Matching supply & demand and
setting practice standards

David Carson



Will they be
seen rapidly?
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spotted?
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Will they
get
through?
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Matching Supply & Demand

Phone
Book Ahead
Same Day
Options
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Over a third of practices in our survey across five PCTs
appear to have insufficient staff to respond reliably and quickly

enough staff or phone lines




What works

Measure your demand
Dedicate enough staff
Have enough lines
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What seems to be less effective

Multitasking
Not enough lines — example
Managing demand by restricting access
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Question

What should practices do next?

Are you able to get the data and analyse it?
Can PCTs support?
Should PCTs support?
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Book Ahead



What did we say

About 2/3 total capacity book ahead

No set time but between 8 and 12 weeks seems
reasonable

Relieves pressure on same day system —
Reduce morning peak
Spreads demand
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What are the implications

More DNA?

Patients will not use it

Does the practice have enough overall capacity
What is the nurses role?
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Same Day



What did we say

1/3 total capacity same day
Bias towards earlier in the day

Not only an appointment
Phone
Appointment
Walk in
Other
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Questions

Will more capacity create more demand?
Making it too easy stimulates demand?
How do we work out what we need?

How much is created by doctors and nurses?
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Setting Standards



What did we say

Local standards

Clinically safe

Appropriate for condition

Excessive waits — should be avoided
Consistency within and across practices
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Questions

Standards for reception staff
Phone
|dentification of urgent cases
Training
Practice standards
Response time
Phone
Clinical input time (Home visits)
Waiting time (1/2 Hour for walk ins)
What about locally agreed standards — in PBC group?
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Discussion
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