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�� Wheelchair ServicesWheelchair Services
�� Children’s TherapiesChildren’s Therapies
�� PodiatryPodiatry

Intermediate CareIntermediate Care�� Intermediate CareIntermediate Care
�� Musculoskeletal PhysiotherapyMusculoskeletal Physiotherapy



Drivers of Change in Community Drivers of Change in Community 
ServicesServices

�� NHS PlanNHS Plan
�� Commissioning a Patient Led NHSCommissioning a Patient Led NHS
�� “Our Health, Our Care, Our Say: A new “Our Health, Our Care, Our Say: A new 

direction for Community Services”direction for Community Services”
�� Next Stage ReviewNext Stage Review



Commissioner RequirementsCommissioner Requirements

�� Good AccessGood Access
�� Value for MoneyValue for Money
�� Demonstrable Quality Demonstrable Quality �� Demonstrable Quality Demonstrable Quality 
�� Patient FeedbackPatient Feedback
�� Low Waiting TimesLow Waiting Times



Provider ChallengesProvider Challenges

�� Incumbent Clinicians with low MoraleIncumbent Clinicians with low Morale
�� ITIT
�� Standardised DocumentationStandardised Documentation

Robust Activity DataRobust Activity Data�� Robust Activity DataRobust Activity Data
�� Integrated Working Integrated Working 
�� Poor Stakeholder InvolvementPoor Stakeholder Involvement



Difficulties services faced prior to Difficulties services faced prior to 
rere--designdesign

�� Long and inconsistent waitsLong and inconsistent waits
�� Minimal prioritisation Minimal prioritisation 
�� Staff feeling demoralised Staff feeling demoralised �� Staff feeling demoralised Staff feeling demoralised 
�� No time to progressNo time to progress
�� Limited skill MixLimited skill Mix
�� Recruitment difficultiesRecruitment difficulties
�� Complaints from StakeholdersComplaints from Stakeholders



What prompts were there to start What prompts were there to start 
the change process?the change process?

�� Clinicians all wanted to change but didn’t know Clinicians all wanted to change but didn’t know 
howhow

�� The need to analyse problems and come up with The need to analyse problems and come up with 
solutionssolutionssolutionssolutions

�� Previous successes Previous successes –– the snowballing effectthe snowballing effect
�� SURVIVAL!SURVIVAL!



‘It is not the Strongest of the Species that ‘It is not the Strongest of the Species that 
Survives. It is the one that is the most Survives. It is the one that is the most 
adaptable to change.’adaptable to change.’

Charles DarwinCharles DarwinCharles DarwinCharles Darwin



Full Service EvaluationFull Service Evaluation
NO SHORT CUTSNO SHORT CUTS

Patient Experience

Clinical Outcome

Value for Money

Data Collection



�� The most important factor of all taking in to The most important factor of all taking in to 
account the needs of staff and account the needs of staff and 
demonstrating a real willingness to ensure demonstrating a real willingness to ensure 
whole team involvement.whole team involvement.



�� Process MappingProcess Mapping

�� Team EventsTeam Events

�� Specific Focus Specific Focus �� Specific Focus Specific Focus 
GroupsGroups



Specific Action Plans for each work Specific Action Plans for each work 
stream from the focus groupsstream from the focus groups

�� To formulate a clear service objectiveTo formulate a clear service objective
�� Whole team agreed on objective for Whole team agreed on objective for �� Whole team agreed on objective for Whole team agreed on objective for 
serviceservice
�� Typed out on sheetTyped out on sheet
�� Displayed at clinicsDisplayed at clinics
�� Surveys, customer satisfaction Surveys, customer satisfaction 



Wheelchair ServiceWheelchair Service

�� Average Waiting Times from Referral to Average Waiting Times from Referral to 
Assessment (in weeks)Assessment (in weeks)

20012001 20022002 20032003 20042004 20052005 20062006 20072007

UrgentUrgent 11 11 11 11 11 11 11

ComplexComplex 1616 1212 88 66 66 44 44

NonNon--
complexcomplex

1616 22 22 22 22 22 22



Children’s TherapiesChildren’s Therapies

�� Introduction of a Single Point of Referral in Introduction of a Single Point of Referral in 
order to order to 

1. Bring together the MDT 1. Bring together the MDT 
2. Streamline referral Process2. Streamline referral Process2. Streamline referral Process2. Streamline referral Process
3. Waits reduced by 10 weeks3. Waits reduced by 10 weeks



PodiatryPodiatry

�� Diabetic Service increased Capacity by Diabetic Service increased Capacity by 
37%37%

�� Biomechanics service waits reduced from Biomechanics service waits reduced from 
40 weeks to 10 weeks40 weeks to 10 weeks40 weeks to 10 weeks40 weeks to 10 weeks

�� Podiatry Waits reduced from 60 to 4 Podiatry Waits reduced from 60 to 4 
weeksweeks



Intermediate CareIntermediate Care

�� 3 Intermediate Care Teams3 Intermediate Care Teams
�� Community Physio TeamCommunity Physio Team
�� Day Hospital TeamDay Hospital Team

�� Coming Together to Form a Single Access Coming Together to Form a Single Access 
PointPoint

�� Increased capacity by 66% from 70 to 94 Increased capacity by 66% from 70 to 94 
patients per weekpatients per week



BenefitsBenefits

�� Single Point of Access to screen and Single Point of Access to screen and 
prioritise all patientsprioritise all patients

�� Rapid ResponseRapid Response
�� Flexible use of staffFlexible use of staff�� Flexible use of staffFlexible use of staff
�� Enhanced Skill MixEnhanced Skill Mix
�� Building the Service Round the PatientBuilding the Service Round the Patient



Musculoskeletal PhysiotherapyMusculoskeletal Physiotherapy

Initial waits of 39 weeks reduced to Initial waits of 39 weeks reduced to Initial waits of 39 weeks reduced to Initial waits of 39 weeks reduced to 
44-- 6 weeks6 weeks



�� Development of new ways of working Development of new ways of working 
�� Strict DNA policy and leave criteriaStrict DNA policy and leave criteria
�� Clinic monitoring to ensure all slots are Clinic monitoring to ensure all slots are 

usedused

How did we do it?How did we do it?

�� Continued process mapping to eliminate Continued process mapping to eliminate 
“bottle“bottle--necks”necks”

�� GP and patient information GP and patient information 
�� Clear clinical pathwaysClear clinical pathways



�� Improved skill mixImproved skill mix
�� Screening clinicsScreening clinics
�� Eliminate referral duplicationEliminate referral duplication
�� Referral to other agencies Referral to other agencies 

New ways of workingNew ways of working

�� Referral to other agencies Referral to other agencies 
�� Staff caseload Staff caseload --admin/clinical ratio admin/clinical ratio 
�� Increased groupsIncreased groups
�� Integrated workingIntegrated working-- Joint Joint 

Physiotherapy/Podiatry clinicPhysiotherapy/Podiatry clinic



Change to Service DeliveryChange to Service Delivery

�� Referral PrioritisationReferral Prioritisation--daily triagedaily triage
�� Evening Triage Clinics Evening Triage Clinics 
�� Saturday Clinics Saturday Clinics �� Saturday Clinics Saturday Clinics 
�� DropDrop--inin--Clinics Clinics 
�� Improved Communication/Integrated Improved Communication/Integrated 

WorkingWorking



Identified KPI’s (Key Identified KPI’s (Key 
Performance Indicators)Performance Indicators)

1.1. DNA rates DNA rates 
2.2. Patient Satisfaction Patient Satisfaction 
3.3. Waiting Lists Waiting Lists 
4.4. Staff Satisfaction Staff Satisfaction 
5.5. Staff progression Staff progression 5.5. Staff progression Staff progression 
6.6. Admin to Clinical ratio Admin to Clinical ratio 
7.7. Complements Complements 
8.8. Cost / Contact Cost / Contact 
9.9. Cancellation rates Cancellation rates 
10.10. Growth in Activity Data Growth in Activity Data 



Key Factors for effective service Key Factors for effective service 
Able to React to Constant ChangeAble to React to Constant Change

Review &
Change

Evaluation
Evidence

Based
Practice

Collaboration
Communication

Pathway 
Closure

Pathway 
Identification

Cohesion
Responsibility

Accountability

Team
Work

Performance
Management

Effective
& Efficient

Service



What Else Has Been Happening?What Else Has Been Happening?
�� Autonomous Provider Organisation status (APO)Autonomous Provider Organisation status (APO)

�� SDU Formation around integrated servicesSDU Formation around integrated services

�� Key Performance Indicators (KPIs)Key Performance Indicators (KPIs)

�� 18 week Referral To Treatment Challenges18 week Referral To Treatment Challenges

�� Service Line ReportingService Line Reporting

�� Focus on Leadership SkillsFocus on Leadership Skills

�� Band 3Band 3--4 development to enhance Skill Mix4 development to enhance Skill Mix

�� Quality & Risk, Workforce Development, Finance & Performance, Quality & Risk, Workforce Development, Finance & Performance, 
Clinical Outcomes & Business Development PressuresClinical Outcomes & Business Development Pressures



ChangeChange

“If you always do what you’ve always done, you’ll “If you always do what you’ve always done, you’ll 
always get what you always got”always get what you always got”

Behind every barrier there are people. People can Behind every barrier there are people. People can 
be influenced.be influenced.

“If you don’t grasp change by the hand, it will “If you don’t grasp change by the hand, it will 
come up and grab you by the throat”come up and grab you by the throat”-- ChurchillChurchill



Tipping the BalanceTipping the Balance

�� B AmbitiousB Ambitious
�� B AnalyticalB Analytical
�� B HonestB Honest
�� B ReflectiveB Reflective�� B ReflectiveB Reflective
�� B Prepared to ChangeB Prepared to Change
�� B BraveB Brave
�� B ResilientB Resilient
�� B InclusiveB Inclusive
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Any questions?Any questions?


