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Summary

A study of aspects of the work and of the opinions of patients and staff
was made at times over a period of two years before and one year after the
opening of an experimental surgery unit specially designed for a particular way

of organising the doctor/nurse team in general practice. The investigation took

place in a busy group practice of three doctors caring between them for over
9000 patients living in a London borough.

The main characteristic of the experimental scheme was that each team
comprising a doctor and nurse used three small consulting rooms. In a normal
surgery the nurse brings in a patient from the waiting room to cne of the
consulting rooms makes preliminary inquiries and preparations before proceeding
to deal similarly with the next patient. The doctor them follows her to make his
own assessment of the patient and to complete the consultation (N.B, the nurse

is not prescnt at this stage).

The experimental surgery unit was found to function efficiently in the face
of heavy surgery loads; there was little congestion and waiting times for
patients were certainly no greater than when the doctors concerned were working
in the conventional way. Patients were on average receiving at least as long a
consultation witfx the doctors,as wﬁen the latter were working in the main surgery
in the usual way, and additionally spent some three minutes with the nurse. The
distribution of the doctors' consultation time in the experimental unit was such
that they were generally spending more of this on activities considered to be central
to their jcb, for example talking and listening to the patients and examining them,
and less time on administrative tasks or waiting between patients. Also the
nurse had taken over in the experimental scheme almost all of the examination and
treatment procedures considered by the general practitioners involved to be within
her competence. The staff generally liked working in the experimental umit and
the doctors in particular felt less fatigued than when they were working in the
conventional way particularly when faced with long surgery lists. Both docteors
working on a regular basis in the experimental unit recalled a greater proportion cf
patients but relatively fewer patienis returnced on their own initiative for further
attention than was the casz before the Unit opened. One doctor who was faced with
a substantial increase in demand,in the form of new contacts, in the experimental
surgery appeared as the net effect of these changes to be able to maintain a

discharge rate equal to this demand and so awid building up a backlog of work.

The surveys of patient opinion suggested that the great majority of respondents
liked the new building and associated method of working and many saw it as providing

an improved standard of care. Those who saw her presence in the surgery as an advantage,



and the majority did, saw this rather in terms of her enabling the doctor to
spend his time more effectively with them. Generally the experimental scheme
was found to be helpful and satisfying to these using it in the practice studied
and the building proved to be very adaptable and well suited to a variety of
Primary health care activities such as minor operations clinics, relaxation

classes and teaching.



Acknowledgements

We should like to evpress our gratitude to a number of people who in various

ways have given us much help in the course of this study:

Barbara Wall and Joan Dobby for their considerable help in processing and
analysing the data (alsc Wendy Hughes Jones and Agnes Corfield who helped in
this way in the early stages of the project).

The interviewers - Joan LeMay, Beryl Sandrock, Grace Westoll and Alma VWhite.

Jane Millyard, who organised the coding of the questions, and her team of coders.

Professor M.D. Warren, Director of the Health Services Research Unit at the
University of Kent, and colleagues in the Unit for much helpful advice and

criticism,

Doctors A.G.I. Stockley, C.W. Coole and all menbers of the staff of the practice
in which the investigation was undertaken, particularly Muriel Riches and Bernadette

Ahearnc. Also Mr». R.J. Ahearne for technical services.

The Local Heaith authority staff of Croydon, in particular D». S.L. Wright, formerly
Medical Officer of Health, and members of the nursing staff attached to the practice.

Also to Dr. Anne Brown for much helpful advice and comment.
H. Stanley Smith, architect of the experimental surgery.

We are most grateful also for the support and advice we have received from
members of the Department of Health and Soclal Scecurity, in particular

Dr. J. Struthers, Dr. T. Eimerl and Mr. S.W. Harris, Also to members of the
Royal College of Gencral Practitioners, in particular Doctor E.V. Kuenssberg,
and also to Mr. J. VWood and Mr. C. Reece.

We thank the patients of the practice who assisted by completing so helpfully our
questionnaires and schedules.

We should also like to thank Jiil Steadman, Lynn Browme, Shirley Copps and Hilary
Daly for their secretarial help and Isobel Butler for clerical assistance.

The study was financed by the Departiment of Health and Social Security to whom we
express our thanks.



INTRODUCTION

OBJECTIVES

THE PRACTICE

CONTENTS

Characteristics of the practice
Changes during the study period

THE EXPERIMENTAL SURGERY PREMISES

Introduction
The building
Staff in the new premises

Activities

OPERATION OF THE UNIT

THE INVESTIGATORS' PREDICTIONS ABOUT THE WORKING OF
THE NEW SURGERY PREMISES

DATA COLLECTION ON THE WORK OF THE PRACTICE

Introduction
The list sizes of the practice doctors

Comparison of results from the different methods and
periods of data collection

Basic work lcad data

STUDIES ON THE DISTRIBUTION OF PATIENTS', DOCTORS' AND
NURSES' TIME IN SURGERY SESSIONS

Timing (chronostamp) study

Results

1.
2.
3.
b,

Patients' average consulting time with the doctor
Patients' average consulting time with the nurse
Patients' average waiting time

The number of patients (i) in the waiting room,
and (ii) in the consulting room at various points
in the duration of a number of surgery sessions

Page

11
11

12

14

15
15
17

17
19

22
22
22

22
22
25

25



Bleep (activity sampling) study
Results
Allocation of doctor's and nurse's time

(a) Central tasks
{b) Service tasks
(¢) Unproductive activity

THE CONTENT AND CONSEQUENCES OF CONSULTATIONS

1. Patient initiated contacts

2. Doctor initiated contacts
The patient analysis study

Results

Examinations
Treatment

The patient referral study

Results
Type of consultation

The outcome of the consultation
(a) Recall and discharge of patients
(b)  Referral to agencies other than the general
practitioners themselves

Summary of findings of work load studies

SURVEYS OF PATIENTS' OPINIONS
INTRODUCTION

Methods used

The response to the patients surveys
Response rates

A comparison of the respondents with the samples approached
and the practice population studied

The "before" postal sample

The"before" interview sample

The "after" follow up postal survey
The "after'" follow up interview survey
The new (after) postal sample

Page
26
26
26

29
32
32

35

36
36

36

36
37
39

42

42
42
uy
Ly

uy

52(a)

53
53
53
54
54

54
55
55
56
56
56



The new (after) interview samples
(a) Mothers with children under five years of age
(b} The sample of persons aged 65 years or more

Factors which may influence patients' opinicns

(a) Sex of patient

(b) Age of patient

(¢) Social class of patient

(d) TFrequency of contact with doctor

(e) Strength of doctor/patient relationship

(£f) Experience of the nurse

Results

Attenders' opinions about the experimental scheme

Attenders' at the new surgery

Attenders' attitudes to the design and organisation of
the experimental surgery

Attenders' opinions of four features of the new surgery
Privacy in the new consulting room
Preferred place for the consultation with the doctor

Attenders' views of the role of the nurse in the experimental
surgery scheme

Attenders' views on whether there had been any change in
the medical care system from the introcduction of the nurse

Opinions on seeing the nurse before the doctor
Attenders' attitudes on discussing their symptoms with a nurse

Attenders' recollections of what the nurse had done for them
on their last visit (interview only)

Attenders' estimate of the time they had spent with the doctor/
nurse team (interview only)

Comments
Views of all the respcondsnts about the role of nurses in general
practice

Results from the "before' survey

A comparison of the answers of the respondents ("the survivors")
who completed questionnaires in both the "before" and "after

postal surveys
Results of the new (after) survey
Respondents' attitude to a series of propositions about the nurse

Comment

STAFF OPINIONS ON EXPERIMENTAL SCHEME
POSTCRIPT

DISCUSSION

56
56
56

58

58
58
58
58
59
59

60
60

60

61
o

65
65

65

70
70
73

73

73
77

77
78

80
87
92
a5

97
100

101



















































































































































































































































































































































































































































































































































	pdf000149471
	pdf000149472
	pdf000149473
	pdf000149474
	pdf000149475
	pdf000149476
	pdf000149477
	pdf000149478
	pdf000149479
	pdf000149480
	pdf000149481
	pdf000149482
	pdf000149483
	pdf000149484
	pdf000149485
	pdf000149486
	pdf000149487
	pdf000149488
	pdf000149489
	pdf000149490
	pdf000149491
	pdf000149492
	pdf000149493
	pdf000149494
	pdf000149495
	pdf000149496
	pdf000149497
	pdf000149498
	pdf000149499
	pdf000149500
	pdf000149501
	pdf000149502
	pdf000149503
	pdf000149504
	pdf000149505
	pdf000149506
	pdf000149507
	pdf000149508
	pdf000149509
	pdf000149510
	pdf000149511
	pdf000149512
	pdf000149513
	pdf000149514
	pdf000149515
	pdf000149516
	pdf000149517
	pdf000149518
	pdf000149519
	pdf000149520
	pdf000149521
	pdf000149522
	pdf000149523
	pdf000149524
	pdf000149525
	pdf000149526
	pdf000149527
	pdf000149528
	pdf000149529
	pdf000149530
	pdf000149531
	pdf000149532
	pdf000149533
	pdf000149534
	pdf000149535
	pdf000149536
	pdf000149537
	pdf000149538
	pdf000149539
	pdf000149540
	pdf000149541
	pdf000149542
	pdf000149543
	pdf000149544
	pdf000149545
	pdf000149546
	pdf000149547
	pdf000149548
	pdf000149549
	pdf000149550
	pdf000149551
	pdf000149552
	pdf000149553
	pdf000149554
	pdf000149555
	pdf000149556
	pdf000149557
	pdf000149558
	pdf000149559
	pdf000149560
	pdf000149561
	pdf000149562
	pdf000149563
	pdf000149564
	pdf000149565
	pdf000149566
	pdf000149567
	pdf000149568
	pdf000149569
	pdf000149570
	pdf000149571
	pdf000149572
	pdf000149573
	pdf000149574
	pdf000149575
	pdf000149576
	pdf000149577
	pdf000149578
	pdf000149579
	pdf000149580
	pdf000149581
	pdf000149582
	pdf000149583
	pdf000149584
	pdf000149585
	pdf000149586
	pdf000149587
	pdf000149588
	pdf000149589
	pdf000149590
	pdf000149591
	pdf000149592
	pdf000149593
	pdf000149594
	pdf000149595
	pdf000149596
	pdf000149597
	pdf000149598
	pdf000149599
	pdf000149600
	pdf000149601
	pdf000149602
	pdf000149603
	pdf000149604
	pdf000149605
	pdf000149606
	pdf000149607
	pdf000149608
	pdf000149609
	pdf000149610
	pdf000149611
	pdf000149612
	pdf000149613
	pdf000149614
	pdf000149615
	pdf000149616
	pdf000149617
	pdf000149618
	pdf000149619
	pdf000149620
	pdf000149621
	pdf000149622
	pdf000149623
	pdf000149624
	pdf000149625
	pdf000149626
	pdf000149627
	pdf000149628
	pdf000149629
	pdf000149630
	pdf000149631
	pdf000149632
	pdf000149633
	pdf000149634
	pdf000149635
	pdf000149636
	pdf000149637
	pdf000149638
	pdf000149639
	pdf000149640
	pdf000149641
	pdf000149642
	pdf000149643
	pdf000149644
	pdf000149645
	pdf000149646
	pdf000149647
	pdf000149648
	pdf000149649
	pdf000149650
	pdf000149651
	pdf000149652

