Readiness Checklist for Mental Health 24/7 - CTM

Key Criteria successfully met
Criteria approaching compliance but concerns remain
Criteria not met
16/02/2023 24/02/2023 08/03/2023 24/03/2023
Area Critical Risk to Successful Delivery
ref |Critical Issues
1 Workforce Sufficient qualified staff to provide a sustainable service  (First
phase non 24/7 ) (Second
Phase 24/7) Date to be
agreed- rota must be 24/7 with sufficient staff to answer calls i.e.
above 85%
2 Workforce Staff suitably trained and received induction ie suicide awareness,
telephone consultation skills, Adastra training etc
3 Estates Accomodation sourced for MH hub/s
4 Technical/telephony Adastra installed on machines and sufficient Adastra licences
available
5 Technical/telephony Sufficient IT and telephony kit available (need to ensure any remote
workers have ful telphony capabilities i.e. ability to answer calls as if
they were in hub, voice recoring
6 Telephony system Ability to queue calls ( where multiple hub locations are chosen the
ability to have telephony system acting as one hub)
7 Telephony system Ensure there are sufficient DDIs (phone lines) 4 English 4 Welsh
delivery lines
8 Telephony system IVR Messaging re 111 Press 2 in place
9 Telephony system Ability to voice record calls
10 [Telephony system Tagging of border patients undertaken pre launch
11 [Telephony system Professional line in place
12 |Pathways Sufficient 24/7 medical support to provide advice on physical health

conditions if required




13  |Pathways Set defined pathways agreed to connect with all services within
health board ie CAMHS, learning disabilities etc

14  |Pathways Agreed Triage tool in place

15 |Escalation Escalation processes agreed and signed off jointly ahead of launch

16 |Patient Flow SOP/Service spec for management of patients and call flow all in
place and agreed

17 |Communications Detailed Comms Plan in place

18 |Governance MOU in place between WAST and Health Boards




