
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
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, with a secondary session taking place for four teams 
consisting of six health and social care partnerships (HSCPs) invited to take part in this improvement work. The selected HSCPs are: 

 Argyll and Bute HSCP 

 Clackmannanshire and Stirling HSCP and Falkirk HSCP 

 East Lothian HSCP, and 

 North and South Lanarkshire HSCPs. 
 

The aims of the session were for delegates to:  

 build awareness of how and why to use driver diagrams  

 define the components of an improvement aim statement and measures in preparation for applying to a PASC project, and  

 identify change ideas for care navigation and workflow optimisation.
 

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   
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Hopes and Fears 
The session was opened by chair Anne Ribet, 
Professional Advisor for PASC, who invited delegates to 
share their current feelings surrounding the 
collaborative: 

Example ‘hopes’: 

- ‘That I can engage staff to participate fully with co-
operation and keen minds’ 

- ‘To get realistic change without damaging what we 
have that works well’ 

- ‘To feel more confident in supporting my staff with 
signposting and to take back new ideas about care 
navigation’ 

Example ‘fears’: 

- ‘Realising how much it will actually involve on top 
of already existing workload’ 

- ‘Fear of ideas not being well received’ 

- ‘Not having enough staff to cope with the changes’ 

 

 

 

Meeting the PASC teams 

Each of the four participating PASC teams introduced 
their groups and provided a current overview of their 
work, the main challenges and barriers that they 
encounter, and their hopes for the collaborative.  

The presentations were delivered by: 

Argyll and Bute HSCP 

- Joyce Robinson, Primary Care Manager 

- Dr Rebecca Helliwell, Cluster Quality Lead 

Clackmannanshire and Stirling HSCP and Falkirk HSCP 

- Fiona McGirr, Practice Manager 

East Lothian HSCP 

- Dr Jo Smail, Cluster Quality Lead 

North and South Lanarkshire HSCPs 

- Judith Cain, Senior Improvement Manager 

 

 

 

 

 

 

 

Creating and communicating 
an improvement project 

Xenia Dennison, Associate Improvement Advisor at 
Healthcare Improvement Scotland (HIS) delivered a 
session on the benefits of driver diagrams, why 
aims are important and how to use them, and why 
measurement is key. 

 

Delegates were encouraged to create their own 
driver diagrams and then test these in a practical 
session, sharing their learning and linking this to 
their projects of work. The session highlighted the 
effectiveness of planning, consistency of purpose, 
learning from failure and the value of sharing ideas. 

 

 



 
 

Change ideas 
 

Claire Mavin (Improvement Advisor-HIS) further 

developed the teams’ ideas from the morning session 

into developing suggestive aims and drivers regarding 

care navigation and workflow optimisation within their 

HSCP. 

Suggested aims included: 

- to ensure that patients are seen by the most 
appropriate care provider by signposting to local 
services by March 2019 

- reduce GP demand by 5% in 6 months, and 

- Reduce the amount of paperwork documents sent 
to GPs by 50% by March 2019. 

 
 
 
 
 
 
 
 
Delegates then developed these aims into primary and 
secondary drivers with change ideas.  
 

Suggested change ideas included: 

- developing Standard Operating Procedures 

- social media leaflets 

- messages on practice phone system to signpost 
effectively 

- self-help tool kit development 

- produce list of correspondences that shouldn’t go 
to GPs 

 

 

Next Steps 

Delegates were invited to share their short term aims 
that they could put into practice. The questions posed 
were: 

 

‘What are you going to do differently by next Tuesday 
when you return to practice?’ 

Example answers included: 

- discuss processes and look at areas that can be 
identified for change 

- create a list of local services and stakeholders 

- feed back to practice about cluster care navigation 
aims 

 

‘What are you going to test this month in your 
practice?’ 

Example answers included: 

- start to ask staff how they feel, and what barriers 
they feel exist regarding care navigation 

- Audit letters, discharge letters to gauge how much 
workflow could be reduced for GPs 

- Try to create a driver diagram at next team 
meeting 

 

 

 
 

 

Feedback 

There was some excellent feedback from the event. 
Thoughts gathered included: 

 

- reassuring to discover that workflow 
optimisation is working well in other practices 

- an excellent opportunity for teams to work 
together and put methodology into practice, 
and 

- having access to more improvement tools and 
time for group discussion would be 
advantageous. 

 

 

Resources 

- Agenda 

- Presentations 

- Evaluation report 

- View event photos 

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

 

 
 
 
 

http://ihub.scot/media/3517/20180320-del-agd-v03.pdf
http://ihub.scot/gp-practice-administrative-staff-collaborative/
http://ihub.scot/media/3518/20180320_evaluation-report-v02.pdf
http://ihub.scot/media/3518/20180320_evaluation-report-v02.pdf
https://spark.adobe.com/page/yWjPoYEynuNxL/
http://ihub.scot/gp-practice-administrative-staff-collaborative/


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

 

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

