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Introduction

The benchmarkf out of hourshas been developed by the Primary Care Foundaés.

are grateful for the suppo#edvice and contribution of many primary care organisations,
providers and users that has helped us to develop the benchmark and tool through various
analyss projects and pilots. We are also grateful for the support from the Department of
Health who funded the initial development of the benchraankell as from Primary

Care Contracting and the NHS Alliance who hailsosupported the work.

This document ans to provide an introduction and instructions for users, both
commissioners and providers. Should you have specific queries or suggestions they are
most easily handled if you eméiénchmarks@rimarycarefoundation.co.usut we have

also provided full contact details in the final section of the document.

Aim of the benchmark

The Department of Health has selected the Primary Care Foundation to support a national
benchmark of out of hours seres. The aim is to offer clear and consistent comparisons
for local commissioners of health services pravidersthat is simple and easy fboth

primary care organisations antbpiders to use. This initiative has widespread supgort
indicated by theomment fom David ColinThoméin a recent HSdwhat you need to

do is to assess yourself against other services. It's up to you how you get there but, by
implication, the easiest way is to buy this tool which is already up and running."
Otherwise, he waus,"you have got to demonstrate some other way of measuring your
guality against others and | would argue that would be more expensive".

The Primary Care Foundation have built on an audit tool that will offer direct
comparisons on:

Costs- cost per callnd cost per head of population covered

EfficiencyT number of calls per clinician per hour

Proces$ the quality of the clinical governance process

Performance against standarder example, time to clinical assessment; time to

faceto-face consultatios

1 Outcomeg referrals to hospital as well as the percentage of calls advised, seen at
base or that end with a home visit

1 Patient Experience of receiving advice, being seen at a centre or being visited at

home

= =4 -8 -9

Importantlythe benchmark will collectiofr mat i on about a number
f a c tso that ibwill be possible fdor example:

of
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1 Look only at those who have similar operational moddts example, to
di fferentiate between O0doctor onlyd asses
distingush between those that assess all calls by phone or those that have
protocols allowing cathandlers to invite patients direct to base
1 Choose other providewsith asimilar population densitysimilar levels of
deprivation; within the sam@NS supergrouptc.

Some of the information is collected to us t

There are challenges in ensuring that everyone is measuring the same thing in the same
way. To address thithe benchmark is based on a common data extract from all
providers so that there are direct comparisons across the whole country. Great care is
taken to understand the scope of the contract with the out of hours provider in each PCT
and to ensure that costs are adjusted to take account of any support prg\vited b
commissioning organisation and of the cost of any additional services specified within
the contract.

With a common extract and more detail from providers, it is planned to develop the
benchmark to include measures of productivity and to allow cerahty richer data
comparison to support understanding and learning.

PCTs and providers will be invited to regular seminars to look jointly at how they can
improve their services, as well as learning from national best practice. This is a vital part
of the package, which will help those involved to understand how thepeigbrming
organisations are operating differently.
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Getting started

Logging on to the system is edsgo tohttp://www.pcfbenbmarks.co.uk/app/logiand
you will be asked to enter the user name and passwatrgou will have been provided
with in a screen similar to that beldexample screen 1)

Example screen 1

{2 http:/fooh-survey. test.nevrforms.co. uk:8000/app/login/login - Windows Internet Explorer

[BEE

) - [Elroohsney.estrents > [%)[x] | 2]
i File Edt View Favorites Tools Help
i}gg’[m h — [*\ PR B - [heage - Groos - @- @R 3
ary
el
2 i T
2

o
Bupndat®

Login
Please enter your username and password to access the OQOH survey system

Usemame [ |

Password:

o Inbox - Microsoft Out... | 8k My Documents /7 http:fjoch-survey.te... |/ Home-WindowsInte... | [ 3 MosoftOffice... = o T ROEELRA 3T o 2302


http://www.pcfbenchmarks.co.uk/app/login
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Primary Care organisation T initial tasks

When you enter thgystem you will find a screen similar to that shown below (example
screen 2):

Example screen 2

' [ on thanshme L P
€ Cll& ooh-survey.test.newforms.co.uk » O F-
(3 Imported FromIE (] Saiing (O3 Travel (] Weather [ Work ¥ BT Yahoo! HomePage ' Google (CJ Other bookmarks

,\\\\“r," O You are currently logged in using the test PCT account.
N
=2y v Edit Details

£ P o
%undav®

Newforms Test PCO Home Page
The "PCO Data" button allows you to edit general information about your organisation including contact details and patient poulation. The "Sign Off" button req \rds your approval of
this data and locks it to prevent further changes. The sign off process can only be reversed by the system administrator if you need to make changes at a lat| \point.

PCO Data
The remainin ons on this screen allow you to add, edit or delete records for each OOH contract you have in place with an approved service provider. Th{  liew" button links to a
separate screen ou can complete a survey about the scope and costs of the contract. It also allows you to review the survey data entered by the sery rovider.
Action i Service Provider PCO Survey Status Provider Survey Status
Norma tract  Mewforms TestProvider  Hot Started 8% Complete

Click this box tocheck and Use this box to
correct your contact details amend user name
and to provide basic and password
information about the PCT

or provideras a whole

Click here tachange th
details of the provider or to
change thédentifier

—_— = _ &
‘s Start AR e A E GOV [@sm. - wie. - ®cooy. | ~2a. - EMa. [Chout.. | = winz. mng 7 4').5"3(%‘.“*"“; 18:27

Once you have entered the system you can amend your user name and password
contactdetailby cl i cki ng ons & hien | ti hekdcordep i ti glhett ah |

Please provide the details about population and extended opening of practices by clicking
on the O6PCO datad button. Th (esampleistrden t ake yoO
3). Note that in thisompletedexample

U No number has beemtered in the total population field. This is greyed out to
show that it is a calculated field (in this case the sum of the two numbers below)
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U The example shows the most common situation where all practices have handed
responsibility for out of hours tthé PCT. All practices have therefore opted out
and the population of practices that have opted in is zero.

U Numbers have been entered without any comma. You should always enter
numbers in full, avoiding commas and (where appropriate) £ signs.

Example s@en 3

' ) on thanshne o) =l ®
<« sy ooh-survey test.newforms.co.uk > O~ F-
(3 mmported From I (O] Saiing [ Travel ([ Weather (°J Work ¥ BT Yahoo! Home Page ) Google (£ Gther bookmarks

7\\\\-“_" O You are currently logged in using the test PCT account.
h P2,
Ly o Edit Details
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Edit PCO Information

Please enter your contact details and information about the practice population covered by your region. Please use whole numbers without commas for the patient population. The
total population will be automatically calculated from the other fields.

Contact name: ‘Tecﬂ User ‘
Contact email address: ‘hEnEhmark5@Fr\marytarefmmdalmn co uk \
Contact telephone number: ‘GT??S 686360 ‘
Total population of PCO: ‘EGGGGG ‘

\

Registered population of practices that have opted in (retained ‘G
responsibility for out of hours cover themselves):

Registered population of practices that have opted out (handed ‘550000 ‘
responsibility for out of hours cover to the PCO to commission):

Population covered by practices with extended opening on ‘112000 ‘
Saturday mornings:

Population covered by practices with extended opening before ‘150(]0(] ‘
8.00 or after 18 30

Save Cancel

—_— . . r
74 start & v 2 A\E SV G [BsM. - w26, - ®coy. | ~2a. - ElMa. [Chou.. [ = winz. BN B ‘?Q'JIE"JG\$’-'-‘.5 18:41

We have set up the names for the prov{deprovider$ for each PCT. Should you wish

to change these details thenandyoucarkthemn t h
change the identifier for tehdoingtlosht Wweact (
have chosen the relevant provider based on the information that was given to us in the
sign-up document (or if changes have since been made based on any notification
received). Should any provider be missing please email
benchmarks@primarycarefoundation.co.uk

O D
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Entering the data

Whether you are a provider organisation or a commissioning organisation when you

choose oO6view contract

d et & présented With asereep o u r

that looks similar to that below (Example screen 6). As this is the starting point for
providing information about each contract it is worth understanding a little about it.

Example screen 6

' [ on thanshme o
€« | s ooh-survey.test.newforms.co.uk
(3 tmported From I (O] Saiing [ Travel ([ Weather (CJ Work ¥ BT Yahoo! Home Page ) Google
LAY o
oy e A
Sy G

4 >
“ndav
(o101 e 128 LWL Y Newiorms Test PCO ELLE Newforms Test Provider
Identifier: Norman Test Contract

IR
»| O K-
(3 ther bookmarks

You are currently logged in using the test PCT account.

Edit Details

This screen shows the status for every section from the PCO and provider surveys for this contract. Click the red buttons to enter information about the costs and scope for this
contract. Click the blue buttons to review the data being entered by the service provider. You will not be able to alter the service provider data. The "Print" button will produce a PDF

document showing the current state of every section in the PCO and provider surveys.

PCO Survey Section Status Provider Survey Section Status
Contract Costs and Scape Mot Started Not Started
Contract Cost Adjustments Not Started Not Started
Number of PCCs and Geography < Started Not Started

The "Sign Off" button records your approval of the cd Quality Requirement 3
and locks it to prevent further changes. The service pro
will also be asked to agree this information before the surve®
considered complete. The sign off process can only be
reversed by the system administrator if you need to make
changes at a later point.

Quality Requirement 4

Click in these boxes to enter dat
if you are a commissioning
organisation and to viethe data
entered if you are a provider

Not Started

Not Sta
Not Start

Click in these boxes to entel|
data if you are a provider
and to view the data entered
if you are a PCT

Click this box tosave apdf
version of the questions for

both

commissioner

provider and

- | B M.

prm— =
74 start goe rfE Ve S [@sm.. - G26. - @wcoy. [ A2a.

| #80 whinz.

| G out ...

&
YN 2 &'JIE"J(% AR Ed A L

1 The red buttons the leftcolumnallow the commissioning organisation (usually
the PCT in Englandp enter details about the contrégts cost, the scope and

information about any cost adjustments)

1 The Blue buttons in the right column allow the provider to enter information
aboutthe contract about calls, about the various quality standards and to allow

them to upload sample data.

hon



Out of Hours Benchmarking
Page 8 of 14

2 o
undat®

1 The PCT can see information entered by the provider (except for the staffing
information which the advisory group felt should be confidential to theigieo
organisation) and the provider can see the PCT information. In this latter case,
because the information is so fundamental, there is eoigmocess to ensure
that the Provider has agreed the costs and contract detail. This is described
furtherbelow.

1 At the bottom is a button that allows you to print all of the questions for both
commissioner and provider. This generates a pdf document which contains all of
the information entered to date.

We strongly recommend thgto u ¢ h 0 0 s e tioh éady indhe procass $b asot@
allow you to assemble the answers to the various questitmswill be able towrite the
answers onto a paper copy orctipy and paste elements of the questions into emails
which may make it easier to assemble the ansfrom different people within your
organisation.

Once you have saved the file open it and it will look similar to the examples below. The
full extract will cover more than 20 pages of A4 with the fiestample screen)

illustrating some othe quesbns addressed to the commissioning organisation about the
cost andscope of the contract-rom page 7 the questions are for the provider.

Please remember that you should always enter numbers in full, avoiding commas and £
signs.
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Example screeid

When you wish to enter information click on the red or blue buttons as shown on
example screen 6 above. You will be presented with a screen that looks similar to
example scree@ below. This screen shot is chosen also to demonstrate how, by
hovering ovethe question mark on the right hand side some help text is revealed that
provides additional information or tips on what is required.

When you press ONexto6é you wild.l move to
the section is completed) prod that you have answered all of the questions. If the
guestions have not been answered or if the answers are invalid, error messages will
appear and it will be necessary to enter or correct information before moving on.

t

he


















