NHS STANDARD CONTRACT 2017/18 and 2018/19 PARTICULARS (Full Length)

SCHEDULE 4 - QUALITY REQUIREMENTS

A. Operational Standards

	#
	Operational Standard
	Threshold
	Method of Measurement
	Consequence of Achievement / Breach
	Timing of application of consequence

	1
	Percentage of urgent referrals triaged within one calendar day of receipt 

	100%
	Measured each month via provider submission of the Service Quality Performance Report detailed in Schedule 6A
	Where the percentage of urgent referrals triaged within one calendar day of receipt achieves the threshold in any calendar month, 0.xxx% of the contract value will be paid to the provider  
	To be confirmed

	2
	Percentage of routine referrals triaged within one calendar day of receipt 

	95%
	Measured each month via provider submission of the Service Quality Performance Report detailed in Schedule 6A
	Where the percentage of routine referrals triaged within one calendar day of receipt achieves or exceeds the threshold in any calendar month, 0.xxx% of the contract value will be paid to the provider  
	To be confirmed

	3
	Percentage of Service Users directed back to their GP as inappropriate, with advice and guidance noted on the form
	4%
	Measured each month via provider submission of the Service Quality Performance Report detailed in Schedule 6A
	Where the percentage of Service Users directed back to their GP as inappropriate achieves or is below the threshold in any calendar month, 0.xxx% of the contract value will be paid to the provider  
	To be confirmed

	4
	Percentage of Service Users attending an urgent first appointment within 7 calendar days of receipt of 
referral 

	100%
	Measured each month via provider submission of the Service Quality Performance Report detailed in Schedule 6A
	Where the percentage of Service Users attending an urgent first appointment within 7 calendar days of receipt of 
referral achieves the threshold in any calendar month, 0.xxx% of the contract value will be paid to the provider  
	To be confirmed





	#
	Operational Standard
	Threshold
	Method of Measurement
	Consequence of Achievement / Breach
	Timing of application of consequence

	5
	Percentage of Service Users attending a routine first appointment within 14 calendar days of receipt of 
referral 


	95%
	Measured each month via provider submission of the Service Quality Performance Report detailed in Schedule 6A
	Where the percentage of Service Users attending a routine first appointment within 14 calendar days of receipt of 
referral achieves or exceeds the threshold in any calendar month, 0.xxx% of the contract value will be paid to the provider  
	To be confirmed

	6
	Percentage of Service Users who Did Not Attend (DNA) a 1:1 appointment 
	10%

	
	Measured each month via provider submission of the Service Quality Performance Report detailed in Schedule 6A
	Where the percentage of Service Users who Did Not Attend (DNA) a 1:1 appointment achieves or is below the threshold in any calendar month, 0.xxx% of the contract value will be paid to the provider 
	To be confirmed

	7
	Percentage of Service Users who Did Not Attend (DNA) a group appointment
	10%
	Measured each month via provider submission of the Service Quality Performance Report detailed in Schedule 6A
	Where the percentage of Service Users who Did Not Attend (DNA) a group appointment achieves or is below the threshold in any calendar month, 0.xxx% of the contract value will be paid to the provider
	To be confirmed

	8
	Percentage of Service Users who cancel a 1:1 appointment
	7%
	Measured each month via provider submission of the Service Quality Performance Report detailed in Schedule 6A
	Where the percentage of Service Users who cancel a 1:1 appointment achieves or is below the threshold in any calendar month, 0.xxx% of the contract value will be paid to the provider
	To be confirmed

	9
	Percentage of Service Users who cancel a group appointment
	7%
	Measured each month via provider submission of the Service Quality Performance Report detailed in Schedule 6A

	Where the percentage of Service Users who cancel a group appointment achieves or is below the threshold in any calendar month, 0.xxx% of the contract value will be paid to the provider
	To be confirmed



	#
	Operational Standard
	Threshold
	Method of Measurement
	Consequence of Achievement / Breach
	Timing of application of consequence

	10
	Percentage of Service Users who had their appointment cancelled by the provider for non-clinical reasons
	3%
	Measured each month via provider submission of the Service Quality Performance Report detailed in Schedule 6A

	Where the percentage of Service Users who had their appointment cancelled by the provider for non-clinical reasons achieves or is below the threshold in any calendar month, 0.xxx% of the contract value will be paid to the provider
	To be confirmed

	11
	Percentage of Service Users completing a validated clinical outcome survey (e.g. MSK-HQ, PROMS) at the start and end of their care pathway
	75%
	Measured each month via provider submission of the Service Quality Performance Report detailed in Schedule 6A

	Where the percentage of Service Users completing a validated clinical outcome survey (e.g. MSK-HQ, PROMS) at the start and end of their care pathway achieves or exceeds the threshold in any calendar month, 0.xxx% of the contract value will be paid to the provider
	To be confirmed

	13
	The average New to Follow-up contact ratio for Service Users receiving 1:1 appointments
	1:3
	Measured each month via provider submission of the Service Quality Performance Report detailed in Schedule 6A

	Where the average New to Follow-up contact ratio for Service Users receiving 1:1 appointments achieves or is below the threshold in any calendar month, 0.xxx% of the contract value will be paid to the provider
	To be confirmed

	14
	Percentage of Service Users referred for diagnostic investigations 
	5%
	Measured each month via provider submission of the Service Quality Performance Report detailed in Schedule 6A

Includes referrals to all providers
	General Condition 9
	As per General Condition 9





	#
	Operational Standard
	Threshold
	Method of Measurement
	Consequence of Achievement / Breach
	Timing of application of consequence

	15
	Percentage of Service Users referred to Secondary Care (Orthoapedics, Pain Management and Rheumatology)
	5%
	Measured each month via provider submission of the Service Quality Performance Report detailed in Schedule 6A

Includes referrals to all providers

Excludes Red Flag / 2ww referrals 
	General Condition 9
	As per General Condition 9

	16
	Percentage of Service Users referred to Secondary Care Orthoapedics who subsequently had a procedure
	80%
	Measured each quarter via audit and reported via provider submission of the Service Quality Performance Report detailed in Schedule 6A

Includes procedures within all providers
	General Condition 9
	As per General Condition 9

	17
	Percentage of Service Users referred to Secondary Care who met the Effective Commissioning Imitative (ECI) criteria for South West London
	100%
	Measured each quarter via audit and reported via provider submission of the Service Quality Performance Report detailed in Schedule 6A

Includes procedures within all providers
	General Condition 9
	As per General Condition 9

	18
	Percentage of Discharge Summaries entered into practice clinical systems (detailing the assessment, diagnostic tests, treatment plan, medication and investigations) within 7 calendar days of a Service User’s discharge
	100%
	Measured each month via provider submission of the Service Quality Performance Report detailed in Schedule 6A

	Where the percentage of Discharge Summaries entered into practice clinical systems (detailing the assessment, diagnostic tests, treatment plan, medication and investigations) within 7 calendar days of a Service User’s dischargeachieves the threshold in any calendar month, 0.xxx% of the contract value will be paid to the provider  
	To be confirmed



	#
	Operational Standard
	Threshold
	Method of Measurement
	Consequence of Achievement / Breach
	Timing of application of consequence

	[bookmark: _GoBack]19
	Percentage of Service Users completing the Family & Friends Test

	30%
	Measured each month via provider submission of the Service Quality Performance Report detailed in Schedule 6A

	Where the percentage of Service Users completing the Family & Friends Test achieves or exceeds the threshold in any calendar month, 0.xxx% of the contract value will be paid to the provider  
	To be confirmed

	20
	Percentage of referring practices completing the referrers survey

	30%
	Measured each six months via provider submission of the Service Quality Performance Report detailed in Schedule 6A

	Where the percentage of referring practices completing the referrers survey achieves or exceeds the threshold at the end of six months, 0.xxx% of the contract value will be paid to the provider  
	To be confirmed




	#
	Operational Standard
	Threshold
	Method of Measurement
	Consequence of Achievement / Breach
	Timing of application of consequence

	21
	Place holder for Equality Act 2010 / Access Operational Standard
	
	
	
	

	22
	Place holder for Mandatory Training Operational Standard
	
	
	
	

	23
	Place holder for Incident Reporting Operational Standard
	
	
	
	

	24
	Place holder for locations of service Operational Standard
	
	
	
	

	25
	Place holder for F2F v. Group v. Telephone Ratio Operational Standard
	
	
	
	







