
 

 

 
 

  

Quality Improvement Awards 2019 Winners    

In addition to five individual categories, the overall HSC Quality Improvement Award was 
awarded to the individual/team category winner that has made the greatest contribution to 
quality improvement and safety in Health and Social Care. 

The winner of the HSCQI Overall Award and winner of the Integrating Care Across 
Boundaries Award went to Joanne Smylie and her NIAS team whose Frequent Callers 
Project demonstrated multiagency working to achieve positive outcomes for frequent 
callers.  

 

Frequent callers are those who call 5 times in a month or 12 times in 3 months. NIAS 
responds daily to individuals with complex needs, often non clinical and not within its area of 
expertise to manage. Crews are left with the choice of bringing the person to ED or leaving 
them at home when they often call 999 again as their issue has not been resolved.  Due the 
demand this put on the 999 system and the fact that these service users had needs which 
were not being adequately addressed, a small team was seconded to support these 
patients.  The team began to pilot holistic assessment of the patient and identify the root 
cause of their issues. Through information sharing and collaborative working with experts 
from Trusts, their GP and other agencies including the community and voluntary sector they 
try to help manage their often complex needs.  This project piloted different case 
management approaches which demonstrated significant positive outcomes. This project 
rose to the significant challenges of multiagency working and resulted in extremely positive 
feedback from families and individuals who truly appreciated the holistic approach. 


