Case Study: Implementation of e-KSF Th N k...

Organisational Details

Name of Organisation North East Ambulance Service NHS Trust

1750 people - Accident and Emergency (A&E) tier of the service employs 857
Number of employees staff, of which approximately 45% are paramedics. The Patient Transport
Service (PTS) tier employs 428 staff. HQ functions employ 465 staff.

The main Trust headquarters are based at Newcastle-upon-Tyne where the
control complex and other administrative offices are situated; throughout the
region there are 63 Trust locations including 51 ambulance stations

Number of
Organisational Sites

Healthcare Business Emergency Ambulance Services and Patient Transport

KSF Implementation

Initially the organisation delivered KSF staff awareness sessions and implemented a paper appraisal system.
This was replaced by e-KSF because the Trust identified that targets around appraisals were not being met and
required a system that was capable of reporting appraisal activity centrally.

The key challenges that the organisation faced when implementing e-KSF were:

1 Resistance to change — some service areas were reluctant to move away from the paper based
appraisal system

1 Resistance to change - some service areas / staff groups tried to ignore the implementation of the KSF
process hoping that it might disappear

1 Staff and managers accessed the system annually therefore required update training every time they
used e-KSF

9 Access to web based PCs in the Ambulance Stations was limited

Project Team

The HR & Workforce Development Directorate with the HR Director responsible for KSF at Board Level were
given the lead role in implementing e-KSF. The team consists of a Staff Side member, the Workforce
Development Lead, the Education Manager and administrative support. The Training Department is also
situated within this Directorate and it is considered that having close links with the HR team and the training
team contributed to the successful implementation of e-KSF.
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Method

The key elements of the implementation process were:

1 Setting a deadline for the switch over from paper to electronic based appraisals.

1 Delivering training to all staff in each department on the reviewer and staff functions of e-KSF. Training
was delivered to the Trust Locations initially and then to HQ staff.

1 Incorporating e-KSF training and setting targets for cascading the training to staff and completion of
appraisals in e-KSF into the Service Improvement Course (SIPS) that all Operational Managers attend.

1 Setting up a centralised monitoring system using e-KSF to track Operational Managers achieving the
targets.

To support the implementation process some centrally administered e-KSF functions are undertaken,
including:

1 Centralised inputting of all new post outlines for new job roles into e-KSF

1 Assigning of post outlines and reviewers to new starters. This is closely linked to and supported by
recruitment policy and processes.

The introduction of telephone support to answer questions and queries on how to use e-KSF.
Activation of the link between ESR and e-KSF to update staff and organisational structure information.

The appointment of a dedicated e-KSF coordinator.

Key Success Factors

The organisation’s key success indicators were:
1 Toreach 80% appraisal activity across the organisation.
9 To achieve Foundation Trust status.

1 To meet audit outcomes around staff appraisal and development.

The expectations of the organisation when implementing e-KSF were that:

1 The target of 80% appraisal rates would be achieved by April 2010.

1 That there would be more effective methods in place to feed the results of PDPs into the training
department to assist with planning for the following year’s training and therefore improved planning
for training budgets.

1 That the system would assist staff to know what learning opportunities are available, manage staff
expectations, support staff development and promotion and enable staff to know the reasons for not
getting on a course.
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Benefits:

North East Ambulance Service is now in the 3 year of using e-KSF and the current situation is:

1 Staff regularly access e-KSF to update their information.
7 Completed electronic appraisal rates of 70 —75% per year are being achieved.

1 The process for developing new post outlines in line with new job role development and assigning of
post outlines to new recruits is fully embedded within the recruitment process.

There are no appraisals completed on paper.

A new Education Website linked to PDP requirements has just been launched.

The organisation is able to report that the benefits of implementing e-KSF to the individual are:

1 That staff have more awareness of the development and training opportunities available within the
organisation.

1 Staff expectations can be managed more effectively and realistically.
1 The staff have clearer and more structured development and promotion opportunities.
1 The reasons for applications to courses being rejected are clearer.
1 The staff are more protected within the KSF process.
Next Steps

The next steps in the implementation process for the organisation are:

1 Toimprove the links between the PDP and the training department ensuring that all requests for
courses are identified on a PDP.

To further develop the Education Website and on-line booking facility.

To proactively manage the gateways and audit the quality of the reviews, focusing initially on the
gateway reviews.

Support

e-KSF was implemented successfully through:

1 Suiiort from the IT deiartment internalli. The IT deiartment secured fundini for a Wide Area

e_
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