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Improvement Challenges for 
Healthcare Systems

1. Health

2. Quality

3. The effective use of resources

4. Integration of service delivery



NHS Scotland 
PRIMARY

999 Calls: 0.5m New: 2.8m
Non Emergency: 1.8m Repeat: 8.5m

Calls: 0.7m
  

Treatments: 3.5m
Admissions: 0.5m Admissions: 0.2m Discharges: 0.4m

px items: 72.2m

New: 1.4m
Repeat: 0.1m
 

Contacts
New: 7.2m
Repeat: 13.1m
Activity: 6.3m

Tests: 0.9m OOH: N/A Discharges: 0.7m

New: 24.1k
Discharges: 0.6m Deaths: 28k

Hours: 27m

Attendances: 3m

KEY
Admissions: 59.5k Level of contacts

10 - 100 million
1 - 10 million

discharges: 49.1k Deaths: 10.6k 100k - 1 million
0 - 100k
Unknown

COMMUNITY

ACUTE

Self to A&E: 0.9m

Outpatients/Nurse 
Clinics/AHPsAmbulance Service

NHS24

Dentists
Emergency IP Elective IP Day Cases

Pharmacy

A&E
AHP
N/A

GP Practice

Discharges from    
HospitalOphthalmics

Discharge

Intermediate Care
N/A

Day Patients
Residence Death

Death

Home Care

Day Care

Care Home

Health
Incidents

Self Care
Non NHS care (e.g. private)
other UK NHS

Transfers
0.2m



Innovation and Improvement

“As different countries have gone different [reform] 
routes, a hard reality has emerged:  

Health care improvement starts from the ground up.  It 
requires tenacious work to understand what does and 
does not work in real life and the engagement of 
countless providers and patients, institutions and 
communities.” 

Source:  David Naylor et al, OECD Conference, 
Ottawa, 5 November 2001
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