
Redesign Duty Doctor Workload 
Eyre Medical Practice 

The practice recognised that the Duty Doctor was dealing with acute and urgent 
clinical matters plus mundane and non-urgent tasks.  We reviewed the request types 
added to the DD call-back column to prioritise the most clinically relevant workload 
and to look for other systems to manage less urgent matters. 

To minimise non-essential Duty Doctor call back requests and increase the proportion 
of time Duty Doctor can spend on acute clinical matters. 

Specific aim 

Measurement of improvement and QI tools  

Proportion of DD time spent on acute clinical calls has increased with associated 
decrease in time spent on specimen handling, routine calls and simple medication 
enquiries.  

Effects of change 

Duty Doctor workload can and should be constantly assessed and refined to make sure 
it is safe and meets essential clinical need. Importance of safe and effective systems to 
manage ‘the other stuff’. 

Lessons learned and message for others 

Quality issue / initial problem 

•Specimens passed to nurse not DD 
• Requests to speak to usual doctor 
sent in Docman rather than added to 
DD column 
• Simple medication enquires sent to 
prescribing Administrator 

Tests of change 
Staff were happy to implement changes, 
and did not report any problems. 
Nursing team accepted responsibility for 
management of samples, and protected 
time allowed for this.  They were satisfied 
that medical advice was available to them 
if required 

Patient/Staff Experience 
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Callback category after changes Tools used included 
•Process Mapping 
•Fishbone Tool 
 

Clinical call backs increased 
by 15% from 40% to 55% 
Specimen call backs 
decreased from 5% to 1% 
Medication call backs 
decreased from 25% to 20% 
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