National Ambulance Service

Human Resources
– People Plan
2016-2020

Produced with the assistance of :

Contents
Introduction

2

Strategic Context

2

HSE Corporate Plan

3

HSE People Strategy 2015-2018

3

NAS Vision 2020

5

Developing Our HR People Plan 2016-2020

6

Our Culture and Values

6

Our Approach

7

Our HR People Plan Deliverables

8

Section 1: Leadership & Culture

8

Context

8

Action Plan

11

Section 2: Staff Engagement

13

Context

13

Action Plan

13

Section 3: Learning & Development

16

Context

16

Action Plan

17

Section 4: Workforce Planning

19

Context

19

Action Plan

20

Section 5: Evidence & Knowledge

21

Context

21

Action Plan

22

Chapter 6: Organisation Design and Performance

23

Context

23

Action Plan

24

Section 7: Partnering

26

Context

26

Action Plan

26

Section 8: Human Resources Professional Service

27

Context

27

Action Plan

28

Appendix 1: Health Services Employee Survey – Summary Findings

29

National Ambulance Service Human Resources – People Plan 2016-2020

1

Introduction
The National Ambulance Service (NAS) are pleased to present our HR People Plan for the period 20162020. This Plan outlines the key areas of focus from a HR perspective for the next five years.
The NAS has made considerable progress in recent years in implementing a significant reform agenda
whilst continuously striving for high performance and efficiency in the delivery of our services. Our
people have played a pivotal role in our accomplishments to date, and they will be central to the
ongoing success of the service into the future.
The vision of the NAS is to support the health and wellbeing of our community by providing clinical
care and transport to our patients in a professional and compassionate manner. We work in close
partnership with the wider health and social care services to ensure our healthcare services are seamlessly
delivered to the people of Ireland.
In order to ensure that this vision is brought to life, we depend on our people’s commitment to patient
centred service delivery, and this is a fundamental feature that underpins our HR People Plan.

Strategic Context
The Government’s health reform programme, Future Health – A Strategic Framework for Reform
of the Health Service 2012-2015, is built on four key inter-dependent pillars of reform: Health and
Wellbeing; Service Reform; Structural Reform and Financial Reform. We have developed our HR People
Plan against the backdrop of this reform programme, for the period 2016-2020.
In developing our HR People Plan, we have ensured that our priority areas of focus are aligned to the
goals of the health reform programme and supportive of the overall strategic direction of the HSE, as
outlined in the HSE Corporate Plan 2015-2017 and the Health Services People Strategy 2015-2018.
Our own NAS strategy, Vision 2020, has also guided our priorities in developing our HR People Plan.

HSE Corporate
Strategy 2015-2017

HSE People
Strategy 2015-2018

NAS “Vision 2020”

NAS HR People
Plan 2016-2020

‘Future Health’
Reform
Programme
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HSE Corporate Plan
The HSE Corporate Plan 2015-2017 sets out how the HSE aim to improve the overall delivery of
health services over the life of the plan. It gives a broad sense of the strategic direction of the health
services, and what we collectively hope to achieve. The Corporate Plan encapsulates the core Values
of the health services: Care, Compassion, Trust and Learning. As a Health Service provider, we are
committed to ensuring our people in the NAS live by these values and influence our attitudes and
behaviour towards those to whom we provide services and with whom we have professional contact.
Each year, the National Service Plan sets out the detail of actions and resources to support implementation
of the HSE Corporate Plan. It provides both a framework to support service delivery and a structured
approach to performance management, assurance and how we measure our success. Implementation
of the National Service Plan in the NAS is supported through our operational plan, and is also linked
to the Accountability Framework reflecting how we will be held to account for our performance in
relation to key priority areas including access to services, the quality and safety of those services,
managing performance within the financial resources available and by effectively harnessing the
efforts of our overall workforce.
The HSE Corporate Plan is embedded in the wider ongoing health reform programme, which includes
the establishment of Hospital Groups and Community Healthcare Organisations to encourage delivery
of an integrated quality model of care. While the Corporate Plan focuses on integration of services
across hospitals and communities to make it easier for people to access health services, the reform
programme drives the delivery of person-centred, integrated care across the health and social care
services and better outcomes for patients and service users. The model of care which we provide must
be fit for purpose and the best that it can be. Provision of care must be integrated by providing better
and easier access to services for the public which are close to where people live. Services are being
re-organised to ensure they are delivered in the most appropriate way. To drive health service reform
within the NAS we have developed a model of service delivery that puts the patient at the centre of
everything we do, and this is encapsulated in our strategy, Vision 2020.

HSE People Strategy 2015-2018
The principles underpinning the health reform programme will require HR within the HSE and the
health services to play an active leadership role working collaboratively and effectively with all
relevant stakeholders. HR is instrumental in a number of key organisational design and development
deliverables to ensure the success of the health reform programme, while also meeting the objectives
of the wider Public Sector Reform by ensuring:
u

the appropriate governance arrangements are in place at all times during the process

u

the structural reforms will not lead to duplication or the creation of unnecessary management
tiers or numbers

u

there is a clear focus on the development and improvement of frontline services

u

the implementation of change does not compromise the delivery of high-quality,
safe and sustainable services

u

there is support for the Services in the delivery of performance management/improvement

u

a high level of collaboration and consultation with stakeholders, including the staff associations,
on the design and implementation of the health structures
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Currently the HSE HR function is going through a period of restructuring to enable it to best support the
organisation as it undergoes structural reform in line with the Government’s health reform programme.
The People Strategy 2015-2018 Leaders in People Services was communicated across the health system
in January 2016. The strategy framework gathers the interrelated and interdependent elements of
the strategy, where the combined outcomes from each of the priority areas identified will result in
improved performance, workforce optimisation and a learning Organisation delivering the overall
goal of Safer Better Healthcare.
The People Strategy outcomes describe what can be achieved and what can be reliably demonstrated
or measured at the end of the strategy implementation process, with members of the HR Leadership
Team taking lead responsibility to drive and support implementation.
The approach to implementation will be strongly based on partnering with all the Divisions, with
managers and staff within the delivery units and across the system working together to ensure ongoing
relevance and a joined up approach to the delivery of the strategic priorities.
The current HR delivery system has been re-organised in a way that is positioned to deliver on the
HSE Corporate goals and to support individual health services in doing so. As part of this, the NAS
has been allocated a designated Assistant National Director of Human Resources who will act as HR
lead for the service. A similar approach has been introduced in each Hospital Group, Community
Healthcare Organisation, Health Business Services and Corporate Services. The work of the HR lead
will be focused on the delivery of the Health Services People Strategy (2015-2018) which underpins
the wider health reform agenda.
The People Strategy has been developed in recognition of the vital role of staff at all levels in addressing
the many challenges in delivering health services. It focuses on the commitment within the health
services to engaging, developing and valuing the workforce to deliver the best possible care and services
to the people who depend on them. The People Strategy identifies eight strategic priorities as follows:

4

1. Leadership &
Culture

2. Staff
Engagement

3. Learning &
Development

4. Workforce
Planning

5. Evidence &
Knowledge

6. Organisation
Design &
Performance

7. Partnering

8. HR Professional
Services
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The People Strategy aims to harness the talent and expertise of the workforce within the health
services to enhance the delivery of care to people within the communities. It is focused on providing
a cohesive framework to lead, manage and develop the contribution of all staff in an environment
that is conducive to learning and wellbeing.
Our HR People Plan for the NAS has been developed to support and underpin the People Strategy and
our deliverables directly reinforce the eight strategic priorities for health services.

NAS Vision 2020
Our NAS strategy, Vision 2020 sets out our strategic direction for the next five years.
Our strategy aims to build on current thinking (both domestic and international) by introducing
innovative ideas about how we can to improve patient centred pre-hospital emergency care in
the future. Through implementation of our strategy, we aim to transform from a service that has
traditionally transported all patients to hospital for treatment, to a delivery model that is clinically-led,
where care is provided in the most appropriate place and where our performance is measured to a
greater extent on the quality and clinical outcome of care received by our patients. Our strategy will
ensure that our staff have the skills, technology and information to support the delivery of a revised
pre-hospital emergency care service. Through the delivery of Vision 2020 we aim to:

Improve outcomes for patients

u

Enhance our clinical skills

u

Develop our service as a key partner with Hospital Groups and
Community Healthcare Organisations

u

Collaborate with other partners including the voluntary sector
and the other emergency services as part of a contribution to
integrated service delivery

u

Build and strengthen community resilience

u

Expand our diagnostic capability and use of technology to
improve patient care

Vision 2020

NAS Fleet Plan

u

NAS HR People Plan

Improve access to pre-hospital healthcare

NAS Technology Plan

u

Our Vision 2020 is focused on developing our people, our fleet and our technology, and we have
developed a plan for each of these priority areas. We recognise that our people play a fundamental role
in the implementation of Vision 2020 and in achieving our aims under this strategy. We are therefore
committed to supporting this through this HR People Plan.
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Developing Our HR People Plan
2016-2020
The NAS has over 1,700 staff geographically spread
across 102 locations in Ireland. The vast majority of
these are frontline practitioners, including advanced
paramedics, paramedics, emergency medical
technicians, call-takers and dispatchers.
As an organisation, we have made considerable
progress in implementing a significant reform agenda
whilst continuously striving for high performance and
efficiency in the delivery of our services. Together
we have encountered an increased demand for
our services within tightened budgets and resource
shortages. Despite the challenges we have faced,
we are proud to say that our people have remained
individually and collectively dedicated to the delivery
of high quality and safe patient care.
This HR People Plan focuses on ensuring our
organisation is appropriately structured and
resourced to ensure delivery of high quality services.
We recognise that the success of our organisation
is dependent on the quality and commitment of
our people, and therefore we must ensure that our
employees are appropriately supported so that we
can continue to put the needs of our patients at the
heart of everything we do.

Our Culture and Values
In the NAS, we continuously strive to embed our health service values of Care, Compassion, Trust
and Learning into our approach to service delivery. Our people play a vital part in this, and we rely on
them to embody these values in their behaviours and approach to patient care. We are committed
to developing our NAS organisational culture to encourage and support this, so that we can ensure
these values are represented in everything we do.
We recognise that there are some historical features of our organisation that have caused challenges for
us as the service developed, and we are trying to address these issues to ensure we embrace our values
more effectively. We have a strong legacy of recurring industrial relations issues, and this has presented
challenges for managers and staff in seeking mutually acceptable solutions. Further, a command and
control management style has developed and permeated our culture, a typical feature of uniformed
services such as ours. We recognise the impact these features have had on the relationships between
managers and staff within the service, and we are working hard to improve this. We aim to include
staff and trade unions in decision making from an early stage, and we want to make a focused effort
to move to a more inclusive and responsive style of management, to soften the rank and file nature
of our service and encourage greater participation and co-operation at all levels.

6
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The results of the Health Services Employee Survey were published in April 2015, providing us with
invaluable feedback from our people. We have carefully considered the feedback provided, and
acknowledge the key messages including the need for us to:
u

Address employee satisfaction and uncertainty levels

u

Improve staff involvement in decision making relating to their roles

u

Demonstrate greater levels of staff value and recognition

u

Enhance communication and reconnect with leadership
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Our Values
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We recognise the importance of engaging
more effectively with our people through
open and honest communication,
and creating opportunities for greater
employee involvement across the service.
We want to nurture and sustain our
peoples’ commitment to the service and
to our patients, and ensure that our people
continue to put the needs of our patients
at the heart of everything we do.
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The survey feedback demonstrates that
morale within the service is not as high as
we would like, and the recent challenges
we have faced are likely to have contributed
to this. We recognise the need to address
these issues, and this is a key priority within
this HR People Plan. We will use the results
of this survey to help us prioritise our areas
of focus for developing our people and our
culture over the next five years.

t

Bu
D e v elo p

il d

F l e x i b i l it y

We have engaged with our people to understand what they believe are important areas for development
within our culture. The feedback suggests a need to foster a team ethos, instil pride and respect,
develop greater flexibility, be more responsive to our people’s needs and build empowerment. As an
organisation, we recognise the challenges faced by our people and we are committed to supporting
them to achieve satisfaction from their roles within the NAS. We believe that by building on these
areas, we will develop a culture that allows us to live by our values every day in the delivery of high
quality and safe patient care to the people of Ireland.

Our Approach
We want to ensure that our HR People Plan addresses the key people challenges within our organisation.
In order to do so, we undertook a participative approach to developing this Plan to ensure that we
listened to the feedback from our people.
We have consulted with our employees in detail through facilitating a number of staff workshops
and discussions. We have also considered and analysed the results of the Health Services Employee
Survey in detail. We believe that we now have a better understanding of the challenges our people
are facing in the NAS, and we recognise the need for positive change so that we can provide better
support to our staff.
National Ambulance Service Human Resources – People Plan 2016-2020
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Our HR People Plan Deliverables
In light of the information we have gathered through our consultations, we have identified a suite of
deliverables and corresponding actions in our HR People Plan, aligned to the eight strategic priorities of
the HSE People Strategy. These deliverables and actions aim to embed our values, enhance our cultural
aspirations and deliver our Vision 2020 objectives for the development of the service to ultimately
ensure that we are delivering high quality and safe patient care. These deliverables have guided
the development of our Action Plan for implementation over the next five years.
Our HR People Plan covers a broad range of HR and Organisation Development initiatives to be
addressed over the life of the plan. Within each section, we have set out the current NAS context from
a HR and Organisation Development point of view, and identified tangible actions that we will take
over the coming years to ensure we develop our approach to our people and to our work, to ensure
that collectively we continue to deliver high quality and safe patient care.
An overview of our HR People Plan deliverables under each of the strategic priorities are presented
below, with a more detailed Action Plan in the pages that follow.

Section 1: Leadership & Culture
HSE People Strategy Definition: Effective leadership at all levels, working collectively towards a
common purpose, creating a caring and compassionate culture and inspiring innovation, creativity
and excellence throughout the organisation.

Context
The following are some of the key messages we learned from our consultation process and from the
Health Services Employee Survey:
u

We need to be better at communicating the strategic direction and vision of the NAS

u

We must ensure that the roles and responsibilities of our leaders and supervisors are clear

u

We need to clarify and develop a NAS culture that is valued by all staff

u

We should address our Managers’ concerns about their capacity and capability to deliver
complex projects

u

We need to build the relationships between our managers and staff at all levels

We recognise that in order to develop the culture of our organisation, we need to invest in our leaders
at all levels to encourage and support the cascading of our culture down through the tiers of the
organisation. We know how important it is that our leaders are communicating our vision and values
to our people. Our leaders must understand their roles and responsibilities in developing our people,
our culture and our service, and they must recognise the importance of this to the effectiveness of
the organisation as a whole. We need to ensure our leaders are engaging with colleagues at all levels
of the service and embodying the NAS values as they do so. We must equip them to achieve their
individual objectives and the objectives of the service, through skills development and access to the
appropriate resources.

8
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1. Leadership & Culture

5 Year
Deliverable

Leadership &
management
development
programmes
completed

Clarity on roles,
responsibilities &
accountability
arrangements

NAS culture &
values
continuously
reinforced

Managers,
supervisors & staff
trained & ‘living
the values’

Action Plan Ref

1.1, 1.2, 1.3, 1.4,
1.6, 1.7

1.8, 1.9, 1.10

1.2, 1.3, 1.11,
(2.2, 2.10))

1.2, 1.3, (2.10)

2. Staff Engagement

5 Year
Deliverable

Communication
strategy & staff
engagement
model developed

Annual staff
survey executed,
communicated &
actioned

NAS policies &
procedures
consolidated,
communicated &
implemented

Initiatives to
support a safe &
healthy working
environment
implemented

Action Plan Ref

2.1, 2.2, 2.3, 2.4, 2.5, 2.6,
2.7, 2.13

2.8, 2.9

2.11, 2.12, ( 6.11)

2.14, 2.15, 2.16

3. Learning & Development

5 Year
Deliverable

Training &
education system
& plan developed
to meet needs

Regular reporting
and monitoring of
training against
KPIs

Proactive L&D
engagement with
stakeholders in
academia & HSE

Integrated
Succession
Planning, CPD &
Talent Strategy in
place

Action Plan Ref

3.1, 3.2, 3.3, 3.4, 3.5, 3.6,
3.10

3.5, 3.10

3.7

3.8, 3.9, (4.7)

4. Workforce Planning

5 Year
Deliverable

Workforce plan
developed, being
executed &
regularly
monitored

Workforce
Planning capability
enhanced &
developed

Retention Strategy
& Transfer Policy
developed &
implemented

Career
progression
pathways
identified

Action Plan Ref

4.1, 4.2, 4.4

4.7

4.5, 4.6

4.7, 4.8
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5. Evidence & Knowledge

5 Year
Deliverable

Action Plan Ref

Communication
strategy & staff
engagement
model developed

Annual staff
survey executed,
communicated &
actioned

5.1

HR reporting enhanced &
metrics developed

5.2

5.3, 5.4

6. Organisation Design & Performance

5 Year
Deliverable

Redesigned
organisation
(National & Area)
structures
implemented

Performance
management
system developed
& implemented

Clinical
supervision / audit
implemented

Managers,
supervisors & staff
trained & ‘living
the values’

Action Plan Ref

6.1, 6.2, 6.3, 6.4, 6.5

6.6, 6.7, 6.11

6.8

6.9, 6.10

7. Partnering

5 Year
Deliverable

Action Plan Ref

Contact points developed
within NAS to support
partnerships

7.1

Formalised relationship
and service levels with
HBS

7.2

Corporate Social
Responsibility policy in
place

7.3

8. HR Professional Services

5 Year
Deliverable

Action Plan Ref

10

Optimal HR structures
implemented & roles
clearly defined

8.1

HR professionals trained
to effectively support line
managers

8.2

National Ambulance Service Human Resources – People Plan 2016-2020

Consistent national
delivery of HR services

8.3, (6.9, 6.10)

Action Plan
Key

NAS
Led

HSE
Led

Joint

Set Up/
Completion

Ongoing
Implementation
Year

Ref.

NAS HR & OD Actions

Responsibility

16

17

18

19

20

1.

Leadership & Culture

1.1

Ensure all senior managers have
completed the appropriate
level of training to their grade
provided by the HSE (based on
a training needs assessment) to
build core leadership skills and
to develop networks across the
health system

National Director,
Director, HR Lead











1.2

Middle managers be offered a
leadership programme, ideally
with participants from other
parts of the health system,
aimed at embedding the
required culture, vision and
values of the NAS

HR Lead/ Head of
E&CA





1.3

Frontline supervisors (lead
paramedics) training be rolled
out across the NAS over the
course of the next three years
aimed at embedding the
required culture, vision and
values of the NAS

HR Lead/Head of
E&CA/AOMs







1.4

Managers at all levels receive
training appropriate to their
level within 6 months of being
recruited to the NAS

HR Lead/Head of E&CA











1.5

Develop and implement a
strategy for managing and
developing leadership talent
within the NAS focusing on core
management and leadership
competency areas and
supporting succession planning

HR Lead/Head of E&CA



1.6

Develop and roll out a system
of coaching at the appropriate
levels of management to support
effective talent management
and succession planning

HR Lead
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Key

NAS
Led

HSE
Led

Joint

Set Up/
Completion

Ongoing
Implementation
Year

12

Ref.

NAS HR & OD Actions

Responsibility

16

17

18

19

20

1.7

Develop leaders’ capacity to
engage effectively with service
users, work with other relevant
health service divisions and
connect with local communities
to enhance the quality of
patient pathways and patient
experiences

HR Lead











1.8

Update job descriptions for key
leadership and management
roles to reflect changes, and to
ensure consistency and clarity
of roles, responsibilities and
accountabilities.

HR Lead/HSE Corporate
HR





1.9

Ensure job descriptions are
communicated to all relevant
stakeholders across the NAS

HR Lead/HSE Corporate
HR





1.10

Implement accountability
arrangements so that each
staff member and team is clear
regarding role, decision making
authority and fit within the
organisation in line with the
HSE Performance Accountability
Framework for Health Services

HR Lead/AOMs



1.11

Develop a suite of interventions
to develop, promote and
support the preferred NAS
culture and HSE values across
the organisation, concentrating
on particular areas of weakness
identified in the 2014 Staff
Survey. Integrate the HSE
values and principles of the
NAS culture into all aspects of
the employee life cycle, from
recruitment, selection and
induction through to appraisal,
training and development, talent
management and progression

HR Lead/HSE Corporate
HR
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Section 2: Staff Engagement
HSE People Strategy Definition: Staff have a strong sense of connection to the service, take personal
responsibility for achieving better outcomes and support team colleagues to deliver results.

Context
The following are some of the key messages we learned from our consultation process and from the
Health Services Employee Survey:
u

We need to address employee morale and engagement issues to enhance our peoples’
optimism about their future in the service

u

We have to facilitate a two-way system of communication

u

We would benefit from fostering a greater team ethos and developing a more inclusive and
participative approach to decision making

u

We need our managers and supervisors to become champions of engagement

We understand that our people have faced challenges in recent years through increased service
demands during a period of austerity and operational scrutiny. We recognise the impact that this has
had on employee morale and satisfaction, and we know that as an organisation we need to focus
our efforts on improving this. We want to develop our approach to engaging with our people and
sharing information, through greater openness and enhanced communication pathways at all levels
throughout the organisation. We want to acknowledge our peoples’ commitment to patient care,
and to empower them in their roles. We believe that this will encourage the development of a positive
working environment that enhances employee involvement, satisfaction, commitment and motivation.

Action Plan
Key

NAS
Led

HSE
Led

Joint

Set Up/
Completion

Ongoing
Implementation
Year

Ref.

NAS HR & OD Actions

Responsibility

16

2.

Staff Engagement

2.1

Develop and implement a
communication strategy that
supports effective and consistent
two-way communication
throughout the organisation

NAS Communications
Manager/HSE
Communications rep



2.2

Communicate and promote the
HSE values across the NAS as part
of the communications strategy

NAS Communications
Manager/HR Lead



17

18

19

20
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Key

NAS
Led

HSE
Led

Joint

Set Up/
Completion

Ongoing
Implementation
Year

14

Ref.

NAS HR & OD Actions

Responsibility

2.3

Develop and implement a staff
idea and recognition forum to
allow frontline staff to provide
feedback, suggestions and
proposed system changes/
innovations with clear follow
up and recognition on
implementation

HR Lead

2.4

Implement NAS HR update each
month to inform employees of
HR developments across the
service

HR Lead

2.5

In association with Trade Union
partners, jointly review existing
staff consultation forums to
facilitate development of a
proactive approach to staff
engagement

2.6

16

17

18

19

20



















HR Lead











Schedule bi-annual staff briefing
sessions to cascade and share
information relating to the
strategic direction of the NAS,
the development of the service
and new/ongoing initiatives in
line with the HSE Communication
Strategy, and circulate summary
briefing note to all staff following
each session

National Director











2.7

Develop a mechanism to facilitate
circulation of information to all
staff, through use of HSE email
addresses, NAS intranet or other
appropriate communication
forum to assist with the
devolvement of communication
initiatives

NAS Communications
Manager/HR Lead



2.8

Support the implementation
of the annual HSE Staff Survey
and work with the HSE to
communicate and take actions
based on findings

HR Lead











2.9

Agree KPIs from the Staff Survey
and monitor performance of the
NAS year on year in key areas

HR Lead
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Key

NAS
Led

HSE
Led

Joint

Set Up/
Completion

Ongoing
Implementation
Year

Ref.

NAS HR & OD Actions

Responsibility

16

18

19

20

2.10

Work with nominated staff
representatives to develop and
roll-out staff workshops aimed
at bringing the HSE/NAS values
and culture ‘alive’ for all staff and
managers

HR Lead



2.11

Consolidate, draft and circulate
a HSE/NAS employee handbook
with supporting materials (FAQs
and Manager Guide) providing
the full suite of HR policies and
procedures

HR Lead



2.12

Schedule and deliver a series
of staff information workshops
for key NAS/HSE policies and
procedures to facilitate staff
awareness

HR Lead









2.13

Develop ways to recognise
and celebrate our success and
achievements; through an annual
area-based forum and NAS
participation in the annual Health
Service Excellence Awards

HR Lead









2.14

Develop a NAS health and
wellbeing plan in support of
the HSE Health and Wellbeing
Strategy focused on promoting
peer support, use of the welfare
network, the availability of
Employee Assistance Programme
and the introduction of a stress
risk assessment tool

HR Lead



2.15

Ensure provision of a safe and
healthy working environment
for all NAS staff, supported by
relevant policies, procedures
and practices, that supports the
delivery of safer better healthcare

HR Lead









2.16

Implement the HSE Diversity,
Inclusion and Equality Framework
across the NAS, valuing different
perspectives, depth of experience
and the strengths and potential
of individuals and teams

HR Lead









17
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Section 3: Learning & Development
HSE People Strategy Definition: A learning culture that prioritises development to ensure staff are
equipped to confidently deliver, problem solve and innovate safer better healthcare.

Context
The following are some of the key messages we learned from our consultation process and from the
Health Services Employee Survey:
u

We need to develop our employees to their fullest potential, through provision of both
mandatory clinical training and other development opportunities

u

We must equip our managers with the skills and competence they need to perform their roles

u

We need to identify ways of achieving greater efficiency and effectiveness in our use of training
resources

u

We need to develop an integrated approach to staff development, talent management and
succession planning

We understand that the effectiveness of the NAS as an organisation is dependent on our commitment
to developing our people to provide high quality patient care. We need to ensure that our people at
all levels of the service are equipped with the skills and competencies they need to effectively carry
out their roles. While maintenance of clinical competence is critically important and mandatory, we
also recognise the importance of non-clinical training in other areas required by our people, such as
teamwork, leadership, people management etc. We acknowledge that there has been a deficiency in
developing such non-clinical skills across the service, despite the importance of these to a number of
roles and we are committed to putting structures in place to improve this. We know that there have
been challenges in administering training due to resource shortages, however we are keen ensure
that we are adequately resourced to deliver high quality training and development opportunities (both
clinical and non-clinical) to all our NAS employees in an efficient and effective manner. We need to
liaise and collaborate with our partners in the HSE and academia to develop the skills of our people to
support a more proactive approach to workforce planning and succession planning within the service.

16
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Action Plan
Key

NAS
Led

HSE
Led

Joint

Set Up/
Completion

Ongoing
Implementation
Year

Ref.

NAS HR & OD Actions

Responsibility

16

17

3.

Learning & Development

3.1

Complete a review of the current
training and education delivery
model operating within the
NAS to identify inefficiencies,
challenges and risks, and develop
and implement appropriate
initiatives to streamline and
ensure more effective use of
resources, benchmarking against
best practice in international
ambulance services

Head of E&CA





3.2

Undertake a comprehensive
Training Needs Analysis for
managers to identify key skills
and competency gaps to be
addressed (Ref 1.1)

Head of E&CA/HR
Lead



3.3

Develop a NAS holistic Learning,
Development and Education
strategy to ensure that NAS staff
and managers at all levels have
the requisite knowledge and skills
to undertake their roles. Develop
creative approaches to delivering
educational support across the
NAS and encourage collective
learning.

Head of E&CA/HR
Lead

3.4

Ensure delivery of all mandatory
and statutory training in a timely
manner as required by regulations
etc. through the development
and monitoring of an agreed
annual training plan

Head of E&CA

3.5

Develop a suite of KPIs to
be reported to the Senior
Management Team on a quarterly
basis to measure progress against
plans

Head of E&CA



18

19

20
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Key

NAS
Led

HSE
Led

Joint

Set Up/
Completion

Ongoing
Implementation
Year

18

Ref.

NAS HR & OD Actions

Responsibility

16

3.6

Develop and implement a policy
to facilitate and support the
use and operational release of
tutors to support the delivery of
mandatary training across the
NAS

Head of E&CA



3.7

Develop and implement
quarterly meetings to engage
proactively with relevant learning
and development partners
in academia and HSE with a
view to enhancing paramedic
qualifications and accreditation as
a means of attracting talent

HR Lead/Head of
E&CA/HSE Corporate
HR

3.8

Develop a succession planning
process within the Service,
integrated with the talent
management strategy and
performance management
(Reference 4.8 and 6.6)

HR Lead

3.9

Ensure all staff maintain a
portfolio of evidence of their
developing skills and knowledge

HR Lead/Head of
E&CA

3.10

Conduct an annual audit of
training and development records
and staff portfolios to assess
compliance with regulations,
best practice and delivery of
development goals

Head of E&CA

17

18

19

20
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Section 4: Workforce Planning
HSE People Strategy Definition: Comprehensive workforce plan in place based on current and predicted
service needs, evidence informed patient pathways and staff deployment.

Context
The following are some of the key messages we learned from our consultation process and from the
Health Services Employee Survey:
We need to take a more proactive approach to workforce planning to address recruitment needs and
reduce delays in filling vacant positions
u

We must develop ways of addressing staff retention challenges across the service

u

We need greater consistency and equity in our approach to resource allocation

u

We would benefit from greater flexibility and opportunities for movement of staff

u

We need to develop and improve opportunities for career progression within the service

We continue to face challenges in ensuring we are adequately resourced to ensure effective service
delivery. We know that we need to take a more proactive approach to workforce planning in order
to address recruitment needs, reduce delays in filling vacant positions and reduce our reliance on
overtime across the service. We invest a lot of time and money in training our people, therefore we
need to develop a retention strategy to ensure our people are committed to the NAS, and to allow us
to overcome the challenges associated with difficult roles, geographic spread of posts, salary scales
and job security. We aim to develop and promote “Paramedicine as a Career” through collaboration
with our partners in the HSE and academia, and we want to ensure greater consistency and equity in
our approach to resource allocation across the service.
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Action Plan
Key

NAS
Led

HSE
Led

Joint

Set Up/
Completion

Ongoing
Implementation
Year

20

Ref.

NAS HR & OD Actions

Responsibility

16

17

18

19

20

4.

Workforce Planning

4.1

Implement the agreed workforce
plan over the next five years

HR Lead/Director/
AOMs











4.2

Convene a Workforce Planning
Working Group constituted
of Operation and Support
Managers with a defined Terms
of Reference to give oversight
to the implementation of the
workforce plan and related
initiatives including transfers.
Ensure appropriate linkages are
in place with associated HSE
groups operating at national
level, including HSE Workforce
Planning Group and Employment
Control Group.

HR Lead/Director/
AOMs/Corporate HR/
HBS



4.3

Put in place a workforce analytics
and planning capability resource
within the NAS HR function
to ensure resourcing needs
are identified and proactively
addressed

HR Lead/HSE
Corporate HR

4.4

Work with national recruitment
office to develop a structured,
proactive, planned and efficient
approach to recruiting NAS staff
in line with the workforce plan

HR Lead/HSE
Corporate HR











4.5

Revise resourcing transfer policy
that is focused on facilitating
timely transfers of staff nationally
within agreed parameters
to reduce attrition rates.
Implementation of this policy
be overseen by the Workforce
Planning Group.

HR Lead/AOMs











4.6

Develop and implement a staff
retention plan aimed at reducing
attrition rates across the NAS
(in line with agreed KPIs) with
particular focus on operational
grades in NEOC and paramedics

HR Lead
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Key

NAS
Led

HSE
Led

Joint

Set Up/
Completion

Ongoing
Implementation
Year

Ref.

NAS HR & OD Actions

Responsibility

4.7

Develop a NAS Talent
Management Strategy, aligned
with that of the HSE, that
supports NAS employees along
the entire career journey and
maximises their contribution
to the organisation, including
consideration of staff movement
to facilitate and support
improved performance and career
development

HR Lead

4.8

Develop and package a
“Paramedic as a Career”
initiative, with defined career
progression pathways, and
promote appropriately within
second and third level education
institutions in line with
programme requirements

HR Lead/Head of
E&CA

16

17

18

19

20











Section 5: Evidence & Knowledge
HSE People Strategy Definition: Work practices and client pathways are evidence informed and decision
making is based on real time and reliable data.

Context
The following are some of the key messages we learned from our consultation process and from the
Health Services Employee Survey:
u

We need to improve our approach to data gathering for HR purposes

u

We must ensure that our managers have the information they need to support them in decision
making

u

We need to make staff information more easily available to local managers to support them in
people management activities

We recognise the importance of gathering accurate real-time data so that our employee records are kept
up to date and can be used for decision making and business planning purposes. Our ability to improve
our performance in other areas including workforce planning and service delivery depends on the right
information available to us. We recognise the inconsistencies in our approach to data collection, the
information gaps that have resulted from this and the challenges this is presenting to managers and staff
across the service. We are committed to improving our systems and processes to enhance effectiveness
in this area. We also want to encourage evidence based decision making at all levels across the service,
and we recognise the need to share information with managers at local levels in order to support this.
National Ambulance Service Human Resources – People Plan 2016-2020
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Action Plan
Key

NAS
Led

HSE
Led

Joint

Set Up/
Completion

Ongoing
Implementation
Year

Ref.

NAS HR & OD Actions

Responsibility

16

17

18

19

20

5.

Evidence & Knowledge

5.1

Work with HBS to digitise
employee records and streamline
data gathering process for
employees*

HR Lead/HBS



5.2

Ensure local area access to HR
data by managers as appropriate,
through self-service or other
suitable methods

HR Lead/HBS









5.3

Identify key HR and workforce
metrics and develop reporting
mechanisms in a format that is
user friendly, avoids duplication
and can be easily shared

HR Lead











5.4

Develop a suite of people
management reports, in
consultation with line managers
and issue to managers at all levels
on a weekly, monthly, annual
basis as appropriate

HR Lead











* Action Plan to be updated following finalisation of HBS Project Plan
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Section 6: Organisation Design and
Performance
HSE People Strategy Definition: The organisation is suitably designed to accommodate future service
delivery needs. Staff and teams are clear about roles, relationships, reporting and professional
responsibilities so that they can channel their energy and maximise performance to meet organisational
targets.

Context
The following are some of the key messages we learned from our consultation process and from the
Health Services Employee Survey:
u

We need to act now to ensure that NAS is structured appropriately for the future, with suitable
governance structures in place

u

We need to ensure that our people have the support structures in place to do their job correctly

u

We need to introduce a structured approach to 24/7 management oversight

u

We need to ensure we are leveraging the support services available to us from HBS and
Corporate Services

u

We need to introduce and implement performance management at all levels

u

We need to develop our approach to clinical audit and supervision to support competency
assurance

We need to ensure that the NAS organisation design is fit for purpose; provides clarity around roles,
responsibilities and reporting relationships; encourages collaboration; and supports the future direction
of the organisation. We recognise that there are some misalignments within the current NAS structure
and that there is a need for greater cross-functional working. We also understand that a number of
changes are taking place in the delivery of ambulance services internationally, and it is timely for the
NAS to reconsider our current structure to reflect international best practice and the ongoing reform
agenda within the HSE. We are committed to enhancing our governance and management structures
to strengthen operational oversight and performance across the service, while also linking closely
with our HSE and HBS partners for greater operational support. We want to improve our approach
to performance management and are committed to ensuring our managers are equipped to get the
best out of our people across all levels of the service.

National Ambulance Service Human Resources – People Plan 2016-2020
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Action Plan
Key

NAS
Led

HSE
Led

Joint

Set Up/
Completion

Ongoing
Implementation
Year

24

Ref.

NAS HR & OD Actions

Responsibility

16

6.

Organisation Design and
Performance

6.1

17

Implement the agreed National
Level organisation structure to
ensure the NAS is fit for purpose
and encourages cross-functional
collaboration; through the
development and delivery of a
transitional change plan

National Director/HR
Lead



6.2

Implement the agreed Area Level
organisation structure to ensure
the NAS is fit for purpose and
encourages cross-functional
collaboration; through the
development and delivery of a
transitional change plan

National Director/HR
Lead/AOMs





6.3

Implement the agreed
governance structure with terms
of reference for all groups

National Director/
Director





6.4

In consultation with relevant
managers identify 24/7
management structure and agree
implementation process; through
the development and delivery of
a transitional change plan

Director/AOMs/HR
Lead



6.5

Review the new approach to
control operations following
establishment of NEOC and put
appropriate structures in place
to ensure operational service
delivery is optimised through
increased collaboration between
NEOC and areas

Director/AOMs/
Control Operations
Manager



6.6

Implement performance
management system across
the NAS in line with the HSE
Performance Achievement
Programme with appropriate
training for managers and staff

HR Lead/HSE
Corporate HR





18

19

20
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Key

NAS
Led

HSE
Led

Joint

Set Up/
Completion

Ongoing
Implementation
Year

Ref.

NAS HR & OD Actions

Responsibility

16

6.7

Develop a reporting mechanism
at Area Management level
to monitor compliance with
the implementation of the
performance management
system

HR Lead

6.8

Develop and implement
structures to support the
implementation of clinical
supervision/audit across the NAS

Medical Director/QPS
Manager

6.9

Conduct an area-based review of
all operating practices under the
key HR policies and procedures to
identify practice consistencies and
variances across the NAS

HR Lead



6.10

Develop a 5 year action plan to
maximise the standardisation
of Employee Relations practices
nationally

HR Lead



6.11

Roll out and engage staff and
managers in the Attendance
Management Programme with
the aim of reducing absenteeism
by x% in the next five years.
Monitor attendance monthly at
the SMT.

HR Lead



17

18

19

20
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Section 7: Partnering
HSE People Strategy Definition: Partnership with staff, service managers and stakeholders effectively
developed and managed to add value and support the delivery of safer better healthcare for local
communities driving change and improving the client experience.

Context
The following are some of the key messages we learned from our consultation process and from the
Health Services Employee Survey:
We need to strengthen and formalise our relationships with our partners and maintain greater NAS
oversight of services
We acknowledge the value we can gain from developing our relationships with our partners across the
HSE. We recognise the advantages to be achieved from working closely with HBS and HSE Corporate
Services to leverage business support services, which will allow us to focus greater resources towards
the delivery of frontline services. We recognise that improvements can be made to these relationships
through formal supporting structures and agreements to support these partnerships. We are committed
to collaborating with our colleagues in the HSE and putting formal structures in place that support a
seamless working relationship and delivery of high quality results.

Action Plan
Key

NAS
Led

HSE
Led

Joint

Set Up/
Completion

Ongoing
Implementation
Year

26

Ref.

NAS HR & OD Actions

Responsibility

16

7.

Partnering

7.1

17

18

19

20

Identify key HR contact points
within the NAS to formalise
relationship with HBS and
Corporate HR

HR Lead/HSE
Corporate Services



7.2

Develop Service Level Agreements
(SLAs) with HBS to define service
requirements

HR Lead/HBS









7.3

Develop a NAS Corporate Social
Responsibility policy aimed at
building and developing social
good through staff engagement

HR Lead
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Section 8: Human Resources
Professional Service
HSE People Strategy Definition: HR Services designed to create value, enhance people capacity &
positioned to deliver organisational priorities.

Context
The following are some of the key messages we learned from our consultation process and from the
Health Services Employee Survey:
u

We need to improve our approach to HR through formalising HR roles and clarifying
responsibilities and reporting relationships

u

We need to ensure our approach to HR is consistent across the organisation

We rely on our people to deliver our services, therefore it is critically important that we make sure
we have formalised professional Human Resource structures in place to facilitate our approach to
people management within the NAS. We recognise that until recently our approach to Human
Resource Management within the service has been somewhat inconsistent and ad-hoc. We have made
advancements in this area by dedicating management resources to HR, and by working closely with
our Assistant National Director for HR within the HSE. We want to ensure that we have the right HR
professionals with the necessary knowledge and skills in place to ensure delivery of effective HR services
and to provide advice and support to local line managers. We recognise that as our organisation has
evolved, we have developed localised systems and processes and we are committed to developing a
consistent national approach to HR across the organisation through a devolved model of HR service
delivery. We will do this by leveraging the support services provided by HSE Corporate HR to ensure
that we are optimising the use of our internal HR resources and to ensure that our approach to HR
within the NAS is reflective of HR operations in other services within the HSE.
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Action Plan
Key

NAS
Led

HSE
Led

Joint

Set Up/
Completion

Ongoing
Implementation
Year

28

Ref.

NAS HR & OD Actions

Responsibility

16

8.

Human Resources Professional
Services

8.1

Agree and implement optimal
devolved HR structure for the
NAS, and document roles,
reporting relationships and areas
of responsibilities for HR team in
formal job descriptions

National Director/HSE
Corporate HR



8.2

Carry out a Training Needs
Analysis to upskill HR
professionals with the
knowledge/skills required to
support line managers

HR Lead/HSE
Corporate HR



8.3

Develop a strong customer service
focus within HR to respond in a
consistent and efficient manner
to the needs of managers

HR Lead



17

18

19

20
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Appendix 1: Health Services Employee
Survey – Summary Findings
NAS 16%
HSE 21%
RED 51%

Value
company’s
culture

Driving
Sustained
Performance

OY

E E E N G AG E

IP W IT H O R

Would recommend
company as an
employer to others

NAS 65%
HSE 71%
RED 62%

NAS
HSE
RED

42%
47%
57%

Optimistic
about own future
at company

Proud to
work
for company

NAS 39%
HSE 38%
RED 50%

NAS 53%
HSE 53%
RED 58%

Involvement Score
NAS
HSE
RED

IO
AT

NAS 47%
HSE 55%
RED 59%

N

IS
GAN

NAS 33%
HSE 37%
RED 52%

Overall Engagement Score

Company gets
the best out
of you

M

L OYA LT Y
NSH

Job provides sense
of personal
fulfillment

NAS 69%
HSE 64%
RED 66%

T

EM
PL

ALIGN
M

Still intend to be
working here in
two years time

AT
IO

ITH JOB
IP W
SH
ON

R

EL

INV
O

EE ENGAGE
OY

PL

NAS 26%
HSE 35%
RED 50%

EM

Endorse
company’s
strategy &
direction

T
EN

Motivated in
current job

RE
LA
TI

T
EN
M

Link personal
objectives to
company’s
objectives

ENT
EM
G
A
AN

Job
Satisfaction

NT
EME
LV

NAS 50%
HSE 56%
RED 59%

RELATIONSHIP W
ITH
M

Confident in
decisions made
by senior
managers

NAS 59%
HSE 69%
RED 66%

EN

NAS 5%
HSE 12%
RED 43%

NAS 44%
HSE 52%
RED 66%

55%
60%
64%

Loyalty Score
NAS
HSE
RED

48%
50%
56%

Alignment Score
NAS
HSE
RED

24%
31%
51%
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National Ambulance Service
Programme Office
Rivers Building
Tallaght Cross
Tallaght
Dublin 24
D24 XNP2
Email: nas.vision2020@hse.ie
Twitter: https://twitter.com/AmbulanceNAS
Facebook: http://www.facebook.com/NationalAmbulanceService

