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« SCAS continues to see high demand within 111

« Demand profile changed from the out of hours period into the in
hours (08.00 to 18.30)

* We have seen a 30% increase in demand, during the in hours
period

* Due to access to primary care and dental services
« Calls increased due to covid related symptoms
* Increase in demand when the schools returned
* Increase in staff absence due to the pandemic
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« Calls offered demand
remains higher than budget
with high levels of churn

111 Demand

Forecasted Demand vs Actual Offered
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NHS Capacity
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Call Handler Staff Hours

 Call handler capacity -
increasing and now close
tg budget
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COVID 19 Symptoms
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COVID 19 Symptoms
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» Current demand has been remodelled

 Reviewed the health advisors rosters to mirror current demand
» Robust recruitment plan in place

* Recruited and trained over 70wte in last four months

* Training capacity doubled across our three locations by
planning course during the day and evenings

« Attritions is a contributing factor, around 50%
« Performance improvement programme in place
» Additional GPs for the winter period
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SCAS 111 to 999 vs National
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* 1s to 9s remains
positively below
10%
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SCAS 111 to ED vs National
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SCAS Attend ED By Contract
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SCAS Attend ED Type 1 & 2 By Contract
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SCAS Attend ED Type 3 & 4 By Contract
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111 Online - from external workaround (No Triage record) - Duplicates Excluded
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|kpi14: . Proportion of calls where :
caller given a booked time slot Hampshire and Surrey Heath 2518 40T 6A5%
WRSAN Eciergeney Dapainae sl of Wight T I
England ATH60  93ET2 50.7% Kent, Medway & Sussex 623%  T79%  80.0%
o Surmey Heartlands 853 14%  50.3%
North East and Yorkshire 5719 15489  36.9%
North West 4168 5452 76.4% Thames Vally 236 335
Midlands 7354 18486  39.8%
East of England 5615 12492 44.9%
London 8476 13855  61.2%
South East 12439 177311 70.4%
South West 3689 10061  36.7%
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Thank you
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