
Fixing the SMHTAL Line!! 

Aim Statement:  
By June 30th 2017, the Sutherland Acute 
Care Mental Health Team response rate in 
answering the State Mental Health 
Telephone Access Line(SMHTAL) will be 
consistent with the key performance 
indicators 
Link to National Standard or Strategic 
Imperative 
Standard 10 – Delivery of care(Access) 
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Place LHD Logo 
Here 

Peter Griffiths             Team Leader  of Sutherland  Acute Care Mental Health Team                        ECLP Cohort XX 

Plans to sustain change 
Trying to keep the focus of the team on 
answering calls coming through on the 
SMHTAL line will remain one of my goals 
after this project has been completed.\ 
However senior management in the 
mental health service have taken the 
decision to centralize the answering of the 
SMHTAL line at one location in the belief 
that having staff purely focused on this 
task will significantly improve the 
response rate  and ultimately provide a 
much better service to the public.. 
 

 
 

Results  

 
BACKGROUND 
The SMHTAL telephone 1800 number was set up to enable 
the public to speak to a mental health clinician within 
moments of making a call. But the service is consistently 
failing to meet it’s KPI’s e.g. length of wait time, speed of 
calls being answered , number of calls abandoned etc 

 

Change concept 1 - PDSA 
Cycle  
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Challenges 
Finding the time to work on it amongst all my 
other duties! 
Getting staff inspired to work with me on this 
issue. In reality the belief that calls not 
answered at Sutherland would be answered 
somewhere else meant that calls on the acute 
care phone were prioritised over SMHTAL 
calls. 
Trying to get the results of the project to justify 
and confirm the work done and changes made 
to the system! 

Outcomes 
The aim of the project was to ensure that the 
Sutherland Acute Care Team’s response rate to 
answering SMHTAL calls would be consistent 
with the key performance indicators 
 
Before this project commenced, the team were 
well behind the targets set for the KPI’s for this 
service. Realistically there is still a long way to 
go but we are moving in the right direction. 

‘Snip’  your driver diagram 
from your Power Pt 

Presentation and paste here 
– learn more about ‘Snip’ see You Tube 
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