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Welcome



Workshop Aims

• Support practice teams to set up or review existing care 
navigation processes rapidly

• provide an overview of the key enablers and priority 
activities

• outline the essential best practice principles for setting up 
and monitoring care navigation processes, and

• offer an opportunity to ask questions and access further 
bespoke support to facilitate the set up or review of care 
navigation processes



Care Navigation: Operational Definition

What is care navigation?

The assistance offered to patients and 
carers in navigating through the 
complex health and social care systems 
to overcome barriers in accessing 
quality care and treatment.

Macredie et al (2014)



Get through the 
winter!

Make better use of 
wider MDT and 

community 
resources

Increase the skills 
and confidence of 

whole practice 
team

Improve staff 
morale and job 

satisfaction

Reduce workload 
on our GPs

GPs to see the 
patients with more 

complex needs 

Why are we here?

Improve outcomes for 
patients, families and 
staff



How do we get there?

10 Key Steps



Step 1: How ready is your practice for care navigation? 

• There never is a “perfect” time to 
introduce change.

• Assess your readiness, identify your 
strengths and anticipate your challenges in 
advance.



Step 1: Key Resource 

What’s your current status? Readiness Assessment Tool

https://ihub.scot/media/6295/20190613-readiness-tool.pdf


Enablers and Barriers



Top Tip: Consider The Change Curve



Step 2: What do your team already know about care navigation?

• Do the team fully understand what 
care navigation is?

• Do they have specific concerns about 
delivering care navigation that need 
to collectively addressed?

• Do they already think they are doing 
some care navigation?

• What training would be helpful for 
them?

Question
What do you think your 
team members might be 
worried about regarding 
setting up and delivering 
care navigation?



Step 2: Key Resource

Care Navigation Staff Questionnaire link

https://ihub.scot/media/6297/20190429-care-navigation-staff-questionnaire-2-v1-0.pdf


Step 3: What do your patients know about care navigation? 

Why is this important?

• To give you an idea of which services are well known and 
by which patient group.

• To help you prioritise which services you need to focus 
your promotional activity on.

How to consult with patients?
• Use the patient survey from the toolkit.
• Ask members of your Patient Participation Group if you 

have one.
• Connect with your Community Engagement Officer
• Ask your GPs what they feel their patients 

know/understand about care navigation from their 
experiences during consultations. Care Navigation Patient Survey 

https://ihub.scot/media/6292/20190507-care-navigation-patient-awareness-questionnaire-v1-0.pdf


Step 4: What care navigation is already happening?

Take stock

• Do just enough to get an idea of what you’re doing

• use the Care Navigation Tally Sheet to rapidly review 
your activity either for a whole week (if you have 
the time) or the busiest day of the week (e.g. 
Mondays!), and

• draw up a care navigation pathway/flowchart – it 
won’t take long and is a helpful visual.

This Care Navigation 
Tally count is juuuuust 

right!

The Goldilocks Effect

https://ihub.scot/media/7454/data-collection-tool-10_step-guide_cn.pdf
https://ihub.scot/media/7455/flowchart-10_step-guide-cn.pdf


Want more detail?

Teams within the collaborative 
found the “Week of Care Audit” a 
helpful resource. 

It helps to identify where a patient 
could have been seen by another 
service provider first rather than 
the GP.
Week of Care Audit Tool

Top Tip: Different ways to count your activity

For a rapid overview 

Try the “Fishbowl Count” where 
the team drop a pebble in a 
fishbowl every time they have a 
care navigation conversation with a 
patient and count them up at the 
end of the day!

https://ihub.scot/media/6307/20190429-care-navigation-week-of-care-audit-v1-0.xlsx


Step 5: Who else could you navigate to in practice and locally?

• You may already have a directory 

• Check you have a full understanding of available 
services and access criteria

• Start out with your own Practice MDT

• “Go Safari” and find out what’s available locally

• Use national sources of information including 
NHS Inform, Scotland’s Services Directory and 
ALISS

• Consider how you will keep your service 
directory up to date

Use this Care Navigation 
Guidelines template to 
collate the specific service 
information

https://www.nhsinform.scot/
https://www.nhsinform.scot/scotlands-service-directory
https://www.aliss.org/
https://ihub.scot/media/7456/guideline-template-10_step-guide_cn.pdf


Question: Who are you navigating to right now?

Question

Which services are you 
currently signposting to?



Step 6: Which services will you start navigating to?

• Review your service directory

• identify priority services 

• ensure you liaise with services before you 
begin navigating

• team members meeting service 
representatives can make a big difference –
“putting a face to a name”, and

• meet the Experts/Speed Dating sessions.



Step 7: How will you navigate safely and effectively?

• Develop a navigation criteria summary 
(protocol) for each service

• do this as a team taking everyone’s knowledge 
and expertise into account

• if your local IT allows, upload your criteria 
directly onto EMIS/Vision, and

• let your indemnity provider know of your new 
procedures before you begin.

https://ihub.scot/media/6324/20190515-care-navigation-emis-template-and-installation-instructions-v1-0.pdf
https://ihub.scot/media/7533/importing-a-guideline-on-vision.pdf


Step 8: Have your team all the skills they need?

•Search the NES TURAS Learn site for 
learning materials and resources.

•Click here for in-house learning 
activities and here for external learning 
resources. 

https://learn.nes.nhs.scot/
https://ihub.scot/media/7457/learning-comms-10_step-guide-cn.pdf
https://ihub.scot/media/6291/20190429-care-navigation-pasc-training-providers-v1-0.pdf


Step 9: How will your patients know about your new processes?

Use a range of ways to get your message 
across such as:

 A welcoming and informative phone 
message

 Leaflets and posters 

 Notices on your website

 Notices on your social media page

 Local press and radio

 Posters in local centres/shops etc.

 Text messaging

Question

What are the top three ways 
your practice notifies patients 
of key service information?
How else could you advertise 
your services?



Resources Alert!

• Your Community Health Care Services 

• NHS Inform Self Help Guides

• NHS Inform Assets

• NHS Inform GP.scot

• Primary Care Communications Toolkit

• Example Practice Phone Messages

https://www.nhsinform.scot/campaigns/your-community-health-care-services
https://www.nhsinform.scot/self-help-guides
https://ihub.scot/media/5455/nhs-inform-assets.pdf
https://www.nhsinform.scot/gpscot
https://ihub.scot/media/7536/primary-care-communications-toolkit-v2.pdf
https://ihub.scot/media/7461/10_step-guide-gp-example-phone-messages.pdf


Resources Alert!

Care Navigation Toolkit

https://ihub.scot/project-toolkits/care-navigation-toolkit/care-navigation-toolkit/are-you-ready-for-care-navigation/


Step 10: How will you know your new systems work for everyone?

•Care navigation is an ongoing process 

• consult regularly with internal team 
members, external community colleagues 
and patients 

• safety is essential

• revisit your patient and staff surveys 30-
day Review Template – for rapid review of 
activity, data and progress, and

• finally, celebrate your success! 

https://ihub.scot/media/6292/20190507-care-navigation-patient-awareness-questionnaire-v1-0.pdf
https://ihub.scot/media/6297/20190429-care-navigation-staff-questionnaire-2-v1-0.pdf
https://ihub.scot/media/6306/20190429-care-navigation-digging-deeper-v1-0.pptx


Let’s recap

10 Key Steps



Next Steps

Get in touch if you:
• Have a question
• Want more follow-up 

support
• Want to connect and learn 

from others 
• Want to share your success 

Email: his.pcpteam@nhs.scot

mailto:his.pcpteam@nhs.scot


Thank you for joining us 

Thank you for your time 
and good luck!
Please keep in touch:
his.pcpteam@nhs.scot

mailto:his.pcpteam@nhs.scot

