
Generally 

Practicing 

Joy
Virginia Patania

8
th

June 2021



Achieving the impossible: Quality Improvement at scale in TH; Jan 2020



Problem Definition
EQUIP is looking to address the low morale and lack of agency in staff 

created by the current health system



Á Limited ability to 

respond to market 

forces factors

Á Strongly top-down led

Á Little or no link between 

demand and resource ï

costing models worked 

backwards between 

what is available, and 

the total population 

Á Multiple organizations 

(about 1500 in London 

alone!)

Á Multiple geographical 

sites

Á Corporate fragmentation

The challenge/ƻǳƴǘ ǳǎΗ hǊ ǘǊȅΧCottage industry flavour Our non-market market

Á A unique industry ñrunò 

by clinically trained 

partners

Á Originally family led 

businesses ïin every 

sense

Á Traditionally a survival 

sector, where the 

guarantor is the 

government 

Why is change in General Practice such a challenge? 
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© 2017 Tower Hamlets CCG ¦ Building resilience in PC

Why Tower Hamlets is putting quality 
improvement at the heart of primary 
care



The MPIG funding challenge resulted in the Tower Hamlets 

Save our surgeries campaign



Improve practice 
performance

ǐBe able to respect cut-off times for returning calls: 13:00 and 
18:30
ǐReduce number of GP callback requests
ǐReduce call volume
ǐAllow more time for admin for GPs
ǐProtection of teaching time for registrars
ǐTraining for all staff types in establishment and uptake of best 

practices
ǐDuty role creation to handle additional work
ǐSet a standard sessional activity, e.g. 20 calls and six face-to-

face appointments for doctors

Improve patient 
access

ǐImprove specialist capacity (minor surgery, injections, antenatal 
appointments, CDT, etc.)
ǐIncrease admin capacity to handle patient contact
ǐPractice-wide agreement on appropriate presentation by staff 

type and reported symptoms
ǐIncrease clinical capacity (nurse hire)

Objectives Analysis of key areas for improvements Intervention type

Staff training/ best practice 
cascade

Internal organization/activity

Staff skill mix

Patient access to care

Patient awareness

During MPIG, JSP started using a QI methodology to address 

key operational issues which helped create financial stability



Develop Resilience in General Practice

Staunch 

acceptance of 

reality

Characteristics of

Resilience

Strong values and 

search for 

meaning

Ability to 

improvise

In order to

We realised that other practices could also benefit from using 

the QI methodology to make changes to core operations



A growing population with increasingly 

complex needs.

East London has one of the fastest 

growing populations in London

Demand

Limited financing to drive operational 

improvements

. 

Funding
Individual practices working in silos.

Lack of standardization across regions

Fragmentation

Practices are operating with a limited set of 

resources to address the needs of a 

growing population

Capacity

EQUIP- Case for Change 

VISION A world in which empowered citizens experience great primary care

MISSION To empower all teams involved in primary care to make improvements on an ongoing basis 

which have a tangible impact on the satisfaction of staff and patients

EQUIP (Enabling quality improvement in practice) is a quality improvement programme 

that uses an asset-based approach to support improvement at a practice and system 

level and has an explicit focus on improving joy in work 

EQUIP ïHSJ Final Presentation I February 2020



What are we holding 
ƻƴ ǘƻ {ŀƳΚΩ

Ψ¢Ƙŀǘ ǘƘŜǊŜΩǎ ǎƻƳŜ 
good in this world, Mr. 
Frodo. 
!ƴŘ ƛǘΩǎ ǿƻǊǘƘ ŦƛƎƘǘƛƴƎ 
ŦƻǊΦΩςJ.R.R Tolkien
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Psychology of improvement
One More Time: How Do You Motivate Employees? Harvard Business 

Review (reprint Jan, 2003) 
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Pleasure 
(HEDONIC)

Meaning and 
motivation

(EUDAIMONIC)

Engagement
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Joy: it comes in brands


