
We used PDSAs to monitor the progress of the Duty Nurse role, making 
necessary changes along the way.  Improvement was more qualitative than 
quantitative. We monitored the type of tasks the Duty Nurse was undertaking 
and advised if these were appropriate or not. This also allowed the nurses to 
monitor their appointments raising queries where relevant.                

Introduction of a Duty Nurse 
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•Practice had an inflexible system for dealing with emergencies and urgent patients. 
•The practice nurses undertook a large amount of hidden work during surgeries such as waiting  
   for ambulances, travel admin, testing samples, dealing with patient and GP queries. 

•The whole project was to re-design the nurse appointment system. One aspect of 
 this was to introduce the role of “Duty Nurse”. 
•The aim of the duty nurse was to:  reduce hidden work; improve patient access 
and satisfaction; improve nursing team efficiency and job satisfaction 

Specific aim 

Measurement of improvement and QI tools  

Worked very well and achieved aims as expected.  We have now, however, removed the role 
temporarily due to changes in staffing and further changes to working practices.  It is hoped we 
may be able to introduce something similar again in the future. 

Effects of change 

Works well in a large practice but may be difficult to implement in a small practice  
Do not give up – it took many small tests of change but we did it  
Some personalities are more suited to the role than others 
Even if there are few patients in the duty session there is always something to do 
Communication and listening are key – as if you didn’t know that already!  

Lessons learned and message for others 

Quality Issue / Initial Problem 

• Room nurse working from displayed in 
treatment room to avoid disrupting others 
• Telephone number of the room the nurse 
working from put on Vision appointments 
session 
•Duty sessions introduced for Treatment 
Room Nurse as well as Practice Nurse 
•Duty Nurse rota amended to account for 
annual leave rather than working without a 
duty nurse  

Tests of change Patient/Staff Experience 

Nurse 
“ took pressure off 

colleagues 
allowing them to 

focus on their  
own patients” 

Reception 
“Happy patients,  

happy staff” 

GP 
“took pressure off duty 

doctor as duty nurse 
could deal with many 

of the patients” 

Patient 
“didn’t have to 
wait long for 

advice or 
appointment” 

https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjUp_227MrhAhVQz4UKHbNdBo0QjRx6BAgBEAU&url=https://www.pinterest.com/pin/247275835763103318/&psig=AOvVaw0LISp20sZ2tnDslGY3dcoF&ust=1555168532246005

