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We re assessed to be one of the best    
                By Chris Wright, Chief Executive 
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Our PCTs have recently funded a further out-of-hours 

benchmarking exercise by the Primary Care Foundation. 

Yes, this is on top of the Healthcare Commission 

benchmark in 2008, the Strategic Health Authority 

analysis in 2007 and a review by the National Audit 

Office in 2005. Why out-of-hours should get such  

attention is for you to determine but there it is. 

         In the premiership again 
The good news for Devon Doctors is that (again) we 

are seen as one of the best out-of-hours providers 

in the UK and, contrary to a recent inaccurate  

article in GP magazine, we are also very good 

value for money. I ve extracted one graph from 

the Primary Care Foundation report which I think 

shows this well (see right). 

            Have a look for yourself 
  The full report is on our intranet under the  

governance section. (The intranet is worth a look 

anyway - please email suggestions to  

loujones@nhs.net).  

  It is interesting but whether it be comparing us 

with other providers on number of callers, number 

of cases, productivity, time to clinical assessment, 

number of urgent cases, call and outcome data   

 we are very good compared with other providers 

across the UK. 

                We should be proud 
We cover a huge rural area with a very high elderly 

population, a limited number of services to support us 

during the out-of-hours period and a large number of 

demands on our clinicians. Despite this, we are pretty 

damn good actually. So, thank you and I promise not to 

write about benchmarking for another year!  

Youngest ever driver 6 

Dude looks like a lady  6 

Devon Doctors receives the Social  
Enterprise Mark 
The Mark is awarded to socially-motivated organisations 

that put their profits back into helping the community. 

Devon Doctors ploughs any profit back into its services to 

benefit the service and therefore the population of Devon.   

We ve been proudly bearing the Mark for some time and 

this month s Board meeting was the perfect opportunity 

for an official presentation by Dr Kevin Snee, chief  

executive of Devon PCT.  Dr Snee said: The Social  

Enterprise Mark enables Devon Doctors to show patients 

that it is truly socially motivated.

 

L-R: Dr Kevin Snee  Devon PCT chief executive,  
Chris Wright  Devon Doctors chief executive,  
Dr Bruce Hughes-chair of Devon Doctors Board, Anne 
Mountjoy - Head of Marketing and Communications RISE 

http://www.devondoctors.co.uk
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CLI NI CAL FOCUS with Dr Chris Bastin, Medical Director  

SOAP BOX CORNER 
Once again we have had a 

very busy Bank Holiday and this  

workload was compounded by the  

number of requests for repeat  

prescriptions. 

  I was working an internal triage shift 

on Easter Monday which is designed, in 

part, to ease the burden of routine  

issues on colleagues at the treatment 

centres.    

I m sure you will agree that repeat 

prescription requests take up a  

considerable amount of doctor time -

time that could better utilised  

dealing with clinical issues.  

  Not all of these calls are from patients 

who have forgotten to order or who 

have run out of medication. 

  Devon Doctors receives many  

prescription request from patients 

whose chemist had not delivered their 

ordered drugs or whose GP, they claim, 

had not processed the repeat  

medication request.  

  Whatever the true facts, I would be 

grateful if GPs could try to ensure that 

outstanding prescriptions are in the 

hands of the chemist well before a  

forthcoming Bank Holiday.  

FACT: Devon Doctors received 
412 requests for repeat  
medication over Easter  

Completion of clinical notes 
We have had some recent feedback 

from colleagues working in daytime 

practice about the quality of out-of-

hours clinical notes received in the 

morning.  

  The key issue is that the diagnosis  

section is not completed on many of the 

call sheets. The quality of the actual 

care given may have been very good 

but poor record keeping is giving an 

unprofessional impression.  

   Colleagues have pointed out that the 

most important thing for them to know 

in the morning is what problem the 

patient presented with.  

  They need to know what to type into 

their patient notes as the reason for the 

out-of-hours contact.  

Procedure for approval 
We ve had a number of enquiries about 

the approval process for working clinical 

shifts for Devon Doctors.   

  Carole Jeans, HR and GP approval  

administrator, has been involved in this 

process for about five years.  

  Carole explains that the following 

needs to happen before we can approve 

a GP to bid for shifts:   

Any GP wishing to undertake any 

work under the Devon Doctors 

umbrella must be approved with the 

following procedure. 

Original documents must be seen, and 

copies taken for the GPs file.  

Documents required are as follows: 

1. C.V. with two clinical references, 

or the names of two referees 

and we will take up the  

references 

2. Letter confirming inclusion on a 

Medical Performers list. 

3. Current Indemnity  

certificate.             

4. Current GMC certificate. 

5. Current Hep  B 

status.                          

6. BLS/ALS certification. 

7. PMETB/JCPTGP  
certificate.     

       
8. CRB  Disclosure.  

9.         NHS net email address  

Once all the paperwork has been  

collated, Dr Bastin will (hopefully) sign 

off the approval.    

The GP is informed of the approval by  

e-mail and formal letter - he/she may 

need induction/training on the V3  

system.  Rotamaster and Knight Owl 

systems are updated.  

The GP is also advised that it is their 

responsibility to maintain adequate  

indemnity cover at all times.

   

Contact Chris 
01392 822 340 or 
christopher.bastin@nhs.net  

Chris spends every Wednesday  
(9-5) with the governance team. 

Repeat prescription requests 

 
solutions?!  

          Practices needing cover in the margin period   

Although the out-of-hours service finishes at 08:00, many 

practices do not wish to open their phone lines until 08:30 / 

08:45.   

  The control centre is happy to field calls but in order to do 

this, we must have a contact telephone number in case 

there is an urgent call.  

  Practices  are reminded that this number must be either the 

practice ex-directory number (manned by a receptionist), the 

practice mobile number or practice pager.                                  

There can be one contact number for the whole week or, 

practices can have different contact number for each day. For 

example, Monday is always Dr A on mobile 07xxx, Tuesday is 

always Dr B on mobile 07xxx etc.  We are not in a position to 

enter fluctuating rotas.   

If a practice would like to confirm its margin period 

contact number and rota arrangements please email: 

mhs@devondoctors.nhs.uk 

STOP PRESS: please check 
the intranet regularly for 
updates on swine flu 
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How long have you been working shifts for Devon  

Doctors? 

I have worked for Devon Doctors for four years now. 

What other roles have you carried out besides your  

present one? 

Besides my present role as operational administrator at Honi-

ton treatment centre, I have worked briefly at the control 

centre as a call operator.  

  This gave me a better insight into the overall workings of 

Devon Doctors. In the days before having children I was a 

midwife so I have good understanding of working for the 

NHS! 

What do you enjoy the most about your work with 

Devon Doctors?  

Lovely people to work with (drivers, admin staff, doctors and 

nurses) and we always seem to have a giggle  

however busy it is.  

  I also enjoy the unpredictability of a shift; it can be so quiet 

one minute and then all hell lets loose! The hours work well 

around my two children aged nine and 11, although some-

times my husband disagrees with this!  

What do you find most challenging? 

Being stuck in the middle of doctors, nurses and patients! 

Having to be bossy  

sometimes - especially 

to the doctors; some  

respond better than  

others! I also find  

dealing with complaints 

from angry / impatient  

patients quite difficult at 

times. 

Is there an incident 

that sticks in your 

mind? If so, why? 

The most memorable incident to date is the lady who  

presented herself for MIU with a carving fork embedded in 

her hand. I also booked in a lady who had had the top third 

of her finger sliced off by a letterbox when delivering leaflets. 

What do you enjoying doing when not on duty for 

Devon Doctors? 

When not working I enjoy swimming, amateur golf, tennis,  

shopping and drinking wine. Oh, and spending time with my  

family of course! 

 
Q&A With Alice Lamb, Operational Administrator  

After death analysis  
audit: Devon PCT area                

by Dr Prue Mitchell  
This is a national audit 

 involving 15 PCTs, Devon 

being the only one in the 

south west. Each practice has 

been asked to complete an 

on-line questionnaire about 

each patient who dies during 

Feb and March 09.  

  It is looking at the care we 

are currently providing for  

patients at the end of their 

lives. The audit results will be  

broken down into commission-

ing areas - no practice or  

patients will be able to be 

identified by the PCT.  

   However each practice will 

be given their own results and 

the doctors will be able to use 

it as an audit towards the  

revalidation process and the 

practice can use it to help with 

development plans.  

  The practices have until end 

of May to enter the data  

retrospectively. It is a  

user-friendly website and data 

can be entered by an  

administrator, though there 

are a few questions that will 

need a GP to answer. Each 

practice will have been pro-

vided with a username and 

password.  

  If there are any questions 

about it please contact 

prue.mitchell@nhs.net or 

drsrhill0@btinternet.com. Or 

Megan Thomas for enquiries 

relating to ADA online issues, 

via the ADA@omega.uk.net

 

email address or the  

telephone help desk 01922 

604667. 

Mind the letterbox! Alice never knows 
what to expect when on duty at the 
treatment centre... 

 

Spring   
plaudits  

Fantastic service - have used it a few times for both my 
son and daughter.  Every time the doctor has helped and 
made me feel like I am not a paranoid mother!

  

An excellent service. Within 15 minutes of being in the 
chemist, I had picked up the prescriptions needed for my 
son.  I was extremely impressed at the speed and  
efficiency. Many thanks.

  

A great reassurance to an elderly man with a complexity 
of conditions.

  

No matter how busy Devon Doctors were, they had 
time to listen on the phone.  They then asked me to take 
daughter to the department. Was not rushed, listened to 
everything I had to say and gave time to ask questions.  
Receptionists were also very good and made you feel 
welcome.  I felt we were very well looked after and am 
very grateful.

  

Please keep up this vital service in these difficult times.  
We as a family are so very grateful. The Devon doctors 
are just amazing people - thank you.

  

The service was fast and efficient.  The doctor who 
attended was caring and soothing to my 86 year old 
father who was very anxious and explained his  
diagnosis to both my father and me very clearly. I was 
impressed.
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How long have you been working 

shifts for Devon  

Doctors? 

I'm proud to say I did the first "red 

eye" shift in Exmouth in 1996; we 

didn t go out once! I t's easy to forget 

but out-of-hours was a lonely  

experience before then. Devon Doctors 

provides a highly organised, professional service for Devon's 

population - just ask any holidaymaker patient, they will 

tell you how well our service compares! 

What other roles have you carried out besides your  

present one? 

I teach medical students from the Peninsula Medical School 

and I'm responsible for IT in my practice in Sidmouth. More 

recently I've been working at the RD&E hospital in the Acute 

Care GP team which is enjoyable and completely different to 

my other work.  

What do you enjoy the most about your work with 

Devon Doctors?  

Discovering people and places hidden away in parts of Devon 

that no-one else gets to see. For example, farmers in       

Farway who live up hidden tracks and have farmed for  

generations. I like doctoring in people's hour of immediate 

need; I find that satisfying and rewarding.  

What do you find most challenging? 

Treating seriously ill children is always challenging 

and sometimes frightening. I hope not to see many of them!   

Is there an incident that sticks in your mind? If so 

why? 

Driving into Honiton hospital car park in the snow only to find 

myself sliding backwards straight out in last month's snow 

was a shock. The mobile shift was very memorable driving 

around our beautiful county covered in a snowy blanket and 

trudging through snow drifts to get to visits.   

What do you enjoying doing when not on duty for 

Devon Doctors? 

My ideal day is cycling along Exeter Canal path in the  

morning, lunch at Wagamamas with the children (surely the 

only place where children will eat spicy food) and going  

kayaking back in Sidmouth in the sunshine in the afternoon. 

We are fortunate to work and live in Devon - having lived in a 

council flat in London I appreciate this!  

 
Q&A with Dr Ross Dell at Honiton treatment centre 


