
QI Bitesize – Practice stories
Sharing and learning together – June 2026





Purpose of session
• Your Feedback

• Practice story – Signposting 

• “How to” Process Map

• Practice story – Triage and managing patient appointments



You said, we listened



QI Bitesize: 
Practice Stories

SIGNPOSTING



'Optimising Patient Access: 
The Impact of Care Navigation 
in General Practice’

Speaker:
Paula Douglas, Practice Manager 

Model for Improvement 

THE QI JOURNEY



I D E N T I F Y  A N  A R E A  F O R  
I M P R O V E M E N T  

Approx 200,000 PC contacts per week in NI
 10% Population

How can we meet patient demand with limited resources?

Sought to direct patients more efficiently to the appropriate healthcare professional, 
•  reducing unnecessary GP appointment use 
•  improving patient satisfaction.

Investigate whether better use of optimising Care Navigation can improve outcomes
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U N D E R S T A N D  T H E  C U R R E N T  
S Y S T E M

• Driver diagram - key influences on patient access to develop change ideas

• Run chart - tracked trends & revealing intervention impacts / variation

• Patient satisfaction surveys & staff feedback - ensured changes improved access 
without increasing workload pressures



U N D E R S T A N D  T H E  
C U R R E N T  S Y S T E M



A I M   

Aim: 

To improve patient access by increasing signposting 
to alternative Healthcare Providers within an Urban 
GP Practice by 30% by January 2025



S T R A T E G Y  A N D  C H A N G E  
I D E A S  



S U P P O R T I N G  M A T E R I A L S  –  G O  L I V E
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S U P P O R T I N G  M A T E R I A L S
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M E A S U R E M E N T S  

• What did you collect? — Read code Care Navigation recorded

• How did you collect it? — Emis search

• When / how often? — Weekly

• Process measure — Number of read codes related to Care Navigation 
recorded per week

• Balancing measures — Patient feedback



P D S A  C Y C L E S

PDSA 1: Care Navigation training 

PDSA 2: Go Live date 

PDSA 3: Huddle reminder



O U T C O M E S  



P A T I E N T  F E E D B A C K
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I M P A C T / I M P L E M E N T A T I O N  
Strengths & Successes Limitations

Showed increased signposting after Care 
Navigation Training and the signposting directory

Fall in compliance after initial training highlighted 
the need for daily team huddles and support

Overall trends confirmed improved patient access 
and reduced GP appointments

Reception not saying “No” to patient – identifying 
appropriate other resource

September decline due to staff absences 

Positive patient feedback Would have been easier if already working within 
the team

Could a Local directory be created within each local area and shared between practices?



T O P S  T I P S / C H A L L E N G E S  



T H A N K  Y O U

QUESTIONS? 



I F  Y O U  W O U L D  L I K E  S U P P O R T  T O  
U N D E R T A K E  Q I  I N  Y O U R  P R A C T I C E :  

Northern FSU: Dr Laura Caul: Laura.caul@northernfsu.co.uk

Western FSU: Dr Alison Vaughan: Alison.Vaughan@westernfsu.co.uk

Southern FSU: Dr Davina Carr: davina.carr@southernfsu.co.uk

Eastern FSU: Dr Kirsty McAvoy: kirsty.mcavoy@easternfsu.co.uk

Eastern FSU: Dr David McCarthy: David.McCarthy@easternfsu.co.uk
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