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Acting on this
feedback can make
a real difference.

Bolton PCT, the Derby GP Practice

Case study

Overview

NHS Bolton PCT provides primary care
services to Bolton’s population of 261,000.
One of the most important channels for
offering primary care in the area is through
their 91 PCT contract GP Surgeries.

The Derby Practice is a typical GP practice
serving the local community, with a wide
range of demographics utilising their
services including children’s health,
family planning, heart disease and
maternity services.

Situation

The Department of Health set up a National
Pilot Programme in GP practices to
investigate how the use of real-time patient
feedback can help drive up performance
improvement, and enhance patient
experience within general practice.
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As a participating PCT, NHS Bolton was
empowered to measure patient satisfaction
in a designated GP Practice and utilise
patient feedback to design and improve
service. The Derby Practice had the aim

of implementing real-time feedback
technologies such as kiosks and tablets

to illustrate responsiveness, allowing the
Practice to capture patient feedback on a
continuous basis. The outcome was intended
to highlight areas for improvement

as well as demonstrating areas of good
performance to staff and patients.

Solution

CRT and Picker Institute Europe and have
successfully worked with The Derby Practice
in Bolton to capture ongoing feedback from
patients and to use this information to
improve patient’s experience of care.

Near real-time technologies such as
ViewPoint Touch Screen kiosks and
ViewPoint Tablet PCs have been successfully
implemented - allowing the practice to
capture patient feedback on a continuous
basis, quickly highlighting areas for
improvement as well as demonstrating areas
of high performance to staff and patients.

The Department of Health Pilot Programme
objectives were all achieved.

Benefits to the GP Practice

e Improved telephone access to allow for
more on the day appointments to be made

¢ Introduced new slots to catch up with
scheduled timings when necessary, to
avoid waiting times between booking in
and consultation

e Improved patient access to a midwife

“The results illustrate how capturing
feedback from patients on a continuous
basis — and acting on this feedback by
implementing change - can make a real
difference to their experience.”

Bernie Gildea,
Service Development Manager
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Bernie Gildea, Service
Development Manager

Benefits

¢ Improved telephone access to allow
for more on the day appointments to
be made

e Introduced new slots to catch up with
scheduled timings when necessary, to
avoid waiting times between booking in
and consultation

¢ Improved patient access to a midwife

“Feedback from patients and visitors
to the Trust is very important. The
ViewPoint patient survey solution is
allowing us to obtain patient feedback
in a simple, timely way.”

Denise Carroll, Director of Clinical
Governance Royal Liverpool &
Broadgreen Hospital

“Special thanks to CRT, who work with
us on supporting the implementation
process and capture of patient data. It
provides great learning and insight to
the challenges of care in today’s

acute settings.”

Mandy Wearne, Director Service
Experience Inspiration North West
(North West SHA)

To find out more please contact us at:

Customer Research Technology Ltd
Orchard Court 2, Binley Business Park,
Harry Weston Road, Binley, Coventry
CV3 2TQ, UK.

T: 02476 608 830
E: info@crtviewpoint.com
www.crthealth.com




