




3rd  achievement for...
		    		     All of Our Stakeholders

Working with 
NHS Boards
We have Partnership Agreements with all NHS 
Boards.  The third generation continues to support the 
development of effective co-operation by establishing 
clear responsibilities, expectations and avenues 
of communication.  As we approach the revision of 
the agreements from April 2010, we have this year 
instigated formal review meetings with NHS Boards, 
which are proving helpful to both parties in furthering 
our mutual understanding of the contribution our 
services make to the efficient and effective operation 
of NHS services in Scotland.

We continue to be responsive to legislative requirements 
relating to the services we provide and have established 
dedicated Customer Support helpdesks to support 
our stakeholders.

Within dentistry, we have responsibility for clinical 
governance on behalf of NHS Boards. This, coupled 
with prior approval, provides a safeguard to patients  
and ensures a high quality, yet cost effective,  service 
to NHS Boards.

Our Strategy is to...

Strengthen stakeholder engagement at all levels, 
raising our profile and promoting our services to 
create new opportunities and to continue to promote 
business excellence through a range of initiatives:

   EFQM; 
   International Organisation for Standardisation (ISO); 
   Office of Goverment Commerce Standards for   
   Programme and Project Management; 
   Information Technology Infrastructure Library (ITIL); 
   Targets, benchmarks and audits.  

Continued improvement of our quality management 
systems has made a substantial contribution towards 
the reduction in service audit actions thus delivering 
improvements in our service.

stake . hol . der (noun)
a person such as an employee, 
customer or citizen who is involved 
with an organization, society and so on, 
and therefore has responsibilities towards 
it and an interest in its success

Our Achievements

We continually support NHS Boards and the Scottish
Government in the implementation of new policy. 
Some of our achievements during 2008/09 include:

the introduction of ePay to process AMS (Acute 
Medication Service) electronic claims delivered to 
Practitioner Services via ETP (electronic transfer 
of prescriptions); 
the development of a wide range of communication 
channels to support NHS Boards in delivering a 
successful AMS, such as:

establishment of a bi-monthly newsletter to 
all community pharmacists and relevant NHS 
Board staff;
establishment of a working group between 
Pharmacy IM&T facilitators and the ePharmacy 
Programme team, and  engagement in Pharmacy 
Champion days and NHS Board meetings; 
provision of guidance to help GP practices ensure 
AMS prescriptions are correctly produced. 

the introduction of new ophthalmic forms and 
version 5 prescription forms;
employment support allowance (ESA) for both 
dental and ophthalmic contractor groups;
the introduction of second stage NHS commitment 
for dentistry;
developing systems to handle changes in GP and 
dental superannuation rules;
updating Quality Management Administration 
System (QMAS) and supporting systems to reflect 
national Quality and Outcomes Framework (QOF) 
changes.

In our Customer 
Satisfaction Survey...

81% of respondants felt that 
queries were dealt with effectively.

92% of complaints were 
satisfactorily dealt with.
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Facts & Figures

We manage the registration of patients 
with NHS GP Practices on the Community 
Health Index (CHI) which supports around 
5.4 million patients.

We manage the transfer of approximately 
500,000 GP patient medical records 
across Scotland as well as to and from 
other UK countries.

With the reduction in prescription charges 
and prescription pre-payment certificates 
from 1 April 2008, almost 53,000 partial 
refund application forms were sent out 
and 34,000 cheques issued to patients.

We issued 367,275 prescription pre-
payment certificates, which were 
purchased by patients; an increase of over 
118% from the previous year.

There were 626,322  patients registered 
with community pharmacists for the Minor 
Ailment Service (as at  Sept 2008). On 
average 11.5% of those registered with a GP 
in Scotland are also registered for MAS.

There were 3,153,049 patients registered 
for General Dental Services (as at Sept 
2008).

We have increased dental reference referrals 
to patients by over 30% and approved 
treatment plans in excess of £30 million.

As part of the Patient Focus 
Public Involvement (PFPI) initiative, 
we worked with the voluntary 
sector to review a range of external 
correspondence to ensure it is clear 
and understandable for patients.

Over 80% of all patient interaction with the NHS is in a 
primary care setting. We provided a range of services
for patients on behalf of NHS Boards, for instance:

registering patients with GP practices; 
transferring medical records between GP 
practices; 
issuing medical cards;
processing and issuing prescription pre-payment 
certificates; 
processing and issuing maternity and medical 
exemption certificates; 
processing and issuing entitlement cards (for 
patients living in Scotland who are registered with 
an English GP); 
providing information on how to register with the 
Minor Ailment Service; 
providing information on pharmacies in your area 
who can dispense stoma products; 
processing your prescription when you hand it in 
at the pharmacy.

We monitored and reviewed payments made to 
contractors which included verifiying with patients 
that a service had been provided, thus ensuring that 
public money was being spent appropriately. 

We also looked at treatment given to a number of 
dental patients, selected at random, to make sure the 
treatment carried out was necessary and completed 
to a satisfactory standard. This is carried out by the 
Scottish Dental Reference Service. By carrying out 
checks, we are able to provide a quality assurance 
service to people receiving NHS dental treatment.

4th achievement for...
		    				           Our Patients



5th achievement for...
		    		                  Our Customers

Customer 
Satisfaction

cus . tom . er  serv . ice (noun)
assistance and other resources that a 
company provides to the people who use its 
products or services

Providing a line of help...

We are committed to ensuring that the service we 
provide is of a high quality and meets customer needs.  
Our Customer Care policy states that “Practitioner 
Services will strive to ensure that all customer 
requirements are satisfied or exceeded”.

We make accurate and timely payments to all NHS 
Pharmacists, Dentists, Opticians and GPs with accuracy 
levels exceeding 97%. While this is an excellent 
result, we recognise that some practitioners have 
questioned our payment accuracy and, therefore, we 
will be working on this aspect in the coming months.  

Our medical teams continue to do a significant amount 
of data quality work on the Community Health Index 
(CHI). While the focus of this is to ensure accurate 
payments, the by-product is of course an accurate 
national patient index (used by all NHS Boards). 
Last year we piloted direct registration on CHI with 
four NHS Boards for patients who did not have a CHI 
number. The lessons learned from this pilot will prove 
invaluable in the future.

The continuing implementation of ePharmacy services 
is designed to support delivery of the new community 
pharmacy contract and improve communications 
across the NHS healthcare teams. 

We listened to our dental and ophthalmic customers 
and made improvements to the process for returning 
incomplete or inaccurate claims sent to us.

We continue to meet all our agreed targets to our 
stakeholders whilst continuing to provide a high 
quality service that meets the needs and demands of 
our customers and stakeholders.  

This is demonstrated through the positive
feedback we received in our annual 
Customer Surveys. We are proud of the 
fact that by meeting our efficiency 
targets, we are ensuring that there 
is more money available for direct 
patient care.

A Spotlight

Dental & Ophthalmic have re-established their 
customer services team to strengthen the support 
and guidance given to the Dental & Ophthalmic  
profession. This has involved the restructuring of 
our knowledge and skill base including several new 
appointments to a team of six staff managed by a 
customer services manager. 

The team has a good mixture of business knowledge 
and proven customer service skills with a fresh outlook 
on the delivery of a customer focused service.  

The team will be responsible for:

delivering an educational programme that supports 
dentists, opticians and their staff, to ensure that 
payments are paid accurately, on time and in 
accordance with NHS Regulations;
providing a first point of customer contact through 
the helpdesk to support dentists, opticians and 
NHS Boards across Scotland, ensuring a high 
quality of service which meets the needs of our 
customers;
analysing current rejection trends, frequently 
asked questions from practitioners, non payment 
queries, adjustments and so on, to assist in 
improving the quality of information received and 
reducing the number of queries and rejections;
provision and publication of content for website;
providing a link between our stakeholders and the 
dental and ophthalmic teams, sharing feedback 
and ideas that will contribute towards developing 
initiatives to improve the service and meet the 
needs of our customers.

Photograph bottom right: Dental & Ophthalmic Customer Services team (left to right) Dianne 
McKain, Sonia Gregson, Allan Tennant, Linda Clelland, Katie Matthews and George Anderson



6th achievement for...
		    			                 Our Staff

With the implementation of the NHS Knowledge and 
Skills Framework (KSF) we have made sure that all 
our staff have an agreed set of knowledge and skills 
for their post, which provides a clear starting point for 
their review and development. Greater clarity over the 
skill requirements for each of our staff allows us to be 
sure that everyone is given the same opportunity to 
develop, resulting in an improvement in the services 
we deliver.

Learning and Development has also been linked to 
business objectives and values in order to develop 
the individual to meet future career aspirations, build 
our capabilities for the future and also to improve the 
performance of the organisation.

Investors in People (IiP) is the national standard which 
sets out the level of best practice in the training and 
development of people in order to enhance 
business performance.  Following accreditation in 2005, 
we were successfully re-accredited in May 2008 as 
an IiP organisation. We were particularly pleased 
when our assessment demonstrated not just that 
“good practice” is clearly established across all ten 
of the IiP indicators but also that some areas of 
“excellent” and “exceptional” practice are developing.

Over the past year we have encouraged staff to get 
involved in charity initiatives as we recognised that this 
can have a positive effect on staff development, as well 
as benefiting the communities in which we work, by 
bringing new skills learned back into the workplace.

Developing 
our People

 

A Spotlight

Facts & Figures

Over 58,000 (37%) employees from across 
NHSScotland responded to the biannual national 
survey which was sent out in October 2008.  The 
staff survey focuses on how staff feel they are 
managed and invites employees to share their 
views and experiences of working for the NHS.

Within Practitioner Services, 95% of our people 
returned the survey and said:

“I am happy to go the extra mile at work when 
required”

“I am clear what I am expected to achieve in my 
job”

“I feel that my organisation is committed to 
customer service”

“There are sufficient opportunities for me to 
receive training to improve my skills in my current 
job”

staff (noun)
a set of people, such as employees or volunteers, 
within an organisation

Investors in People 
Re-accreditation 2008

“I recognise the commitment necessary to 
adhere to the rigorous standard set when 
Practitioner Services first became an Investor in 
People.  Your continued success is a testament 
to your management and employee team and 
the effort that you have together invested in 
pursuit of improvement”   

H H Rissmann OBE
Chairman, Investors in People Scotland    

89%

78%

88%

70%

Photograph bottom middle: Douglas McIlraith
Business Change Manager, Medical

“After 22 years and a variety of roles in Pharmacy,  I 
recently made the move to Medical as one of three 
Business Change Managers.

Over the past 3 years, in order to broaden my horizons, 
I took up a couple of secondment positions, allowing me 
to understand and experience the whole organisation at 
a different level. 

These secondments gave me the 
opportunity to develop and to 
determine which direction my 
career path would follow.

Medical will experience change in 
the coming years and I hope to 
utilise both my own personal 
experience and that of Pharmacy 
changes to fulfil my role, to 
ensure a smooth and successful 
transition for both staff and 
business within Medical”.



Reducing our 
impact on the 
environment

Relocation

In May 2008, our office at Stevenson House in 
Edinburgh was relocated to our main Gyle Square 
office. This enabled us to review service provision 
and make changes that benefited service delivery 
across all streams.  As part of our ongoing property 
strategy, we are looking to move our remaining 
Edinburgh office at Elliott House into Gyle Square in 
September 2009.  It is anticipated that our Glasgow 
offices will co-locate along with other NSS Divisions 
into a single site in September 2010. This will enable 
us to reduce our building estate and therefore our 
environmental impact.

As with all public sector organisations, we are 
required to make annual efficiency targets. This 
provides us with the opportunity to review our ways 
of working by:

	 sharing printer resources;
	 reducing paper usage;
	 video conferencing to save travel costs;
	 enhancing our web services;
	 use of national contracts for 
	 cost effectiveness. 

en . vir . on . ment (noun)
1.  the conditions that you live or work in and 
the way that they influence how you feel or how 
effectively you can work

2.  the air, water and land in or on which people, 
animals and plants live

Switch it off
As part of NSS, we are committed to reducing 
our carbon footprint and as such, we have 
implemented a range of energy saving 
initiatives, including asking all staff to switch 
off their pc monitors and hardware when not 
in use to reduce their CO2 emissions.

We have a strong 
commitment to: 

use Forest Stewardship Council approved 
recycled paper for Mouthpiece, FOCUS 
and ePharmacy News, the newsletters of 
Dental, Ophthalmic and Pharmacy;

given the geographical spread of 
Practitioner Services, there is a need for 
travel between sites - we actively encourage 
staff to consider their carbon footprint 
and encourage car sharing and the use of  
video-conferencing equipment.

7th  achievement for...
		    	  	          Our Environment

Photograph left middle: Gyle Square, Edinburgh



What we plan 
for 2009/10

Some priorities for us over the 
coming year
Property

As part of the NSS property strategy, we will be 
relocating pharmacy staff from Elliott House to 
Gyle Square.  This move will provide improved 
accommodation for the staff and also enable us to 
make some business process changes.

People

We will continue to put an emphasis on the 
development and training of our staff, some areas 
of training we will be focusing on will be customer 
awareness and Information Governance.  
 
Process

As part of our business planning this year, we will 
be undertaking reviews of some of our key business 
processes with a view to making them more efficient 
and more customer focused.  This will be part of a 
continuous quality improvement plan.
 
Partnership

We recognise that we can only really deliver 
effective services through partnerships with our 
customers and stakeholders.  This year will see the 
development of a new Partnership Agreement with 
NHS Boards, which will be a key element in our 
engagement strategy.  In addition, we will continue 
to work with Atos Origin Alliance to maximise the 
opportunities to develop our IT systems.
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Contacts

www.psd.scot.nhs.uk/

 Tel:  0131 275 6893

This publication can 
be made available in 
different languages, 
larger print, or Braille 
(English only).  For 
information on translation 
of this publication in your 
community language, 
please phone the number 
below:

If you have any queries or wish to discuss any aspect of this report, please contact:

Viv Thomson
Communications/Equality & Diversity Manager 
Practitioner Services
NHS National Services Scotland
Gyle Square
1 South Gyle Crescent
Edinburgh
EH12 9EB

telephone: 0131 275 6893
email:  viv.thomson@nhs.net




