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Invitation to participate:

AoMRC Review of General Practice — Hospital Interface

« The Academy of Medical Royal Colleges (AoMRC) has been asked by NHS
England to undertake a rapid review of the interface between general
practice and hospitals to identify improvements in the way clinicians work
together to deliver better patient care.

* The review will culminate in a report containing actionable and practical
changes that can be replicated and implemented in either setting

« The Academy is looking for real-life examples of general practice and
hospital services working together to improve the patient journey.

* Primary care clinical colleagues are invited to participate in this review by
submitting their ideas, examples and thoughts to the Academy by
emailing psci@aomrc.org.uk.



mailto:psci@aomrc.org.uk
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Enabling patients to view their GP record through the

NHS App

* An update on enabling patients to view their GP health record through the
NHS App and other online services has been published.

* It includes information for practices on the next steps and advises those
practices who are not yet ready, to engage with their local commissioners
who can provide them with additional support and agree a way forward to
enable the offer of prospective access to records for their patients.

» The General practice readiness checklist can help prepare practices,
signpost to relevant resources that include an updated RCGP GP Online
Services toolkit, a suite of videos and learning from early adopter sites.



https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fdigital.nhs.uk%2Fservices%2Fnhs-app%2Fnhs-app-guidance-for-gp-practices%2Fguidance-on-nhs-app-features%2Faccelerating-patient-access-to-their-record%2Fupdate-from-nhs-england&data=05%7C01%7Csteven.caine%40nhs.net%7C65fa629658f04c2018f808dabd906b97%7C37c354b285b047f5b22207b48d774ee3%7C0%7C0%7C638030725211134304%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=s%2BE7sjtKlBa1Gyd3GuALqBmIVSF6Y%2Bqx%2FBmPP2zzzcY%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fdigital.nhs.uk%2Fservices%2Fnhs-app%2Fnhs-app-guidance-for-gp-practices%2Fguidance-on-nhs-app-features%2Faccelerating-patient-access-to-their-record%2Fgp-practice-readiness-checklist&data=05%7C01%7Csteven.caine%40nhs.net%7C65fa629658f04c2018f808dabd906b97%7C37c354b285b047f5b22207b48d774ee3%7C0%7C0%7C638030725211134304%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=HaGEjpaTSKaB3FPNmT9QrxDnx2oSeku7QHx7sIjFN5k%3D&reserved=0
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Network Contract DES — update to payment codes

 This week, NHS England has issued an update to the 2022/23 Network
Contract DES guidance.

« The guidance now contains new finance system codes that PCNs and
commissioners will be required to use to support all payments under the
DES from 1 November 2022, including the new PCN Capacity and Access

Support Payment.
 Please contact england.gpcontracis@nhs.net with any questions.



https://gbr01.safelinks.protection.outlook.com/?url=https://www.england.nhs.uk/publication/network-contract-directed-enhanced-service-guidance-for-2022-23-in-england/&data=05%257C01%257Cengland.pccomms@nhs.net%257C2e0213523f074bba767108dabbf85ea6%257C37c354b285b047f5b22207b48d774ee3%257C0%257C0%257C638028972646925807%257CUnknown%257CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0=%257C3000%257C%257C%257C&sdata=iJeZWnTejuV1sJr61rbiEEzmTCGZ7HHzDFZReX7rSBw=&reserved=0
mailto:england.gpcontracts@nhs.net
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Supporting patients to access winter vaccinations

* The annual Winter Vaccination Campaign, is now live and runs until 18
December 2022.

 This autumn/winter, information on flu vaccination and COVID-19 boosters is
critical to maximising uptake of both vaccines amongst eligible groups.

* The integrated campaign is designed to encourage uptake by signalling the
importance of both vaccines and informing the public about the threat of both
viruses circulating this winter, to overcome barriers and remind people of the
benefits of vaccines.

* The multi-channel marketing campaign includes broadcast TV, video on
demand, broadcast and digital radio, social and digital media, multicultural
media, PR and partnerships activity. Primary care teams can get involved by
using these free resources.



https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fcampaignresources.phe.gov.uk%2Fresources%2Fcampaigns%2F34%2Fresources%2F6496&data=05%7C01%7Cengland.pccomms%40nhs.net%7C90acb80dc5f34861649a08dabcb219af%7C37c354b285b047f5b22207b48d774ee3%7C0%7C0%7C638029770354690205%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=SzmK3dTjCPBsdSuXnKNxOCHm5iqSlMpSmtlpPb3EJx4%3D&reserved=0
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New patient health questionnaires (Ukrainian and Russian
translations) now available

« GP practices can now download new patient health questionnaires with bi-
lingual English/Ukrainian and English/Russian translations for people
arriving in the UK from Ukraine, supporting assessment and management
of their initial health needs at the point of GP registration.

* The questionnaires have been developed with Doctors of the World UK.

« There is also an English/blank version available which commissioners and
providers can adapt for other languages in supporting initial health needs
assessment for other vulnerable migrants and further translations may be
added in due course.



https://primarycarebulletin.createsend1.com/t/d-l-zludkdk-l-b/
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‘Register with a GP surgery’ service now available via

self-enrolment

 Patients are now able to find practices offering the new ‘Reqister with a GP
surgery’ service via the NHS Find a GP webpage.

* |f your practice is interested in working with us while we enhance this service
further, you can now self-enrol onto the service. Support is also available to
participating practices via the onboarding team at england.reqgister-gp-
surgery.support@nhs.net.

« Over 32,000 successful online submissions have been made to date by more
than 100 practices and early testing has shown the service has reduced the
application processing time for practice staff up to 15 minutes per
registration, while offering patients more choice, convenience, and
consistency in the way they register.

 More information is available on our Resource Hub.



https://primarycarebulletin.createsend1.com/t/d-l-zludkdk-l-d/
https://primarycarebulletin.createsend1.com/t/d-l-zludkdk-l-h/
https://primarycarebulletin.createsend1.com/t/d-l-zludkdk-l-k/
mailto:england.register-gp-surgery.support@nhs.net
https://primarycarebulletin.createsend1.com/t/d-l-zludkdk-l-u/
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MS Teams licenses

 Last year, NHS England announced a no cost, time-limited offer for
general practice to use MS Teams to make outbound only
calls independently of existing telephone solutions.

 There are around 31,000 licenses still available for practices/PCNs to use
to support improved access over the winter period.

 To take up this offer to support access this winter please
email necsu.adtelephony@nhs.net by tomorrow, Friday 5 November.



mailto:necsu.adtelephony@nhs.net

Materials to promote the wider general practice team to the public

PCNs have made excellent progress in transforming services, and recruiting additional roles, as part of expanded community

multidisciplinary teams, with over 19,300 staff recruited since 2019.

INHS |

We'e here
to help you

Health and Wellbeing Coaches
are part of your general
practice team

We can help by:

* providing coaching support to
help you manage your condition
* working with you to identity
your health and wellbeing goals
* silgnposting you to helpful
resources and peer
SUpport groups

Talk to the reception team to
find out more.

New materials have been developed to
support general practice to share information
about the different professionals working in
their practice and explain how these roles
can help patients and enable them to
receive the most appropriate care as quickly
as possible.

Your general practice team is here to help you
Talk to us to find out more

NHS
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NHS!
Your general practice
team is here to help you

A range of healthcare professionals work at your
practice and in the wader community to heip you
get the right care when you need it

Find out more inside.

Materials include a leaflet, posters, digital display screens and social media assets as well as a communications toolkit to support you to use these.
They are available to download from the Campaign Resource Centre:
https://campaignresources.phe.qov.uk/resources/campaigns/98-nhs-general-practice-team-



https://campaignresources.phe.gov.uk/resources/campaigns/98-nhs-general-practice-team-

Updated staff respect materials

We know the damaging impact that violence, abuse, and
harassment can have on people’s health and wellbeing.

Public-facing assets are available to download from the Campaign
Resource Centre, featuring NHS staff working in a range of
different NHS settings, including general practice, pharmacy,
optometry and dentistry, carrying the message ‘We are here to
help you. Thank you for treating us with respect’.

They include:
» posters featuring groups of NHS staff and individuals
 social media graphics
« digital screen graphics for waiting rooms or staff room screens
» a poster template that can be used to feature photography of
teams, or individual members of your staff.

We'd like to know how these materials are/will be used so that we
can determine their effectiveness.
Please email england.pccomms@nhs.net with any feedback.

NHS

England
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We are here to help you.
Thank you for treating
us with respect.

Reducing
Violence against
staff comms ¢
toolkit

| hitps://campaignresources.phe.gov.uk/resources/campaiqns/132-nhs-staff-respect/resources



mailto:england.pccomms@nhs.net
https://campaignresources.phe.gov.uk/resources/campaigns/132-nhs-staff-respect/resources

ot e Confidential coaching for m

YOU the primary care workforce
—I/ www.england.nhs.uk/lookingafteryou

'When work or life feels overwhelming,
prioritising looking after yourself for
just 45 minutes is a positive step that
can unlock getting things clearer,
moving, or back in balance. We're here
to support you with whatever
conversation you need right now.’

Nicky Williams
Looking After You coach
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Making GP websites highly usable and
accessible for patients

Dr Minal Bakhai, Director for Primary Care Transformation



Patients increasingly use digital access routes Emglan -
n

53% 2021

42% 2020

How are you feeling right now?

Check your symptoms

Number of logins
Sept 2020: 2,303,365
Sept 2022: 13,334,774

The national GP Patient Survey shows
increasing numbers of patients using
their GP surgery website

Online consultation Usage of the NHS
s|ubmission rates App

*Utilisation data is based on submissions by system suppliers. The data set
is not complete and so these figures provide an indication of activity only.
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Amazing user experiences
are expected and patients
deserve a consistent
experience as they
havigate all NHS services

Well designed and tested digital experiences
make the complex simple, making them useable
and accessible for the majority of the population




Our ambition

GP websites and OC
tools are now key

critical enablers of
general practice

NHS
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To create highly usable and highly accessible
user experiences we need to:

« Understand patients needs.

« Create empathetic experiences built around those
needs.

« Use a shared NHS language that’s accurate,
clear, and concise and meets a 9-11 reading age.

« Ask suppliers to use shared NHS design elements
to make it easy to navigate any NHS service.

« User test journeys with the 30% of the population
who are least digitally confident or literate.



We asked 102 patients to start those five key tasks NHS

102 participants

« 102 participants

on 10 GP website templates Englana
Five tasks Ten GP Templates
« Make, change or cancel my « Representing 90% of
appointment market usage

« With low to moderate
digital confidence from
across England

46% of patient-users had
previously visited their
surgery website

« Complete an online
consultation form

« Order a repeat prescription
» Get my test results

« Find opening times / phone
number for the surgery

Read our patient-user research on our Digital Primary £
Care FutureNHS workspace (log in required) Fe?




Many participants struggle to find and start key tasks E

.. . B User didn't find or abandoned | User stumbled [@ User found slowly [ User found easily
Participants failed to or struggled to

find the starting point for 25-60% of Template 1
key tasks on the GP surgery

Template 2
templates tested
Template 3
Template 4
e Uncompleted tasks (red): 36% of
tasks were abandoned or Template 5
uncompleted on the poorest Template 6
performing templates compared to
10% on best performing. Template 7
. Template 8
o« Easy completion (green): 76% of P
tasks were completed easily on the Template 9
best performing template vs 38% on Template 10

the poorest.
0% 25% 50% 5% 100%



Overlays/pop-up screens were a major obstacle NHS
27% of participants struggled to get to the homepage England

Good practice:

Overlays blocking the homepage Site-wide overlays Function overlays Uraent information
In this example multiple overlays are Blocking access to Functions (like the ‘live gb dded in th
piled on top of each other, obscuring the underlying content, in chat’ head icon) obscure embedded In the page
homepage and causing confusion for this case about repeat important functions
participant. prescriptions. underneath.
Coronavirus (COVID-19) [ ] ¢ & meaithcentreconk C O () Medical Centre gzz_f Mredicat @

I heattcam satiags

COVID-TH remusinn & sarkous heath 5ok 11 is panat 0 s
castous avd help protect peares sed sihers. Piad ot 2w in atay
Wata o freds prevent (e apeend

Surgery closed for staff
training.

We will be closed from 12:00pm Tues 12th
July 2022 and will re-open as usual at 8am
Wed 13th July 2022.

If you need to, check NHS.UK's urgent and
emergency. care services.

COVID-19

Contact us online

Gast herp fram your G with our enbne

conaubation wrydico

|

INHS I




Participants use their mental model and keywords
to scan and explore a GP website

Mental model: All of these (routine) tasks
were well understood by participant and
many had experienced them before.

Keywords: Users bring this ‘mental
model’ and associated keywords with
them when they approach a website.

These keywords are critical. These are
the key words patient-users scan the
page for, look for in navigation or enter
into search boxes.

Task Users scanned pages
and searched for:

Make, change or Appointments
cancel an appointment

Get a repeat Prescriptions
prescription online

Get a sick note for Sick note

work

Get test results Test results

Complete a form to Participants varied

join the surgery between register or join

the practice.

"Register" was often confused with other items you can register for,

eg. register for patient access.

NHS

England



Participants use their keywords in three ways to find WS
the starting point for key tasks England

This template supports users needs and search strategies

Scanning the homepage Scanning primary navigation Using keywords in search

Coronavirus (COVID-19)

a Gat the latast advice about coronavins

Search resu Qr
"appointments"

About Patient Access

About Patient Access

About Us

About Us [
Antenatal Care

REQUEST A GP APPOINTMENT Antenatal Care




Participants use the menu and search less when they [Y/5
aren't visible or open England

Unlabelled menu and search Labelled menu and search icons are noticed and used
icons are not noticed by users Wed recommend using the word ‘search'’in the search box and using
the word ‘'menu’ not navigation

M edical m My account ®
Practice

1
» / a Health A-Z NHSservices Mar
| Rrimary Carell =

N\

Centre

= Show Main Menu

We're here for
1 you

Helping you take control of
your health and wellbeing.

Welcome to the surgery

COVID-19 |

We are currently accepting new patients.




This template doesn’t support users search strategies

HANGES TO REPEAT
PRESCRIPTION REQUESTS / Face
Masks from 19th July

Please see the news posts on changes
to repeat prescription requests. Also
click on the “Ordering a Prescription” tab
for even more relevant and useful
information. Thank you

Facemasks:

Dear patients, as the vast majority of
restrictions are lifted on the 15th July
2021, yet as Covid cases continue to rise
daily into the 50-60 thousands,

Medical Centre will be following
the NHS England and Public Health
Guidance when it comes to wearing
facemasks. THEREFORE.._all staff will
continue to wear facemasks within the
practice when coming face to face with
patients.

pxpect all patients entering thg
to also wear a face my

Overlays roadblock users
from the homepage

‘ Medical Centre

(60}

See a Doctor or Other Healthcare Professicral

®©

Opering Hours

2

Who Do 1 See?

Navigation and search not open
(and persistent on mobile)

Icon overlay blocks functions
below

all 02-UK F 15112 v 72%4
{ @& medicalcentrecouk C O
Pneumoccocal Vaccine
Rashes
Rectal Problems
Removal of Stitches

Shingles Vacci

Sick Note (Fit Note)
m

Skin Conditions

Smoking Cessation

Sore Eyes | e J
enis

« @ &

Key task link is buried in a
list of symptoms in a section
headed ‘who do | see?’

NHS

England



Large amounts of text and long lists of options are a huge NHS

barriers for users. NHS recommended reading age is 9-11 England
ooo = g
~eemeo A 1000 word = 93 symptoms to

appointment : choose from to
page creates = start this online

UK adults lack the a huge barrier ' consultation

skills to use digital for many prevents users

effectively users. : from finding a

symptom
relevant to them.

Adults in England
have very poor
literacy skills

https://www.ons.gov.uk/peoplepopulationandcommunity/householdcharacter Sy || el
istics/homeinternetandsocialmediausage/articles/exploringtheuksdigitaldivide/ e v i
2019-03-04 e e e

https://literacytrust.org.uk/parents-and-families/adult-literacy/ Yo s o



https://www.ons.gov.uk/peoplepopulationandcommunity/householdcharacteristics/homeinternetandsocialmediausage/articles/exploringtheuksdigitaldivide/2019-03-04
https://literacytrust.org.uk/parents-and-families/adult-literacy/

Online consultation forms: 81% of participants did not

find an Online Consultation form easily

81% of participants did not
find an online consultation
form easily or abandoned the
task

|deally users should be able to find
this critical form in a minute or less

For most users this was not possible
49% abandoned the task
32% found the form with difficulty
19% found the OC form easily

Template A
Template B
Template C
Template D
Template E
Template F
Template G
Template H

Template |

Template J

0%

B Abandoned

25%

Found with difficulty

50%

Found easily

75%

NHS

England

100%



The term “online consultation” and when to use online m
consultation forms is unclear to many patients England

Patient understanding Patient behaviour Recommendations

The access model for patients is Patients fall back on existing Use “request an appointment
changing and we’re using new - knowledge and behaviours online” to describe online

terms like OC and triage. _ consultation forms.
Patients search for

= The term “online “appointments”
consultation” is unclearto -
many patients.

Integrate OC options alongside
other ways of contacting the
practice (eg. Phone and walk-in).

= When patients look in
appointments sections OC

. How and when the
y is often not listed

should use “online

consultations” is unclear :

to many patients. . = Patients see a range of
: terms for OC which is

Support patients ways of
searching: make sure “request
an appointment online” is a quick
link on the homepage, in search
Patients are unsure what : confusing. results and on your appointments
key words to scan for on page.

a GP website.
Use of brand names for OC

also confuses patients.




3/10 participants found the OC form on this template

No OC link in ‘appointments’:

9 of 10 participants look for the OC
form in ‘Appointments’. There is no
link to OC forms here.

Not understanding ‘econsultations’:
3 of 10 participants spontaneously say
they don’t know what ‘eConsultations’

means. This is the only link on the site
to OC.

Tap zone:

Of the participants who find the
eConsultation box, some struggle to
see the ‘start now’ button and try to
click the ‘eConsultations’ heading or
the image.

Poor content
design:
eConsultations is not
understood and this
is the only link to the
online consultation
form.

There is no path via
primary navigation
and no link on any
other content page.

LISt Mews from

Presciption and Sick Note

fequests

Welcome to

Health information

CORONAVINUS
PURLIC INFORMATION

NHS

England

Poor content design: OC is not
described and no link provided in the
appointments section. And eConsult is
not accessible via main navigation, only
through a single link on the homepage

A

Pr.

ppointments

Mutses
o hel
1 SR
(RN THTT

Jelentwee somy
About
Acpurtniect may e made orine

by tefephons o n parson Pegw
exh

mabe coe appointtet

actice Nurses

1A P OF Sl A SHgee B worth

Urgent appointments

o It you fee! that

Telephone access

» Docton are avaslshie for telephone

mk the dostor to retarn your ol

If you have & Sental problem

Usfortunately we ave unable 10 help it

you have a demal gooslem and so we will
25k you 10 sew youx dentnt. I you am
Tooking for dental cove the RIS weltnite
a0 talo you fing o MHS dentist. For
urgust Dernts! Cars ploase call 111 for the
NIES 21T seevicn

[T Iminessive Reoder

Health information

Agsciriments



We tested 10 web journeys/templates for %
nglan

accessibility. 9/10 were not fully compliant.

Template | Template | Template | Template
4 5 6 7
Fail: high
priority 1 2 3 .
Fail:
medium 4 - 3 1
priority

All suppliers are required to be compliant with
WCAG AA standards.



What does good look like for patients?

No pop ups
Homepage quick links to the key tasks

Clear navigation, including “appointments”
“prescriptions” and “contact us” sections

Search bars and menus that are open and
persistent

Search functions that deliver relevant results.

Content with clear headlines, short text, tested for
reading age

Accessibility tested and compliant

Templates that have been tested recently for
usability with patients with lower digital confidence
and literacy.

Follows NHS design standards

Using “request an appointment
online” to describe online
consultation forms.

OC options integrated alongside
other ways of contacting the
practice (eg. Phone and walk-in).

“Request an appointment online”
appearing in patients ways of
searching” is a quick link on the
homepage, in search results and on
your appointments page.

NHS

England



How do we do it?

Making the template usable and accessible

Ask your website supplier

Can we run through the ‘what does good look like’
checklist together?

Are we on the most modern usable and accessible
template?

Do you have a template which follows NHS design
standards and uses NHS components?

Is our website fully accessible and meeting the legally
required WCAG AA standards?

Do you have standard copy that has been tested with
lower digital confidence and lower literacy users?

What would you suggest we remove from our website
to make it simpler and easier for patients?

Does this work well on mobile?

NHS

England

Making the content usable and accessible

Work as a practice, PCN or ICB

« What's our strategy for creating highly usable content
and maintaining it? Could our web supplier or PCN /
ICB help?

* Where can we get support from an accessibility
expert?

« How can we do task based testing of our template and
content



Inclusive Access Routes pilot evaluation NHS

England
Pilot in Humber and North Yorkshire ICS to support practices to raise patient
awareness and confidence in using online consultation requests as one of NHS
three ways they can request care from their GP practice Inclusive Access
_ , , , , o Routes to
Toolkit of materials shared with 69 practices - included posters, leaflets, digital General Practice

assets, eg information screens

A pilot in Humber,
Coast and Vale ICS
A toolkit for practice staff

Your
health
matters Help us

help you

Qualitative research found that most practices found the materials helpful and
that patient understanding and confidence in using online consultation
requests grew following exposure to the materials. Conversations

with practice staff worked best, particularly where whole practice team
supported these.

You can read the draft pilot evaluation reports (full and summary) on
FutureNHS Digital Primary Care workspace

Please send your feedback to england.digitalfirstprimarycare@nhs.net

Getting i touch with

The toolkit materials were published nationally on the Campaign Resource

Centre (in Dec 2021) and will be updated in coming weeks us j gqt easier
following feedback. '
Use our online form to access

the right care for you.

38 toling o3 ol waNS) By a9 g

Use our convenient. secure online form,
call us or visit the practice.

Yo
P
P Help us
help you


http://www.google.co.uk/imgres?hl=en&sa=X&rlz=1C1SKPC_enGB400&biw=1024&bih=677&tbm=isch&tbnid=H34xmyjTDG8LWM:&imgrefurl=http://www.surestartcountydurham.org/Burnhope/Pages/Change4Life.aspx&docid=DVwQTGnsTrw7QM&imgurl=http://www.surestartcountydurham.org/SiteCollectionImages/Change4life%20logo.png&w=448&h=317&ei=dDk_UevNCYWu7Abs2YC4Cw&zoom=1&ved=1t:3588,r:3,s:0,i:155
http://www.google.co.uk/imgres?hl=en&sa=X&rlz=1C1SKPC_enGB400&biw=1024&bih=677&tbm=isch&tbnid=V5CcAGWlmfE2xM:&imgrefurl=http://sjwtwin.blogspot.com/2011/01/understanding-visual-culture-part-3-of.html&docid=4AeWWP1uE1mZaM&imgurl=http://3.bp.blogspot.com/_y2ich2HEHTs/TUM4UVgnuCI/AAAAAAAAACo/s_tt_C4ZO7A/s1600/change4life_gulp.jpg&w=1000&h=647&ei=dDk_UevNCYWu7Abs2YC4Cw&zoom=1&ved=1t:3588,r:4,s:0,i:158
https://future.nhs.uk/DigitalPC/grouphome

We can help NHS

England

Contact us

Design and build digital
services for the NHS

If you are planning to
improve the user
experience of GP

Scan the QR code Guidance on copy
or visit the NHS writing, web design

England website for and free web :
guidance on components: websites we would be
‘creating a highly https://service- happy to talk through

usable and manual.nhs.uk our research and

accessible GP offer advice and
website for patients’ support

england.diqitalfirstprimarycare@nhs.net



mailto:england.digitalfirstprimarycare@nhs.net

NHS

England

The Digital and Transformation Lead ARRS role

Minal Bakhai Director for Primary Care Transformation
Sheinaz Stansfield Director of Transformation Birtley and Central Gateshead PCN
Andrew Gove Digital Transformation Manager, Folkestone, Hythe & Rural PCN
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Digital & Transformation Leads — Background

Digital and Transformation Leads support the design and delivery of change
programmes, and the adoption of initiatives to improve the care offer.

* |ntroduced into the Additional Roles Reimbursement Scheme in October
2022.

* Currently one FTE per PCN.
« Max reimbursable rate set at equivalent of Agenda for Change band 8a.

« Can be employed directly by PCNs, or commissioned by PCNs as a service
from other providers.

 Flexible role description, allowing for local definition of responsibilities.
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Digital & Transformation Leads - Intentions

Intended to Not intended to

v

v

Support PCNs to identify, scope and plan
improvements

Deliver quality improvement projects, and support
staff at all levels in the PCN to take forward change

Work with ICSs to align strategy and approaches to
improvement

Improve the adoption and use of existing and new
technology to deliver benefits for patients and staff

Support integration within the PCN and with the wider
system

Use data to identify opportunities and to drive
improvements in care quality and experience

X

X

X

X

Deliver IT support

Manage the procurement or contracting of IT systems
Manage administrative functions

Replicate the role of practice/PCN managers

Operate in isolation of, or duplicate, existing system

functions

Deliver all possible responsibilities outlined in role
description
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Areas where Digital & Transformation Leads could

support improvement

« Embedding effective use of triage and navigation,

 alignment and communication of patient access routes (including digital
routes),

« at-scale or hub working at PCN level,
 developing effective pathways between the PCN and other local services,

 supporting self-service by patients and remote monitoring where
appropriate,

» effective embedding of other ARRS roles,

 supporting digital enablement of long term condition management and
proactive care



Birtley and Central Gateshead PCN

“Developing a High Performing Diverse
Team Through Transformation and Quality
Improvement”

Sheinaz Stansfield
@sheinazs

. Practice Manager: Oxford Terrace and Rawling Road Medical Group
. Director of Transformation BCG PCN

2nd November 2022




Clinical Director Role

Working with Practices

. The Clinical Director is not solely responsible for the operational delivery
of services - this is a collective responsibility of the PCN;

. strategic and clinical leadership for the PCN,
. developing and implementing strategic plans,
. developing local initiatives that enable delivery of the PCN’s agenda,

Let me show yoii

. leading and supporting quality improvement and performance across ‘ X
Core Network Practices (including professional leadership of the Quality , ‘_\ ;
and Outcomes Framework Quality Improvement activity across the 11 l - ‘i’il ] ' y
PCN), mny IHENMIACE

. strategic leadership for workforce development, through assessment of
clinical skill-mix and development of a PCN workforce strategy;

. completing the workforce planning template and agree,
. Clinical Director takes a lead role in developing the PCN'’s conflict of

interest arrangements, taking account of what is in the best interests of
the PCN and its patients.

“Its five year mission:
Working with System
. supporting PCN implementation of agreed service changes and * to explore new ways of
pathways and work closely with Core Network Practices and the working
commissioner and other PCNs to develop, support and deliver local
improvement programmes aligned to national priorities;

. . - seek out new models of care
. working with commissioners and other networks to reflect local needs

and ensuring initiatives are coordinated; and innovation

. developing relationships and work closely with other Clinical Directors,
clinical leaders of other primary care, health and social care providers, to boldly go where we had
local commissioners and LMCs; not gone before “

. facilitating participation by practices that are members of the PCN in
research studies and act as a link between the PCN and local primary
care research networks and research institutions;

. representing the PCN at CCG-level clinical meetings and the ICS/STP,
contributing to the strategy and wider work of the ICS/STP.




Diverse Distributed Leadership




Birtley & Central Gateshead PCN Organisation Structure
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Birtley, Central Gateshead PCN: Governance Arrangements

PCN Board Chaired
by Alex Moore

Gateshead PCN
Strategy Group

Gateshead
System Board

Inequalities
working group

Teresa Graham

Second Street
Surgery

Joint Patient
Forum

Contracting

: Transformation
and Finance

Sheinaz
Stansfield

Ashley Irwin
Digital Lead

Anna Joyce, Mel and

Knighton Kristina

Oxford Terrace &
Rawling Road
Medical Group

Birtley Medical Group



Gateshead PCN Support Infrastructure
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Role of Quality Improvement in Transformation

Health and Care Change Model

What are we trying
to accomplish?
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' change is an improvement?
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ilke shared will result in improvement?
purpose .
Act Pian
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Closing comments

Minal Bakhai Director for Primary Care Transformation
Kiren Collison Interim Medical Director for Primary Care



