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The Practice Administrative Staff Collaborative (PASC) aims to develop the skills and role of practice administrative teams in GP practice settings. It is      
a ground-breaking programme aimed at improving the patient experience of primary care while supporting HSCPs, GP clusters and multidisciplinary 
practice teams to work collectively to meet patient needs. The collaborative will run from February 2018 to March 2019. 

 
A national learning session was arranged to bring together colleagues with an interest in this work. 

 
The aims of the session were for delegates to:  

 describe how the PASC contributes to the vision for transformation of Primary Care services in Scotland and interpret how the PASC can be 
applied to their HSCP context 

 consider how engaging with patients can lead to improvements in care and build awareness of quality improvement approaches in GP practices, 
and  

 begin to build a network of PASC connections in and between networks 
 
 

 
Contact the PASC team 
 

Email: hcis.pcpteam@nhs.net  

Web: http://ihub.scot/gp-practice-administrative-staff-collaborative/  
Twitter: @SPSP_PC 

LinkedIn: https://www.linkedin.com/groups/13582602   

mailto:hcis.pcpteam@nhs.net
http://ihub.scot/gp-practice-administrative-staff-collaborative/
https://twitter.com/SPSP_PC
https://www.linkedin.com/groups/13582602


   

 

PASC Orientation 
Speakers from four PASC stakeholders were invited to 
explain their role to the project. These stakeholders 
were: 

- Scottish Government 

Fiona Duff (Session Chair) introduced the opportunities 
the collaborative provides for improved 
mulltidisciplinary team (MDT) working  

- NHS Education for Scotland (NES), and 

Tracey Crickett highlighted the Scottish Practice 
Management Development Network, established to 
develop, promote and support General Medical 
Practice Management across Scotland 

- Royal College of General Practitioners (RCGP)  

Dr Jenny Bennison presented a variety of resources 
available for delegates such as the RCGP toolkit and 
guides for quality improvement 

- Healthcare Improvement Scotland (HIS) 

Anne Ribet explained in detail the two key areas that 
PASC will be studying – care navigation and workflow 
optimisation 

 

 

Quality Improvement 

Gareth Adkins (HIS) presented an overview of quality 
improvement and why this approach will help 
delegates to improve care systems and processes for 
patients and staff 

 

 

‘You can make a difference’ 

Tommy Whitelaw (Dementia Carer Voices and The 
ALLIANCE) delivered an engaging session focusing on 
the impact that kindness and compassion can have on 
patients. Delegates were galvanized to ‘be the one 
that makes a difference’. 

 

 

 

 

The Art of Brilliance 

The afternoon session was delivered by Kev House from the 
Art of Brilliance, who focused on noticing ‘the voice in the 
head’, and the impact that this has on effective collaborative 
working. 

 

 

Care Navigation and    
Workflow Optimisation 

We were delighted to share learning and actions that are 
already taking place in GP Practices courtesy of Anne Crandles 
(NHS Lothian – care navigation) and Yvonne Archibald and 
Moira Patterson (NHS Borders – workflow optimisation).  
 
Anne encouraged delegates to challenge cultural perceptions 
of what GP administrative staff can do, whilst Yvonne and 
Moira explained how their pilot work in workflow optimisation 
had saved up to 60% workload for GPs in their area. 
 

 
Yvonne Archibald, Fiona Duff, Anne Crandles and Anne Ribet Fiona Duff, Session Chair 



 
 
 
 

 
 
 
 

 
 

Panel Discussion 
 

Delegates were invited to submit any remaining 
questions about the collaborative to an expert panel, 
chaired by Gareth Adkins (HIS). The panel included: 

 

- Manira Ahmad (NHS National Services Scotland) 

- Yvonne Archibald and Moira Patterson (NHS 
Borders) 

- Anne Crandles (NHS Lothian) 

- Carol McCambley (NHS24) 

- Anne Ribet (HIS) 

- Tommy Whitelaw (Dementia Carer Voices) 

 

 
 

Topics raised during the panel discussion included: 

 

- offering to share resources, particularly 
regarding work achieved by NHS Borders on 
workflow optimisation 

- recognition that there will need to be ‘buy-in’ 
of all practice staff to make this work, and 

- appropriate channels of communication to 
share learning. 

Feedback  
 

There was lots of positive feedback from the event: 

 

- 67% of delegates agreed that they have 
learned more about the collaborative’s aims 
and interventions 

- 72% of delegates agreed that the event 
provided them with the opportunity to 
network and access tools  

- delegates felt that hearing practical 
experience from NHS boards was particularly 
useful, and 

- would value further practical information to 
help them in practice. 

 
 

 

 

 

 

 

 
 
 
 
 
 
 
 
 

Resources 
 

- Agenda 

- Presentations 

- Evaluation report 

- View event photos 

- PASC webpage, with links to Twitter 
account and LinkedIn networking 
page 
 

Upcoming Events 
WebEx 1: Tuesday 15 May 2018 (12.30pm) 

‘Using human factors thinking to help with 

your improvement work’ 

Presenter: Shelly Jeffcott, Principle 

Educator, NHS Education for Scotland (NES) 

- Click here to participate 

WebEx 2: Thursday 21 June 2018 (1pm) 

‘Making results handling safer -            

Primary Care Patient Safety in NHS Lothian’ 

Presenters: Elouise Johnstone, Quality & 

Safety Improvement Manager 

Adeline Tan, Quality Improvement 

Facilitator 

Dr Lisa Carter, GP Clinical Lead Primary Care 

- Click here to participate 

Learning Session 2 

Save the Date: Tuesday 27 November 2018 

 

http://ihub.scot/media/3516/20180319-del-agd-v12.pdf
http://ihub.scot/gp-practice-administrative-staff-collaborative/
http://ihub.scot/media/3519/20180319_evaluation-report-v02.pdf
http://ihub.scot/media/3519/20180319_evaluation-report-v02.pdf
https://spark.adobe.com/page/yWjPoYEynuNxL/
http://ihub.scot/gp-practice-administrative-staff-collaborative/
https://btevent.webex.com/btevent/onstage/g.php?MTID=e9b5d6aad155d400b49cc46a4b7c0c4cd
https://btevent.webex.com/btevent/onstage/g.php?MTID=e20fcc96050e5fddab21d1f56fc13ef81


 

 

 

 

 

 

 

 

 

 

 

 

 

We were joined by visual minuting specialists More Than Minutes, who illustrated the key themes and messages from the session: 

http://www.morethanminutes.co.uk/

