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The Quality Improvement Journey

Understanding systems | Turas | Learn

https://learn.nes.nhs.scot/821/quality-improvement-zone/quality-improvement-journey/understanding-systems


Understanding Systems – Process Mapping





Where do Process Maps come in?

Process mapping | Turas | Learn

https://learn.nes.nhs.scot/2272/qi-tools/quality-improvement-zone/process-mapping


Process Mapping 
in Southern FSU



Process Mapping in Southern FSU

Process mapping | Turas | Learn

https://learn.nes.nhs.scot/2272/qi-tools/quality-improvement-zone/process-mapping


Practice Team: Cornmarket Surgery

Presenters 
Mrs Roisin Meehan and Dr Elaine King

To enhance access to primary care 
services for our patients 

Model for Improvement 

The QI Journey 



Identify an Area for Improvement 

Woman Sitting Behind Her Desk Having a Telephone Call · Free Stock Photo Newborn Crying Photos, Download The BEST Free Newborn Crying Stock Photos & HD Images

https://www.pexels.com/photo/woman-sitting-behind-her-desk-having-a-telephone-call-5196818/
https://www.pexels.com/search/newborn%20crying/


Identify an Area for Improvement 

Person Pouring Water on White Ceramic Mug · Free Stock Photo

What was our why?

https://www.pexels.com/photo/person-pouring-water-on-white-ceramic-mug-9635654/


Understanding 
the problem

• A whole systems approach
• A whole team approach 
• Right person, right time, right 

place



Understanding the 
problem

• Being told the 
problem
• Seeing the problem
• Feeling the 

problem



Understanding 
the problem

• Agency

Man Flexing His Muscles · Free Stock Photo

https://www.pexels.com/photo/man-flexing-his-muscles-7551226/


Access in Cornmarket Surgery
• In Person

• Accessible facilities
• Transport Links and Parking
• Flexible appointment times

• Telephone Access
• Multiple phone lines
• Automated systems
• Phone triage

• Online Access and Digital Systems
• Appointment booking
• Consultation
• Repeat Prescriptions
• Patient communication via SMS or email



IHI Model for Improvement and 
PDSA cycles
PDSA | Turas | Learn

https://learn.nes.nhs.scot/2274


The IHI Model for Improvement in Cornmarket

• What are we trying to accomplish?
• We are trying to enhance capacity to meet patient need
• Proxy measure of demand meeting capacity = time of last booked urgent 

appointment that day
• SMART statement – There will be an 40% increase to the period of 

availability for an urgent appointment over the next 6 months



The IHI Model for Improvement in Cornmarket

• How will we know that a change is an improvement?
• The average monthly last booked urgent appointment will become later
• Fewer patient complaints
• Higher staff satisfaction and morale



The IHI Model for Improvement in Cornmarket

• What changes will we make to make an improvement?
• New GP led triage system and GP admin training PDSA 1 (November 2025)
•  Reduction in urgent phone lines with admin staff specialisation PDSA 2 

(December 2025)
• 25% increase in routine appointment PDSA 3 (January 2026)



Driver Diagram



Measurements 

ØLast available urgent appointment 
used as a proxy for access

ØManual search 

ØMonthly



Outcomes 
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1. GP triage

2. Number of urgent phone lines and staff specialisation

3. Increase in routine appointments



Patient and staff engagement

• Patient Survey
• Staff Feedback





Tops Tips/Challenges 



Thankyou

QUESTIONS? 



If you would like support to undertake QI in your Practice 

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

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

mailto:David.McCarthy@easternfsu.co.uk
mailto:Alison.Vaughan@westernfsu.co.uk
mailto:davina.carr@southernfsu.co.uk
mailto:kirsty.mcavoy@easternfsu.co.uk
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