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How does your project align with the six aims for improvement? (please tick which aim(s) your project aligns 

with – you may choose more than one) 
 

Safe  Person-centred 

Effective  Timely 

Efficient  Equitable 

 
 

1. What are you trying to accomplish? 

Topic or issue you would like to improve (1-2 sentences): 

The number of requests the team were receiving and reduced staff levels were impacting on our 

waiting list and the time scale between request for assistance and initial contact with patient and their 

families. In addition, the majority of requests for assistance were required to wait on a waiting list and 

undergo a full assessment which was not always required.  

 

 

Aim statement (How good do you want to be by when?) (1 sentence): 

To improve the effectiveness of the triage process for children referred into the West Lothian Children’s 

Occupational Therapy Service by November 2017.  

 

 

Why is this important issue to tackle? Why does it matter to your service users/staff/directorate/ organisation? 

(4-5 sentences): 

 Increased waiting times meant that children and their families were not always receiving the 

correct input, when needed at the most appropriate times. One of the aims of the service is to 

provide early intervention.  

 Some children were required to undergo full assessment which was not always the most 

appropriate form of intervention, for example patient would have benefitted from quick 

intervention or signposting to another service therefore we wanted to make this a more 

efficient and effective for the patient and the service.  

 Patients were waiting 7 months from the point of request for assistance until first point of 

contact therefore having effective conversations and setting expectations was not completed in 

a timely manner.  

These issues were highlighted through the ambitions outlined within Ready to Act and the aims for 

Quality Improvement.  

Your name: Linzi Gilbert and Claire McCallum 

Your contact details: 

(tel & email) 

Linzi.gilbert@nhslothian.scot.nhs.uk 

Claire.m.mccallum@nhslothian.scot.nhs.uk 

01506 524134 

QI project team members: 

(please provide full names) 

Linzi Gilbert 

Claire McCallum 

Project Title: Improving Quality Through Effective and Efficient Triaging 

Clinical team(s) involved: West Lothian Children’s Occupational Therapy Service 

Number of teams involved: One 

How are you getting Service 

Users/Carers involved? 
Parent feedback following triage call.  

Directorate/Service: 

(please delete as appropriate) 
Occupational Therapy Service, West Lothian HSCP 

mailto:Linzi.gilbert@nhslothian.scot.nhs.uk
mailto:Claire.m.mccallum@nhslothian.scot.nhs.uk


 

Scope project - what specific processes will need to change to achieve your aim/goals? Types and numbers of 

patients/clients whose outcome will be affected: 

 Increase in the number of staff completing triage telephone calls and the frequency that this is 

done in order to manage the current waiting list.  

 Review and develop the current triage paperwork and the method in which this is 

implemented.  

 Aiming to influence the outcome of the children and their families who are referred directly 

into the Children’s Occupational Therapy Department.  

 

Could this have an impact on cost and what could be measured to help us understand that? 

No set data is being recorded in order to measure this. However by completing more effective triaging, 

the aim would be for the number of children undergoing unnecessary assessments would be reduced 

and there would be signposting to ensure the most appropriate services are involved. Therefore we 

would hope this would be more time and cost effective, i.e. reducing need for unnecessary visits, staff 

time to complete assessments and follow up documentation.  

 

 

Do you have data that can tell you the current performance of the process and outcome? 

No, however we aim to collect data over a period of 4 months in which we hope to compare month on 

month.  

 

 

2. How will you know that a change is an improvement? 

Measures 
How will you monitor your progress toward your goal(s)?  List the process and outcome measures you plan to 
track. 

• Outcome - how you will track the progress of your improvement aim 
• Process - how you will know how the parts of the system you need to change (to get you to your 

improvement aim) are performing and the impact of your changes on these. 
• Balancing  - do you need to keep watch in case your action has a unintended impact on other parts of 

the system or to see if something unrelated to your project is influencing project success? 

 We will monitor the progress towards the goals by creating a robust plan for data collection, for 

example, creating an excel sheet which is stored on a shared drive ensuring all relevant staff 

have access to this.  

 We will regularly review the data that will be gathered over the next 4 months and make any 

changes as necessary to ensure we remain on track with the improvement aim.  

 We will continue to discuss and liaise with members of the team who will be completing triage 

in order to gather feedback and make changes as necessary.  

 

 

3. What changes can you make that will lead to improvement? 

What change ideas would you like to test (the more the better)?  What evidence is out there about what works? 

 Increasing knowledge across the team of local services and resources in order to signpost 

effectively.  

 Staff training on effective conversations. 

 Training more staff on completing triage process. 

 Reviewing and updating current triage documentation.  

 To be more time efficient by gathering more information prior to triage calls from other 

sources i.e. TRAK. 

 Triaging with the requestor initially.  



 Educating requestors on the appropriateness of requests.  

 

4. What initial activities do you have planned? 

These are the tasks associated with your project (not to be confused with change ideas) e.g. setting up an 
improvement team, gathering baseline data,  conducting exercises and applying improvement tools to help you 
understand how the system is working and generate change ideas 

 Completion of a process map. 

 Completing a driver diagram to identify change ideas to be taken forward.  

 Discussion with team member who is currently responsible for triaging all new requests for 

assistance.  

 

 

5. List any barriers that you can identify to getting this project going? 

 At the time of the project beginning, there were several staff changes and vacancies that were 

awaiting recruitment.  

 Project began during the summer period where families were often on holiday and difficulty to 

contact and school staff were unavailable to gather any further information.  

 

 

6. What ring-fenced time have you agreed for your team to meet?  

(Should be weekly or fortnightly, for 30-60 minutes, with all improvement team members present) 

Two members of quality improvement team had ongoing liaison. Regular updates were then provided 

to the rest of the clinical team during weekly huddles and team meetings.  

 

 

7. Name of line manager who has approved this project (if applicable): 

 

Julie McGuire (Team Lead, Children’s Occupational Therapy team) 

Susan Brown (Occupational Therapy Manager)  

 

8. Date charter submitted: 

 

04.11.17  

 


