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Quality Assessment and Improvement
in Primary Care
 
Richard Grol, Martin Marshall, Stephen Campbell

 
 
 
 
 
 
 
 
 
 
Introduction

This book presents the development and validation of a set of indica-
tors for the assessment and improvement of primary care manage-
ment (the EPA project). Assessment is now widely seen as a crucial
step in the improvement of the quality of care for patients. Develop-
ing quality indicators is one crucial step in undertaking such an as-
sessment. In order to position the role and development of indicators
within a comprehensive approach to quality improvement, we start
this book with a brief overview of current thinking about quality as-
sessment and improvement. We also will outline some of the challen-
ges and dilemmas encountered when planning the assessment of care
provision.

The importance of systematic quality improvement

Receiving high-quality care is a fundamental right of every individual.
This includes good access to health care facilities, effective care ac-
cording to the latest evidence, efficient, well-organized and safe care
processes, and, most of all, care directed to the needs of patients
whatever their demographic background. In a changing Europe with
more mobility of patients and professionals, it is particularly impor-
tant that a high level of quality of health care be guaranteed regardless
of the country where it is administered.
     For a long time, professional training of people working in health
care was thought to sufficiently guarantee high-quality care. In the
last few decades, research has shown that this is not enough and that
many patients do not receive the care they should, or that they are ex-
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posed to inefficient, unnecessary or even harmful care, or to care that
does not put patients and their needs first (Bodenheimer 1999).
     Sporadic, ad hoc activities to improve the quality of health care,
such as professionals attending courses or occasional audits, are not
effective in assuring optimal patient care. Systematic and continuous
approaches to improving and maintaining the quality of care are re-
quired. This is as true of Primary Health Care (PHC) as it is of the
hospital sector. Policies and structures have to be created that support
such systematic and continuous quality improvement at all levels of
the health care system (Council of Europe 2000).
     We define a quality improvement system as “a set of integrated
and planned activities and measures at various levels in the health
care organization, aimed at continuously assuring and improving the
quality of patient care” (Council of Europe 2000). It involves the spec-
ification of desired performance, the review of actual performance,
the implementation of changes in care if necessary, followed by fur-
ther review to check the impact of the changes. This process is fre-
quently depicted as a cycle with the following steps (Baker 2004):
– Selecting topics: identification and selection of areas in need of im-

provement
– Specifying desired performance: selecting guidelines, best practices

or targets for optimal patient care
– Assessing care: developing indicators, review criteria and standards,

and arranging data collection to assess the actual quality of care
– Changing performance: developing and carrying out a change plan

related to the gaps in performance found and linked to the identi-
fied obstacles to change

– Evaluating the results: continuous monitoring of performance

Quality improvement should be set up as such a cyclic process of con-
tinuous assessment and improvement, focusing each time on new
topics. Aspects of patient outcomes (health status, quality of life, pa-
tient experience), process of care (e.g., clinical performance, patient
education) as well as the structure of care provision (e.g., the organi-
zation of services, access, safety procedures, staff development,
equipment) should be reviewed and changed if required.
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Who is responsible for quality improvement?

Different stakeholders have different responsibilities in creating such
quality improvement systems. Governments and policy makers need
to provide a framework of laws and regulations as well as support
structures (committees, facilitators). Those who finance the service
need to arrange for the necessary resources to make quality improve-
ment possible. Managers and practice leaders need to make a com-
mitment to leadership, set up data collection, provide education on
quality improvement for staff and provide resources for concrete qual-
ity improvement activities and projects. Professional bodies also need
to provide leadership and support for their members.
     Researchers have to develop valid and reliable indicators, guide-
lines and tools for quality improvement and should evaluate the im-
pact of the change initiatives. Practices and individual care providers
are responsible for setting up quality improvement systems at their
work place that include the gathering of data, setting targets for im-
provement and acting aimed at changing care for the better.
     Last but not least, patients are becoming key players, too. The in-
fluence that they wield in asserting their rights and assuming their
responsibilities has become increasingly important as a catalyst for
change. A high-quality health system will only be achieved if patients
are allowed and encouraged to influence the process of change.
     Building systematic quality improvement is not an easy task. It
demands a longstanding commitment from all those involved. We
have, however, seen considerable progress in this field in most Euro-
pean countries. There are many important catalysts for this change,
including the commitment of the people working on the ground, the
leadership provided by some governments and professional bodies
and the support provided by the European Union and other organiza-
tions such as the Bertelsmann Stiftung.

Example: A system for quality improvement for general
practice in the Netherlands
The Dutch law on quality improvement states that all institu-
tions and providers should develop their own systems for de-
fining appropriate care (guidelines, indicators and bench-
marks), assessing actual care delivery, improving care when
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needed, seeking patient opinion about care provision and re-
porting on quality improvement activities and results. The pro-
fessional organizations for general practitioners in the Nether-
lands have jointly developed a systematic approach to quality
improvement. Clinical guidelines were the first step: Over 80
of these have been developed for the most important health
problems presented in primary care. To support the use of
these guidelines in practice, various tools have been devised,
such as educational programs and packages, computerized de-
cision support, patient leaflets describing key issues from the
guidelines and checklists for staff and receptionists to be used
in telephone contacts with patients. These tools are well ac-
cepted and widely used now in practices.
In addition, a set of over 100 clinical indicators for assessing
clinical performance has been developed and tested rigorously.
Data from 200 general practitioners showed that performance
was largely in line with guideline recommendations (on aver-
age in 74 percent of the decisions). The next step will be to as-
sist practices in continuously monitoring these indicators and
presenting the data to external parties and stakeholders.
In 2000, the Dutch College of General Practitioners was award-
ed the Bertelsmann Prize for this successful program.

What is quality assessment?

One of the crucial elements of or steps in a quality improvement sys-
tem is the periodic or continuous assessment of the actual care and
services provided to patients. Data are needed, first of all, to identify
needs for improvement, and, secondly, to demonstrate to society
whether the quality of care provided is in line with acceptable stand-
ards, for example, using accreditation schemes for practices or certifi-
cation of doctors as described in the following chapter.
     There is evidence from studies conducted in European family prac-
tices, and from other parts of the world, that there is wide variation in
the quality of care provided for patients, often around an unacceptable
mean (Roland 2004, Schuster 1998, Seddon 2001). This evidence is
now starting to drive change, though it has taken some time to engage
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policy makers and it is apparent that the public is still not aware of the
significance of variation.
     Thus, the first aim is “internal assessment,” i.e., collecting data,
which can help care providers define goals for improvement and later
to verify whether change has been achieved. This need is driven by
findings in research that there are large, unwanted variations in per-
formance between care providers, as described above, by the rise of
evidence-based practice giving medical professionals the means to ex-
amine their own care, and by social pressure on the medical profes-
sions to keep the trust of the public.
     But “external assessment” and public accountability are also
demanded by authorities, patients and financiers. Data are needed to
assure the public that patients receive the care they should or to facili-
tate the choice for patients between care providers. This need is driv-
en by data showing that health care often fails to meet the needs of
patients or by scandals from health care undermining public trust.
     There is a tension between these two approaches. Both approaches
demand valid and reliable measurement: quality indicators, criteria
and standards, as well as methods to collect the necessary data. We
will revisit the subject in the following chapter. The rest of this chap-
ter will first focus on indicators and data collection and then position
the assessment of care provision and primary care performance in a
wider context.

What should be measured?

For some disciplines in health care, the outcomes are fairly clear. For
cardiac surgery, for example, these may include complication rates
and mortality rates. Primary care is different. It addresses a wider
range of patient needs, and patients often having multiple problems
where desirable outcomes are contested. Primary care deals with
many issues that are less easily measured and is responsible for areas
of great uncertainty and complexity.
     This means that, while quality assessment and improvement pro-
cedures within all health care should be equally rigorous, the assess-
ment of quality in the primary care sector is and should be different
from that in the hospital sector. Since quality in primary care is multi-
faceted, its assessment must also be multi-faceted (Roland 2004).
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Structure, process and outcome aspects should all be part of such an
assessment. The different facets of primary care may be usefully clas-
sified as (Buetow 1995):
– Availability and accessibility of care, including making appoint-

ments and waiting times
– Clinical competence, diagnostic and treatment effectiveness
– Communication skills, including listening, patient education and

sharing decisions
– Interpersonal attributes, such as compassion and respect for pa-

tients
– Organization of care, including continuity and coordination of care

Indicators can be developed for each of these aspects of primary care,
though some are easier to develop, and more scientifically robust,
than others.

Example: Patients in Europe evaluate primary care (EUROPEP)
The European Commission funded a project to develop an in-
ternationally validated instrument and a set of indicators for
patients’ evaluation of primary care. The indicators and in-
strument were developed in a rigorous process of literature re-
view, qualitative studies among patients and practitioners and
various pilot tests. Researchers from 12 countries were in-
volved.
The project identified a set of 23 indicators of the quality of
general practice care, as perceived by patients relating to serv-
ices, access, information provided, continuity of care, etc.
A large European study among over 16,000 patients in prima-
ry care in 16 countries was conducted to identify differences in
patient evaluations (Grol 2000). In general, patients were very
positive about the care received, particularly about the com-
munication with the doctor. Patients in some countries (e.g.,
Switzerland, Germany) were more positive about the organiza-
tion of services than patients in other countries (e.g., UK,
Denmark).
The EUROPEP indicators and instrument are now widely used
in Europe for monitoring primary care, both for internal and
external evaluations.

 
14

2004-12-17 11-52-46 --- Projekt: bert.quality-management / Dokument: FAX ID 01cc71299997410|(S.   9- 19) 01 chapter 1.p 71299997818



The development of indicators

A quality indicator is “a measurable element of practice performance
for which there is evidence or consensus that it can be used to assess
quality and hence change in the quality of care provided” (Lawrence
1997). Indicators do not provide definitive answers about the quality
of care. What they do is highlight areas of performance that may re-
quire further investigation and potential problems that might need
attention (Campbell 2002). In that way, they can be seen as important
non-judgmental tools for the improvement of health care. They differ
from guidelines (global statements of appropriate care to support de-
cision making) and standards (concrete description of minimum
standards and targets for improvement), which both seek to guide
performance in a specific direction.

Examples of guideline, indicator and standard
Guideline: Eligible women should be offered routine cervical
screening
Indicator: The proportion of eligible women who have had cer-
vical screening carried out within the recommended period
Standard: The proportion of eligible women with cervical
screening within the recommended period should be at least
80 percent

Indicators for primary care quality are now widely developed in many
countries, mostly for clinical performance in health conditions with a
sound evidence base (such as diabetes, heart failure or depression)
and for patient evaluations of care provision (see examples). Indica-
tors for structural aspects of care provision, for example, the organiza-
tion and management of care, are less well developed. However, qual-
ity indicators for practice management are as important as indicators
for clinical care because practice organization has the propensity to
diminish or enhance the quality of clinical care.
     While evidence that high-quality clinical care or outcomes are as-
sociated with good practice management is limited, a well-organized
practice provides the opportunity for patients to receive it. Undertak-
ing an effective examination, for example, is not possible if the neces-
sary equipment is not available. Patients also value service aspects
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such as a good accessibility, patient involvement and time for care.
This book focuses on the assessment of these practice management
aspects of primary care.
     The attributes of a good quality indicator have been defined
(Campbell 2002). It should be valid (represent the concept being as-
sessed accurately, and be underpinned with evidence or consensus),
reproducible (application of the same method for development would
produce the same indicators), feasible (accurate data are available), ac-
ceptable (the indicator is acceptable to those being assessed), make
reliable assessment possible and be sensitive to change (can detect
changes in quality.
     A systematic approach to developing indicators is therefore
recommended. Preferably, they should be based on scientific evidence
because the better the evidence the stronger the outcomes in terms of
benefits for patients. There are, however, many grey areas of health
care for which the scientific evidence base is limited. This is particu-
larly true for primary care practice. In these circumstances, expert
opinion needs to be integrated with the available evidence using con-
sensus techniques, which are structured facilitation techniques de-
signed to explore consensus among a group of experts by synthesiz-
ing opinions. Consensus involves the extent to which respondents
agree with the issue being considered and with one another. Since
experts may disagree, the procedures used to develop indicators need
to be systematic, rigorous and reproducible.
     Different systematic approaches can be observed in the literature:
for instance, the nominal group technique, the Delphi technique, the
RAND appropriateness method and the evidence-based guideline-
driven indicator development using an iterative rating procedure
(Campbell 2002).
– The Delphi technique is widely used for indicator development. It

consists of a structured interactive method involving repetitive ad-
ministration of questionnaires, usually across two or three postal
rounds, with participants receiving feedback between rounds.
Face-to-face meetings are usually not a feature. This approach
enables a large group to be consulted from a geographically dis-
persed population and permits the evaluation of a large number of
scenarios in a short period of time.

– The RAND appropriateness method combines expert opinion and
scientific evidence in a systematic and quantitative procedure. It
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asks panelists to rate indicators, then to discuss them in a personal
meeting, and then to re-rate them. It also incorporates a rating of
the feasibility of data collection for the indicator. A systematic liter-
ature review on the scientific evidence precedes the procedure. Par-
ticipants are presented with this evidence to help them make their
decisions. The panels are smaller than with the Delphi technique
since panelists meet in person.

– Guideline-driven indicators: When clinical guidelines are available,
indicators can be directly derived from these guidelines using an
iterated consensus procedure with different panels that pre-select
key recommendations from the guidelines, rate these for health
benefits, costs, feasibility for data collection, etc., develop possible
indicators and test these on routine data. Both in UK and the Neth-
erlands, this procedure has been used for nationally developed
guidelines for primary care.

Many different factors will determine how good the indicators devel-
oped in such procedures will be, for instance, the composition and
size of the panel, the inclusion of different stakeholders, the evidence
available, the rating process (e.g., scale) and the panelists’ experience
with the care processes being rated.

Aims and content of this book

In order to compare the management of general practice in varying
health care systems throughout Europe, the European Practice As-
sessment (EPA) project had three aims. Firstly, to develop a conceptu-
al framework of practice management; secondly, to develop a set of
indicators for quality assessment; and thirdly, to create a quality im-
provement tool that would be applicable throughout Europe.
     The book starts with a theoretical section. In the next chapter we
will discuss some of the tensions encountered when dealing with as-
sessment of practice. Emphasis on transparency of performance and
accountability of the care given to patients may lead to a decrease of
trust of the public in health care and in professionals working in
health care. This trust, however, is needed for good care outcomes.
     In the following chapter we will also have a more detailed look at
current assessment systems, particularly the formal systems for ac-
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creditation and certification. We conclude that there is quite some
confusion in terminology and approaches used, while the evidence for
the best approach is lacking. Rigorous development of assessment
and evaluation systems is required, which is what we aimed for in the
EPA project.
     We then move to an analysis of current instruments and systems
for assessment in primary health care. An overview is presented of
the instruments developed in the last decade and it is concluded that
internationally validated indicators and tools for measurement are
lacking and need to be established.
     The next part of this book is focused on the practical side of the as-
sessment of primary care practice. We start this part with a short
presentation of the EPA projects, their aims and methods. The follow-
ing chapter presents the results of a systematic process conducted in
six countries for developing indicators. It proved to be possible to es-
tablish a set of indicators common and valid in the different coun-
tries.
     The chapter titled “EPA pilot” describes a pilot test using the indi-
cators in nine countries. Data were gathered to determine whether
practices (about 30 per country) meet the indicators, but most of all to
see whether the indicators are of good (psychometric) quality. It
proved to be possible to select a core set of indicators for further in-
ternational use. The following chapter is a reflection on the use of the
data in feedback and quality improvement in the participating practi-
ces. Specific examples are given to illustrate the difficulties and op-
portunities.
     The book ends with a reflection on the main results of the project
and the next steps on the road to international implementation.
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Ensuring Accountability:
The Balance Between Trusting and Checking
 
Martin Marshall, Huw Davies

 
 
 
 
 
 
 
 
 
 
Doctors, in their role as professionals and as public servants, have al-
ways had to be accountable for their actions. In the past, this ac-
countability has been largely implicit—holding a medical qualifica-
tion, a license to practice and the day-to-day demonstration of an ac-
ceptable level of competence have generally been sufficient to satisfy
the public that clinicians can continue to do what they are doing.
     Increasingly, however, we are hearing demands for more explicit
demonstrations of competence and integrity. Terms such as targets,
league tables and regulation are now heard alongside qualifications,
registration and personal experience. We are therefore seeing a signif-
icant shift from accountability based on trust to accountability based
on checking, using measurement and surveillance. In this chapter, we
will consider the implications for policy makers and for the practi-
tioners of family medicine.

What does “being accountable” mean?

The term “accountability” refers to a willingness to explain or justify
one’s actions. In defining it we need to think of both the nature of the
account(s) that can reasonably be demanded and of the nature of the
sanctions that can be imposed should the account be inadequate in
either form or content. Individual doctors or health organizations can
be called to account in a number of different ways (Davies 1998):
– They might be required to provide a formal account of their behav-

ior or performance, for example in the form of written documenta-
tion. Publications by provider organizations of annual reports, in-
creasingly containing quantitative performance data, are becoming
commonplace in many countries.
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– Providers can be held to account by market forces. Here, consu-
mers are expected to use a range of different sources of information
to make a judgment about the performance of the provider. On the
basis of this judgment, they might then choose to seek care from an
alternative source and thereby indirectly hold their provider to ac-
count.

– Providers might be held to account using legislation, and conse-
quent litigation, to protect the public interest.

Checkland and colleagues (Checkland 2004) describe the implica-
tions of the use of the term “accountability.” First, there is a need for
an audience to whom the provider is accountable. There are a large
number of potential stakeholders with an interest in holding provid-
ers to account, including patients, the public, government, regulators,
professional bodies, the judicial system, employers and the media
(Donaldson 2001).
     The interests of these different groups may sometimes be in con-
flict. For example, an individual patient might want a form of treat-
ment from his or her family doctor that is incompatible with profes-
sional values or with the availability of resources. If the doctor decides
to provide the treatment, they will be able to render an acceptable ac-
count of their practice to one stakeholder, but an unacceptable one to
another. Second, there is little point in demanding an account, in the
absence of any form of sanction could that account not be rendered,
or should it be unacceptable. In some health systems, there are few
opportunities for patients to exercise choice of provider, and in others
it can be difficult for elected representatives to hold powerful profes-
sionals to account.
     What role does trust play in holding providers to account? There
are many different definitions of “trust,” but they all describe a collec-
tive set of expectations—that professionals are knowledgeable and
competent, and that they focus primarily on the interests of the indi-
vidual patient in front of them, and secondarily on broader communi-
ty or societal interests (Davies 1999). Although it is possible to trust a
system or organization, manifest for example in the expectation that a
hospital will provide high quality care, this trust is built on a founda-
tion of personal experiences and the stories that emerge from these
experiences. The importance of personal experiences implies that it
takes time to build up trust, but that it can be quickly damaged or lost.
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     Trust is particularly important when dealing with uncertain or
complex issues, where it may be difficult or impossible to provide ob-
jective evidence. There is little need to trust an estate agent when we
buy a house—we can seek evidence from our own or a surveyor’s in-
vestigation as to the veracity of the agent’s claims about the property.
In contrast, when a family doctor tells us that our headache is nothing
to worry about, most of us do not have the wherewithal to indulge in
significant checking that this is indeed the case. Instead we trust the
doctor on the basis of many different cues: that we know that doctor is
well trained and licensed to practice, that the health centre where the
physician works has a decent reputation, and perhaps because of our
own reassuring prior experiences with this individual doctor.
     Smith has distinguished between the concepts of trust and confi-
dence (Smith 2001). Trust is something that arises between individu-
als and is necessary in situations of uncertainty and vulnerability.
Confidence is something that individuals express in systems, in situa-
tions of certainty and security. Checkland et al. (2004) claim that the
current trend towards explicit forms of accountability represents a
preoccupation with confidence over trust and an unwillingness to ak-
knowledge the uncertainties associated with health care provision.

The balance between trusting and checking

There are some significant advantages to ensuring accountability
through trust, rather than by demanding objective evidence (O’Neill
2003). Most importantly, emphasizing trust is an easy and inexpen-
sive way of running a health system. Trust can be seen as a form of
social capital, or money in the bank, which helps to reduce transaction
costs and can be drawn upon at times of difficulty. Collecting data can
be a highly resource-intensive process, in terms of financial cost and
staff time. In addition, there is a temptation to overplay the validity
and reliability of performance data. We frequently forget that quality
indicators are precisely what they say they are—indicators rather than
statements of fact (Marshall 2001).
     Justifiable criticisms of the quality of the data used to hold provid-
ers to account have tended to result in demands from regulators for
more data, using increasingly complex systems of risk adjustment
and increasingly sophisticated information systems. The result are
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spiraling activity and costs and an unwillingness to stand back and
question the opportunity costs of emphasizing checking over trust.
     We know from studies in health and non-health sectors that an
over-reliance on checking can have unintended consequences (Smith
1995, Mannion 2001). For example, the use of performance data, par-
ticularly when they are made public (Marshall 2000), can lead provid-
ers to focus only on those issues that are being measured and on
short-term reporting cycles, rather than on longer-term strategic
goals. It can also result in manipulation of the data and sometimes in
fraud. In the UK, where the publication of performance data has been
used extensively to promote greater accountability, there are many
examples of unintended consequences in areas such as waiting times
for treatment and ambulance response times (Audit Commission
2003, Carvel 2003).
     Both the costs and the intended consequences of over-emphasizing
checking can have a detrimental impact on staff moral and commit-
ment. Some authorities have argued that in order to promote im-
provements in practice, it is necessary to achieve a balance between
internal motivation and external incentives or sanctions (Davies 1999,
Harrison 2004). There is a risk that an over-reliance on the latter may
damage the former, resulting in a less committed and demoralized
workforce, with consequences for the many discretionary components
of work as well as for recruitment and retention. Such impacts are
likely to damage the quality of patient care.
     However, despite the strength of these arguments in favor of trust,
it is important to recognize why alternative ways of holding providers
to account are being sought (Smith 1998). The historical reliance on
trust has given us a health system in which wide variations in quality
of care, often around an unacceptable mean, have either been tolerat-
ed or ignored. Numerous examples of unacceptable performance are
only now coming to light, as hard information becomes more avail-
able to the public and to regulators. There is a real danger that an em-
phasis on trust can shield the incompetent and induce complacency.

Factors affecting the balance between trusting and checking

There are diverse approaches to addressing the issue of accountability
across Europe, with some countries demonstrating a high level of
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trust and others focusing more on checking. What are the driving
factors? National culture is almost certainly a key factor. Some cul-
tures place a greater emphasis on, and respect for, professionalism
and are more willing than others to show deference to and trust for
doctors.
     Political drivers are also important. Countries with centralized and
publicly-funded health systems have placed earlier and greater em-
phasis on the efficient use of resources and on system-wide im-
provements in health provision. Accountability for the ways in which
money is spent and for the quality of care provided has been central to
these aims.
     Societal factors play a part as well. We live in societies that are be-
coming more demanding and less tolerant of risk, though this is hap-
pening at different rates in different countries. So too is the trend to-
wards greater consumerism, fuelling demands for more information
and placing less emphasis on traditional values such as trust.
     Perhaps most important, particularly in the minds of policy
makers, is the impact of health care scandals and disasters on the will-
ingness of the public (or at least of politicians) to trust professionals
and health organizations to ensure standards without external moni-
toring. There is no shortage of examples of public trust being mis-
placed and abused, from the inadequate screening of blood products
in France (Dorozynski 1999), the failure to identify poor pediatric
cardiac surgical outcomes and the murderous practice of Harold
Shipman in the UK (Smith 1998) to the cervical screening disaster in
New Zealand (Ovretveit 1996). To a certain extent, these isolated in-
cidents are used for the political purpose of enabling governments to
push through major health system reforms. But it would be foolish to
discount the collective impact of these scandals on the willingness of
the public to trust traditional models of self regulation.

Accountability in the future

There is little doubt that accountability will remain an important issue
for policy makers and for practitioners in the future. The challenge is
to achieve a balance between trusting and checking as means of en-
suring accountability. This balance will need to be flexible—there is
no right answer for all countries, or even for different situations and
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at different times within a single country. The trend is undoubtedly
towards more explicit forms of accountability—this is inevitable and,
given the well-publicized failures of trust, probably desirable. It is,
however, essential that the human and financial costs of demanding
hard evidence of performance are recognized and the implications of
damaging trust are properly considered.
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Introduction

The previous chapter considered the balance between trust and con-
trol in ensuring accountability. There is a difference between external
assessment and internal assessment, as discussed in the first chapter.
There are various models of external accountability, including peer
review, accreditation, statutory inspection and certification. This chap-
ter focuses on external accountability, specifically accreditation and
certification, and on the importance of effective systems of external
assessment. We discuss how accreditation schemes can be used ei-
ther as a non-judgmental strategy for quality improvement or as a
judgmental regulatory mechanism for stating that a practice or indi-
vidual is competent to provide services. External assessment forms
part of the shift towards accountability based on “checking” currently
seen throughout Europe.

What is accreditation?

Accreditation is defined as official recognition, acceptance or approval
of someone or something (Cambridge Advanced Learners Dictionary
2004) involving an assessment of an organization against explicit
published standards (Shaw 2000) to encourage best management
practice. This can relate to organizations, individuals or drugs and
procedures. In health care, the term accreditation can cause confu-
sion, having acquired different meanings (Shaw 2001). These include
recognition of specialty training by professional bodies (i.e., palliative
care) and, the focus of this chapter, recognition of organizational
competence.
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     In terms of general practice or primary care, accreditation is a
method of checking and standardizing the provision and quality of
health care provided by practices to focus attention on continuous
quality improvement by assessing the level of conformity to a set of
pre-determined targets or standards (Scrivens 1996). However, this
checking can have five different purposes (Buetow and Wellingham
2004):
– Quality control, i.e., a practice provides services to an intended

standard
– Regulation, i.e., to comply with minimum legal and safety stand-

ards
– Quality improvement, i.e., the RCGP Quality Team Award in the

UK
– Information giving, i.e., to enable patients to compare practice per-

formance
– Marketing, i.e., to highlight the standard of services available at a

practice

Definitions
Accreditation: Official recognition, acceptance or approval of
someone or something involving a systematic assessment of
an organization against explicit standards to encourage best
management practice
Licensing: A mandatory process that refers to the legal stand-
ards required by a health care organization or individual to be
fit to practice and to provide safe care
Certification: A process that moves beyond licensure whereby
an individual or organization is recognized officially by an au-
thorized external agency as meeting predetermined require-
ments or standards

The process of accreditation

Accreditation involves an independent evaluation to assess whether a
practice meets specific requirements of institutional competence,
usually overseen by an accreditation board. Accreditation requires
practices or individuals to prepare for, participate in and often pay for
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the assessment. Each practice usually submits a portfolio of evidence
using questionnaires, often followed by a practice visit by an assess-
ment team.
     The outcome of undergoing accreditation is a score denoting com-
pliance with the stipulated standards. Accreditation predominately
focuses upon service delivery and integration, public accountability
and risk management. It is how this evaluation is used which distin-
guishes between regulatory and educational systems. “In many cases,
health care systems have attempted to promote the search for quality
rather than the assurance of quality.” (Scrivens 2002)
     Accreditation is the most rapidly developing model of external as-
sessment worldwide (Shaw 2004). However, the traditional model of
voluntary accreditation (trust) is being rapidly adapted towards gov-
ernment-sponsored or even statutory tools for control and accounta-
bility (Shaw 2003), with mandatory regulatory programs having re-
cently been developed (Shaw 2001, 2002), as discussed below.

What is certification?

Licensure is a mandatory process referring to the minimum legal
standards required by an organization or individual to provide safe
care; for example, a license to practice medicine as a general practi-
tioner. Certification moves beyond licensure with an individual or or-
ganization recognized officially by an authorized external agency as
meeting predetermined minimum requirements (Buetow and Wel-
lingham 2004); for example, for providing osteopathy or child health
surveillance.

The process of certification

Certification involves an inspection to assess if the performance of an
individual or organization complies with predetermined standards,
usually after completion of a course of training. The outcome, if suc-
cessful, is a certificate asserting that the organization or individual is
certified for a given time period to provide services to a necessary
standard, during which time reassessment is unnecessary because the
required standards have been met. If unsuccessful, the service cannot
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be provided. Certification focuses on the competence (skills, knowl-
edge, etc.) of individual practitioners or on the infrastructure of a prac-
tice. Certification can also be used as part of a formal regulatory
mechanism, e. g., revalidation of general practitioners in the UK.

Types of accreditation and certification in Europe

There are differential stages of development and coverage of accredi-
tation and certification in Europe for general practice, and many
schemes relate to hospital-based services (Shaw 2002, Scrivens
2002). Some are compulsory aligned to perceived minimum stand-
ards or license to practice, and others are voluntary focusing on quali-
ty improvement, some are state administered, whereas others are im-
plemented by local, regional or professional agencies. There has been
no attempt to coordinate these country-specific activities.
     There are mandatory inspections such as those carried out by the
Clinical Standards Board in Scotland or the Commission for Health
Assessment and Improvement (CHAI), revalidation of general practi-
tioners in the UK or clinical standards based accreditation systems
such as the Agence Nationale d’Accreditation et d’Evaluation en Santé
(ANAES) in France. Both CHAI and ANAES are quasi-independent
organizations. Alternatively, there are mandatory accreditation
schemes run by regional governments in Italy. In the Netherlands,
the Nederlands Instituut voor Accreditatie van Ziekenhuizen (NIAZ)
accredits hospitals, also supported by government.
     There are several independent programs in Switzerland: the
Agence pour la Promotion et l’Evaluation de la Qualité (APEQ), Ver-
einigung für Qualitatsförderung im Gesundheitswesen (VQG) as well
as the EQUAM foundation, which promulgates joint standards.
     In Germany, hospitals are obliged to introduce internal quality
management programs and to participate in external quality assur-
ance activities. A collaboration of sick funds, hospital organizations
and physicians (German Medical Association) work together (Ko-
operation für Transparenz und Qualität im Krankenhaus, KTQ).
However, the acceptance and impact of this particular initiative,
which was funded by the federal government and influenced by in-
ternational examples (e.g., U.S. Joint Commission on Accreditation of
Healthcare Organizations, Canadian Council on Health Services Ac-
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creditation and Australian Council on Healthcare Standards), remains
unclear. The same formal requirements will be required for all ambu-
latory care practices from 2004. Minimal requirements will be defin-
ed by sick funds and statutory health insurance physicians in a federal
joint commission (Gemeinsamer Bundesausschuss) in 2004.
     There are voluntary accreditation schemes in the UK (e.g., Health
Quality Service accreditation service or the RCGP Quality Practice
Award). There are also voluntary accreditation schemes that cross na-
tional boundaries, e.g., the International Organisation for Standardi-
zation (ISO) standards, which relate to administrative procedures,
such as ISO 9000 focusing on systems and business excellence. An
ISO certificate is sometimes a prerequisite in order to provide certain
services. The European Foundation for Quality Management (EFQM)
is based on a self-assessment questionnaire, with organizations as-
sessed against performance standards for clinical results, patient sat-
isfaction and staff management (Nabitz 2000).

Example of accreditation: ANAES, France
Accreditation is a mandatory requirement of all French health
care organizations, manifested by minimum standards of at-
tainment, overseen by the Agence Nationale d’Accreditation et
d’Evaluation en Santé (ANAES) established in 1997. Accredita-
tion focuses on three key areas, which are patients and patient
care, management and administration, and quality and preven-
tion. Accreditation is by self-assessment but is highly prescrip-
tive. ANAES has, for example, the power to enforce compliance
with clinical guidelines.

Example of certification: Revalidation, UK
Revalidation of doctors in the UK, which is due to commence
in 2005 will provide doctors with a license to practice and show
the regular demonstration by doctors that they remain fit to
practice (General Medical Council 2003). By January 1, 2005,
any doctor wishing to practice must hold a license to practice.
It will take up to five years to revalidate all doctors initially,
with a second round of revalidation beginning in 2010. Doc-
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tors will be revalidated five years after the date of their first re-
validation.

Advantages of mandatory versus educational accreditation systems

External accountability involves a third-party assessment (i.e., a gov-
ernment or quasi-independent government agency or professional
body). Systems of external assessment can broadly be divided into two
types (Shaw 2001):
– Mandatory and regulatory systems, which are judgmental, only al-

lowing organizations or individuals to do something (i.e., to provide
medical services) because they have met minimum standards.

– Non-judgmental educational or collegiate systems employing opti-
mum standards that foster quality improvement by focusing on ed-
ucation, self-development, improved performance and reduced risk,
with organizations and individuals allowed to provide services irre-
spective of the standard of performance.

An effective systems-based quality improvement strategy at a national
level needs a balance between such regulatory and educational ap-
proaches.

Advantages of mandatory and regulatory systems

There is increasing movement between countries by people within an
expanding European union, who want reassurance about the quality
and safety of health care. Patients must feel that they can trust their
doctors. Effective external accountability with clear standards provide
an opportunity to demonstrate and reward acceptable performance
and to identify and deal with poor or unsafe providers, whether or-
ganizations or individuals.
     There is evidence of unequal access to care, variation in perform-
ance, inefficient use of resources, preventable adverse events (errors)
and accidental injuries (patient safety). Increasingly, the public as well
as government and health professionals themselves want to know
what standard of quality of health care organizations and individuals
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are providing. The fact that many people do not receive the care they
require (Seddon et al. 2001) suggests a need for minimum perform-
ance standards because there is a gap between what works and what
patients actually receive.
     Educational systems may enable people to practice without ever
achieving a minimum standard. However, summative assessments
set a standard that must be achieved. This requires an understanding
of what level of performance is unacceptable (i.e., poor clinical or
inter-personal care or a lack of commitment to professional develop-
ment), remediable by systems-based action (i.e., better equipment,
team training) or individual action (i.e., individual re-training).

Advantages of educational systems

Many quality improvement approaches are ineffective when used in
isolation, including audit, accreditation, feedback, clinical guidelines
and continuous quality improvement (Campbell 2002). Strategies
that combine continuing education, audit, assessment and quality
improvement, linking learning to daily routine, may have a greater
chance to lead to changes in behavior (Calman 1998).
     Education and learning at the organizational level are the primary
drivers for quality improvement and change (Berwick 1996). Primary
health care teams need time, support and resources to learn, work
and plan together. Quality improvement comes from every level with-
in a health care system: nationally, regionally, locally or at the team or
individual level (Ferlie 2001). “Regulation in the control of quality in
health care cannot be based on coercion—it has to be based on per-
suasion and support to health care professionals” (Scrivens 2002). An
organization or individual that takes part in an external assessment
will focus on quality improvement, irrespective of the outcome.
     Accreditation does not guarantee against a doctor or practice pro-
viding poor care. Moreover, while practices that have in place essen-
tial practice management procedures and infrastructure are better
placed to provide quality care (Donabedian 1980), the link between
practice management and quality outcomes has not been proven.
Concerns also persist about the effectiveness and appropriateness of
practice accreditation despite a mounting international recognition of
its importance (Buetow and Wellingham 2004, Shaw 2003).
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Implications for improving the quality of health care

External assessment of health care is a Europe-wide phenomenon.
However, strategies that are effective in one country may not be so in
another country due to differences in, for example, culture, national
regulations or regional semi-autonomous conventions, the level of
professional fragmentation, public expectations, the financing of
health care, etc. External assessment, which crosses national bound-
aries, needs to be sensitive to these differences with evidence collected
for the suitability of the procedures, standards and indicators in each
country.
     External assessment must be relevant to the health care system or
practitioners being assessed and known and understood by every doc-
tor. Standards should be published, transparent, encourage self-as-
sessment and set at achievable optimal levels, enabling organizations
to strive to meet a realistic target. Standards should also be under-
pinned by accurate and available data and show evidence of accepta-
bility, feasibility, reliability and validity.

Conclusion

Accreditation and certification can serve both to reward previous
achievement and to encourage future improvement. However, ac-
countability/assessment is not a neutral activity. Especially when used
as part of a system of regulation, it requires judgments about what
constitutes a minimum standard. As discussed in the first chapter,
the scientific evidence base describing what constitutes quality prac-
tice management is currently lacking throughout Europe, allied to a
diversity of approaches to delivering primary care and external as-
sessment. This suggests the need at present for systems of external
accountability of practice management, which focus on education
rather than regulation and on developing an integrated European ap-
proach. However, “with support, all practices should be required to
demonstrate their ability, or capability, to meet at least minimum
standards whilst aiming for excellence” (Buetow and Wellingham
2004).
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Introduction

Assessment of practice management and organization of care should
be an integral part of quality assurance and quality improvement ac-
tivity in primary care. Evaluation of infrastructure, human and finan-
cial resources, accessibility of services, information technology and
quality improvement activities can enable a practice to target its ef-
forts and resources optimally to the needs of its patients (Department
of Health 2001, Committee on Quality of Care in America 2001,
Moss 1998, Huntington 2000, Hulscher 1997, Flocke 1998).
     Assessments of practices can be either externally or internally driv-
en (table 1). At one end of the spectrum, organizational assessments
are conducted for reasons of accountability and exist as externally
driven quality assurance systems. Their use as formal mechanisms to
accredit and certify primary care organizations is discussed in the
preceding chapter. At the other end of the spectrum, organizational
assessment is conducted for the purpose of practice-driven quality
improvement. It typically exists in the form of practice-based quality
improvement projects (Campion-Smith 2002, Miller 2001).
     The balance between (external) accountability and (internally driv-
en) trust is discussed in the chapter “Ensuring Accountability.” How-
ever, a recent review of the literature suggests that there is a middle
ground between approaches based on external accountability and
trust. This is occupied by professionally-led mechanisms such as
those in Australia, New Zealand, the UK and the Netherlands (van
den Hombergh 1998b, RACGP 1996, RNZCGP 2002, Booth 1998,
Miller 2003, RCGP 2002, SRCGP 2002, Macfarlane 2004). In these
countries, accreditation mechanisms are used both to recognize past
achievements and to catalyze future quality improvement.
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In this chapter, we summarize the current literature on organization-
al assessments, particularly those conducted for the purpose of quality
improvement and assurance used in primary care settings. We identi-
fy gaps in the existing provision of assessments to support improve-
ments and make suggestions for the future direction of this develop-
ing field. We have used systematic reviews and other key literature in
the field for this purpose (van den Hombergh 1998a, RACGP 1996,
RNZCGP 2002, Booth 1998, Miller 2003, RCGP 2002, SRCGP
2002, Macfarlane 2004, Walshe 2000, Klazinga 2000, Nabitz
20000, Shaw 2001, Department of Health, Buetow 2003, Rhydderch
2004, van den Hombergh 1995, 1998b, 1999a, 1999b, Starfield 1998,
Crabtree 201, Mohr 2002, Elwyn 2004).
     We assumed the term “organizational assessment” to cover an in-
strument and the method and procedures by which it is used. We
defined primary care according to an accepted definition as “the first
point of contact for patients seeking health services, provided in a
community setting, by health care professionals who are generalists
rather than specialists, in ways that promote continuity of care over
time or longitudinal contact between patients and health care profes-
sionals.” (Walshe 2000).

International accreditation-led assessment

The European Quality Award is perceived as Europe’s most prestig-
ious award for organizational excellence. It has existed since 1990. It
is open to high-performing organizations and emphasizes the impor-
tance of results, customer focus and leadership (Klazinga 2000). ISO
9000 assesses quality management processes within an organization,
emphasizing customer requirements, satisfaction and continual im-
provement (Nabitz 2000). Both awards are more likely to attract the
interest of practices that already have well-developed and formalized
organizational systems and may be of more interest to practices based
in countries where national arrangements for accreditation do not
exist. On a cautionary note, very little is known about the validity and
reliability of the standards and measurement processes that are used
as part of these forms of external assessment (Shaw 2001).
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Government-led assessment

The Health and Social Quality Awards, administered by the Depart-
ment of Health in the UK, is an example of government-led assess-
ment (Department of Health 2001). This type of award reminds us
of the changing nature of organizational systems in primary care. The
development of multi-professional primary care teams and the
strengthening links with social care mean that a well-organized prac-
tice is a necessary but insufficient condition for quality patient care.
The same criticism leveled at international accreditation systems
applies regarding lack of validity and reliability work conducted with
respect to the standards and methods of measurement that are used
(Shaw 2001).

Table 3: Government-led assessment for the purpose of quality improvement
(example)

Award (accrediting
organization)

Purpose Factors assessed Assessment
method

Health and Social
Care Team Award
(Department of
Health)

To recognize
contributions to
overcoming
barriers between
health and social
care

– Patient-user ap-
proach

– Impact on pa-
tients, care-
givers and staff

– Innovation
– Team working

– Application
– Interview

and visit

Professionally led assessment

Examples from Australia, New Zealand, the Netherlands and the UK
are included in this category (RACGP 1996, RNZCGP 2002, Booth
1998, Miller 2003, RCGP 2002, SRCGP 2002, Macfarlane 2004, van
den Hombergh 1995, 1998b, 1999a, 1999b). The common features of
these approaches are the involvement of the country’s specific College
of General Practitioners, government involvement, an educational
emphasis, assessment by practice visiting and standards that are
updated and republished every four to six years.
     Australia developed National Standards in 1991 through partner-
ship work between the government and the Royal College of General
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Practitioners. A distinctive feature of the Australian system is the sep-
aration of standard setting, which is led by the Royal College, from
award giving which is conducted by AGPAL (Australian General Prac-
tice Accreditation) and GPA (General Practice Accreditation) (RACGP
1996, Booth 1998, Miller 2003).
     New Zealand developed a practice accreditation system using na-
tional standards that cover legislative requirements, essential re-
quirements and “gold star” performance. A distinctive feature of the
New Zealand approach is emphasis on standards used as part of con-
tinuous quality improvement in practices (RNZCGP 2002).
     The Netherlands’ practice assessment method (Visit in Practice) was
developed by a general practitioner, Dr. Pieter van den Hombergh, at
the Centre for Quality of Health Care (WOK) at Nijmegen University.
It is a practice-led assessment and uses a visit method linked to prac-
tice development and continuous improvement supported by out-
reach visitors. A distinctive feature of this approach is the commit-
ment to publish the development, design and evaluation of this as-
sessment in peer reviewed journals (van den Hombergh 1995, 1998a,
1999a, 1999b).
     In Great Britain, the Royal College of General Practitioners devel-
oped three awards for primary care organizations, two of which are
described here. The Quality Practice Award is based on standard set-
ting work conducted by the Royal College in Scotland in 1996 and the
emphasis is on quality assurance (RCGP 2002). The Quality Team
Development emphasises quality improvement (SRCGP 2002). Thus
a distinctive feature of the UK approach is the separation of quality
assurance and quality improvement activity.
     Publication of the design and development work undertaken by
practice accreditation is variable. The Visit in Practice method (VIP)
stands out as having international peer reviewed publications and a
PhD thesis covering each stage of the design and development pro-
cess (van den Hombergh 1995, 1998a, 1998b, 1999a, 1999b). Aus-
tralia also has peer-reviewed publications and a recently completed
PhD thesis on the assessment of primary care (Booth 1998, Miller
2003). The UK is also about to publish a peer reviewed evaluation of
the success of the Quality Team Development award (Macfarlane
2004).
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Practice-led assessment

The assessments in this section are all designed from an academic
and research perspective. Rather than assessing as many organiza-
tional factors as is practically possible in a given practice, they are
each based on an idea or concept about optimal primary care organi-
zation.
     Primary care assessment tool, PCAT (Starfield 1998). This instru-
ment is designed to measure whether family medicine units provide
good quality health care according to established principles of primary
care. Such principles are well defined by the Institute of Medicine
(USA) (Huntington 2000) and others and focus on continuity of care,
community, orientation, comprehensiveness and accessibility.
     Multi-method Assessment Process, MAP (Crabtree 2001). The aim of
MAP is to describe multiple aspects of family medicine. Complexity
theory is used to identify new insights grounded in the actual experi-
ence of practice participants and to foster collaborative change. MAP
has been developed to answer research questions about the impact of
the organizational context and competing demands on preventative
services.
     Clinical Microsystem Survey (Mohr 2002). The micro system as-
sessment survey is designed to assess the functioning of clinical
teams and to identify potential areas for improvement. It is used both
in primary and secondary care and thus reflects health care organiza-
tion in the USA where provider units often combine under one organ-
ization, for example, Kaiser Permanente.
     Maturity Matrix (Elwyn 2004). Maturity Matrix is a measure of or-
ganizational development using a group process in primary care or-
ganizations. It describes the development over time of 11 areas of or-
ganization within a primary care organization. A facilitator spends
approximately one hour with the practice team and the practice pro-
file is the result of group discussion and debate. This instrument has
been used in the UK, Germany, Netherlands, Slovenia and Switzer-
land.

 
45

2004-12-17 11-52-48 --- Projekt: bert.quality-management / Dokument: FAX ID 01cc71299997410|(S.  37- 51) 04 chapter 4.p 71299998018



T
ab

le
 5

: P
ra

ct
ic

e-
le

d 
or

ga
ni

za
ti

on
al

 a
ss

es
sm

en
t

A
ss

es
sm

en
t, 

(a
ut

ho
r,

ye
ar

), 
co

un
tr

y
P

ur
po

se
Fa

ct
or

s 
as

se
ss

ed
A

ss
es

sm
en

t m
et

ho
d

P
ri

m
ar

y 
C

ar
e 

A
ss

es
s-

m
en

t T
oo

l, 
P

ro
vi

de
r

ed
it

io
n

, P
C

A
T

, (
U

SA
)

T
o 

as
se

ss
 p

ri
n

ci
pl

es
 o

f
pr

im
ar

y 
ca

re
–

A
cc

es
si

bi
lit

y
–

Lo
n

gi
tu

di
n

al
it

y
–

C
om

pr
eh

en
si

ve
n

es
s:

 s
er

vi
ce

s 
av

ai
la

bl
e

–
C

om
pr

eh
en

si
ve

n
es

s:
 s

er
vi

ce
s 

pr
ov

id
ed

–
C

oo
rd

in
at

io
n

: i
n

te
gr

at
io

n
 o

f 
ca

re
–

C
o-

or
di

n
at

io
n

: m
ed

ic
al

 r
ec

or
ds

–
F

am
ily

 c
en

te
re

dn
es

s
–

C
om

m
u

n
it

y 
or

ie
n

ta
ti

on
–

C
u

lt
u

ra
l c

om
pe

te
n

ce

A
 s

u
rv

ey
 in

st
ru

m
en

t
(p

ra
ct

it
io

n
er

s 
as

se
ss

es
th

ei
r 

pr
ac

ti
ce

)

M
u

lt
i-m

et
h

od
 A

ss
es

s-
m

en
t P

ro
ce

ss
, M

A
P

(U
SA

)

T
o 

as
se

ss
 p

ra
ct

ic
e 

ch
a-

ra
ct

er
is

ti
cs

 a
ss

oc
ia

te
d

w
it

h
 p

re
ve

n
ta

ti
ve

 s
er

vi
ce

de
liv

er
y

F
ea

tu
re

s 
of

–
C

om
m

u
n

it
y

–
P

ra
ct

ic
e

–
St

af
f

–
P

at
ie

n
ts

th
at

 r
es

ea
rc

h
er

s 
an

d 
pr

ac
ti

ce
 te

am
 f

el
t t

o 
be

im
po

rt
an

t

R
es

ea
rc

h
er

s 
co

n
du

ct
 th

e
as

se
ss

m
en

t, 
te

am
in

te
rp

re
ts

 a
ss

es
sm

en
t

 
46

2004-12-17 11-52-48 --- Projekt: bert.quality-management / Dokument: FAX ID 01cc71299997410|(S.  37- 51) 04 chapter 4.p 71299998018



A
ss

es
sm

en
t, 

(a
ut

ho
r,

ye
ar

), 
co

un
tr

y
P

ur
po

se
Fa

ct
or

s 
as

se
ss

ed
A

ss
es

sm
en

t m
et

ho
d

C
lin

ic
al

 M
ic

ro
sy

st
em

Su
rv

ey
 (U

SA
)

T
o 

as
se

ss
 c

h
ar

ac
te

ri
st

ic
s

as
so

ci
at

ed
 w

it
h

“M
ic

ro
sy

st
em

s”

–
C

on
st

an
cy

 o
f 

pu
rp

os
e

–
In

ve
st

m
en

t i
n

 im
pr

ov
em

en
t

–
A

lig
n

m
en

t o
f 

ro
le

 a
n

d 
tr

ai
n

in
g

–
In

te
rd

ep
en

de
n

ce
 o

f 
th

e 
ca

re
 te

am
–

In
te

gr
at

io
n

 o
f 

in
fo

rm
at

io
n

 a
n

d 
te

ch
n

ol
og

y
–

M
ea

su
re

m
en

t o
f 

ou
tc

om
es

–
Su

pp
or

ti
ve

n
es

s 
of

 th
e 

la
rg

er
 c

om
m

u
n

it
y

Se
lf

-a
ss

es
sm

en
t b

y 
te

am
m

em
be

r 
(t

ea
m

 r
at

es
 it

s
pr

ac
ti

ce
)

M
at

u
ri

ty
 M

at
ri

x 
(U

K
)

T
o 

as
se

ss
 le

ve
l o

f 
or

ga
n

i-
za

ti
on

al
 d

ev
el

op
m

en
t

ac
h

ie
ve

d 
by

 p
ri

m
ar

y 
ca

re
or

ga
n

iz
at

io
n

s

–
C

lin
ic

al
 r

ec
or

ds
–

A
u

di
t

–
G

u
id

el
in

es
–

A
cc

es
s 

to
 c

lin
ic

al
 in

fo
rm

at
io

n
–

P
re

sc
ri

pt
io

n
s

–
H

u
m

an
 r

es
ou

rc
e 

m
an

ag
em

en
t

–
C

on
ti

n
u

in
g 

pr
of

es
si

on
al

 d
ev

el
op

m
en

t
–

R
is

k 
m

an
ag

em
en

t
–

Sh
ar

in
g 

in
fo

rm
at

io
n

 w
it

h
 p

at
ie

n
ts

–
Le

ar
n

in
g 

fr
om

 p
at

ie
n

ts

G
ro

u
p 

as
se

ss
m

en
t w

it
h

ai
d 

of
 f

ac
ili

ta
to

r;
 p

ra
ct

ic
e

te
am

 m
ak

es
 d

ec
is

io
n

s
ab

ou
t a

ss
es

sm
en

t

 
47

2004-12-17 11-52-48 --- Projekt: bert.quality-management / Dokument: FAX ID 01cc71299997410|(S.  37- 51) 04 chapter 4.p 71299998018



Implications for policy and practice

The dominant approach to organizational assessment in primary care
appears to be professionally-led accreditation or visitation schemes.
Such schemes provide a mechanism for practices to demonstrate
achievements and to plan future improvements. Their appeal to prac-
tices is based on their capacity to combine external assessments and
standard setting with practice visits to stimulate specific improve-
ments. However, there is growing recognition that no single mechan-
ism can achieve quality improvement and assurance in primary care
organizations (Walshe 2000, Klazinga 2000). Quality improvement
and quality assurance initiatives operate in a context of different and
sometimes competing demands on practices. The critical skill lies in
having a range of assessments available and selecting a method that
suits the organization, the problems to be addressed and the wider
policy context.
     Challenges exist to construct different types of organizational as-
sessments designed for different purposes. Firstly, externally led qual-
ity assurance can stifle internally led quality improvement. Their exis-
tence as separate but coordinated activities within an overall system is
desirable (Walshe 2000, Klazinga 2000). Secondly, whilst profes-
sionally led, government-led and commercially led accreditation is
well developed in some countries; access to internally led develop-
ment activities is less well developed. Thirdly, standards take a long
time to develop and redefine. An over-reliance on standards-driven
improvement means that practices can be in danger of striving to im-
prove against dated benchmarks, essentially driving through the
rear-view mirror.
     Finally, this review suggests that a gap exists with respect to practi-
ces having access to international standards customized to describing
core and common features of organization of primary care organiza-
tions. An international practice assessment tool for the purpose of
quality improvement would provide a structured mechanism for prac-
tices to compare themselves to other practices, both nationally and
internationally.
     This is a developing field containing many different approaches to
the measurement of organizational aspects of primary care. If organi-
zational assessments are to succeed in their central role, supporting
quality assurance and improvement of the primary care service, they
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must be responsive to country specific issues, exist as part of a
coordinated national and international framework activity and bring
together the experiences of different countries.
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European Practice Assessment: An Overview
 
Maaike Dautzenberg, Yvonne Engels

 
 
 
 
 
 
 
 
 
 
Introduction

In the previous chapters the issue of externally and internally driven
quality assessment was discussed and it was concluded that we need
an assessment tool that is valid and feasible in an international con-
text. Although individual countries have developed national tools be-
fore (see the previous chapter), no international tools are yet available.
This chapter describes the approach chosen for the development of
this European quality improvement tool and the pilot study that was
conducted to test its acceptability and feasibility.
     The aim of EPA was to create a quality assessment and quality im-
provement tool focusing on the organization and management of
primary care that would be applicable throughout Europe.
     EPA had the following objectives:
– To develop a conceptual framework for practice management and

organization
– To develop a set of quality indicators based on this conceptual

framework
– To validate the set of quality indicators at a European level
– To use the indicators as the basis for a quality assessment and im-

provement tool applicable throughout Europe
– To test the feasibility of the quality improvement tool in a pilot

study in six or more European countries
– To make international comparisons of the results of the pilot study

in the participating countries
– To provide recommendations for further improvement and imple-

mentation of the tool

EPA was conducted as a joint effort of institutes in six European
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countries: Belgium (Flanders), France, Germany, Netherlands, Switz-
erland (German-speaking part) and the UK (England and Wales). The
participants were members of EQuiP, the European Association for
Quality in General Practice/Family Medicine, and had extensive expe-
rience and expertise in quality improvement in primary care.
     The coordination of the research activities and international
meetings was in the hands of the Centre for Quality of Care Research
(WOK) in the Netherlands and the Bertelsmann Stiftung in Germany.
Richard Grol (director of WOK) was the central coordinator.

The framework for practice management

Since scientific evidence in this field is scarce, the EPA project group
relied mainly on expert opinions and consensus techniques. System-
atic approaches that were applied in the EPA project were Delphi
techniques and the RAND appropriateness method. These methods
are briefly presented in “Quality assessment and improvement in
primary care” and the following chapter.
     A deductive approach was selected to develop and validate the indi-
cators, starting with a general definition and an abstract conceptual
framework for practice management and with indicators and meas-
urement tools that were derived from this framework. The general
definition of practice management was “systems (structures and
processes) meant to enable the delivery of good quality patient care.”
     Next, a conceptual framework with five general domains of man-
agement in general practices was developed. The domains were sub-
divided into categories that we named “dimensions.” The domains
and examples of dimensions were:
– Infrastructure, e.g., premises, medical equipment, drugs, acces-

sibility
– Staff and personnel, e.g., qualification of staff, working atmos-

phere, education and training
– Information, e.g., clinical medical records, confidentiality of patient

data, communication/sharing with other care providers
– Finances, e.g., financial leadership and financial planning.
– Quality and safety procedures, e.g., handling of infectious materials

and quality and safety checks, audits and analysis of critical inci-
dents.
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The quality indicators

The quality indicators were developed consecutively. A draft set was
developed during the EPA consensus meeting. This draft set was then
supplemented by indicators taken mainly from grey literature. For the
European validation of the indicators, use was made of Delphi tech-
niques combined with the RAND appropriateness method.
     First, the EPA partners received written questionnaires in two se-
quential rounds in which they could indicate whether or not they con-
sidered the indicator relevant, could add missing indicators and could
make suggestions for rephrasing.
     The second step was to validate the indicators in a similar proce-
dure in six national expert panels, with 10 experts per panel. Thus, a
panel of 60 members served as a European panel. Panel members re-
ceived translated versions of the indicators by post or e-mail, which
they rated for relevance and clarity of phrasing on a scale from 1 to 9.
The process of the European validation of the EPA quality indicators
is described in more detail in the next chapters of this book.
     After completion of this procedure, the EPA partners selected 168
indicators to be used for the European quality improvement tool. For
the selection of the indicators that would be tested in the pilot study,
the EPA team opted for inclusion rather than exclusion. That meant
that only the indicators that were rated as invalid by all national
panels were excluded. Very few indicators (11 in total) met this exclu-
sion criterion.

The quality assessment procedure

The quality assessment tools consisted of a set of instruments to be
completed by general practitioners, by staff, by patients and by inde-
pendent observers visiting the practice. The tools were developed by
the EPA team, again on the basis of consensus among international
experts with draft versions being adjusted by all EPA partners. Some
validated scales were added, such as the Work Satisfaction Scale
(Warr, Cook and Wall 1979) and the EUROPEP scale for patient satis-
faction (Grol and Wensing 2000). Optional tools were the Maslach
Burnout Inventory (MBI) and the Maturity Matrix, a team-based as-
sessment for organizational development (Elwyn et al. 2004).
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The complete EPA procedure consisted of a half-day assessment. An
independent observer checked a list of items and conducted an inter-
view with the general practitioner that had the most management re-
sponsibilities or with the practice manager. The assessment day was
preceded by a preparation period during which the questionnaires for
the staff, the general practitioner and the patients were completed and
returned to the observer.
     The resulting tools and instruments were (see also table 1):
– Self-administered questionnaires for the practice manager or the

general practitioner with management responsibilities
– Self-administered questionnaires for individual doctors
– Self-administered questionnaires for each staff member
– Patient questionnaires for 30 patients per practice (in Germany 75

patient questionnaires were distributed)
– An interview with the practice manager or the general practitioner

with management responsibilities
– A checklist for the observer

In addition to the tools, a manual for the observer was developed, in-
cluding a flow chart with the sequence of all activities to be underta-
ken, and standardized introductory letters for the practice.
     The instruments were developed in English and translated into the
national languages. Netherlands and Flanders, and Germany and
Switzerland, cooperated closely in the translation process.

Pilot study

In 2003 and 2004, a pilot study was conducted in six countries: Bel-
gium (Flanders), France, Germany, Netherlands, Switzerland
(German speaking part), and the UK (England and Wales). In addi-
tion, the quality assessment procedure was tested in three more coun-
tries: Austria, Israel and Slovenia.
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Table 2: Quota sample to be recruited in each participating country

 Rural Urban Total

Single-handed practice 5 5 10

Practice with two general practitioners 5 5 10

Practice/Health center with ≥ three
general practitioners

5 5 10

Total number of practices to be recruited
per country

15 15 30

Use was made of convenience quota samples; each country had to re-
cruit a minimum of 30 practices, equally divided into single-handed
practices (10), practices with two general practitioners (10), and prac-
tices with three or more general practitioners (10). The sample had to
include both rural and urbanized practices, preferably 15 in each cate-
gory.
     Data were entered in Epi Info in a standardized data file that was
sent to all participating institutes. Epi Info is a computer developed by
the Centers for Disease Control in Atlanta to develop a questionnaire
or form, customize the data entry process and enter and analyze data.

National variations

Although the research efforts were directed at making the procedure
as standardized as possible, the pilot study was conducted slightly dif-
ferently in each participating country. All institutes were able to re-
cruit the required number of practices, resulting in a total of more
than 270 practices in which the EPA tool was tested. The number of
practices in each category, however, varied. Some had an overrepre-
sentation of group practices (e.g., France) whereas others had mainly
recruited practices in urban areas (e.g., UK). In Germany, more than
30 practices were recruited and 75 patient questionnaires were dis-
tributed per practice. A detailed overview of the number of recruited
practices is presented in “The EPA Pilot: Practice Management in
Primary Care in Nine Countries.” The assessment procedure was also
adjusted to each national context.
     The national contexts in which the pilot study took place appeared
to vary widely. Countries differed with regard to the procedure being
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novel or part of usual national assessment procedures. In France, for
instance, the EPA assessment approach was a relatively new one. Na-
tional support for this type of procedure was still limited. The instru-
ment had to prove itself first before national implementation was
considered.
     In Austria, Belgium, Israel and Slovenia, there was a strong inter-
est in participation in the pilot project. In Austria, negotiations were
taking place to implement the tools nationally. In the other countries,
the support for further implementation after the pilot is still limited.
     The Netherlands already has a tradition of practice assessment.
The testing of the EPA instruments took place while the application of
the national assessment instrument for the organization of general
practices (VIP) continued as usual. In fact, the observers that are
employed at the regional level to conduct the VIP also tested the EPA
instruments.
     In the UK, the EPA instruments were tested only for research
purposes. Recently a new contract had been signed between general
practitioners and the NHS in which various quality indicators were
already included.
     In Germany, and to a lesser extent in Switzerland, the EPA ap-
proach was launched in a competitive market with various organiza-
tions claiming to provide quality assessment and quality management
systems. The EPA procedure was meant to obtain a leading position
in the market for general practitioners. In Germany the assessment
was attached with the provision of a certificate, with the certification
process being supported by the Praxistest Foundation, a joint initia-
tive by the Bertelsmann Stiftung and Task Force on Practice Assess-
ment (TOPAS) Germany.
     Despite the national differences, the EPA assessment procedure
was tested successfully without any major problems occurring. The
process of implementation and the lessons learnt from it are des-
cribed in more detail in “The Process of Practice Assessment: Ex-
periences from Nine Countries.”
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Introduction

In this chapter we will outline how the indicators for the evaluation of
practice management in primary care were developed and validated at
a European level with the help of a rigorous consensus method. The
results of the procedure will be presented and an overview of the indi-
cators considered acceptable and relevant, as well as some examples
of indicators rated equivocal or invalid, will be given. Finally, we will
discuss the possibilities and obstacles related to developing a common
European set of quality indicators for practice management, taking
differences in health care systems and national contexts into account.

Methods

Practice management was defined as “systems, i.e., structures and
processes, meant to enable the delivery of good quality patient care.”
Starting from this general framework, a number of dimensions and a
preliminary set of indicators were determined by the international ex-
pert group. The framework and the dimensions are shown in the fol-
lowing list:
– Infrastructure:

– Premises
– Medical equipment, including drugs
– Non-medical equipment
– Accessibility and availability

– Staff:
– Personnel
– Team
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– Education and training
– Working conditions

– Information:
– Clinical data/Customer relationship management/Recall
– Confidentiality and privacy
– System for communication/sharing information with colleagues

and other health care providers
– System to process information
– Information for/from the patient about the practice, practice po-

licy and local environment
– Scientific information for staff
– Information for patients about clinical care issues

– Finances:
– Financial planning
– Monitoring of the financial plan
– Financial leadership and responsibilities
– Annual report

– Quality and safety:
– Quality policy
– Detection of quality and safety problems
– Safety of the staff and patients

The preliminary set of 171 indicators (documented in the annex) was
validated at the European level using a specific Delphi procedure, a
consensus approach useful when hard research evidence is lacking
(Campbell 2002). It allows the consultation of a large number of geo-
graphically dispersed experts in a short time period, without the ne-
cessity to organize face-to-face meetings. A panel of 10 persons was
composed in each of the six participating countries (UK, France, Bel-
gium, Switzerland, Netherlands, Germany), mainly general practi-
tioners, completed with some practice managers (UK and Nether-
lands). All panel members were required to have expertise in the field
of the management and organization of primary care. Thus, the com-
plete European panel consisted of 60 experts with respect to practice
management.
     Panelists were sent questionnaires by post in two rounds. In the
first round, they rated the clarity and the usefulness of the indicators
for evaluation. Ratings were on a scale of 1 to 9, 1 being “not clear/
useful at all,” 9 being “very clear/useful.” Panelists were also invited
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to rephrase unclear indicators or to add indicators in case they felt
that important indicators were missing.
     After the first round, the EPA coordination team rephrased about
one fourth of the indicators (44), added a few indicators (2) and dis-
carded (5) some. In the second round, panelists received feedback on
their ratings as compared to the ratings of the other panel members
in their country, and were requested to give their opinion on the
remaining 168 indicators. An overview of the scores in both rounds is
attached as an annex to this book.
     For the classification into valid and invalid indicators, use was
made of the Rand Appropriateness method. In this method, a distinc-
tion is made between indicators that are considered as “face valid,”
“equivocal” or “invalid” (Brook 1986, Shekelle 1998). An indicator is
considered as “face valid” when two conditions are met. First, at least
50 percent of the panelists in each panel must rate an indicator as
useful, reflected in the ratings 7, 8 or 9; second, less than one third of
the panelists in each panel must rate an indicator as not useful, re-
flected in the ratings 1, 2 or 3.
     The classification of the indicators as invalid had to meet the same
condition vice versa. Indicators were considered as invalid if at least
half of the panelists had given this indicator a very low score (1 to 3)
and less than one third had given it a very high score (7 to 9).
     All other indicators were considered as “equivocal,” referring to the
ambiguity of the scores and the lack of consensus within and between
the panels.

Results

Fifty-seven of the 60 panel members completed the questionnaires
twice and, hence, completed both Delphi rounds. The panels reached
consensus for over one third (37 percent) of the complete set (168 in-
dicators); a total of 62 indicators were considered as useful and clear
measures of practice management in primary care. Below, we will
briefly outline how these indicators were rated.
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Management of infrastructure

The following shows that there was agreement between the European
panelists on the need to have good facilities in the practice, such as
clean and well-maintained premises and a waiting room with a suffi-
cient number of chairs. The quality of the drugs and the medical
equipment available, however, were considered as even more relevant.
In particular, emergency drugs and resuscitation equipment were
considered indispensable; reception staff should be trained to recog-
nize and to properly react to emergency matters. The contents of the
doctor’s (emergency) bag should be complete, with the drugs not
being over expiry dates and stored as to preserve their quality.
     With regard to non-medical equipment, there was consensus on
the need for practices to have a computer and an Internet connection.
Computers should be protected against inappropriate access by out-
siders and have, for example, a firewall and a virus scanner. Probably,
the confidential treatment of patients, but also a fear of a sudden and
uncontrolled loss of patient data motivated the panelists to give these
indicators a high score.
     The following list shows indicators rated face valid in the domain
“infrastructure” (indicators having the highest levels of consensus—8
or 9 without disagreement—appear in italics):
– Premises:

– If the practice is on another floor than the ground level, there is a
lift

– The practice has a toilet with hand wash facilities for patients
– There is sufficient seating in the waiting room
– There is space for prams, buggies etc.
– Patients find the practice clean
– Patients find the practice well-maintained

– Medical equipment, including drugs:
– The essential basic equipment is available
– The essential emergency and resuscitation equipment is available
– The practice has an up-to-date inventory list detailing which

emergency drugs must always be available on-site
– The essential emergency drugs are available
– The practice has an up-to-date inventory list detailing what

should be in the doctor’s bag at all times
– The contents of the doctor’s bag are complete
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– The contents of the doctor’s bag are not over their expiry dates
– The practice has a refrigerator for medicines that need to be kept

cool
– The practice keeps all drugs safely stored (not accessible for chil-

dren, patients)
– Hand wash facilities are present in every consulting room and ex-

amination room
– Non-medical equipment:

– The practice has at least one computer for staff
– The practice has an Internet connection
– All computers are protected against inappropriate access (password,

firewall, virus scanner)
– The practice has a telephone system with sufficient inward and out-

ward capacity
– Accessibility and availability:

– Patients of the practice think that they can contact the practice
easily by telephone

– Clinical staff provide home visits for patients who are physically not
able to travel to the practice 

– Patients of the practice have the possibility to contact a general
practitioner by telephone

– The practice has an appointment system
– Patients contacting the practice out of hours have clear and rapid ac-

cess to out of hours service
– Reception staff have been trained to recognize and respond appropri-

ately to urgent medical matters
– A sign is displayed outside the practice, detailing the practice’s opening

hours and how to access after-hours care

Examples of indicators rated equivocal or invalid by one or more
panels:
– The practice has a separate emergency telephone line
– The minimum consultation duration for routine (non-urgent) ap-

pointments is 10 or more minutes
– The practice has a system for recalling patients for preventive care

or early case detection procedures

Good accessibility of the practice and the general practitioner was
deemed an important aspect of quality as well. There should be suffi-
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cient telephone capacity when patients try to contact the practice, and
patients should be able to contact the general practitioner directly by
telephone. For patients who are physically not able to travel, home vi-
sits should be provided. Other indicators for a high quality organiza-
tion were whether the practice had an appointment system, transpar-
ent opening hours for patients and proper arrangements for out-of-
hours services.
     No agreement was established on the need for separate telephone
emergency lines and the optimal length of consultations. The lack of
agreement on these indicators can be explained by variations in na-
tional contexts. Separate telephone emergency lines are particularly
relevant in larger practices, more common in the UK and Nether-
lands. The optimal consultation length appeared to be affected by
factors outside the health care system. Another quality issue where
international consensus was lacking was the need for having preven-
tive activities organized in the practice, for example a recall and fol-
low-up system for patients with chronic illnesses, such as diabetes or
high risk for a cardiovascular disease. In France, for example, laws
prohibit the use of patient records without prior consent of patients,
which makes a recall and follow-up system difficult.

Management of staff

The following list shows that the panels agreed on the importance of
appropriate qualifications of clinical staff and clearly defined respon-
sibilities within the teams. Apparently, they also valued an open at-
mosphere towards improving the quality of services, reflected in the
recognition that all staff should be invited to team meetings and that
the practice should have a policy that enables staff to offer suggestions
to improve the practice. A pleasant working atmosphere in the prac-
tice was considered an important indicator of the quality of the organ-
ization. Remarkably, the labor security of staff was valued as very im-
portant: All staff should have signed contracts.
     The following list shows indicators rated face valid in the domain
“staff”:
– Personnel:

– All practice staff (other than the general practitioner) have signed con-
tracts with the practice
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– All staff involved in clinical care have appropriate qualifications
– Team:

– Responsibilities within the team are clearly defined
– Responsibilities within the team are understood by team mem-

bers
– All staff are invited to participate in team meetings

– Working conditions:
– Staff experience a pleasant working atmosphere
– The practice has a policy which enables staff to offer suggestions

for improving practice management

Examples of indicators rated equivocal or invalid by one or more
panels:
– All staff have a written personal learning plan
– The practice evaluates team work in the organization
– The practice has had at least one “away day” last year

Panel members did not agree on the need to have personal learning
plans for staff, or regular social events for the team such as an “away
day.” Formal procedures to monitor the workload and stress levels of
practice team members were also not considered equally important by
all panels.

Management of information

The panels had the opinion that a computerized medical record sys-
tem adds to quality, and that the medical records should contain the
problem and the diagnosis, the supporting data, the investigation or
laboratory results and the prescriptions. In addition, checking repeat
medications at an annual basis was considered as a relevant indicator
of good quality care.
     The panels disagreed, however, on the need to use disease registra-
tion codes such as ICPC codes. These are common in some countries
such as the UK and the Netherlands, but rare in others (Switzerland,
France). No consensus was reached on the need to make medical
records available during out-of-hours services, probably for confiden-
tiality reasons. This is in line with the consensus about other indica-
tors related to a confidential treatment of information. Agreement
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was reached on the importance of patient records’ being stored inac-
cessible to outsiders, and about other patients not being able to over-
hear conversations between the doctor and the patient.
     The following list shows indicators rated face valid in the domain
“information”:
– Clinical data/Customer relationship management/Recall:

– The practice has a computerized medical record system
– Each patient medical record contains:

– Telephone number
– Occupation
– Family history

– For every encounter the following are recorded:
– Reason why the patient came
– A defined problem/diagnosis
– Data supporting the defined problem/diagnosis
– A treatment plan
– If medication is prescribed, the length, the dose and the adminis-

tration of the treatment
– A note on what the patient was told

– The medical record contains laboratory and investigation results
– All patients receiving regular/repeat medications are reviewed at

least annually by the general practitioner
– The computer is used for

– Patient medical registration
– Referral letters

– Confidentiality and privacy:
– Medical records, and other files containing patient information,

are not stored or left visible in areas where members of the pub-
lic have unrestricted access

– The conversation at the reception desk cannot be heard by other
patients

– The conversation in the consultation room cannot be heard by
other patients

– System for communication/sharing information with colleagues
and other health care providers:
– The practice receives information about contacts with patients by

out-of-hours general practitioners within 24 hours
– The practice has an up-to-date directory of local health care pro-

viders
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– Copies of referral letters are kept in the patient’s record
– Referral letters contain:

– Background information and history
– Problem
– Key examination findings
– Current treatment
– Reason for referral

– System to process information:
– The practice has procedures that ensure incoming clinical infor-

mation is seen by the patient’s general practitioner before being
filed in the patient’s medical record

– The practice has procedures that ensure incoming information
(letters, test results) is filed in the appropriate medical record

– Information for/from the patient about the practice, practice policy
and local environment:
– The practice information sheet contains:

– Names of the general practitioners working in the practice
– Practice address and phone numbers
– Consulting hours

Examples of indicators rated equivocal or invalid by one or more
panels:
– The practice has a disease register (e.g., International Classification

Of Primary Care, read codes)
– The out-of-hours general practitioner has access to medical records
– The practice has a written protocol for reviewing repeat prescribing

data

The panels also rated several aspects of the management and proces-
sing of outgoing and incoming data important. There should be clear
procedures to check whether the practice receives data from outside
the practice, care should be taken that the general practitioner has
seen this information, and that it is filed properly in the patient re-
cord. In addition, referral letters should contain matters such as the
problem, the current treatment and the reasons for referral.
     Panels agreed that there should be a practice information leaflet
containing relevant information, such as the names of the general
practitioners and the address, telephone number and the opening
hours of the practice.
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Management of finances

Financial leadership and annual financial overviews were considered
important quality criteria for the quality of financial management.
Perhaps the most important issue was whether the practice has an in-
surance to cover the liability of general practitioners and practice staff.
     The following list shows indicators rated face valid in the domain
“finance”:
– Financial leadership and responsibilities:

– The responsibility for financial management in the practice is
clearly defined

– Every general practitioner is insured to cover liability
– Every member of the clinical staff is insured to cover liability

– Annual report:
– The practice produces an annual financial report, which includes

all income and expenditure

Examples of indicators rated equivocal or invalid by one or more
panels:
– The practice produces an annual financial plan which includes ex-

pected income, expenditures and investments
– The practice keeps full records of finances, including income, ex-

penditures etc.
– The practice has a written protocol for the settlement of accounts

with patients

Policy on quality and safety

The importance attached to quality and safety procedures was partic-
ularly related to the risk of contamination, such as having a sterilizer
or autoclave in the practice, having containers for used equipment,
waste and other materials, and using protective gear such as gloves.
In addition, panels agreed that quality improvement activities should
be the joint responsibility of all staff and that the practice has a no-
smoking policy.
     Remarkably, there was no agreement on a critical incident registra-
tion and analyses, on clinical audits and on various indicators on the
 

73

2004-12-17 11-52-49 --- Projekt: bert.quality-management / Dokument: FAX ID 01cc71299997410|(S.  64- 76) 06 chapter 6.p 71299998202



improvement of patient involvement in the practice, such as patient
participation groups, suggestion boxes and complaint procedures for
patients.
     The following list shows indicators rated face valid in the domain
“quality” and “safety”:
– Quality policy:

– All staff are involved in quality improvement
– Safety of the staff and patients:

– Smoking is not allowed in the practice
– The practice has a sterilizer or an autoclave
– The practice has a container for used equipment
– The practice has a leak-proof container for infectious or hazard-

ous waste
– The practice has a container for disposal of sharps
– The practice has protective equipment when dealing with blood/

fluids (gloves, goggles, apron)
– The practice has fire extinguishers

Examples of indicators rated equivocal or invalid by one or more
panels:
– The practice has undertaken at least one clinical audit in the last

year
– The practice has a critical incident register
– The practice has a written patient complaint procedure

National contexts differed again here, with the largest contrast seen
between the UK and France. In the quality and safety domain, the UK
panel rated 25 indicators relevant as compared to only 10 indicators by
the French panel. This difference might be explained partially by dif-
ferences in national health policies, as quality checks are more com-
mon in the UK. Meeting these criteria is now arranged by the con-
tracts between general practitioners and the National Health Service
in the UK.

Conclusion

The consensus approach applied in the EPA project showed that it
was possible to develop an international set of quality indicators—62
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in total—on which all panels in six different countries agreed. Within
all five domains (infrastructure, people, information, finances and
quality and safety), panels agreed on a number of indicators that re-
flect the quality of the organization of the practices in that field.
     National panels, however, varied in the number and type of indica-
tors valued as relevant for quality. In the Netherlands and the UK, for
example, agreement was reached on a larger number of indicators
than in the French and German panels. Part of these differences can
be explained by the fact that group practices and health centers are
more common in these first two countries; for instance, larger practi-
ces need to have indicators that measure the quality of human re-
source management. These variations probably also reflect differ-
ences in national traditions, policies, contexts and laws (Böcken
2001); examples have been given in the previous paragraphs.
     Some disagreement may also reflect the position of general practi-
tioners within the health care system. Acting as gatekeepers
strengthens the position of general practitioners but puts also higher
demands on general practitioners to make the quality of the services
more transparent.
     Low agreement scores on some indicators do not always reflect a
lack of validity. For instance, in most panels, all indicators including
the term “written protocols” and “written procedures” were discarded
because written materials do not provide any guarantee for imple-
mentation in daily practice. Practices often solve problems or make
arrangements by direct communication with staff and do not find it
necessary to have these confirmed written documents.
     In some countries panelists rated some indicators as not very use-
ful because the procedures were so generally accepted that they would
not discriminate between practices. In the Netherlands, for example,
the need for medical registration received a relatively low score.
     Despite these national differences and variations, the overall level
of agreement between the panel members in various European coun-
tries was high. We concluded that it is possible to have a common set
of quality indicators on practice management for European countries
despite differences in health care systems. Apparently, there are no
insurmountable barriers to developing cross-country indicators as
well as quality assessment procedures that enable cross-country com-
parisons.
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In this chapter we present the results of a pilot study in about 270
practices in nine countries to check the feasibility, reliability and vali-
dity of the set of indicators for the management of primary care. To
measure these indicators, we developed a tool, which included a prac-
tice visit and different instruments (see “Overview”).
     An important step in the developmental process of a new assess-
ment tool is testing it in normal practice. By performing a pilot test of
our EPA tool in a limited group of practices in different countries, we
hoped that the assessment instrument would allow us to detect the
international variations in strengths and weaknesses of general prac-
tices. We also needed the results to check the reliability (reproducibili-
ty) and validity (Do the indicators measure what they need to meas-
ure?) of the indicators. An overview of the results and differences be-
tween countries and between single-handed and group practices/
health centers is presented in this chapter.

Methods

The Delphi procedure with expert panels in six countries resulted in a
set of indicators that were rated relevant (face valid) by all panels.
Based on this set, specific instruments were developed by the EPA ex-
pert group to measure the indicators. Use was made of existing
validated scales, such as the Work Satisfaction Scale (Warr, Cook and
Wall 1979) where appropriate.
     Some indicators could be easily converted into questions, for ex-
ample whether the practice has an up-to-date inventory list detailing
what should be in the doctor’s bags. Often, it took more than one
question to arrive at a concrete measurement of an indicator. For ex-
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ample, we used six questions about the availability of specific drugs in
the doctor’s bag and combined them to the indicator “the contents of
the doctor’s bag are complete.” Consistency of the data for such indi-
cators was determined by factor analyses and reliability analyses
(Cronbach’s alpha).
     Some indicators, although rated valid in the Delphi, could not be
included in the pilot. For instance, we did not include indicators on
medical equipment, since we were not able to reach consensus about
essential equipment needed in primary care practices.
     Secondly, for some indicators it was not possible to find valid
measuring methods. To measure the detailed content of referral let-
ters or the medical record, for example, it would be necessary to read
and check these. This would cost general practitioners or medical staff
too much time, and we were not able to get approval in all countries
for an external person performing this task. Therefore, a limited
number of questions about medical registration were included in the
interview with the main general practitioner or practice manager.
     Finally, we were not able to develop appropriate questions for
some other indicators, such as “The conversation in the consultation
room cannot be heard by other patients,” or “The practice has a tele-
phone system with sufficient inward and outward capacity.” We ad-
ded questions for some of the indicators rated equivocal, e.g., on con-
sultation length, clinical incident registration and patient involve-
ment, as these were considered very important by the partners.
     The 23-item EUROPEP patient questionnaire was also included in
the dimension “patient involvement.” The answers on the EUROPEP-
instrument were reduced to two scales; one for patient evaluation of
the general practitioner and one for patient evaluation of the practice
organization (Grol 2000). The division of the questions over the dif-
ferent instruments has been outlined in the chapter “EPA: An Over-
view.” The same is true for the sampling of the practices.
     We first computed the mean scores on all indicators for all practi-
ces in all countries. In order to study international similarities and
differences, we compared the figures of the eight participating coun-
tries. Since we expected that practice management would differ be-
tween single-handed and group practices or health centers, we
analyzed differences between these types of practices as well. Any
such differences found may be contributed to the construct validity of
the set of indicators.
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Results

The pilot ran from November 2003 to March 2004. All nine coun-
tries included between 28 and 33 practices (table 1).

Table 1: Sample of the EPA pilot

 Practices Doctors
questioned
(mean)

Staff questioned
(mean)

Patients
questioned
(mean)

B 31 1.8 1.7 32

F 29 3.5 2.7 30

D 32 1.7 4.9 68

NL 32 2.3 4.0 28

CH 28 2.3 4.4 40

UK 27 3.5 11.3 30

Sl 31 2.6 4.9 30

A 33 1.1 2.8 66

IS 30 3.0 4.7 28

We aimed for an equal number of single-handed, duo and group prac-
tices, and an equal number of practices in rural and in urban areas
(table 2).

Table 2: Practice demographics of the sample (percentages for each
country)

 Single-handed
practice
(one general
practitioner)

Duo practice
(two general
practitioners)

Group practice
(three or more
general
practitioners)

 Rural Urban Rural Urban Rural Urban

B
F
D
NL
CH
UK
SLO
A
IS

28
15
26
19
7
0
16
52
23

10
15
13
23
29
11
16
42
3

31
0
26
16
4
0
16
3
0

21
15
23
16
18
22
16
0
7

3
4
0
13
11
11
19
0
0

7
50
13
13
32
56
16
3
67
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Only Slovenia and the Netherlands composed such a balanced sam-
ple. Belgium had few group practices, which is consistent with the na-
tional situation of mainly single-handed practices. The French sample
did not include duo practices in rural areas, only one rural group prac-
tice and 50 percent urban group practices, which is at odds with the
fact that group practices are in the minority in France. The German
sample had no group practices in rural areas and only a few in urban
areas. The UK and Israel had many urban group practices in the
sample. Austria did only recruit one duo and one group practice,
which is also in line with the national situation.
     The mean number of general practitioners questioned per practice
varied from 1 (Austria) to 3.5 (UK) and the mean number of staff from
1.6 (Belgium) to 10.9 (UK). Most countries had samples of about 30
patients who completed the patient questionnaire, except for Germa-
ny, Switzerland and Austria, who questioned 69, 47 and 65 patients,
respectively, per practice (table 1).

Management of infrastructure

The premises in UK, Slovenia, Israel and Belgium proved to be well
accessible for wheel chairs, while in the other countries the situation
may be less positive.
     The drugs in the doctor’s bags and in stock were considered very
important by the expert panels. Single-handed practices showed to
have more drugs in their doctor’s bags and in stock than larger practi-
ces (table 3), and drugs were less often over expiry dates.
     Doctor’s bags were complete in Switzerland, Belgium, Slovenia,
Austria and the Netherlands. The first two countries have a relatively
large number of home visits.
     Slovenian primary care is responsible for emergency care and
there is a policy for a uniform content of the doctor’s bag. In the UK,
France, and Germany, the doctor’s bags were not very complete and
in France, a large part of the drugs were over the expiry date.
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The percentages of core drugs in stock varied from 52 percent (France)
to 91 percent (Austria), most of these being within expiry dates.
     Although most practices did have a refrigerator for maintaining a
“cold chain” for drugs, they were often not equipped with a thermom-
eter, with the exception of the UK, Slovenia and Israel.
     With regard to non-medical equipment, IT security is excellent in
the UK and Switzerland; in all other countries, at least one quarter of
the practices do not have a virus scanner and a firewall.
     Accessibility and availability were also considered very important
by the expert panels. Almost all practices, except for Slovenia (26 per-
cent) and Israel (70 percent), did have a clear message on the answer-
ing machine.
     The booking interval for routine appointments varied from 10
minutes (Netherlands) to 20 minutes (Switzerland). There were sev-
eral factors that attribute to this difference between countries. In the
Netherlands and the UK, where booking intervals appeared shortest,
practices have a patient list, which means that it is less easy for pa-
tients to move from one doctor to another. Besides, at the time
of data collection, general practitioners were mainly paid by capitation,
which may have contributed to shorter consultation times (Deveugele
2002). General practitioners in Germany have many consultations
per week, which also makes it more likely that the time spent per en-
counter is shorter.
     In the countries with longer booking intervals such as Belgium,
France, Austria, Slovenia and Switzerland, patients can choose their
doctor (general practitioner or specialist) each time they need one.
This may influence consultation length, because general practitioners
see many patients for the first time (which costs more time) and they
have to be consumer-friendly in order to retain their patients. Given
these differences between health care systems, it will be difficult to es-
tablish consensus on optimal consultation length.
     Although all expert panels agreed that it is important that staff be
trained to respond adequately to urgent clinical matters, there are only
a few practices in Belgium and in France where such a staff member
is available in the absence of a doctor. This can partly be explained by
the fact that in both countries, single-handed practices often do not
have any staff at all.
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Management of staff

In the UK, Slovenia, Switzerland, Israel and Austria, most staff mem-
bers have a signed contract, while in Belgium, France, Germany and
the Netherlands, this is less common. Although we found that all ex-
pert panels valued appropriate qualifications, certificates of new em-
ployees are often not checked, particularly not in Germany, Belgium
and Switzerland. Although many staff members have the feeling that
responsibilities within the team are clearly defined, this is not so
clearly the case in France, Slovenia, Israel and Germany.
     Fortunately, most general practitioners experience a high level of
work satisfaction, particularly in Switzerland and the Netherlands.
With regard to staff, we found the highest satisfaction levels in Aus-
tria, Switzerland, Belgium and the Netherlands, and a very low satis-
faction level in Israel. Staffs in single-handed practices are more satis-
fied with their jobs than staff in larger practices (table 4).

Management of information

With regard to most aspects of information management, larger prac-
tices score higher than single-handed practices. In all participating
countries, medical record keeping seems to be good, although de-
tailed data is often lacking. Regarding confidentiality, most practices
keep medical records in areas that are not accessible by patients with-
out permission. Improvement seems to be possible in France and
Switzerland. As far as the management of incoming and outgoing
data is concerned, general practitioners in Austria, France, Germany,
Slovenia and Israel do not receive information about out-of-hours care
the next day, while France scores relatively low on procedures for
managing external patient data.
     In the UK and the Netherlands, countries where practices have
limited opening hours, most practices have a patient information leaf-
let that contains relevant information. Such leaflets are lacking in half
or more of the practices in the other countries. Larger practices more
often have them than single-handed practices.
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According to the expert panels, having a practice information sheet
may contribute to a good service for patients in all practices in all
countries.

Management of finances

Only in Slovenia do most practices produce an annual financial plan.
In all other countries, this is not part of the yearly routine. Single-
handed practices in particular may improve on this aspect. Neverthe-
less, in all countries the responsibilities for financial management
seem to be clearly defined. Also, keeping full financial records is
common, with the exception of Israel and Austria.

Quality and safety

Setting targets for quality improvement is generally accepted in Israel,
the UK, Slovenia and Belgium. In Switzerland, France and Austria
only half of the practices undertook this task in the past year. In the
UK, most practices have a critical incident register and in Israel 50
percent; in all other countries, this is routinely performed by only a
(very) small part of the practices.
     The large majority of practices, with the exception of Switzerland,
have explicit procedures for infection control. Nevertheless, almost a
third of the practices in the Netherlands and France have examination
rooms that are not so well-equipped for infection control.
     Despite the fact that patient involvement is regarded as an impor-
tant issue, the practices in our study did not score very high on this
dimension. For instance, most practices do not have a suggestion box,
and only in the UK, Slovenia, the Netherlands and Israel, a larger part
of the practices has patient complaint procedure. Despite the availabil-
ity of various instruments, a survey of patient satisfaction seems to be
routine only in the UK and Israel. In most other countries, only a mi-
nority of the practices had had experience with such an evaluation.
     We included the EUROPEP instrument for evaluation of practice
by patients in our study. In all countries, patients gave a very positive
evaluation of their general practitioner and practice. In general, the
evaluation of the organization of care was less positive than of the
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general practitioner, particularly in the UK, Israel, the Netherlands
and France. Single-handed practices received more positive evalua-
tions than larger practices.

Discussion

The tool for measuring practice management in general practice with
the set of indicators selected by expert panels appeared to be accept-
able and feasible. We were able to measure the indicators in a large
number of different types of practices in different countries without
major problems. The results showed differences between practices
and countries, which contributes to the discriminant validity of the
indicators.
     The work involved in the evaluation was experienced as acceptable
by most practices. An interesting finding was the difference in scores
between single-handed and larger practices. Our results confirm
earlier findings that larger practices are better organized in a number
of ways, but that patients prefer single-handed practices (van den
Hombergh 2004). This higher score reflects the tension between the
needs of the patient and the interests and priorities of the professional
and his/her estimate of what serves the interest of the patient best.
The advantages of single-handed practices could be a challenge for
group practices to give more personal, continuous care and to put the
patient perspective before organizational considerations.
     We found that practices in the UK have good management with
respect to staff, information management, and quality and safety.
This is as expected, since the UK has mostly large practices and health
centers and all practices have a practice manager. Besides, practices
are now motivated to have a good practice management, as approxi-
mately 20 percent of all indicators in the new NHS contract are rela-
ted to organizational and management aspects of care. Nevertheless,
patients were less positive about the practices in the UK. This may be
due to the long time it takes to get an appointment for non-urgent
matters, by the fact that patients often do not get to see the doctor of
their preference, but may also be a statistical issue because the sample
had a strong emphasis on larger practices.
     Slovenia also proved to have a good practice management, particu-
larly with regard to infrastructure, financial management, and quality
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and safety, which was also reflected in the positive evaluations of pa-
tients. Within the last decade, practices have probably developed
enormously with respect to the organization of primary care. The
work satisfaction of general practitioners and staff warrants attention.
The low scores might be caused by the low payment.
     Austria and Belgium score above average, compared to the partici-
pating countries, on indicators in the infrastructure domain. In both
countries, patients are very satisfied with their general practitioners
and with the practice, and general practitioners report a positive work-
ing atmosphere. If the trend towards development of larger practices
also reaches these countries, they might be able to combine a well-or-
ganized practice with a high patient satisfaction.
     Switzerland and the Netherlands both have good staff manage-
ment; therefore it is no surprise that staff and general practitioners
alike experience a high level of work satisfaction. Patients in the
Netherlands have some criticism on the organization of services in
their practice, which might be caused by the new systems of out-of-
hour’s care still under development. The Netherlands and Switzer-
land might also pay more attention to their quality and safety man-
agement.
     In the French practices taking part in the pilot, practice manage-
ment seems to be a bit less well-developed compared to practices in
some of the other participating countries. The work satisfaction of
general practitioners and staff was relatively low, and patients did not
approve of some of the aspects of the practice organization.
     Germany might improve on infrastructure, staff and information
management and on working conditions to raise the satisfaction of
general practitioners and staff.
     In Israel, work satisfaction of staff needs particular attention.
     There are some important aspects that need attention in almost all
countries. Only in one country is financial planning common. The
same is true of the registration of critical incidents and patient partic-
ipation. In all countries, at least 10 percent of the drugs in the doctor’s
bag were over the expiry date, which implies that there is a need for a
better system for updating and checking the bags.
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Limitations

This pilot has some restrictions. Firstly, for our pilot study we used
convenience samples of 30 practices per country. These practices
were selected by the project partners, and are therefore probably not
representative of the respective national situation. In France, for ex-
ample, only group practices took part in our study, while in reality
they are a minority.
     Most of the practices in our study were already interested and ac-
tive in quality improvement. Therefore, the results are probably too
positive, and must be interpreted with caution. Despite this positive
bias, we were able to find plausible variations between practices and
countries, underpinning the construct validity of the instrument and
indicators. The results can also be used to give valuable feedback to
individual practices.
     Secondly, some of the chapters and dimensions, for instance
“management of finances,” the equipment in the practice and the
medical recording, were not very elaborated as far as the indicators
are concerned. These aspects need further development in the next
stage of the project.
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Introduction

Organizations and the quality of their management are inherently dif-
ficult to assess. Like all measurements, the assessment depends on
the collection of information, typically using a set of instruments.
However, when the object to be measured is complex, multidimen-
sional and composed of both structures and processes, intersected by
personalities embedded in different types of cultures, it becomes a
correspondingly difficult task. The approach taken by EPA mirrors
this pattern of taking different perspectives, using observation, inter-
views and survey methods.
     While the previous chapter focused on the outcome, this chapter
focuses on the process of the assessment procedure. It describes what
a typical assessment procedure looks like and what preparatory activi-
ties are required from the observer and the practice. We will explain
the approach taken, the obstacles met during the process of imple-
mentation and the lessons that we learnt from that for the future de-
velopment of the procedure. Text boxes will provide an impression of
how practices and observers experienced the assessment.
     Based on assessments in more than 270 general practices in nine
countries (Austria, Belgium, France, Germany, Israel, Netherlands,
Slovenia, Switzerland and the UK), conclusions will be drawn on the
feasibility and the acceptability of the EPA in countries in the context
of very different health care systems.
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Assessment procedure

The assessment day was preceded by a preparatory period of several
weeks, described in more detail below.

Box 1: Assessment procedure
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The first step was to contact the practice, to explain the purpose of the
assessment and to send the standardized introductory letters. In some
countries, like Germany, signed consent was requested.
     Having received the practice’s consent to participate, the observer
made contact by telephone to set an assessment date and to collect the
list of staff members and their job titles. Afterwards, the standardized
confirmation letter of the date of assessment was sent with question-
naires for the staff, the individual doctors and the practice manager,
as well as the patient questionnaires (n=50).
     The completed questionnaires were entered in a spreadsheet pro-
gram. In some countries, in particular Germany, the observer entered
the data before the assessment day and made a summary for a feed-
back session.
     The assessment took three to six hours total for the observer,
depending on whether or not a “Maturity Matrix” assessment was
conducted. In the morning, the observation checklist was completed,
after which an interview took place with the general practitioner with
management responsibilities (or the practice manager). Figure 2
shows the schedule of the assessment day. The assessment finished
with a feedback session on the outcomes of the assessment proce-
dure.
     Since it was a pilot study, for most countries national and interna-
tional reference figures were not available yet, and the content of the
feedback was left to the observer. Feedback, however, is considered as
a crucial element of quality improvement. The following chapter de-
scribes in detail various approaches for giving effective feedback.

Observers

The observers were recruited from different disciplines and back-
grounds. Some countries made use of social scientists (Germany and
UK), whereas others employed practice assistants or nurses (Belgium,
Israel and the Netherlands), general practitioners (Slovenia and
Switzerland) or medical students (France and Israel).
     There were no specific difficulties related to the types of observers:
All appeared to be capable of completing the assessment. There were
no indications that the background of the observer affected the out-
comes. One important reason for this is that the procedure was highly
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Box 2: Assessment day (gray boxes are optional)
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standardized. The most important requirement for observers is that
they have received an adequate training in the use of the instruments,
be familiar with practice procedures and systems in primary care, and
have good interpersonal skills.
     Particularly when feedback is provided and further assistance is re-
quired with quality improvement projects in the practice, the expertise
and interpersonal skills of observers are crucial. The facilitation of the
Maturity Matrix also requires these types of skills. In France, for ex-
ample, the medical students would not facilitate the Maturity Matrix
and felt not confident about giving feedback to general practitioners.
Supporting general practices with quality improvement projects re-
quires additional training for observers.

Obstacles during the use of EPA

Contacting the practice

There was a good level of practice cooperation during the pilot study,
which was partially due to the voluntary nature of participation. For a
number of practices, however, the observers still needed to overcome
suspicion. Practice assessment is a relatively novel proposition in
most countries and some doctors showed resistance to the idea.
     The context for this varied greatly between countries. In the UK,
for example, assessment was a sensitive issue because of a recent
(2004) implementation of new contracts in which reimbursements
were partially related to assessments on clinical performance indica-
tors. In France, the novelty sometimes caused a lack of motivation
among some doctors. In Israel, the major obstacle was that the man-
agement of health centers felt threatened by the evaluative approach.
     Because of such resistance, observers in the UK and France pre-
ferred to make face-to-face contact with the practice first in order to
explain the process in detail and gain cooperation. In Israel, it ap-
peared easier to gain access when the manager of the health center
was approached first for permission and had agreed to participate.
Observers also received strict instructions to treat the staff with ut-
most respect and politeness.
     In Germany, practices were asked to send informed consent to the
observer before the assessment procedure would start. Signed in-
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formed consent could be considered as best practice for this proce-
dure, in particular if participation is related to the accreditation or cer-
tification of the practice.
     Sometimes the official support by national bodies can be support-
ive as well. In Israel, the endorsement of the regional and national
HMO Health Services facilitated cooperation to a large extent.

Lessons for implementation
– It is important to have a good information package that

states explicitly what practices can expect and what time in-
vestment is required as preparation for the assessment and
at the assessment day itself.

– It could be considered as good practice to request signed
consent from practices.

Preparation for assessment day

Practice profile

In order to know the size and type of practice, and to know the exact
number of required staff questionnaires, each practice was contacted
by telephone in order to obtain the names and job titles of staff mem-
bers. This approach appeared labor-intensive. In larger practices, it
was often difficult to locate an individual who knew all relevant details
about all staff, so that several calls were necessary. This also had the
potential to cause irritation, as it disturbed practices during busy con-
sultation hours.

Lessons for implementation
– Practice profiles should be obtained by using a separate form

that can be faxed or e-mailed to the practice and completed by
someone with administrative responsibilities.
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Staff questionnaires

Staff questionnaires were usually completed well. Two issues need
more attention: ensuring confidentiality for staff members and ob-
taining a sufficient response rate. Confidentiality is crucial for re-
ceiving valid and reliable evaluations of the working conditions by
staff. In some countries, such as the UK and France, it was arranged
that a general practitioner or the practice manager collected the ques-
tionnaires and sent them back to the observer. This clearly had the po-
tential to bias the completion of the questionnaires.
     Different approaches were used to obtain a sufficient response
rate. In Slovenia, questionnaires were distributed along with an in-
formation letter explaining EPA and the assessment. In France, ob-
servers took blank questionnaires along at the assessment day, en-
couraging those who had not yet completed them to do so. In the
Netherlands and Germany, practices were reminded by telephone,
and sometimes the assessment date was postponed several times
until there was a sufficient response rate. Reminders to staff by tele-
phone, however, were not considered acceptable in some countries, as
it was reported to irritate the practice. In the UK, for example, ethical
committees would not support survey processes that used a system
with more than one reminder.

Lessons for implementation
– Staff questionnaires should be anonymous and be distribut-

ed with an information letter explaining the EPA assessment
procedure and the confidential treatment of the question-
naires and stressing the importance of a timely response.

– Questionnaires should be collected in sealed envelopes by
one staff member to be returned to the observer.

– A response rate of 100 percent often is not feasible.

Patient questionnaires

If we are to draw comparisons between patient samples in different
countries, it is important that the method for recruiting the respond-
ents is as consistent as possible. The agreed procedure was to issue
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questionnaires to consecutive people attending the practice before the
consultation, until 35 questionnaires had been completed. During the
pilot, various approaches were used, varying from a distribution by
the practice assistant in the waiting room and leaving them in a
sealed box at the entrance (Netherlands), to sending the question-
naires to patients’ homes and reminding them if they did not respond
(Switzerland). With regard to the distribution by assistants or re-
ceptionists, selectivity may occur when there is no fixed procedure.
     In some countries, patient questionnaires need to be translated
into several languages. In Israel, for example, the questionnaires were
translated only into Hebrew, thus excluding a large minority of pa-
tients speaking only Arab or Russian. An unsolved issue is that those
with low reading ability or vision problems cannot use written ques-
tionnaires.

Lessons for implementation
– A fixed procedure for patient evaluations is needed in order

to get representative and reliable answers and to be able to
compare the outcome of individual practices with other prac-
tices.

– The preferred procedure is to issue anonymous question-
naires to consecutive patients visiting the surgery, starting
on Tuesday morning.

– Patients should be requested to complete the questionnaire
before the consultation and leave it in a sealed envelope in a
box until 50 completed questionnaires are in the box.

Assessment day

Observer’s checklist

As a rule, the checklists did not cause any significant difficulty. The
main difficulty encountered was the obtrusiveness of some of the
items and questions, with concerns in particular being raised about
the “doctor’s bag” or emergency bag.
     The term “doctor’s bag” caused confusion because of its overlap
with the “emergency bag,” as it is clear that differing types of “med-
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ical bags” are emerging as arrangements for “on-call duties” change.
In addition, in some countries doctors felt it was obtrusive to request
a check of its contents. Some doctors considered the bags as organiza-
tional items, whereas others considered these as “personal” items that
require a degree of privacy, some even compared it to a woman’s
handbag. For similar reasons, some general practitioners in France
felt that assessing the consultation rooms of colleagues in their ab-
sence without their explicit permission would violate their privacy.
Proposed solutions were to have the bags checked in the presence of
the doctors and to ask for permission to check the consultation rooms
timely and in advance (not all doctors might be in at the assessment
day).
     It was neither considered as useful to send a list to the practice in
advance with the items to be checked, as doctors would prepare them-
selves and bias the assessment, nor deemed useful to rely on self-
reports by doctors with regard to the items to be checked by the ob-
server.
     A clear example of the impact of national contexts was the inter-
pretation of “emergency drugs” in Israel. The Israeli observers under-
stood emergency drugs as medication meant for a mass terrorist at-
tack.

Lessons for implementation
– Observers need to take into account that doctors’ bags,

emergency bags and consultation rooms might be consid-
ered as private and thus need permission for being checked.

– The term “doctor’s bag” should be replaced by the concept of
“emergency bag.” Primary-care organizations would be ex-
pected to have a fully equipped bag for emergencies, either
for each doctor (personal responsibility) or for the practice
(organizational responsibility).

– For the content of the emergency bag, a system should be in
place to ensure that the equipment and drugs are appropri-
ate and up to date.
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Interview

The interviews with a general practitioner with management respon-
sibilities or practice manager usually went well, with some doctors re-
porting that they detected areas for improvement of their organization
in the course of the interview because of the items that were dis-
cussed. Two issues, however, determine whether the interview can be
completed successfully.
     First, the time needed for the interview (30 to 45 minutes) was
sometimes underestimated, with disturbances occurring when the
interview was held with a general practitioner during consultation
hours. Second, it appeared that one person was often unable to an-
swer all questions. For that reason, the Belgian observers conducted
the interview with more than one physician. The length of service and
the knowledge of clinical practice was decisive in the capacity to an-
swer the questions; some required consultation of colleagues.
     In Israel, the observers had to plan appointments with three differ-
ent staff members on the assessment day in order to obtain the re-
quired information. In these health centers, specific persons are re-
sponsible for the management of administrative issues (the adminis-
trative manager), for the drugs (the nursing manager) and for the
storage of drugs (the chief pharmacist).

Lessons for implementation
– Enough time and privacy should be allocated for the inter-

view with the practice manager or the general practitioner
with management responsibilities

– In order to avoid socially desirable answers, it is important to
state explicitly at the start of the interview that it is not nec-
essary for the interviewee to know all the answers, and to al-
low time to check specific issues with colleagues.

Success factors

The following success factors were derived from a short questionnaire
in all participating countries. From the description of assessment vi-
sits that were considered successful visits and those that were failures,
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similar factors appeared important, with few cross-country differ-
ences. Chances of success appear greater when:
– The practice is well prepared;
– The practice knows that the observer is coming and has allocated

sufficient time;
– The practice has returned all questionnaires in time;
– There is an open, non-defensive atmosphere during the visit and

the feedback session;
– The general practitioners and staff are keen to receive feedback and

motivated to find areas for improvement;
– The general practitioner/staff are interested in doing regular evalu-

ations to see whether weaknesses have improved;
– The observer is well-trained, has good interpersonal skills and is

able to handle sensitive issues during feedback sessions; and
– The national health services or professional bodies support the as-

sessment.

A practice perspective: “We want to improve—but how?”
I work as a general practitioner in a small practice with two
practice assistants. One assistant joined to do the Maturity Ma-
trix assessment on her “day off.” We had completed 36 patient
questionnaires and had everything ready when the observer
returned. I reserved an hour and accepted no calls in order to
discuss all the matters raised during the interview and feed-
back session.
It was quite an interesting experience. We learnt a lot from the
discussions in the feedback meeting, and made several sug-
gestions to improve our organization, for example to start qual-
ity and safety meetings.
When we started to plan some changes, we needed additional
support. We phoned the observer but could not get any fol-
low-up advice or help. Now that we know what to improve, we
do not know how.

The preceding and the following box are based on real experiences of
observers and show some elements that make an assessment a suc-
cessful or failure experience for both the general practitioner and the
observer.
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An observer’s perspective: “A useless experience” 
Recently, I did an assessment visit to a single-handed practice
with a part-time assistant. We understood that the doctor had
agreed to participate because a colleague had recommended
the process. When I arrived, the practice was busy with many
patients sitting in the waiting room. There were so many dis-
turbances that I could not complete my checklist.
During the feedback session, I tried to be very clear on the
strong and weak points of the practice and attempted tactfully
to say that the lack of an appointment system was reflected in
the patients’ evaluations, and that the doctor’s bag contained
out of date medications. But I did not succeed in engaging the
practitioner. He did not seem to be concentrating, reacted de-
fensively, and said that his practice was well-organized. He did
not show any interest in making improvements. When I left, I
had the feeling that this had been a useless experience.

Conclusions

The overall impression was that the assessment approach taken by
EPA was feasible and generally well-received by the practices in all
countries. We found, however, that the preparation and the assess-
ment visit pose a burden on busy practices if these efforts are not
compensated by material or immaterial rewards.
     The types of obstacles that occur during the implementation pro-
cess depend also on the overall aim of the assessment. The aim can be
either to inspect and to benchmark, or to be formative with providing
information for practice improvement. When formative feedback is
the aim, practices are more likely to show willingness and interest to
participate, which facilitates the access to practices. As the individual
practice results will not be shared with others, the practice can be
reassured about the ownership of data, which facilitates the data col-
lection in the practice.
     If inspection and accreditation is the aim, social desirability
of answers and practices covering up weaknesses and errors may play
a role. The identification of “low performing” practices may affect
the reliability of answers of staff and general practitioners. During
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feedback sessions, the atmosphere and attitude of staff may be defen-
sive.
     Our general conclusion is that the EPA approach can be used for
both purposes, although care should be taken that observers are well-
trained in dealing with the obstacles that are most likely to occur
when gaining access to practices, during data collection and when
they provide feedback. Further research on how the assessment is ex-
perienced by practices and observers will be supportive in redesign-
ing, optimizing and refining the assessment procedure and tools.
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The Role of Feedback for Quality Improvement
in Primary Care
 
Beat Künzi, Björn Broge, Pieter van den Hombergh

 
 
 
 
 
 
 
 
 
 
Introduction

Comparing EPA to other approaches aiming to assess and enhance
the performance of practice management (e.g., the ISO method), the
most remarkable difference probably is the strictly data-driven ap-
proach combined with a scientific evaluation and validation. It had
been planned to make use of such data for feedback to the users of
EPA later, as this has been done by predecessors of EPA, such as the
Dutch VIP (van den Hombergh 1998) or Swisspep Quali Doc (Künzi
1999 and 2004), for several years. Nevertheless, the development of
an appropriate feedback method was not included in the EPA project,
because of time constraints. In this chapter, we will discuss this issue
and give examples on how to provide feedback to have optimal im-
pact.
     In some countries, data are collected to assess the quality of care
particularly to make valid and reliable statements to stakeholders, e.g.,
to enable consumers and providers of care to compare performance.
The aim of quality improvement programs such as Swisspep Quali
Doc, the Dutch VIP or the German Visotool is different. They are
meant to support practices or clinical “microsystems” (Wasson 2003)
in their search for ideas about how to improve care routines and
health outcomes. Data collection is the start of a “feedback loop” that
leads a practice from a confrontation with the problems revealed by
the data towards solving these problems.
     Still, audit and feedback have not been found to be consistently
effective. In other words, simply transferring information to providers
of health care may not produce a measurable effect. The modes of
feedback of performance data and respective policies for educational
support vary widely, leading to a confusing variation and inconsisten-
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cy of results in different contexts. In this chapter, we will first analyze
and define the feedback process for quality improvement briefly and
then focus on the best ways to present feedback and use it to improve
patient care.

Analyzing the feedback process

The Medical Subject Headings (MeSH) term “feedback” was defined
in 1965 as “A mechanism of communication within a system in that
the input signal generates an output response which returns to in-
fluence the continued activity or productivity of that system.” (Abfrage
online: www.nlm.gov/mesh/2004/MBrowser.html) In 2002, a dis-
tinction was made between “biochemical” and “psychological” feed-
back. “Feedback, Psychological” was defined as “A mechanism of in-
formation stimulus and response that may control subsequent behav-
ior, cognition, perception, or performance.”
     Presenting feedback of collected data to care providers is an implic-
it part of the quality cycle. Research about optimal ways of data feed-
back is scarce. Seminal publications about quality improvement in
busy clinical settings usually lack an evidence-based description of
how feedback will work best.
     Instead, pragmatic recommendations for guiding data analysis and
repeated data feedback are usually given, for instance by Nelson
(1998): “Try to change and improve the delivery process while gather-
ing data and plot results over time and analyze them by using a con-
trol chart or other graphical method. Then refine your understanding
of variation in processes and outcomes by dividing patients into clini-
cally homogeneous subgroups (stratification) and analyzing the re-
sults separately for each subgroup. Finally, make further changes
while measuring key outcomes over time.” (p. 460)
     The aim of feedback is to demonstrate to the subject the impact of
his or her behavior, and to enable him or her to make choices regard-
ing future behavior. All interventions that include individualized
feedback may have a role in facilitating all stages of change. Support
should be based on presented data to stimulate reflection and agree-
ment on needed change, starting with the setting of priorities, and by
pointing out achievable goals on individual and system level.
     The literature on change in doctors’ behavior describes how the
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size of the gap between actual and desired practice influences person-
al motivation and learning (Fox 1998). A small discrepancy may be
overlooked; however, a large one may appear unrealistic and thus be
denied. For effective learning to proceed, achievement of the desired
outcome must be perceived either as realistic or as divisible into man-
ageable learning steps, and as transformable into a learning plan.
(Handfield-Jones 2002)

What is the best way of presenting feedback to care providers?

Szczepura compared the impact of three different ways of presenting
feedback of routinely collected, centrally-held data including risk fac-
tor recording in medical notes, analyzed at practice level. About two
thirds of practices reported organizational change as a consequence of
feedback in “graphical, graphical plus a visit by a medical facilitator
and tabular form” (Szczepura 1994: 21); feedback strategies using
graphical and tabular comparative data were equally cost-effective,
whereas feedback involving unsolicited medical facilitator visits was
less cost-effective (ibid: 22).
     The effectiveness of data feedback depends not only on the quality
and timeliness of the data, but also on the organizational context in
which such efforts are implemented (Bradley 2004):
– Data must be perceived by physicians as valid and actionable to mo-

tivate change.
– It takes time to develop the credibility of data within a given setting.
– The source and timeliness of data are critical to perceived validity.
– Benchmarking improves the meaningfulness of data feedback.
– Physician leaders can enhance the effectiveness of data feedback.
– Data feedback that profiles an individual physician’s practices can

be effective but may be perceived as punitive.
– Data feedback must persist to sustain improved performance.

Current theories of quality management and improvement recom-
mend comparison to best practices rather than to minimal standards
or average to induce change (Edgman-Levitan 2003). The use of
achievable benchmarks significantly enhanced the effectiveness of in-
dividualized physician performance feedback in the setting of a mul-
timodal quality improvement intervention comparable to EPA (Kiefe
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2001). Presenting provider profiles within an objective measure of
performance and achievable benchmark framework confers signifi-
cant face as well as content validity to the profiles.
     Research from both industry and medicine (Fidler 1999) shows
that using a balanced scorecard (Kaplan 1992) or an individualized
multi-source feedback systems/360-degree feedback (Griffin 2000)
can result in individual improvement and the adoption of new practi-
ces (Bero 1998). Another advantage of using a balanced scorecard for
feedback is that a range of strategic key indicators like clinical meas-
ures, patient ratings and key drivers of poor performance such as the
use of information technology may be presented in an integrated way
(Epstein 2004).
     Last but not least we have to be aware that the way of data presen-
tation may also lead to overreaction. Using control charts rather than
ranked histograms (league tables) for the routine presentation of
comparative data reduced over-investigation of unusual performance
(Marshall 2004).
     Next we review some of the experiences of the authors in design-
ing effective feedback, with examples from the Netherlands (VIP),
Switzerland (Quali Doc), and from Germany (Visotool). Visotool has
been developed for the use with EPA.

Feedback presentation in the VIP program

In the Netherlands, the Visit Instrument Practice management (VIP)
had been developed before 1995 (see box below). In later versions of
the VIP, we experimented with feedback on aspects of practice man-
agement in general practice in the form of histograms. We not only
showed reference data per indicator, but also per dimension, both
numerically and in a histogram (figure 1). Histograms not only show
the average score of general practitioners or practices, but also “best
practice.” Best practice is the score at the right side of the histogram
and “bad practice” the score on the left side. Feedback in a histogram
thus provides more than one reference point for the general practi-
tioner and the practice.
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Figure 1: Example of the feedback on an aspect of chapter “Delegation”
in the VIP
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The practice visit method to assess practice management VIP,
Visit Instrument to assess Practice management (van den
Hombergh et al. 1999) 
The domain of practice management was determined in a con-
sensus procedure to establish the content of the VIP and its in-
dicators. Questionnaires were developed to gather data on ac-
tual practice. The questionnaires were for the general prac-
titioner(s), practice assistants and patients. A trained observer
prepared a preliminary report with these data and completed
the feedback report after a practice observation (for an exam-
ple, see figure 1).
The visit takes half a day during regular hours. The general
practitioner invests one hour in answering the questionnaire.
The time required to discuss the results is about one hour.
Feedback by a non-physician observer instead of by a colleague
proved to be more feasible and better accepted, but not more
effective. In a follow-up after one year, general practitioner s
and practices had changed significantly in most aspects. Com-
paring one’s score in the feedback to the score of other col-
leagues and practices can be considered a sophisticated means
of peer review.

Feedback presentation in Swisspep Quali Doc

A quality improvement initiative was started in 1999 by developing a
balanced scorecard of standardized instruments to measure family
practices’ current performance against a model, which represents a
position of “excellence.” Benchmarks were calculated to guide multi-
dimensional interventions to realize and monitor sustainable develop-
ments.
     The participating practices may choose one of the three forms of
feedback and support depending on their preferences and related
costs:
– A written summary of results
– A workbook to be discussed in a standardized workshop with peers
– A workbook to be discussed with a trained peer during an outreach

visits
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Figure 4: Feedback of patients’ experiences based on EUROPEP compared
to respective benchmarks from the chosen reference group

*Interpretation: The general practitioner shows an improved performance, only slightly
lower than benchmark practices, with an actual ratio of 0.86 of the respective numbers
of patients with best experiences with regard to communication and relation. The gap
to the benchmark indicates improvement potential.

Much emphasis was put on developing a straightforward way of pre-
senting results, summarizing stratified data from a patients’ survey
and physician’s and non-physician co-workers’ questionnaires as
graphical plots, tables and text. Figures compare doctors’ performance
over time with benchmarks (figure 2), and patients’ profile with the
reference group.
     Participants may choose a motivating reference group from the na-
tional database for comparison, e.g., their own physician network or
the national cohort as shown in figure 2. The report also differentiates
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patient subgroups with higher and lower loyalty to the physician
(figure 3) with reference to average and benchmarks.
     Comparisons with the chosen reference are presented in relation
to the composite 90th rank percentile benchmarks, for example of the
proportion of patients with best experiences, sorted by patients’ prior-
ities (figure 4).
     The rationale and way of calculating benchmarks from patient de-
rived data (e.g., EUROPEP data) is explained in the box below.
Benchmarks for comparing self-assessment data from non-physician
co-workers’ questionnaires were set at the ideal level, e.g., 100 percent
of staff were to state, “I can fully bring in my knowledge and my skills
in the practice team.” Data from physicians’ questionnaires, e.g.,
workload or work-related satisfaction, were not benchmarked. In-
stead, the Quali Doc feedback reports standardized z-scores (mean=0,
SD=1), i.e., the statistical difference compared to a reference group of
peers working under similar conditions (for practice type and localiza-
tion, see figure 5).

Figure 5: Example of a feedback report summarizing aggregated scores of
the Swisspep Quali Doc questionnaire for physicians in comparison with
chosen reference group

Interpretation: Compared to colleagues in practices with the same practice size and lo-
cality, your situation is average except for a significantly higher perceived workload (two
standard deviations higher than comparison group).

 
115

2004-12-17 11-52-55 --- Projekt: bert.quality-management / Dokument: FAX ID 01cc71299997410|(S. 106-128) 09 chapter 9.p 71299998322



How to develop achievable and stimulating benchmarks from
patient derived data (Künzi 2004)
To develop achievable and stimulating benchmarks from pa-
tient-derived data (e.g., EUROPEP data), two steps are impor-
tant: First, item responses from five-point Likert scales were
dichotomized as “excellent” and “not excellent.” This takes into
account the tendency of patients to give their doctors favorable
ratings. Furthermore, providers must aim for complete patient
satisfaction; anything less may lead patients to change physici-
ans (Reichheld 1996). Therefore, to find benchmarks, we ranked
all practices in the reference cohort according to the percent-
age of patients answering “excellent” with regard to the pertinent
item. The benchmark was then defined as the 90 percentive rank
(90pBM) of these data, showing what the best-performing phy-
sicians (i. e., 10 percent) reach.
This technique produced high but realistic goals for all of the
indicators. It is noteworthy that simply taking the 90th percen-
tile of performance produced indicator goals of 100 percent
for none of the EUROPEP indicators. The lowest benchmark
(90pBM) was found for the item “quick relief of your symp-
toms.” Inter-quartile ranges in the order of 15 percent under-
line the feasibility of comparing individual performance with
90pBM performance to guide quality improvement.
In contrast to this, comparisons of 90pBM across different
practice settings and different physician networks showed dif-
ferences only for a few items, e.g., for waiting times.
90pBM derived from the validated indicators of the EUROPEP
instrument proved to be very stable over the years. 14 out of 23
benchmarks did not change between 1998 and 2001. We con-
sider this as a marker of both face and content validity of the
instrument. But we found a consistent drop of all 90pBM re-
flecting practice organization (p < 0.001 between 1998 and
2001). This phenomenon confirms similar findings made
elsewhere (Murphy et al. 2001).
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Making use of EPA indicators for feedback: the approach of Visotool

The basic structure of feedback produced with the help of Visotool
refers to the domain model of EPA. For this, the high number of EPA
indicators is condensed in graphic starting at the highest level of ag-
gregation within the EPA model (domains), thus allowing users to
grasp the main results in comprehensive form. Figure 6 represents
the five domains of EPA as a radar-chart, the “EPA pentagraph” or
“quality house.”

Figure 6: Visotool pentagraph or “quality house” representing the
aggregated scores on the 5 main EPA-domains

Quality & Savety

Information

InfrastructurePeople

Finance

(potential) best Value Mean Value Your Practice

The pentagraph gives an overview on the total score of all included indicators within
one dimension of the EPA instrument and the respective maximum, average and min-
imum of a reference cohort of practices (in this case of pilot practices in Switzerland).
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The bold line and the dashed line represent the results of all indica-
tors for an individual practice and the mean results of all reference
practices, respectively. In order to be able to show results on this ag-
gregated level, all items were transferred into degrees of goal
achievement between 0 percent and 100 percent (“yes” being 100
percent, at the edge of the pentagraph, and “no” being 0 percent goal
achievement for a specific item).
     Starting with the radar chart, users can change the comparison
group or benchmark values and look at the results in detail. Figure 7
shows an example of such a variance chart on the level of the acces-
sibility and availability dimension.

How to get from feedback to change in practice

The absolute effects of audit and feedback are mixed, but more likely
to be larger when baseline adherence to recommended practice is low.
But when it is effective, the effects are in fact generally small to mod-
erate (Jamtvedt 2003). Therefore, we should not rely solely on audit
and feedback for enhancing professional behavior (Thomson O’Brien
2000). For the time being, it is not possible to recommend one spe-
cific complementary intervention to enhance the effectiveness of
audit and feedback (Grol and Grimshaw 2003). Which intervention is
preferred depends on the objective, the target group and the target
setting. For use in primary care practices when dealing with the topic
“practice management,” we may focus on small, easy-to-handle proj-
ects with external support (Geboers 2001).

Improving implementation of the feedback: The VIP example

The feedback in the VIP procedure is discussed with a non-physician
observer in a one-hour feedback consultation after the visit. To in-
crease the effectiveness of the feedback, it is strongly recommended
to discuss the feedback in a practice meeting of at least two hours, or
in the general practitioner group.
     Secondly, a special voluntary program has been developed for prac-
tices that want to learn how to do systematic quality improvement.
The practice is coached by a trained and experienced non-physician
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practice visitor to work in five practice meetings of two hours each on
translating the feedback into small scale improvement projects and
ultimately change. One person in the practice is appointed to super-
vise the activities and establish a permanent quality improvement sys-
tem in the practice. The evaluation of this intervention is to be pub-
lished.
     Thirdly, all general practitioners who had a practice visit with VIP
receive a mailing inviting them to enter a three-day training course to
use the feedback as a starting point for improving their practice.
     VIP offers feedback on many aspects of practice management. To
further stimulate action on aspects in need of improvement, a
computerized version (CD-ROM) of VIP has been developed that
helps practices define intentions for change and practice policy plans
to realize these changes. New developments in the electronic presen-
tation of feedback in VIP are currently planned, such as:
– Educational feedback for the general practitioner or the practice
– “Practice profile” for patients on the website of the practice
– Core information in a format for the annual report
– Outcome data for care-purchasers of authorities

Improving the implementation of the feedback:
The Swisspep Quali Doc example

The most import step in bringing “Quali Doc” to action was the
shared interpretation of the standard feedback by the evaluated prac-
tice team with a respected peer and experienced general practitioner
during an “outreach visit.” Feedback visits usually last three to four
hours, giving enough time to understand one’s own data and to sti-
mulate the setting of priorities for further action. This session aims at
an agreed on and written practice plan either to overcome barriers or
for further analysis.
     Sending a written feedback with benchmark comparisons at the
request of participating practices was cheap to implement, but pro-
duced many frustrations. To overcome these problems with either
written feedback or expensive practice visits, standardized educational
workshops were introduced, e.g., for participating doctors from the
same quality circles or physician network.
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Learning, i.e., digging deeper into emerging and often unrecognized
“best practice” disclosed by a present colleague, usually turned into a
rewarding experience for all during those workshops. About six
months after the feedback events, participating practices get a formal
follow-up questionnaire to report on progress made so far. Table 1
summarizes the findings from 111 practices and allows a comparison
of the respective impact of three different forms of feedback used.
     The analysis of the follow-up questionnaires showed that outreach
visits were perceived as most efficient, providing a higher amount of
relevant feedback (mainly related to communicational skills, table 1).
47 percent of the physicians among those who have gotten only writ-
ten feedback reported having made concrete change, whereas the rate
among those who had an outreach visit was significantly higher with
79 percent. Outreach visits gave more reasons for concrete improve-
ments and made the need for follow-up measurement more evident.
Outreach visits often ended up with a very personal reflection on the
actual situation, helping to shape out important barriers to change.
     Thus, eventually individual learning portfolios for staff members
can be developed, based on the agreed-on plan for the respective prac-
tice. With respect to this, it is important to set only few and clear
short-term aims. Supporting material, e.g., for rapid change audits or
a list of possible intervention modules (e.g., communication training,
quality circle work, etc.) may be helpful. The recommended interval
for monitoring the effect of interventions was agreed upon, de-
pending on the findings, it varies between 12 and 36 months.
     The overall impact of the Swisspep Quali Doc appraisal on self-
learning of family practitioners was fair after a short written feedback
alone, good after a workshop based on individual workbook with
one’s own results and benchmark comparisons, and very good after
an outreach visit based on the same workbook (table 1).

Improving the implementation of EPA feedback with Visotool

As mentioned above, giving feedback was not the objective of the EPA
study, because the project itself focused on the development and test-
ing of a common European indicator set. Nevertheless, researchers of
the German EPA group put a lot of effort in developing concepts for the
implementation of feedback during this phase.
 
122

2004-12-17 11-52-56 --- Projekt: bert.quality-management / Dokument: FAX ID 01cc71299997410|(S. 106-128) 09 chapter 9.p 71299998322



     In contrast to existing models such as VIP and Quali Doc, the ap-
proach of Visotool was developed during the project by the AQUA In-
stitute especially for EPA. Visotool was tested with an additional set of
practices and is now used to support the implementation of EPA in
Germany. Swisspep will make a multi-lingual version available for
Switzerland by the end of 2004.
     The main new aspects that Visotool adds to the approaches of
Quali Doc and VIP are the integrative concept and the online ac-
cessibility. Visotool is not just a feedback software, as it also integrates
the workflow management of the EPA assessment and improvement
process. Visotool supports both participating practices and practice
visitors regarding the following six main tasks:
– Administration of EPA assessment process (e.g., address manage-

ment, generating and mailing of letters and questionnaires, moni-
toring of the data collection procedure, agenda management for
practice visits)

– Data entry (password-protected data input, online or offline, from
paper-based EPA data, consistency check)

– Generating feedback reports (online feedback and written feed-
back)

– Providing educational materials (further information on indicators,
examples to interpret results and for change management, links to
further quality improvement initiatives, e.g., quality circles)

– Administration of EPA indicators (managing different versions and
updates of EPA indicators and related instruments)

– Administration of Visotool (versions and languages, user pass-
words, other general settings)

The main reason for such an integrative approach was to have a stable
process that allows an effective and error-free procedure irrespective
of the number of practices using it during the implementation of
EPA. This is crucial in giving feedback, because a smooth and consis-
tent process enhances the trust of users with respect to the perception
of their own results.
     The second main characteristic of Visotool is its online ac-
cessibility, one of the main reasons for developing the instrument.
This offers the possibility of giving a sophisticated feedback, includ-
ing a comparison with benchmarks as early as on the day of the prac-
tice visit. This also includes the opportunity for a moderated discus-
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sion of the results within a practice team meeting just after comple-
tion of the data collection.
     Sending out printed feedback after the visit would mean that a sec-
ond visit with extra costs has to be organized. Furthermore, online
accessibility allows visitors to monitor their practices easily during the
whole assessment process, and participating practices may look up
their own results any time during and after completion of EPA.
     Last but not least Visotool helps to structure change management
in making practice plans and related actions explicit and accessible for
all involved or invited. While many features of Visotool were already
used during the pilot (administration, data entry), the feedback fea-
ture has only been used since the start implementation phase of EPA
in Germany. Right now, about 20 practices had a practice visit with
online feedback. The system is working and users seem to be com-
fortable with it. Further evaluation will follow in the next months.

Recommendations about how to use feedback for implementing EPA

Based on available evidence and the practical experiences of the au-
thors and of others (Edgman-Levitan 2003), we make the following
basic recommendations for giving effective feedback based on EPA
data:
– Analyze performance not compared to averages, but to benchmarks

or strategic goals.
– Identify key drivers of poor performance.
– Analyze performance at a more detailed and actionable level.
– Identify changes or trends in performance.
– Combine selected quality measures into multi-item scores where

feasible.
– Present credible data in visually compelling formats for people with

different learning styles.
– Consider other indicators of performance measurement.

A more detailed guideline for peer comparison feedback, also called
physician profiling, adapted from the American Academy of Family
Physicians (AAFP 1999), is outlined below:
– Have as the purpose of comparison feedback to assess and improve

the quality of patient care and clinical outcomes.
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– Clearly define what is being measured. For example, clinical per-
formance measures that are clearly linked to improved clinical out-
comes and population health, access to appropriate and timely care
measures, patient acceptability/satisfaction measures and fi-
nancial/resource utilization measures related to clinical outcomes.

– Select measurement goals that are actionable, i.e., the measures
and reporting system must provide information that physicians can
easily interpret and translate into action to achieve the stated mea-
surement goal.

– Involve physicians in developing performance measures and the
feedback process.

– Explicitly describe the data sources on which measurement is
based, e.g., administrative/payment claims, medical records, sur-
veys, pharmacy claims or laboratory claims.

– Clearly report on the validity, accuracy, reliability and limitations of
data utilized in reporting results and when providing physician
feedback. This may include:
– Steps taken to ensure data accuracy
– Clearly defining the peer group against which individual physi-

cian performance is being measured/compared
– Disclosing data limitations, e.g., the impact of an “open access”

product in which the primary care physician may have little or
no control over resource utilization

– Describing the assignment of patient populations to either indi-
vidual or physician groupings

– Using an appropriate sample size to assure validity
– Including appropriate risk adjustment and case mix measures
– Establishing and reporting data using meaningful time periods

for data collection
– Utilize criteria for comparison purposes that are based on valid

peer groups, evidence-based statistical norms and/or evidence-
based clinical policies.

– Identify individual patients who are not receiving indicated clinical
interventions and provide interventions to improve physician per-
formance relative to stated measurement goals.

– Respect the need for strong but reasonable privacy and confidential-
ity standards.
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Concluding remarks and future developments

EPA was not focused on investigating effective feedback to general
practitioners and practices. But the instruments VIP, Visotool and
Swisspep Quali Doc may serve as examples of how to use EPA data
successfully in the future. Attractively presented feedback and peer-
comparisons are helpful if they point out actionable items without
stimulating overreaction. But the focus should be on the organization
of making the feedback sink in and work. Considering recommenda-
tions and experiences as described above may result in more effective
feedback from EPA.
     Developing a system for learning that arises from needs in daily
practice and that involves the individual doctor is part of the challenge
in meeting the public’s expectations of its health care system (Hand-
field-Jones 2002). As long as we lack compelling evidence on how to
do this, assessment should principally be formative in order to pro-
vide doctors and their care teams with information on how they are
doing compared to their peers and with individualized feedback about
the effectiveness of quality improvement activities, thus enhancing
the quality of the learning process itself. Further research will be
needed to test the effects of modifying important characteristics of the
feedback process such as the content, source, timing, recipient and
format.
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Epilogue: The Future of EPA—Implications
for Practice and Policy Making
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Introduction

Receiving high quality of health care is a fundamental right of every
individual. This statement figured prominently in the introduction to
this book. Reflecting on how to achieve a high quality of health care
provided to everyone, regardless of age, sex, and background, we
concluded that valid, reliable and acceptable indicators and instru-
ments are needed to evaluate actual care delivery. These are needed to
guide quality improvement activities, to guide choices between pro-
viders and to assure society that the care provided is of an acceptable
quality.
     The development and use of such indicators and instruments is
not an easy task. Different stakeholders may have different ideas and
expectations with respect to quality assessment and the use of indica-
tors. These may sometimes conflict, causing fear and resistance
among those who will be evaluated.
     Most formal systems of evaluation of health care still lack suffi-
cient scientific basis. Thus, a rigorous, careful development is very
important to present products that are credible and acceptable to all
involved.
     In this book we have presented the results of a project aimed at
such a rigorous step-by-step development and validation of a specific
set of indicators: indicators for the evaluation of primary care practi-
ces and their management and organization. Optimal management is
believed to be a crucial condition for, and an important component of,
optimal patient care. The exercise undertaken in eight countries re-
sulted in a valuable tool for quality improvement to be used at both
the country and the European level. It showed that it is indeed possi-
ble to achieve collaboration and consensus on such a difficult aspect
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of health care performance and that comparative data across countries
are very interesting for policymaking.
     The next step would now be the wide implementation of this proj-
ect and its results in Europe. In doing so, it is necessary to take into
account a few considerations, such as:
– Differences between countries
– Role of different parties, role of policymakers
– Next steps to be taken in EPA

Differences between countries

Every country gets the health care system it deserves. The health care
system adopted is usually the solution that fits best within the wider
political system in a country. Health care systems usually develop over
time based on historical developments and the culture within a specif-
ic country. Decisions taken in the past usually still influence current
approaches on, for instance, the role of primary care in the system, its
relationship to hospital care, the size of primary care practices, the
system for reimbursing practices, the staff available. Such differences
may have a large impact on the organization of services and the man-
agement of practices. This implies that it is not easy to force models
adopted in one country onto other countries.
     Reflecting on the future of EPA, this means that each country has
to further develop its own evaluation system for primary health care.
In some countries, a bottom-up approach to evaluation, with profes-
sionals in the lead and voluntary participation of practices, is normal,
and the system for evaluation will have to fit within this philosophy.
In other countries, a more top-down approach with authorities or
payers in the lead has been adopted, resulting in more external pres-
sure and control. Despite such differences, it is worthwhile to further
develop and underpin with research the set of indicators at a Euro-
pean level in the EPA project. This project has shown that it is possi-
ble to deliver comparative data on a set of highly interesting aspects of
primary care services and that countries can indeed collaborate suc-
cessfully on such an important topic.
     An important decision to be taken by each country and by the re-
sponsible actors now is how to use these indicators and the related in-
struments. Some countries developed EPA into a formal accreditation
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and certification procedure (e.g., Stiftung Praxistest in Germany and
Switzerland). Other countries face important problems in its imple-
mentation and propose a careful, step-by-step introduction by pilot
projects with voluntary participation (e.g., France and Belgium). In
some countries, the EPA tool can be built into current regulations to
set up quality assessment systems (e.g., Austria). In the Netherlands,
the EPA indicators will be part of the voluntary national accreditation
system and some of the new contracting systems.

Role of different parties

We already addressed the issue of tension between different uses of
an instrument like EPA. Policymakers, authorities and payers usually
want more external control and confidence that health care is doing a
good job. They may want to use EPA to distinguish between good and
bad primary care practices, may want to publish data on the differ-
ences between practices and may want to act on practices scoring
lower on the indicators.
     Health care providers, in contrast, want trust in their capacities
and abilities to perform well. They prefer internal use of the results
for setting priorities to improve practice. Too much control from out-
side may result in resistance, data manipulation and loss of morale;
on the other hand, it has become clear that practices need to be more
open about their performance to guarantee trust in the future.
     So, what is the right balance? Most authors propose a form of con-
trolled self-regulation. Care providers own the quality initiative, and
the responsible authorities or payers focus their energy on providing
the teaching, training, resources and support for the quality assess-
ment activities, demanding a good account of the activities underta-
ken and the global results in return.
     Many practitioners are still very confused and ignorant with re-
spect to quality assessment. The crucial task for policymakers would
be to make quality assessment felt not as an external pressure, but as
part of the normal work, as part of the ordinary practice routines. As
Scrivens put it: “Regulation in the control of quality in health care can-
not be based on coercion, it has to be based on persuasion and sup-
port to health care professionals.” (in: Scrivens E. Regulation ideas.
Eye of the beholder. Health Service Journal 2004; 14: 16–18)
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Next steps in EPA

The current project was a pilot carried out in eight countries (Israel
was added later). It should be clear that the writing of this report is
not the end, but rather the beginning of a longer, important develop-
ment of indicators and instruments for the evaluation of primary
health care. At least three tasks have to be taken up in the near future:
– Continuous updating of indicators: The set of indicators developed in

EPA has to be seen as the first attempt to set quality criteria for
primary care at a European level. We now have to start a continuous
process of revising, improving and updating these indicators. Based
on actual data from practice assessments, we can distinguish be-
tween indicators that are more and less valid, reliable, acceptable,
feasible and sensitive to change.
Since primary care is continuously changing in most countries, the
relevance of specific indicators will also change. New indicators are
needed to address new developments in primary care. Thus, we
need to create a more or less formal infrastructure for regular revi-
sion and updating of the set of indicators and also for authorizing
this set at a European level (e.g., a bi-annual updating process is
foreseen). In order to have the possibility of comparing between
countries, it is necessary that there be formal consensus on the set
of indicators used.

– Representative national and international data: We need to further
scientifically underpin the indicators, but also the data collected in
the various countries. In the current pilot, we have worked with
small convenience samples, hardly representative of the average
practice in the various countries participating. In order to present
credible comparable data across countries to both policymakers
and practices, we need larger representative samples from the dif-
ferent countries. This large set of data can only be created in the
course of time. It demands a well-kept database that can easily pro-
vide the data when needed to all stakeholders.

– Support programs to practice improvement: Evaluation of quality
without the explicit intention of improving practice is a waste of
money. Thus, not only quality assessment is important but also the
development of systems to support change. This implies first of all
systems for providing educational feedback to those involved.
The best system for giving feedback in relation to EPA is not clear
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yet, although we have good experiences with specific tools (e.g.,
Visotool, developed in Germany, Quali Doc, developed in Switzer-
land, and VIP, developed in the Netherlands). Other tools needed
are programs to support the change in practice, particularly pro-
grams that teach practices to set up small-scale quality improve-
ment projects addressing very specific improvements in the man-
agement of the practice (e.g., the support programs developed in
the Netherlands). Thus, the challenge for EPA in the future is to
enhance EPA with specific tools for feedback and practice im-
provement.

– Large-scale dissemination in Europe: Finally, the challenge is to intro-
duce EPA at a large scale in different countries in Europe. The
channel for that will be, first of all, the European Association for
Quality in Family Practice, EQuiP, a sub-organization of the World
Organization of Family Doctors (WONCA), with delegates and co-
ordinators for quality from almost 25 countries. We will explore
how different countries can fit EPA into their current systems for
quality development. The other approach will be to raise interest in
policymakers and authorities in different European countries. This
will be done by informing them about the results of EPA by papers,
books and leaflets and by presenting EPA on their conferences.

In conclusion

With the support of the Bertelsmann Stiftung and the expertise of
researchers and quality coordinators in nine countries, a new, fasci-
nating tool has been developed for quality improvement in primary
health care. We anticipate that this tool will set a trend in European
collaboration in quality improvement in primary care.
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Appendix 
 
 
 
 
 
 
 
 
 
Complete list of indicators, as used in the Delphi study

Indicators marked with an X are those rated face valid, those marked
with a double X having the highest level of consensus (rated 8 or 9
without disagreement, on a scale of 1 to 9).
     Indicators marked with an O were rated equivocal or invalid by one
or more panels.
     GP is short for general practitioner.

1. INFRASTRUCTURE

1.1. Premises

1.1.1 There are parking spaces near the practice

1.1.2 There are parking spaces for the disabled near the practice

1.1.3 The practice is easily accessible for patients in a wheelchair

1.1.4 The main entrance of the practice is wide enough for a wheel-
 chair

X 1.1.5 If the practice is on another floor than the ground level, there
 is a lift

1.1.6 The practice has a toilet with hand-wash facilities for staff

X 1.1.7 The practice has a toilet with hand-wash facilities for patients

1.1.8 The practice has a toilet with hand-wash facilities for disabled
 patients

X 1.1.9 There is sufficient seating in the waiting room

X 1.1.10 There is space for prams, buggies, etc.

1.1.11 The waiting room has a place for children to play

1.1.12 There are toys available in the play area

1.1.13 The practice has a nappy changing area

1.1.14 Patients find the waiting room comfortable
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1.1.15 Each consulting room has a separate examination room or
 space

1.1.16 Staff experience a satisfactory working environment

1.1.17 The practice provides privacy for patients and others in
 distress

X 1.1.18 Patients find the practice well maintained

X 1.1.19 Patients find the practice clean

1.2. Medical equipment, including drugs

1.2.1 The practice has an up-to-date inventory list detailing which
 items of basic equipment must always be available on site

X 1.2.2 The essential basic equipment is available

1.2.3 The practice has an up-to-date inventory list detailing which
 items of emergency and resuscitation equipment must always
 be available on site

X 1.2.4 The essential emergency and resuscitation equipment is avail-
 able

X 1.2.5 The practice has an up-to-date inventory list detailing which
 emergency drugs must always be available on site

X 1.2.6 The essential emergency drugs are available

X 1.2.7 The practice has an up-to-date inventory list detailing what
 should be in the doctor’s bag at all times

1.2.8 The practice has a written protocol for supplying the contents
 of the doctor’s bag

1.2.9 The practice has a written protocol for checking expiry dates of
 material and drugs in the doctor’s bag

XX 1.2.10 The contents of the doctor’s bag are complete

X 1.2.11 The contents of the doctor’s bag are not over expiry dates

1.2.12 The practice has an inventory list detailing which drugs
 should be in stock

1.2.13 The practice has a written protocol for stocking drugs

1.2.14 The practice has a written protocol for checking expiry dates
 of drugs in stock

1.2.15 The practice has a written protocol for checking expiry dates
 of all perishable materials

1.2.16 There is yearly calibration of all the sphygmomanometers

X 1.2.17 The practice has a refrigerator for medicines that need to be
 kept cool

1.2.18 The practice keeps controlled drugs in a locked cupboard that
 is fixed to an immovable structure
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X 1.2.19 The practice keeps all drugs safely stored (not accessible to
 children, patients)

X 1.2.20 Hand-wash facilities are present in every consulting room
 and examination room

1.3. Non-medical equipment

1.3.1 The practice has an operational fax

X 1.3.2 The practice has at least one computer for staff

X 1.3.3 The practice has an Internet connection

XX 1.3.4 All computers are protected against inappropriate access
 (password, firewall, virus scanner)

1.3.5 Every GP has access to e-mail

1.3.6 Every GP has access to the Internet

XX 1.3.7 The practice has a telephone system with sufficient inward and
 outward capacity

O 1.3.8 The practice has a separate emergency telephone line

1.3.9 All electronic medical equipment is checked annually

1.3.10 All safety equipment (e.g., fire extinguishers) is checked an-
 nually, according to the local regulations

1.4. Accessibility and availability

X
1.4.1 Patients of the practice have the opinion that they can contact
 the practice easily by telephone

1.4.2 Clinical staff provide home visits for patients:

 1. who have requested them

XX  2. who are physically unable to travel to the practice

1.4.3 The practice has a written protocol on what advice can be given
 by non-GPs to patients by telephone

X 1.4.4 Patients of the practice have the possibility to contact a GP by
 telephone

X 1.4.5 The practice has an appointment system

1.4.6 The minimum consultation duration for a routine
 (non-urgent) appointment is:

 1. 5 minutes

 2. 6 to 9 minutes

O  3. 10 or more minutes

1.4.7 Patients can normally make a routine (=non-urgent) appoint-
 ment with a GP within:

 1. one day

 2. two days

 3. three days

 
136

2004-12-17 11-52-57 --- Projekt: bert.quality-management / Dokument: FAX ID 01cc71299997410|(S. 134-138) 11 appendix teil 1.p 71299998338



 4. four or more days

XX Patients contacting the practice out of hours have clear and rapid
access to out-of-hours service

1.4.8 A sign is displayed outside the practice:

 1. detailing the practice’s normal opening hours for each day of
 the week

XX  2. stating how to access after-hours care

XX 1.4.9 Reception staff have been trained to recognize and respond
 appropriately to urgent medical matters

1.4.10 The practice has a written protocol for dealing with urgent
 medical matters

1.4.11 Patients find the waiting time in the waiting room acceptable

1.4.12 The practice has a system for recalling patients with chronic
 illnesses, e.g., diabetics, asthmatics

O 1.4.13 The practice has a system for recalling patients for preventive
 care or early case detection procedures

1.4.14 The practice has clinics for specific important problems (e.g.,
 family planning; diabetes)

1.4.15 If patients do not have social insurance, there is a policy to
 guide them to social services

1.4.16 The practice has arrangements to ensure the availability of a
 locum GP when needed

  

 2. PEOPLE

2.1. Personnel

XX 2.1.1 All (non-GP) practice staff have signed contracts with the
 practice

2.1.2 All staff have job descriptions

2.1.3 All job descriptions include key tasks

2.1.4 All medical and reception staff have been on additional train-
 ing the past year

X 2.1.5 All staff involved in clinical care have appropriate qualificca-
 tions

2.1.6 All staff involved in clinical care have appropriate experience

2.1.7 All staff have an annual appraisal

2.1.8 Written records are kept of every appraisal

2.2. Team

X 2.2.1 Responsibilities within the team are clearly defined

 
137

2004-12-17 11-52-57 --- Projekt: bert.quality-management / Dokument: FAX ID 01cc71299997410|(S. 134-138) 11 appendix teil 1.p 71299998338



X 2.2.2 Responsibilities within the team are understood by team
 members

2.2.3 1. The practice has a team meeting at least once a month

X  2. All staff are invited to participate in these meetings

 3. Records (minutes) are kept of the team meetings

 4. Records of the team meetings are available to all staff

2.3. Education and training

2.3.1 All new staff are given an induction program

O 2.3.2 All staff have a written personal learning plan

2.3.3 The practice provides time to implement personal learning
 plans

2.4. Working conditions

2.4.1 The practice monitors the workload of its staff

2.4.2 The practice monitors stress levels of its staff

O 2.4.3 The practice evaluates team working in the organization

O 2.4.4 The practice has had at least one away-day last year

X 2.4.5 Staff experience a pleasant working atmosphere

X 2.4.6 The practice has a policy which enables staff to offer
 suggestions for improving practice management

  

3. INFORMATION

3.1. Clinical data/CRM/recall

X 3.1.1 The practice has a paper medical record system

3.1.2 The practice has a computerized medical record system

3.1.3 Each patient medical record contains:

 1. personal:

     1.1 name of patient,

     1.2 date of birth,

X      1.3 telephone number,

     1.4 gender,

     1.5 full address and

X      1.6 occupation

 2. summary (hand-held and/or on computer) including
 problem list

X  3. family history

 4. smoking status

 5. other risk factors (smoking, alcohol, drugs)
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3.1.4 For every encounter the following are recorded:

X  1. reason why the patient came

X  2. a defined problem/diagnosis

X  3. data supporting the defined problem/diagnosis

X  4. a treatment plan

X  5. if medication is prescribed, the length, the dose and the
 administration of the treatment

X  6. a note on what the patient was told

 7. a GP identifier

X 3.1.5 The medical record contains laboratory and investigation
 results

3.1.6 The practice has an age/sex register

O 3.1.7 The practice has a disease register (e.g., International Classifi-
 cation Of Primary Care, read codes)

O 3.1.8 The practice has a written protocol for reviewing repeat
 prescribing data

X 3.1.9 All patients receiving regular/repeat medications are reviewed
 at least annually by the GP

3.1.10 The computer is used for:

 1. financial administration

 2. contact with pharmacies

X  3. patient medical registration

 4. recall of patients

X  5. referral letters

 6. prescriptions

 7. a reminder system (e.g., for preventive activities)

3.2. Confidentiality and privacy

X
3.2.1 Medical records, and other files containing patient informa-
 tion, are not stored or left visible in areas where members of
 the public have unrestricted access

X 3.2.2 The conversation at the reception desk cannot be heard by
 other patients

X 3.2.3 The conversation in the consultation room cannot be heard by
 other patients

3.2.4 The practice informs patient and asks patient’s consent about
 recording of patient personal health data

3.3. System for communication/sharing information with colleagues
 and other health care providers
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3.3.1 The practice has a protocol for patient information exchange
 with respect to out-of-hours contacts

O 3.3.2 The out-of-hours GP has access to medical records

X 3.3.3 The practice receives information about contacts with patients
 by out-of-hours GPs within 24 hours

X 3.3.4 The practice has an up-to-date directory of local health care
 providers

X 3.3.5 Copies of referral letters are kept in the patient’s record

3.3.6 Referral letters contain:

X  1. background information and history

X  2. problem

X  3. key examination findings

X  4. current treatment

X  5. reason for referral

3.3.7 The practice has a cooperation agreement with other general
 practices

The practice has a cooperation agreement with pharmacists

3.3.8 The practice has a cooperation agreement with community
 health organizations

3.3.9 The practice has a cooperation agreement with paramedics

3.3.10 The practice has a cooperation agreement with specialists

3.3.11 The practice has a cooperation agreement with mental health
 services

3.3.12 The practice has a cooperation agreement with care for the
 elderly

3.3.13 The practice has a cooperation agreement with nursing home
 care

3.3.14 The practice actively participates in collaborative health care
 networks for the provision of continuous care to:

 1. specific population groups (e.g., ethnic minorities, elderly)

 2. specific chronic diseases (e.g., diabetes, asthma, chronic
 heart failure, psychiatry)

 3. specific conditions (e.g., drug abuse, palliative care,
 pregnancy)

3.3.15 The practice has a cooperation agreement with home care

3.4. System to process information

X 3.4.1 The practice has procedures that ensure incoming clinical in-
 formation is seen by the patient’s GP before being filed in the
 patient’s medical record
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3.4.2 The practice has a written protocol to check whether requested
 patient information/test results have arrived

3.4.3 The practice has a written protocol for notifying patients of all
 incoming results

3.4.4 The practice contacts patients to follow up abnormal test
 results

X 3.4.5 The practice has procedures that ensure incoming information
 (letters, test results) is filed in the appropriate patient’s medical
 record

3.5. Information for/from the patient about the practice, practice policy
 and local environment

3.5.1 The practice has a practice information sheet

3.5.2 The practice information sheet contains:

X  1. names of the GPs working in the practice

X  2. practice address and phone numbers

X  3. consulting hours

 4. after-hours arrangements including after-hours telephone
 number

 5. other services offered by the practice

3.5.3 The practice monitors patient satisfaction regularly

3.5.4 Written information is available for patients about
 service/treatments that are not covered by health insurance

3.5.5 Written information about services/treatments that are not
 covered by health insurance are displayed visibly in the
 reception

3.6. Scientific information for staff

3.6.1 Evidence-based up-to-date clinical guidelines are available in
 the consulting room

3.6.2 The practice has a medical library

3.6.3 The practice has a protocol for the selection of relevant
 scientific information

3.6.4 The practice has on-line access to medical journals

3.7. Information for patients about clinical care issues

3.7.1 An up-to-date selection of books and videos is available to
 patients

3.7.2 A range of leaflets and brochures is available for patients to
 read in the practice or to take home

3.7.3 Translator services are available on request

3.7.4 Information leaflets are available in appropriate languages
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3.7.5 The practice information sheet is available in appropriate
 languages

  

4. FINANCES

4.1. Financial planning (prospective)

O 4.1.1 The practice produces an annual financial plan which includes
 expected income, expenditures and investments

4.2. Monitoring of the financial plan

O 4.2.1 The practice keeps full records of finances, including income,
 expenditures, petty-cash transactions and claims

O 4.2.2 The practice has a written protocol for the settlement of
 accounts (with patients)

4.2.3 The practice has computer software for the settlement of
 accounts

4.3. Financial leadership and responsibilities

X 4.3.1 The responsibility for financial management in the practice is
 clearly defined

XX 4.3.2 Every GP is insured to cover liability

XX 4.3.3 Every member of the clinical staff is insured to cover liability

4.4. Annual report (retrospective)

X 4.4.1 The practice produces an annual financial report, which
 includes all income and expenditure

  

5. QUALITY AND SAFETY

5.1. Quality policy

5.1.1 A designated person is responsible for leading the implemen-
 tation of quality improvement

5.1.2 The practice has set written targets for quality improvement in
 the last year

5.1.3 The practice has written evidence of whether or not targets
 have been met in the last year

XX 5.1.4 All staff are involved in quality improvement

5.1.5 The practice has a team meeting about quality improvement at
 least once a month

 2. All staff are invited to participate in these meetings

 3. Written records are kept of these meetings

 4. Records of the meetings are available to all staff

 5. The progress of quality improvement projects is a fixed item
 on the agenda
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5.2. Detection of quality or safety problems

O
5.2.1 The practice has undertaken at least one clinical audit in the
 last year

O 5.2.2 The practice has a critical-incident register

5.2.3 The practice has a documented process to follow up and
 analyze critical incidents

5.2.4 The practice has a patient forum or a patient participation
 group

5.2.5 The practice has a suggestion box for patients

5.2.6 The practice has a complaint box for patients

O 5.2.7 The written patient complaint procedure is available at the
 reception

5.3. Safety of the staff and patients 

XX 5.3.1 Smoking is not allowed in the practice

5.3.2 “No smoking” signs are visible in the reception area

 The practice has the following health and safety systems:

5.3.4 fire extinguishers

5.3.5 smoke alarms

5.3.6 doors to the reception area are protected by a coded key-pad

5.3.7 an evacuation plan

5.3.8 all external windows have secure locks

 The practice has:

XX 5.3.9 a sterilizer or an autoclave

XX 5.3.10 a container for used equipment

X 5.3.11 a leak-proof container for infectious or
 hazardous waste

XX 5.3.12 a container for disposal of sharps

5.3.13 sterile clothes for minor surgery

X 5.3.14 protective equipment when dealing with blood/fluids
 (gloves, goggles, apron)

5.3.15 The practice has a written protocol for the cleaning,
 disinfections, sterilization and decontamination of clinical
 equipment

5.3.16 The practice has a written protocol for cleaning the

5.3.17 The practice has a written infection control
 protocol for the prevention of contamination of the staff

5.3.18 The practice has a written protocol for the disposal
 of contaminated waste

 
143

2004-12-17 11-53-19 --- Projekt: bert.quality-management / Dokument: FAX ID 01cc71299997410|(S. 139-143) 11 appendix teil 2.p 71299998410



Authors 
 
 
 
 
 
 
 
Nicole Boffin, Scientific Society of Flemish General Practitioners,

Antwerp, Belgium
Henrik Brinkmann, Bertelsmann Stiftung, Gütersloh, Germany
Björn Broge, AQUA Institute for Applied Quality Improvement and

Research in Health Care, Göttingen, Germany
Stephen Campbell, National Primary Care Research and Develop-

ment Centre, University of Manchester, Manchester, UK
Maaike Dautzenberg, Centre for Quality of Care Research (WOK),

Nijmegen, Netherlands
Adrian Edwards, University of Wales Swansea, Swansea, UK

Huw Davies, Centre for Public Policy and Management, Universi-
ty of St Andrews, St Andrews, UK

Glyn Elwyn, University of Wales Swansea, Swansea, UK
Yvonne Engels, Centre for Quality of Care Research (WOK), Nijme-

gen, Netherlands
Ferdinand Gerlach, Institute for General Practice, Johann Wolfgang

Goethe University Hospital, Frankfurt, Germany
Richard Grol, Centre for Quality of Care Research (WOK), Nijmegen,

Netherlands
Beat Künzi, Swisspep Institute for Quality Improvement and Re-

search in Healthcare, Gümligen, Switzerland
Martin Marshall, National Primary Care Research and Development

Centre, University of Manchester, Manchester, UK
Melody Rhydderch, University of Wales Swansea, Swansea, UK
Joachim Szecsenyi, Dep. of General Practice and Health Services Re-

search, University of Heidelberg, Germany
Pieter van den Hombergh, Centre for Quality in Care Research

(WOK), Nijmegen, Netherlands
Georg von Below, Swiss Medical Association FMH, Bern, Switzerland
Petra Wippenbeck, AQUA Institute on Applied Quality Improvement

and Research in Health Care, Göttingen, Germany
 
144

2004-12-17 11-53-20 --- Projekt: bert.quality-management / Dokument: FAX ID 01cc71299997410|(S. 144    ) 12 authors.p 71299998466


