significant recruitment programme at scale and pace to meet enhanced service delivery

Remote working / collaboration and communication to enable all appropriate staff to work from home
Our Workforce
As a national board, NHS 24 has staff based in centres across Scotland, with our largest staff cohort based in West Central Scotland- Cardonald, Clydebank, Lightyear Building (Glasgow airport) and the Lumina Building (Hillington). We also have a centre in East central Scotland (South Queensferry). 

We have a total staffing complement of circa 1,900 staff with around 80% of that staffing cohort directly employed in the delivery of our national call centre operations.

Due to the rapid expansion of services, we have an increasing number of staff on fixed term contracts linked to additional temporary funding. The NHS 24 workforce is the primary driver of our ability to achieve and sustain the transformational change in what we need to do and how we need to deliver.

Continually improving communication and dialogue with our staff, our culture and ways of working that embrace the NHSScotland values is core to the delivery of a sustainable and engaged workforce. 

The Workforce function has a central role in providing a range of professional and quality services to support and enable the Board to retain, develop, support and attract staff; optimise our employee’s individual and collection contribution; and in ensuring a skilled, adaptable, resilient, motivated and valued workforce and culture exists across the Board. 
The Opportunity
NHS 24 is committed to achieving high performance of the organisation and the Executive Management Team needs to have the vision, role model organisational values and are effective through collective and collegiate working and decision making. The Executive Management Team must empower accountable leaders and staff throughout the organisation, to deliver safe and responsive services to the public. Leading and supporting our people to feel valued as well as maximising their contribution is a core requirement. 
To be successful in this role you will be required to demonstrate in depth;
· Strong, clear consistent  and resilient leadership
· Collaborative Leadership
· Commitment and adherence to the principles of ‘cabinet responsibility’
· Delegation and authority to other managers to manage
· Strong collective and personal responsibility
· Innovation, solution finding and championing innovation by others
· Finding, developing and nurturing talent
· Values -led leadership
· Ability to change through people
· Strengths in actively and effectively engaging with all types and levels of staff
· Ability to form effective partnerships and partnering practices with internal and external stakeholders
NHS 24 offers a competitive benefits package, with a permanent contract on Executive Grade D £73,443-£95,714. Placement on salary scale is dependent on confirmation of previous relevant NHS service.
We also offer many supportive policies to enhance your employee journey and have a comprehensive Employee Assistance Programme Provider, Cycle to Work Scheme, bursary scheme and a range of learning and development. As an NHSScotland employee you will be entitled to:
· 35 days annual leave (rising to 41) pro-rata
· Development opportunities including study bursaries, e-learning and classroom based courses
· Enhanced pay for working public holidays
· Enrolment into the Scottish Public Pensions Agency (SPPA) pension scheme
· NHS discounts on goods and services
· HELP, employee support and assistance
NHS 24 Board

We are one of 7 National Health Boards and have a commitment to effective governance, scrutiny and transparency. More information on the NHS 24 Board can be found on our website.
Further Information
Corporate website: https://www.nhs24.scot/

https://twitter.com/nhs24

Recruitment Process
The NHS Scotland Everyone Matters 20:20 Workforce Vision outlines the commitment the Scottish Government has in putting people at the centre of everything the NHS in Scotland does. Working to a common set of values will guide the work staff do, the decisions that we take and the way we treat each other. Using a Values Based Approach to recruitment will ensure that NHS 24 staff members not only have the competencies required for the role, but they will live and breathe the values needed, ensuring the public receive the best possible care and all staff are valued and treated well.
We will use a Values Based Approach in our selection process which will consist of the following assessments:
Application Shortlisting – application forms received are reviewed and those meeting the role requirements will be invited to a competency based interview. 
Psychometric Testing – candidates whose application passes shortlisting will be invited to complete a psychometric test via an external resource. 
Interview / Assessment – these competency-based interviews have a focus on NHS 24 Values and the candidate's technical expertise.  The interview may also include a role specific test or a presentation topic.



QUERIES:
For any queries in relation to this vacancy, please contact Chantal Robinson via email Chantal.Robinson@nhs24.scot.nhs.uk
For an informal discussion regarding this role please contact Jim Miller, Chief Executive via Kay Carmichael at ChairandChiefExecutivesOffice@nhs24.scot.nhs.uk or on 07929 766 968.
GENERAL:
Equality & Diversity:
NHS 24 is committed to equality & diversity:
http://www.nhs24.scot/about-nhs-24/policies/equality-and-diversity/ 
APPLICATION DETAILS 
If you think this role is for you, then please submit an online application no later than midnight on Monday 10th May              
* Candidates submitted via Recruitment Agencies will not be considered for this post.
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