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	Areas for Action
	Objective/

Goal
	Action

Needed
	Lead for delivery
	Timescale/

Milestones
	Links to current work


	Progress as at January 2006

	Access to GP Practice/

Health Centres/ Dental Care


	Reduce waiting time for appointments.

Improve relations between patients and staff. 

Offer patients more privacy in reception.

Raise patients’ awareness of national targets/24/48 hour access.

Provide clean and comfortable GP practice.

Dental Practice - 

Increase patient confidence and trust in dentist.

Be responsive to prime concern of patients’ when they visit the dental practice. 

Provide out of hours dental care.


	tPCT to produce an Information Guide for Practices to include details on the following matters:

Inform patient of possible waiting time at time of appointment, and offer realistic appointment time.

In the surgery let patients know when GP is running late.

Continue to raise staff awareness of Same Day Service.

Promote Minor Ailments Scheme.

Explore opportunities for customer care and 

carers awareness training for all reception staff.

Identify a space in practices where sensitive issues can be discussed in private.

Place a clear notice in reception informing patients that a private area is available to speak to reception staff, if they wish to use this.

Set up and support Practice/Cluster Patient Participation Groups, involving service users, carers, staff and voluntary and community sector.

Use Practices websites and newsletters to engage with patients and give/receive feedback.

Practices to carry out a health and safety audit and risk assessment.

Prioritise these issues for performance monitoring as part of GdS contract.

Review mechanisms for informing patients of out of hours dental care.

Develop and promote NWL Out of Hours Model.
	Cluster Managers

Aileen Reidy, Out of Hours Project Manager

Caroline Kerby

Practice Managers Facilitator/

Practice Development

Managers.

Caroline Kerby

Practice Managers Facilitator.

GPs/

Public Involvement Manager/ Practice 

Manager.

Caroline Kerby/Practice Development Managers  

Contract Manager/

Practice Manager

Dental Surgeries.
	March 2006

January 2006

October 2005 – Roll Out

June 2006 

May 2006

March 2006

May 2006

August 2006
	Same Day Service

Primary Care Access Survey.

Quality & Outcomes Framework (QOF)

Assessment.

QOF

GdS Dental Contract.

GdS Contract

NWL Strategic Health Authority to develop a sector-wide Out of Hours Model.


	tPCT to produce an

Information Guide for Practices on patient access issues.. 

Awaiting responses from all practices as to how they are responding to individual 2005 IPQ survey results.

Identify tPCT budget to support practices.

Identify lead to carry out health and safety audit and risk assessment of practices.



	Quality of

consultation/

communication between Clinicians and Patients


	Improve consultations/

communication skills.

Allow enough time for patients to discuss health/medical problems.

Allow enough time for patients and carers to discuss their family/home situation if they wish and indicate that there is an opportunity to do so.

Medicines –Clearer information to patients about medicines, best options, their purpose, benefits, side effects.

Tests – Provide clear explanation for tests, to include when and how results will be given.


	Give prominence to quality consultation/

communication and carers awareness training  in GP training programme.

Give prominence to ensuring that every patient feels fully involved in decisions about their own health and treatment.

Longer consultation times for GPs.

Identify patients who are carers and add them to the carers register.

Check carers’ physical and emotional health at least once a year.

Refer carers to sources of support, including Brent Carers Centre.

Inform carers that they can request a needs assessment from social services.

Encourage GPs to promote NHS Direct Information Service and Pharmacy Sign-posting services.

With service users, review medicines information, and the manner in which it is disseminated.

Set up Expert Patient Programme at Practice and Cluster level.

Communication training for staff required to give test results.

Practices to give patients a specific date or time-frame when they can expect to receive test results.

Produce a 

practice-level patient information sheet/poster.

Give named person that patient can contact to follow-up if results are not received within stated time.
	GP Tutors/

Appraisers 

GPs

GP,

Practice Managers, Prescribing Managers.

Caroline Kerby, Practice Managers Facilitator
	August 2006

September 2006

Pilot in 2 Practices/

Clusters.

June 2006
	Quality and Outcomes 

Framework Action 

Planning.

Medicine Use Reviews.

Pharmacy Contract

Expert Patient Programme.

Diabetes Education 

Programme.

CHD Users Group.

Living Well Programme.


	

	
	Out-of-Hours Care -

Provide clear information to patients of how the Out of Hours service work and monitor their level of satisfaction with the service.

NHS Direct:

Improve level of satisfaction


	Review information provided by practices to patients about accessing Out of Hours Services. 

On-going work with providers to meet improvement targets for response times.

Monitor satisfaction levels and review of NHS Direct monthly surveys.

Introduce some improvement targets to contracts.


	Aileen Reidy, Out of Hours Project Manager


	April 2006 
	
	

	Patient Choice and Patient Involvement


	Involve patients in decisions on choice of hospitals and specialist when making 

referrals. 

Ensure specialists to whom patients are referred have full details about them, their condition and their treatment.

Ensure patients receive copies of all letters sent between hospital and GP

Improve 

patient involvement in their treatment and care.

Widen involvement of service users in NHS decision-making


	Provide clear information to assist patients in making choice e.g. quality and access to transport.

Raise awareness of 

choice in Patient Participation Groups; with PPI Forum and wider community Forums to attain wider engagement.

Review existing practice, involving service users.

Identify good practice that currently exist and share widely.

Develop appropriate systems 

Provide training on PPI to all staff.

Set up and develop Patient Participation Groups at Practice and Cluster level, involving staff and service users to share ideas and develop involvement methods. 

Develop the Service User Bank to capture patients interested in Patient and Public Involvement.


	Caroline Kerby/ Practice Development Managers.

Public Involvement Manager/

Practice Staff

GPs

Practice Staff

Practice Development Managers

Public Involvement Manager/

Practice Staff

Public Involvement Manager/

Practice Staff


	March 2006

May 2006

May 2006

May 2006

September 2006


	
	

	Health Promotion


	Provide advice to service users on caring for themselves.


	Make patient information accessible in all Health Centres, Clinics.

Involve and consult patients on quality and appropriateness of information.

Identify health promotion lead in every clinic.


	Yaulta Watts/Practice Manager
	September 2006
	Information & Resource Group for Health Centres
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