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Remote and rural
Integration
Quality improvement



NHS HIGHLAND (Highland Council and Argyll & Bute Council Areas)
nActual and projected number of people aged over 75: 1981 to 2031
Source: General Register Office for Scotland
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Scottish context: Integration
Whole system improvement
Collaboration & engagement 
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Cost and quality of experience

Self care

Supported self care

Care at home

Hospital at home

Residential care

Acute Care
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Lead agency model
April 2012

Integrated joint board
April 2016

Public Bodies (Joint Working) (Scotland) Act 2014 



March 2012 
5 year Partnership Agreement signed



1,400 adult care 
staff

200 
NHS staff

£89 million 
budget

£8 million 
budget

Transfer of Resources



The Lead Agents

Adult Services Children Services

• Delivered by NHS 
Highland through a 
commissioning 
arrangement  BUT ….

• Responsibility remained 
with Highland Council

• Delivered by Highland 
Council through a 
commissioning arrangement   
BUT ….

• Responsibility for children 
services remained with NHSH 
CEO being held accountable 
in public by SGHD





Developing QI capability

• Lean leadership training Virginia Mason

• North East Transformation System

• Tees Esk & Wear Valley

• Developing capability and capacity

• Whole system approach

• Board member engagement





Rapid Process
Improvement Workshops



Whole team engagement



‘An “I have to” mindset forfeits
choice and generates feelings of 
powerlessness,
whereas an “I choose to”
mindset exercises the power and
courage inherent in choice.’

Kate Hilton, JD, 

Faculty for the Institute

for Healthcare

Improvement,
Boston

ihi.org/resources/Pages/
IHIWhitePapers/IHI-Psychology-of-
Change-Framework.aspx.



New models of working



Team Huddles



High quality costs less



Value management

+ +

Data on 
cost & 
quality

Performance 
Improvement 

Methods

Management 
System

Continuous Value Improvement @ 
the Front-Line
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Team respiratory 7A





7A Resource Utilization…

15.1% 

£832

£732

£621



7A Resource Utilization – number of patients seen

58.6
66.1

73.2



Length of stay 
reduced from 282 
days to 31 days!

EDHome



An art, a 
science, a 

conscience  
and a skill!

EXPERIENCE

Changing services:
community engagement
and consultation



Conflicts: sociology

Two types of conflicts

• Conflicts dealing with facts (true/not true)

• Relatively easy to resolve through effective 
communication and sufficient information exchange 
to create evidence base of knowledge

• Conflicts dealing with choices/values (agree/not agree)

• ‘Complex’ as based on different value judgements

Being right is not enough!



A system to make it easy for clinicians 

and clinic staff to say,

"Yes, you can attend via a video call."



Working with the third 
and voluntary sector



hello@adementiafriendlycommunity.com

The DEMENTIA FRIENDLY COMMUNITIES Collaborative 
includes cross-sectoral representation from Highland health 
and care providers, people with dementia, family
carers, Alzheimer Scotland and local 
businesses.  It is chaired by local Councillor 
Deirdre Mackay, who is determined to see 
her local area become a ‘beacon of
excellence’ for dementia support.

mailto:hello@adementiafriendlycommunity.com


DEMENTIA FRIENDLY COMMUNITIES is a not for profit social enterprise based 
in the Scottish Highlands.  Their vision is ‘for communities in the Highlands and 
beyond to embrace the challenges faced by people with dementia and their 
families, enabling them to live life to its full potential’.





What we have learnt:

• Single management with a single agreed budget is key to success

• We simply do not understand the complexity of each others business

• Integration is not just about health and social care

• Professional anxieties around roles can be a barrier to change

• The current models of care are not sustainable

• We must genuinely engage people in order 

to make change

• Communities can be very resilient 



Thank you!




