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Introduction and background 

Purpose of the report 
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Background 

The benchmark 
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Structure of this report 
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Progress made 
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Patients’ views 

Overview 

Response times matter to patients 
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Lessons for commissioners and providers 

Responsiveness matters to patients 
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Commissioners should use the Ipsos MORI data 
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Variations in operating model 

The conventional model 
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Minor variations on the conventional model 

Calling an ambulance 
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Warm transfer of calls 
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Nurse and doctor assessment 
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Call-streaming  
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Split services 
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Services that are integrated with walk-in services 

The process is inconsistent with the requirements in the standards 
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The ability to report against quality standards is lost 
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The cost of the different elements are obscured 

Lessons for commissioners and providers  

Calling an ambulance 

Warm transfer of calls 
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Double assessment 

Split services 

Call streaming 
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Integrated services 
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Performance against the main numeric standards 

Comparative performance

QR7 - matching capacity to predictable demand 
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QR9 and 10 Time to definitive clinical assessment 
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QR12 Time to face to face consultation 
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Reporting variations between services 
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Inadequate systems or lack of integration 
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Counting of cases 
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The importance of coding structures and consistent use of the system 
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QR2 Reporting details of consultations to the patient's practice 
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QR8 Telephony 
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QR9 Identification of urgent cases. 
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QR9 mapping of priority from NHS Direct 
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QR9 time to definitive assessment 
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QR10 Time to definitive assessment for walk-in patients 

QR12 Time to face to face assessment 
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Lessons for commissioners and providers  

Matching capacity to demand 

Ensuring robustness and clinical safety when calls are received  
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QR2 Reporting details of consultations to the patient's practice 
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QR 8 Telephone standards 

QR 9 and 10, definition of urgency 
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QR 9 and 10, measurement of time to definitive assessment. 

QR12, time to face to face consultation 
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Quality of governance processes 

Variation within a typical service 
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The governance framework 
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Lessons for providers and commissioners 

Making use of the questions attached to the benchmark report 

Comparing individual staff and clinicians on key measures 
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What does a good service cost? 

What does good look like? 
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Cost per head and cost per case 
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Lessons for commissioners and providers 

Commissioners and providers should understand more about demand 
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Other factors do influence cost but the biggest variable is good management 

Commissioners should expect services to fall in the middle range for cost 
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Commissioning 

Commissioners should use information and demand detail 
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Commissioners should use this document as a check-list 
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Commissioners should not be afraid to act 
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Future development of the benchmark 

The first three rounds 

Developing the comparison further 
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Opening the benchmark up 
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Conclusion
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Appendices 

Coding – categorisation of cases 

Case Type 

Call origin 
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Service 

Priority 

Doctors operating group, Health board and commissioning group 
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Informational outcomes  
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Calculation of performance against telephony standards 

Example 1 with no message 
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Example 2 with a message that is 20 seconds long 


