o KCHFT ambition: Better patient experience

Improvement: Increasing patients accepting Frequent Service User (FSU) involvement
Project team: Aime Wilcox-Smith, FSU Administrator and Jill Whibley, FSU Lead

NHS!

Kent Community Health
NHS Foundation Trust

Problem statement:

Between May 2023 and May 2024 only 75 per cent of 122 patients identified as a frequent user of GP or acute hospital services
accepted involvement from the FSU team following referral. The team believe that a proportion of those declining could benefit
from assessment and support for their health and social care needs to reduce GP and accident and emergency attendance.

SMART aim:

January 2025.

To increase the percentage of patients accepting input from
the FSU team involvement, from 75 per cent to 85 per cent by

Understanding the problem:

Communication

Patient response

4. Patients do not respond to
voicemail message

1. Patients are not aware that
the team are going to call

5. Referrals from two sources. PCN
referrals sent by GP on monthly basis.
A&E referrals come in cohorts on 3
monthly basis.

2. Patients are difficult to contact
and don’t answer their phone

6. Time from attendance to referral
(PCN monthly and A&E three monthly)

3. Patients resist face-to-face contact

1. Patients can be quite defensive when
contacted, do not want to be labelled

2. Patients don’t understand the role of the service
3. Patients are worried/anxious about what it will involve
4. Patients don’t trust healthcare professionals

5. Patients feel guilty about taking up our time

High percentage

2. Patient has genuine medical issues
that require A&E/GP attendance

1. Medical issues resolved and
patient no longer attending A&E

Inappropriate

Referrals

1.

of patients
declining service

3. Lack of urgent treatment centres
or minor injury units for children

2. Patient getting support from
other services

Difficulty accessing GP appointments

External reasons T

Developing a strategy:

To increase the
percentage of
patients
accepting input

from the FSU
team
involvement from
73% to 85% by
January 2025.
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Acceptance of service data:

Monthly/cohort acceptance rate of FSU service

\

Acceptance rate

20%
10%
0%
RPN P N I N N B B I N L
F @ @ o & @ @ @@ W ) K W ~(\06 W &£ ¢ @
& & [ & & &3
&
==@==Percent Median = 92%

(May 2024- 0% acceptance of 1 referral)

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

Overall acceptance percentage rate
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Results and what’s next:

The percentage of patients accepting
FSU input has increased to 87 per
cent (of 45 referrals) which has met
the aim of the project.

The service postcard has had a
positive reaction from patients.
Reduced acceptance in cohort 18

is related to reduced use of postcards
over the Christmas period.

What'’s next?

The team will continue to monitor
progress at monthly team meetings
to ensure improvements are
maintained.
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The team plan to monitor hand
delivering or postage of postcards to
establish clear guidelines to support staff
safety and optimise travel/postage costs.




