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Out of Hours update

The Fed began managing Suffolk Out of Hours on 24 
April.  Our objective is to develop a locally owned 
service which reflects, and is fully integrated with, 
daytime general practice and the wider urgent care 
system.

Taking on the service has been a major undertaking 
for the Fed.  At the same time, we introduced 
SystmOne, which is the most significant change in 
Out of Hours IT for at least a decade.  

There have been a lot of IT teething issues e.g. 
Smartcard permissions and logging into laptops in 
the visiting cars. SystmOne also has its limitations 
e.g. reports cannot be run in real-time. 

Clinical rota fill has been good although we have 
been short of drivers and appointment bookers.  
There is a steady flow of new local clinicians 
coming forward.  After the first couple of weekends, 
feedback from clinicians in the service has been 
positive.

In the first 38 days we have seen 6,545 cases.  
Currently we are seeing 86% in the target time set 
by 111 or the Clinical Assessment Service (CAS). 
The target is 95%.

We have received three complaints – two regarding 
delays and one concerning a consultation.  Feedback

from member practices is that they like our 

clinician’s entry in the patient’s notes. 

Our most significant quality concerns have been 
about delays; primarily for overnight visits.  We 
review all breaches of target times the next day and 
we have put in extra measures including ‘comfort 
calling’.  We investigate any long delays and so 
far have not identified any harm caused.  We are 
prioritising tackling this issue.

Dr Mark Shenton, 
Chair of Ipswich 
and East Suffolk 
CCG, visiting Dr 
Paul Driscoll in 
our Riverside Out 
of Hours control 
room. 

Dr Christopher 
Browning, Chair 
of West Suffolk 
CCG, working in 
the Out of Hours 
Service.
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Out of Hours - Ten learning points so far

We thought it would be useful to reflect on our 
learning so far

1. Out of Hours has become very different to 
in-hours working e.g. different IT, urgencies, 
culture and workforce.  This puts off local 
daytime clinicians from working in the service 
and creates different expectations from 
patients.

2. SystmOne with access to EMIS notes is a 
‘game changer’.  It makes the system safer for 
patients and far more attractive for clinicians 
working in the service.  It does, however, have 
limitations as it is not good at managing the 
flow of patients.

3. NHS 111 is nationally specified but has real 
limitations and is very conservative:

 � 111 labels huge volumes as ‘urgents’, 
who must be seen within two hours (55% 
of calls passed to OOH). This creates a 
lot of noise and makes it more difficult 
to identify those who really are urgent.  
Examples of unnecessary ‘urgents’ include 
UTIs and ear ache.  The majority of home 
visits seem to be urgent.

 � Non urgent patients are generally told 
they will be seen within six hours. This 
leads to expectations beyond that of 
daytime general practice. This is often for 
trivial reasons that would not have been 
seen in-hours.

 � We recommend member practices only 
have telephone slots for the in-hours 
appointments directly bookable from 111.

4. As with daytime general practice, the level 
of demand for out of hours is reasonably 
predictable.  Over the weekend, two thirds of 
work comes in the morning.  Bank Holidays 
are much busier - we saw 1,352 over the May 
break.

5. Out of Hours is intended as an urgent care 
service, but a significant number appear to 
use it for routine primary care.  111 makes it 

easy to access the service and wait times are 
short.  This is unsustainable.  

6. Care home demand is excessive over the 
weekend. Some early thoughts 1) Homes need 
to be able to collect medications prescribed 
over the weekend.  2) Homes are staffed 
by locums who are unaware of expected 
deaths.  3) It would make sense for Aldeburgh, 
Bluebird and some of the larger homes to 
have weekend ward rounds. 

7. There are a lot of ‘system inefficiencies’ e.g:

 � SystmOne Urgent Care does not yet have 
EPS (Electronic Prescribing System) - 
coming this summer.

 � Paramedics calling for reassurance, but 
this generates a 111 instruction for a home 
visit,

 � Patients are being discharged without drug 
charts.

 � Not all palliative patients having Advanced 
Care Plans.

8. The system is not joined-up e.g. pharmacies 
close at 4pm on Sundays and 6pm on Bank 
Holidays but GP+ and ED Streaming are still 
running.  

9. The ‘digital’ NHS needs some work e.g. 
pharmacies have NHS mail but locums don’t 
always know how to use it. Shock horror – we 
had to buy a fax until EPS is working.  

10. Finally (and controversially) – it would be 
more streamlined for patients and clinicians, 
and safer - if all practices used SystmOne.  
It’s also helpful for patients to have shared 
their record.
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Fed objectives for 2019/20
 � Ensure all our services are rated at least 

Good by CQC.

 � Launch GP Flex to enable GPs (and later 
ANPs) to work flexibly across any member 
practice.

 � Successfully launch the Suffolk out of hours 
service.  

 � Work with our hospitals, CCGs and Care 
UK to develop an integrated urgent care 
service, including Urgent Treatment Centres 
next to Emergency Departments.

 � Offer support for member practices forming 
Primary Care Networks.

 � Start a Felixstowe and Ipswich primary care 
mental health service.  Successfully work 
with Alliance partners to complete the ‘Most 
Capable Provider’ process for mental health.

 � Review the Fed Board structure.  Is the 
Board too large?  Should we change the 
constituencies for Board elections to reflect 
the new GP practice groupings?

Interested in out of hours?
If you are interested in out of hours we have a variety of base, mobile and mixed shifts with a range 
of start and finish times depending on locations.  We also cover the education and training shut-down 
afternoons – 18 July is the next.

Shifts can either be booked online via Rotamaster or over the phone with our Rota team. 

Now we are through the launch period, our Urgent Care Medical Directors (Debs Banerjee and Ehsan 
Armadi) would like to informally interview new clinicians before going onto the rota.

All clinicians receive an induction and SystmOne training on the urgent care module as it is slightly 
different to the in-hours system.

Further details from David Pannell (david.pannell@suffolkfed.org.uk).

Feedback and comments
If you have any comments on this newsletter, 
please email Jenny Dewey.             

jenny.dewey@suffolkfed.org.uk 
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Medical equipment calibration for 
locums
We will be providing medical equipment 
calibration for Locum GPs at the 20th June GP 
training event,  held at Trinity Park, Ipswich. To 
book your equipment in email 

info@thegphub.org

Training event for GPs with babies
The GP Support Hub is running a training event 
for GPs with babies up to 18 months old. It will 
be held at the Belstead Brook Hotel, Ipswich 
on the 19th September. Please bring your baby 
along with you! Sessions include, Safeguarding 
Level 3, GP updates and a baby centred activity.

Limited spaces, to book email 

info@thegphub.org

Mandatory training
Please remember to keep up with your 
mandatory training. If you have any problems 
with booking a course, please email us 

info@gphub.org

CQC re-inspection of Walton

The practice was put into special measures in 
February.  CQC followed-up with a mini-inspection 
early this month to review their major concerns.  
This confirmed the practice has put in place new 
systems.  These visits do not change its overall 
rating.

Free diabetes training places
Suffolk has been allocated funding from 
Health Education England (HEE) for training 
in Diabetes Management in Primary Care. The 
courses are run by the University of Essex. 
Feedback from the course is excellent and 
each of the two modules has 25 free places 
available;

 � Module 1 - Insulin initiation and 
optimisation, 

 � Module 2 - Advanced diabetes 
management.

If you are interested, please email Sheila 
Smyth (Sheila.smyth@nhs.net)


