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Our timetable for this session

3.30 Welcome and a short introduction to
IHM and learning

3.35 A resume of the programmes and
how they work

3.55 What are the key development issues
for you and how can these programmes
assist you — small group work!

4.15 — Q&A & possible next steps, action
points for your learning log, contacts and
thanks!
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Learning as core business for IHM

Why Is learning important for IHM?

Essential for the organisation to prove its
credentials as a professional body with
acceptable and demonstrable “educational
standards” that members are expected to
achieve at each stage of membership.

As a demonstration to non members in health
and social care of the importance of learning for
the service and the profession.
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Members and learners?

Members and non members learn with
IHM.

Increasingly our learners are becoming
members, this Is one avenue of growth!

Members always receive beneficial
discounts on learning!
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Frameworks

The creation of frameworks
Each with a range of integrated products
and programmes.
Each with the potential to expand In
response to members and market needs

Each with explicit mapping to NOS,
NHSKSF Dimensions and relevant

standards.

Each with learning outcomes, hours of
study and soon to be CPD mapped.
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Learning Iinto practice

Management theory is drawn from best
management practice.

Management education should focus on
the improving practice of managers.

Managers are the route to service
Improvement, development and delivery.

Patients and service users are the source
of service improvement, development and

delivery.
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MHSC Elements
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MHSC Elements

The MHSC e learning toolkit which supports managers in practice and
offer additional learning resources to managers on courses and to IHM
Members.

The Elements:
Managing Change
Managing Conflict
Mentoring
Coaching
Planning for Recruitment.
Personal Effectiveness Toolkit
Supervision
Appraisal
Procurement & Commissioning
Project Management
Managing meetings and Presentation skills (2007)

Access them on the website www.ihm.org.uk click on the professional
development and learning then the Elements programme tab.

From September 2007 IHM are offering Certification of use of elements for
individual managers. This completion certificate gives the managers details, the
element which has been worked on, the duration and amount of time spent by
the manager, the learning outcomes and the mapping. The cost for this service is
£30 per person per element and £15 for members.

From January Elements will be hosted in a different environment with additional
capabilities and more programmes which will grow over the year unfortunately
that will mean that IHM will begin to charge for these programmes. £60 for non

_members and £30 for members. Corporate packages are also available.
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Milestones

Milestones are sub modules of learning accredited by the
Open University.

They have been developed to provide easy access to
accredited learning for all managers and those who use
management skills and techniques and are available for
individual managers or through approved centres.

They are “bite sized” (50 hours of study for 5 M level CATS
points)

They are accessible through a dedicated web portal and will
be available from early 2007. www.mhscmilestones.org.uk

Milestones cost £200 each for non members and £150 each
for IHM Members.(£100 for approved centres)

The Milestones framework will be available for other
developers to increase the range and diversity of
milestones availability.

Centre approval documentation is now available.
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The range of milestones

Managing services

Managing service delivery

Managing service quality

The patient and service users voice (2007)
Managing finance

Budgeting (2007)

Costing (2007)
Managing your enterprise

Role of the enterprise manager

Organisational business structures and models(2007)

Managing organisational change and development (2007)
Managing information

Making information work for you

Organisational structure and information flow

Managing information (2007)
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Further Milestones and Module
updates

Managing people
Understanding People
Managing Performance 1
Managing Performance 2
Choosing Your Team and Managing Conflict
Managing Teams
Managing Change
Frameworks for developing a learning
organisation
What is effectiveness?
Developing Individual Effectiveness
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Further Milestones and Module
updates

The “Business and service planning” open learning module
of the materials will be updated later this year and will
develop from an existing 3 books to 5.

These books will also be made available as Milestones

Context and Strategy (new book)

Environment and Envisioning (updated and expanded)
The Political Context (new book)

Managing in a Competitive Environment (new book)
Resources and Planning (updated and expanded)

Scoping and mapping around Managing information is the
next module for updating

Proposed work with the EfM Reference Group on “The
Intelligent Client”
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Managing Health and Social Care Milestones: Summaries

organisational Structures and the Flow of Information

Milestone level:

W7 (England, Wales and Morthern Ireland) 11 (Scatland)

Managing Health and Social Care Milestones: Summaries

Making Information Work For You

Academic credit rating:

5 M-level credits

Milestone level:

M7 (England, Walas and Morthem Ireland} 11 (Scotland)

Length: & weeks (50 hours of study)

Academic credit rating:

5 M-lavel cradits

Contact: John Shanks {j.shanks@ihm.org.uk)

Length: & wizaks (50 hours of study)

Introduction

This Milestone focuses on one of the key detarminants
of whether, and how, Information s ciroulated Into,
out of and around an arganisation - e, 1ts structure
(bath formal and Informall. Structures shape wha
wiorks with whom, who talks towham and what
reporting and communication respans bilities peopls
have. However, most organisations of mare than a few
dozen people are complicated creations and may take
a cangderable amount of understanding and "getting
1o knowe, Cfferent people warking within the same
organisation aften have quite different Ideas abaut 1t
Morzover, arganisations in the same ing of business
often differ markedly from each other, even when they
ane equally successful.

Far mast managers, the basic nature of thelr
organisation s fied. Most of the time they have to
live with thelr organisation as It 1s, managing as best
they can within the corstraints that are Imposad on
their behaviour, while making the most of the
opportunities on offer. Once people are able to
appraclate how the structure of work shapes their
organisatizn and how It compares with possible
altemnatives, they are better equipped to alter and
Irmprove the structure within their area of work, This
will help them 1o deliver services mare effectivaly
and 1o move towards greater cross-boundary
Information-sharng. The fooks of the Milestanz &
on analysing how the structures within which people
work can elther help or hinder them In the effectve
management and delivery of the services for which
they are responsibla.

Milestone aims

+ To Introduce the language used In the analyss
of organisational structures and systems.

+ To consider alternative approach es to the
development of structures and to examine the
Impact of recent advances In Information and
cammunications technoloay on these madels,

» T explore different structural soluticns to
organisaticnal problams.

Crganisational Structures and the Acw of Nformation: Summarks 1
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= To analyse the structures that are required to
co-ordinate the core tasks within a specific area
of work, and to explors cpportunities for
Imipravement.

Learning outcomes
<n completion of the Milestane, you will be able ta;

= understand the language usad In the analysls of
structures and systems and recognise the Impact of
relationships on structures;

= propese alternative solutions o structural andior
system problems;

= appreciate Individual resistance to change and
uncertalnty;

= Identify the core tasks that are the rationale for your
area of work; and

= analyse how you can Improve the co-ordination and
flow of Information In your area of work through a
consideration of: the culture and climate Inwhich
yau wark; the extent of fit between the cora tasks
and the organisational structure; and your own
management style,

Indicative content
Thils mikstone compnsas threa sessions:

= What k structura?
= structural solutions to Informational Problems.
= The Flow of work and Information.

The Wwhat Is Structure? session focuses on a
formal definition of the terms 'structure’ and
'systems’. It conslders the Impact of relationships
on organisational structures.

The Structural Solutions to Informational Problems
session disousses the advantages and deadvantages
of different types of organtational structures, fior
axample hizrarchical modals, the functional chirmney
madel, the outcome-led structure and the matrx
miodel. The session also cansiders the application of
these modek to the leamers own area of work {to

Contact: John Shanks (j.shanks@ihm.org.uk}

Introduction

I today's NHS and soclal care organisations,
managers need an in-dapth knowledge of the
fundamental processes of Informaticn management —

gathering and analysing information, dedslon-making,

and developing and Implementing strateqles for
Introducing Information systems Into the workplaca,
I every service setting manadgers will nzad to:

» find scurces of reliable Information:

= axtract meaningful Informiation from raw data; and
= organise and present Information effectively.

In terms of freedom of Information, data protection and
thie sophistication of information technologles and
Investments, some national drivers make Informatizn
retrieval and 1ts appropriate use of central Importance
for accountability to service users and carers, and for
ascertaining what Is being achievad I terms of care
outoomes and organisatiznal performance.

Milestone aims

= To highlight the impartance of developing an
organisaticnal strategy for reviewing and planning
the use of Information sources.

= To explore the use of databases for storing,
organising and transfarrng data.

= To Introduce data analysls for the purposes of
planning, foracasting and decklor-making.

= To explore key Issugs arising from the
Implementation of the national Infarmation
strategies for health and social care,

= To book at the Implementation of a new Informaticn
system ata kocal lavel - from both 3 techinical and a
training and suppart perspactive.

Learning outcomes
on completon of this Milestane, you will be able to:
= axplain the need for an Information strategy and

raview and plan your use of human, textual and
electronic sources of Informatian;

« describe and use differant features and facilities
of databases and assass thelr usefulness when
preparing management Information;

= amiplay numercal analysis for turning dats into
Information;

= analyse the natlonal information strategles In
relation to your own area of work; and

= develop a strategy for Implementing 3 naw
Information system In your place of work.

Indicative content

This mikstone comprisas fiva sessions:

= Developing Good Sources of iInfarmation.
= organising Infarmatian.

= Finding Meaning In Cata.

= Corporate to Local Strategy.

= Implementstion and Bayond.

The Developing Good Sources of Information sesslon
axplores the need for a strategy for developing and
managing Information sources, It foouses on differant
sources of information - human, textual and
glactronkc — and Introduces research tachniques for
generating new Informaton.

The Organking Information session focuses on the use of
databases for storing, manipulsting and presanting data.

The Finding keaning In Data session explores
techniques for arganking and analysing data to
present patterns, cause-and-effect relationships,
trends and so on. The sesskon focuses on two types
of numerncal data analysis: one to support planning
(forecasting) and the other to support decklon-
making {statistical process control).

The Corporate to Local Strategy session considers how
changas In the organisational cimate, new pressures
on hiealth and sodal care organisations and
technolegical developrments have made a strategic
approach to Informatien essentlal. The session

MakIng Irfermation Wrk For You: Summarkss 1
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Managing Health and Social Care Milestones: Summaries

Managing Service Delivery

Milestone level:

M7 (England, Wales and Northern Ireland) 11 (Scotland)

Academic credit rating:

5 M-level credits

Length: & wieaks (50 hours of study)

Contact:

John Shanks (j.shanks@ibm.org.uk)

Introduction

Service dellvery takes place every time someong
telephones thelr local cound| and requests
Information about support services for alder pecple,
of whanever someona recelves an assessmeant, of an
occupational theraplst arranges for grab ralls to b
Iretalled In thelr bathroom, or a nurse dhanges thelr
dressing. A service |5 the provision of advice,
Information, diagricsls, treatment or support of any
kind. There Is a view, held by soma, that managers
are not needed In this process, that they reprasent an
unnecassary tier of bureaucracy and thersfore waste -
*better to spend the money on front-ine staff’. There
Is also the problem of 3 lack of consktendy In practice
—not Just of good and bad practice in different areas,
but ako of 3 postocde lotteny In the avallability of
services — and a ladk of Information about what is
avallable. Governmart policy bears directly on the
expectations that soclety has of Its services, dirsctly
ImpInging on service managers.

Fanagers In the public sector work within an xplidt,
palitically driven framework of legislation and policy.
Thelr ralz 15 to ergurs the accessibility and
appropriateness of services, and also to ensure that
those sarvices are delivered as effidenty and
effectively = possible, 1o the pecple wha need them
maost. The managerial role Is a very public activty,
with a variety of stakehalders and governmant
agencles monitoring and comparing practica.

Milestone aims

+ To lderitify the key political drivers that shape both the
work of serdce managers In haalth and sodial care
and the expactations that pecple bring o the sendce.

+ To prasent the main 1ssues ansing from national
polkles.

+ To book at process design improvernant as a madel
for increasing the efficlency and effectivensss of
sarvice dellvery systems.

Institute of
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= To examine spedfic techniques for Increasing
capacity and efficlancy.

» To analyse the process management Issues
Influencing effactive working across managemant
and organizational boundaries, Including the need
for a clear specfication of service to Improve
Joint working.

Learning outcomes
on completion of this Milestone, you will be able to:

» describe and analyse the impact of spedfic policles,
performance measures and sewvice standards that
are relevarit to your service area;

= critically evaluate the efficlency, effectiveness and
valua base of your work;

= 52t up systems to review the effidlency, quality and
equality of samvizes In a changing enviranment; and

» develop your role In relation to health and sodal
care processes and cross-boundary working.

Indicative content
This Milastane comprises three sessions:

+ Cutcomes and Performance.
* Managing Processes.
* Managing and Co-ordinating Systems.

The Outcomes and Ferformanice sesslon axamines the
natlonal policy Inltistives that provide a framework
within which sarvice managers are required 10 review
the purposes of thelr service provision and Improve its
outcomes. it also conskders the core concepts that
underpin the practice of haalth and sodial care
management, particularly In relation to effldency,
affecivensss and managemant cortrol, Finally, the
sesslon looks at the tachniques used for obtaining
feedback and Improving cutcomes through user and
patlant Invalvement and em powarment.

Manigirg Serdce Delveny surmariss 1
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Managing Senvice Quality

Milestone level:

M7 (England, Wales and Morthern Irzland) 11 (Scotland)

Academic credit rating:

5 M-level cradits

Length: 6 weeks (50 hours of study)

Contact:

John Shanks (j.shanks@ihm.org.uk)

Introduction

Health and soclal care Is not Just about making the
righit dedslons conceming people’s care. Patients,
serdice users and carers are all often worrled, ansous,
stressed and frightened, and these feelings are
exacerbated by long walts, Insuffident information,
Irsensitivty to their needs and poar facilitizs. Under
naorrmal crcumstances, pecple might be able to cope
with a long walt In a supermarket, the showers not
wiorking In a sports centre, of 3 patronlsing bank
manager —all examples of paor guality In ather
service organkations. Patlents and sarvice usars,
haowever, may not b= so rasilient, and their
axperiences — good or bad - can remain with them
for tha rest of their ives. an important part of the
role of health and sodlal care managers &, therefore,
o Improve the quality of thase experences.

I recent years, many govermniment publications have
stressed the Importance of quality In health and sodal
care, for example:

« A First Class Service: Quality in the new NHS
addressed a range of quality Esues, induding dinical
aovemance and evdence-based practice.

» The Modarnising Sodal Sanvices White Paper ako
focused an quality In social care.

s The "Quality Protects’ programme addrassed qualty
I chilldren’s services.

» The odarn Local Govarnmeant White Faper
Introduced the concept of “bast value'.

» The WHS Fan has a great deal to say about quality
In the health senvice.

Milestone aims

» To define quality In the contaxt of the health and
soclal care agenda, and to examing the relationship
between quality and equity and cost.

+ To explore, through modelling, technigues fior the
analysis and Improvernant of serdica gquality.

» T examine the process of daveloping, maonitoring
and avaluating quality standards.

= To axplore the core concepts of quality management.

= To analyse dinical governance and the Excellence
Modal 33 approaches to systematic quality
Management.

Learning outcomes
<n completion of the Milestane, you will be able ta;

= define quality and desaribe its significance for health
and sadal cara - both In general and In your area of
activity In partioular — In the context of quality,
aguity and cost;

= apply Parasuraman's gap analysis model in order to
Identify root causes of poor quality sendces;

= develop service standards for your area of activity
and Identify processes for monitoring and evaluating
service quality; and

= LE2 core concepts of quality management, the
principles of clinical governance andsaor the
Excellence Madel to carny out self-assessment of
yaur area of work.

Indicative content
This mikestone comprisas threa sessians:

= Quality In services,
= satting and Maasunng standands,
= Quality managament.

The Quality In Szrvices session consldars the definition
and Importance of guality In the context of health and
soclal care service provision. It examines the differant
dimersions of quality - from the parspective of sarvice
Lsers, senvice providers, commissioners and the
general public. Finally, It explores the relatiorship
between perception and expectation.

The Setting and Measuring Standards session defines
the role of standards In serdce quality and Introduces
a framawork for implementing gualtty standands. 1t
cansiders the procass of developing standards and
assoclated montorng proceduras.

Managing Savke Quality: summarkes 1




Typical project areas

Improving the quality of the videofluoroscopy service to
service users

Review the quality of the protected time programme and
make recommendations to ensure effective delivery of
appropriate training to meet the needs of G.P. Practices

To review current quality procedures in the SVQ centre for
care and identify requirements in line with City & Guilds
and quality issues and recommended improvements.

Re-provision of the sterile fluids manufacturing unit
Development of the Cancer Services User Group

The development of base line information to support a draft
service plan

Gaining stakeholder support for the funding of new
physiotherapy treatment devices

Implementation of personal development review process
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More project titles
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Managing heart failure patients across primary & secondary care interface
— a challenge

Maximising theatre efficiency within the identified operative sessions
Developing, piloting and evaluating a referral screening system

A review of heart failure services — do they meet national standards and
how can they be improved for the future?

Developing the nursing team

An assessment of the approaches to user involvement in the women’s’ &
children’s care group and the introduction of appropriate methods such as
a user forum within a selected area

A baseline assessment of clinical governance in the primary care directly
managed services of the PCT

Intravenous antibiotic therapy at home — an action learning study
Implementing the patient journey

The management of a project team, in the assessment of the Speech &
Language Therapy requirement to Critical Care Services

The impact of change on the coronary care team

A collaborative project to create information videos on breast screening for
women from South Asian and Chinese communities
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Your projects and objectives!

In your groups identify some key areas for
development that you or your organisation are
required to undertake:

These may consist of many components and
opportunities

They will all need sound information systems to ensure
that the needs are clearly identified.

They will need sound feedback to analyse what benefit is
being derived from your project.

They will all need clear stakeholder involvement,
commitment and consultation.

They will need the best of service design and quality
standards.

How will you be managing all of this?
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The offer from IHM

In your groups consider the opportunity:

Milestones & Elements programmes offer you to
support and develop your work objectives.

Milestones offer each individual to expand formal
work-based learning by enhancing expertise In
discrete areas

To improve the prospect of success in the
projects identified.

To offer you or your managers OU Masters level
credits linked to the NHS KSF Dimensions and
levels and the Scottish LQF as part of an
iIndividuals CPD.
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Contact detalls

The Institute of Healthcare Management
www.ihm.org.uk for membership details,
18-21 Morley Street, London SE1 7QZ

MHSC Milestones accessible from
Wwww.mhscmilestones.org.uk

John Shanks Head of Learning —
|.shanks@ihm.org.uk 07876566725
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