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Event Outline
A networking day was held to celebrate the successes 
and showcase the learning from the PASC teams.

We were joined by our PASC teams and key 
stakeholders from across Scottish Government, NHS 
24 and 18 HSCPs.

The aims of the day were to:

- to have an opportunity to explore and share PASC 
work

- connect with peers and colleagues to share 
experiences and learning

- understand the challenges and opportunities 
involved in supporting Workflow Optimisation and 
Care Navigation, and

- learn about plans to spread this work.

Project Update
The pilot phase of the Practice Administrative Staff 
Collaborative (PASC) is on track to deliver:

- a Workflow Optimisation Toolkit and motion graphic 
(digital) by the end of March 2019

- a full external evaluation report 

- a Care Navigation Toolkit (Digital), and 

- a physical Care Navigation Toolkit to be distributed 
to all GP Practices in Scotland

by the end of May 2019.

We are in conversation with Scottish Government 
colleagues regarding spread and scale plans for PASC.

Progress to date

Less documents being 
seen by GP’s (across 17 
participating practices)

Reduction in 
documents going to 
the GP (across 17 
participating practices)

“I thought Care Navigation was really 
good. The nurse practitioner had a 
chance to be able to do something 
there and then so I wouldn’t have to 
book another appointment later, 
which is just a waste of everyone’s 
time.”
- Patient, Clydesdale, NHS South Lanarkshire

“Workflow Optimisation has 
been a revelation in our 
practice. I now spend just a 
fraction of the time managing 
documents.”
- GP, Clackmannanshire, NHS Forth Valley



Initial findings and key learning from PASC – from four pilot teams  

PASC

Workflow 
Optimisation

Care Navigation

Enabled staff to safely navigate the care of
patients appropriately and confidently

Meeting with 
community council 

heads/patients –
positive feedback

Knowing where to steer the patient

Cluster – wide events involving 
whole Primary Care community

Training in communication skills

Team huddles to share tips and avoid 
competitive behaviour

Being empowered to make judgements

Practice website 
pages, patient 
leaflets, social 

media, newsletters

Communication: posters, flyers, 
media, social media

Staff: job title change to Patient Care 
Advisors, training, feedback sessions

Patients: telephone message, 
surveys, info during consultations, 
patient surveys (“who would you 
see”) – use clinics and community 

events

Community: Pharmacies, ICST, Health 
Visitors, Leisure Centres

Clinicians: surveys (“who could have dealt 
with…”), assertiveness training

Know your local community 
Develop an engagement strategy

Regular data collection is key to 
analysing what changes work

Quantifying impact can sometimes 
be difficult, but not impossible! Lots 

of anecdotal evidence to find

Use of QI tools e.g. Fishbone 
diagrams, pareto charts, 

measurement, driver diagrams 

Development of QI capacity and 
capability

Development of leadership, 
facilitation and influencing skills

Understand any variation you may have

Support use of national resources

Collect and analyse the data

Understanding how to best utilise 
new staff

Supporting patients in giving them 
different options is key

Patients don’t actually mind telling 
receptionists what they need

Use readiness tool

Admin staff = Docman champions

Practice Managers lead change

Be patient and test regularly

Define your training needs

Celebrate success
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Key learning from the event
Following presentations from each PASC team on their successes and learning, delegates were invited to reflect 
on what “roadblocks” they encountered during the project, and how they would do it differently if given the 
chance to do it again. Remarks included:

Event Resources
- Agenda

- Argyll & Bute HSCP Presentation

- North & South Lanarkshire HSCPs Presentation

- East Lothian HSCP Presentation

- Clackmannanshire & Stirling and Falkirk HSCPs 
Presentation

- View event photos

- PASC Webpage

Links to Workflow Optimisation Digital Toolkit and 
accompanying motion graphics will be sent to all 
delegates by the end of March 2019

Contact the PASC Team

Email: hcis.pcpteam@nhs.net

Web: http://ihub.scot/pasc/

Twitter: @SPSP_PC #PASC

Roadblocks
What would you do 

differently?

- Lack of understanding of available 
services to signpost to

- Patient education
- Willingness to change
- Confidence - GPs letting go and staff 

taking on new roles 
- Designing protocols

- Understand your system and processes 
before you start

- Share ideas and communicate with other 
practices - good networking

- Small, measured steps
- Set expectations, communicate clearly, 

frequently and consistently

This rich learning from PASC has been reviewed and included in the toolkits. 

https://ihub.scot/media/5916/pasc-celeb-agenda-v17-final.pdf
https://ihub.scot/improvement-programmes/primary-care/gp-practice-administrative-staff-collaborative/events/pasc-celebration-event-march-2019/
https://ihub.scot/media/5928/20190305-pasc-north-and-south-lanarkshire.pdf
https://ihub.scot/media/5927/20190305-pasc-east-lothian.pdf
https://ihub.scot/media/5926/20190305-pasc-clackmannanshire-stirling-and-falkirk.pdf
https://spark.adobe.com/page/hiBGd6UDOxm8D/
https://ihub.scot/improvement-programmes/primary-care/gp-practice-administrative-staff-collaborative/events/pasc-celebration-event-march-2019/
mailto:hcis.pcpteam@nhs.net
http://ihub.scot/pasc/
https://twitter.com/SPSP_PC


More Than Minutes captured the key themes and messages from the day: 

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

