	Situation
Cutover from the NHS 24 legacy PRM system to SAP is planned for 10.00a.m on Tuesday 24 October subject to the approval of the NHS 24 Board.

	Background:
Work streams were developed to support planning and implementation for this. These included:

· Training & Logistics

· Technology

· Staff Readiness

· Comms & Engagement

	Assessment:
Training & Logistics
Training continues and is almost complete. Programme Director Mark Wilde indicates an approximate staff completion rate of approx 85% by the end of the training cycle. A 'mop up' exercise will be conducted to capture remaining staff.

'Keep warm' activities have been developed to support staff i.e. 2 hours of dedicated offline time for e-learning with a further 2 hours of practice on system offered as additional hours prior to 'go live', however, staff who cannot do additional hours need to continue to be supported.

Technology
The number of outstanding issues have decreased with only a few identified issues remaining.

Staff Readiness
Staff feedback has been mainly positive however it is too early to get an accurate indication of the complete picture post 'go live'.

Comms & Engagement
Staff Road shows have promoted staff engagement and allowed staff questions to be answered, however, there may be a better way of scheduling these that would capture more staff.



Staff side acknowledge the many areas of improvement in comparison to previous implementation and readiness attempts of the past. The staff side believe that the below recommendations are required pre, post and during 'Go Live' to provide assurance around staff support and organisational readiness in addition to the assurances sought in relation to the fitness of the technology program. If these recommendations can be implemented in full, the staff side feel confident that NHS 24 will be in a reasonable position to successfully transition to the new SAP system.

Recommendations:
Staff Engagement/Readiness
· MO TL feedback – all issues will have been addressed that have a direct impact on the T2 launch and any issues for future implementation have been jointly agreed.

· All staff will be trained and fully signed off prior to the start of their first operational shift.

· All staff sign off material will be reviewed and where staff have not signed themselves off there is clarification and understanding of how that position can be rectified.

· Outcomes from the staff survey will reflect a position of competence & confidence in NHS 24s ability to support staff during the cutover period.

· A complete 'mop up' plan needs to be confirmed to ensure that staff returning from sick leave are also captured. This plan should be shared with all key stakeholders including Staff Side.

Cutover Plan
· All activities during the cutover will be underpinned by behaviours that demonstrate clearly the NHS 24 values.

· Each shift over the 6 week cutover period will have sufficient trained staff and management support to deliver care for the anticipated call demand.

· A positive learning environment will be created where individual staff performance will be supported to allow them to transition onto the new system with an anticipation that average call handling times will be extended beyond current parameters. For a period of 3 months we would request that individual performance management in relation to call handling time be suspended.

· Command & control will be robust and consistent to support staff confidence.
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All staff will understand what the support model looks like from a technical and clinical point of view and managers and staff will have a common understanding of the support ratios which will be provided with the various aspects of frontline services i.e Seasonal Initiative, Rapid Triage, and real time floor support.





There will be a clear understanding of the support model which will be in place for staff who identify themselves or are identified by the organisation as needing further offline training


Staff and staff side will understand how 'experienced users' will be distributed to provide Technical Support.


Local/Remote Centres – There will be a detailed plan re how these centres will be supported.








