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Learning Outcomes

« What is active signposting?

« What is the purpose of signposting?

* Why is it important?

- What challenges may be encountered?

* |dentify key local services and referral pathways

» Build on communication skills to help engage patients
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Active Signposting




What is “Active Signposting”?

« An approach whereby existing
members of staff provide information
and choice to patients, regarding the
most appropriate local resources and
services

* These could be within the practice orin
the community setting
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Why do we signpost & what are the benefits?

Demand for More services Increased confusion
appointments and information
versus access for patients
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Why do we signpost & what are the benefits?

« Patients often do not have the correct information
« They do not know how to find the correct information or services
* They are not accustomed to making decisions about their own care

« Aim to provide this information to patients, so they can CHOOSE
« Empower patients to make decisions independently

* Help change behaviour over time

* Reduce appointment burden within primary care
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Why do we signpost & what are the benefits?

» Receptionists are (usually) the first point of patient
contact

» Golden opportunity to inform patients and help
m change behaviours

» Support patients to find the best service, first time
E ng Iand « Active signposting is a strategic priority

* One of NHS England’s “10 High Impact” priorities

« Studies estimate 5% (1 in 20) appointments could
be saved
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What do you currently do in

practice?




Small Group Discussion

* In groups of 2-4, think and talk about
what you already do in in your roles

« How do you feel about signposting?
* How do your patients tend to respond?
* What may you worry about?

« What challenges do you or could you
encounter?
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Challenges/Worries related to Signposting

 Giving the wrong advice and risk harming a
patient

* Not being trained enough

Being asked to assess a patient

It may lead to arguments/conflicts with patients

It will take too long to do
‘I can't tell patients what to do or where to go!”

How do | know what information to give out?

» Everyone does it differently — how do | know
how?
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Local Services and Referral Pathways




More Concerning Symptoms / Red Flags

* If uncertain, always discuss with supervisor / on-call GP
» Other options include: 999, A+E, urgent care

» Potential emergency presentations:
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Suicidal thoughts

New injuries

Allergic reactions

High level of patient
concern/anxiety

Active bleeding

New/first seizure

Scalds/burns

New speech issues

New confusion

Chest pain

Significant concerns
about a child

Weakness

Issues with
consciousness

Shortness of breath

Staff “intuition”

Severe pain

20



Local Referral Pathways / Services

- Pharmacy First: patients signposted to community pharmacies for 7 common
minor illness

 First Contact Physiotherapy: can see patients aged >18 years with MSK
conditions

« Podiatry: acute/chronic foot problems, high risk, foot ulcer clinic, nail surgery
and biomechanical assessments (not routine or nail care)

- Talking Therapies: support mental health patients e.g. group therapy, 1-1
support and workshops around wellbeing (Notts Talk)

« Thriving / Your Health Notts: support with smoking cessation, weight loss,
physical activity and lifestyle advice for families

. t ity Care: continence team, dieticians, community OT/PT, social care, falls
eam

 Social Prescribing Link Workers: holistic support e.g. housing, benefits,
debt, unemployment, finances
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Signposting in Action




Signposting in Action

« Communication skills are key

EMOTIONAL

» Think about patient-centred care and
support

 Remember dignity, compassion and
respect

 Think holistically — individual needs

your INTELLECTUAL
individual
wellness

* Not all patients are able to choose
(e.g. dementia, learning disabilities)
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Signposting in Action

How to ask about the reason for their request?

“Can | ask: what the reason for calling in today is?”

Ask permission to ask
Why are you asking?

“So, | can help you get the best service today.”

“Anything you tell us is confidential.”

“We have been trained to ask the reason for your call.”

What NOT to say?

“What is the problem?”

“You must tell me...”

Remember the patient can always say it is “personal’
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Signposting in Action - Tips

Advising or telling patients what to do
Being confrontational

Turning it into a long, complex process
Spending too long discussing options

Turning it into triage/medical assessment
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Provide information and choices, NOT advice
Be supportive and empathetic

Keep it quick and simple

Empower patients to choose

Help patients learn and develop independence
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Communication Skills & Case Study




Signposting: Communication Skills

* Active listening

* Open questions

* Empathetic, supportive manner

* Try to elicit any particular concerns / thoughts

* Provide information in a range of methods e.g.
verbally, leaflets, websites, text messages

* Let the patient feel in control and choose

» Be ready to explain why you're asking
« Keep explanations brief
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Case Study

* You are working as a receptionist in a GP surgery

* A 46 year old male patient, Adam, calls up asking for a GP appointment
* You try to find out more about the reason for his request

« Adam says he would like advice to try to lose weight

* He does not have any other concerns today

« Remember communications skills, providing information and patient choice
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Summary of Learning Points

« Signposting is about providing information and encouraging choice
« Signposting is NOT advice, triage or an assessment

* Enables patients to get the right help quickly

» Results in more interesting, rewarding work for staff members

» Patient empowerment is key

» Do not forget communication skills

* If in doubt, always seek advice

 Practice is important!
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Questions and Answers




Grow Notts Primary Care App

The GrowNottsPC App (formally known as the Single Point of Access App) is
FREE for all primary and community care workers within Nottingham and
Nottinghamshire Integrated Care System. Benefits include:
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Download the Grow Notts Primary Care App straight onto your mobile:
EIEE5E D,
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https://apple.co/3T1zFBi
https://bit.ly/App_Download_GoogleStore_PowerPoint

NATH Communication Channels

alliance.hub1@nhs.net f @NottsAllianceTH Nottinghamshire Alliance Training Hub
(E 0115 883 6294 @NottsAlliance Nottinghamshire Alliance Training H

www . nottstraininghub.nhs.uk i Nottinghamshire Alliance Training Hub

Sign up to our Newsletter
for the latest information on
events, training and funding
opportunities

Nottinghamshire Alliance Training Hub

(TeamNet)


http://www.facebook.com/NottsAllianceTH
https://twitter.com/NottsAlliance
https://www.linkedin.com/company/nottstraininghub/?viewAsMember=true
https://www.youtube.com/channel/UCHIyggS8-CqSD_IqIRSk1Sw
https://www.instagram.com/nottsalliance/
https://alliancetraininghub.eventbrite.co.uk/
http://www.nottstraininghub.nhs.uk/
mailto:alliance.hub1@nhs.net
https://nhs.us17.list-manage.com/subscribe?u=80db586241c668d58b3a3b8d6&id=ce974c4d83
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