BRINGING EXCELLENCE TO PRIMARY CARE

Care Navigation:
How do we know this will work in
your practice?
Background
‘The Medical Centre was facing a crisis of capacity. It had 20-30 patients per day requesting urgent contact over and above
the capacity within the appointment system. That is 2.5 hours of unscheduled care!
Despite this, clinicians told a tale of people sat in front of them who could have self cared, been assisted without being seen
or could have been supported by the many services set up in the community.
They were starting to explore ‘New Models of Care’ which involved adding extra Multi-Disciplinary Team members.
By working through our checklist within two weeks they had implemented an Active Signposting system. Using Quality
Improvement methodology the practice have refined the system to include Chest Pain, Mental Health and UTI protocols.
The system has been well received by patients with less than 1% declining to answer the questions.

Questions raised by practice staff
How will patients respond to being directed away from traditional face-to-face GP appointments?
Will patients object to non-clinical staff asking active signposting questions?
Can reception staff accurately elicit details from patients and accurately record them in the reason for appointment?

The impact
Active signposting has helped the practice release 33% of ‘on the day’ GP appointments, which is 4 appointments per
day equating to 1 hour of GP time.
Freed-up appointments have given GPs more time to focus on those patients that need their time (e.g. those with more
complex care needs), as well as improving access for patients who need to be seen.
Feedback from the practices thriving PPG has been very positive, saying “In this current difficult climate this surgery is
doing its very best for its patients adapting and developing new service to meet demand”.
Patients receive a more consistent and higher standard of care with the most appropriate person. In some cases this has
provided more flexibility in how and when they can access that care.
Staff feedback has been very positive, with most pleasantly surprised by how positively patients have received the
change and their willingness to share clinical detail.
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How we do it
The Xytal Care Navigation program gives reception teams the skills and confidence
to signpost patients to the most appropriate service quickly and safely.
This frees up time for General Practitioners to concentrate on those patients that
need their care the most.
We support both “Process” and “People”

Process Change
Development
The ‘What’ that colleagues
need to do.

Skills
Training
The ‘How’
colleagues can do it.

The programme has allowed us to
move to 15 minute appointments
and offer more time to patients who
really need that valuable extra 5
minutes. We have also been able to
move some of our GP time to MDT
support of LTC patients.
We have found this a very efficient
way of delivering care for both our
patients and staff.
- General Partner, Dan Vincent

- What our clients say

"The programme brings improvement to the
practice in tangible ways. You walk away
with simple tools that allow you to completely
change your practice into a pristine place of
work. Truly blown away!"

How does it work in your practice?
Xytal Care Navigation training has been developed from the well proven “Model for
Improvement”.
The programme provides the ‘What’ through both group learning and practice
based to:
Enable a practice to learn skills and new ways of working that meet the practice
requirements.
Develop the protocols to reflect what you want to signpost and to where.
Then we train the team on ‘How’:
Based on motivational interviewing techniques to deliver Health Education
England’s competency framework on how to deliver signposting when at the
sharp end, advising patients.

Want to learn more?

Let’s start a conversation
Call: 0113 834 5015 • Email: info@xytal.com • visit: www.xytal.com
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