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The role of admin staff in new GP contract

• 2018 GP contract identified  the need for highly 
skilled practice managers. 

• Identified the need  to develop the skills of 
practice receptionists.



HIS was commissioned to create a program to develop 
the skills and roles of staff and thus

PRACTICE ADMINISTRATIVE COLLABORATIVE (PASC) 

was born.



My Role

• Provide professional advice, assurance and 
professional leadership to inform the content and 
improvement aims  of the Primary Care portfolio 
related to General Practice – in areas such as Care 
Navigation and Document management.



2 Key Areas

• Care Navigation

• Workflow Optimisation



What do we mean by care navigation?

• WHAT is it?    Simple, sustainable model of care that 
improves access to primary care and reduces GP 
pressures. 

• WHY should l do this?   Care navigation provides real 
choice to patients allowing them to go straight to the 
service that best meets their health and social care 
needs.



Care Navigation

• HOW am I going to do this?  By providing clear 
information about the range of services and resources 
available both inside and outside of the GP practice, 

• WHO benefits?  Using signposting and information to 
help patients and their carers move through the 
health and social care system as smoothly as possible





What is Workflow Optimisation?

Workflow optimisation is a new way of 
managing clinical correspondence more 

effectively.  



Why? How? Who? What?
• WHY change?  Volume of correspondence now places administrative burden 

on GPs.

• HOW? By redirecting correspondence away from the GP when it can be 
handled safely and more efficiently by another member of the Practice team.

• WHO?  Workflow administrator, nurse, admin staff 

• WHAT is the difference between correspondence/document management?  

• HOW?   Staff learn how to work smarter, not just harder






