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Foreword

from Helen Kingston Frome Medical Practice Senior Partner

“Our new strategy represents our focus and commitment going forward as one of the leading
providers of Primary Care in Somerset. Frome Medical Practice has a long history of innovation and
being at the frontier of new models of care.
Our practice values of responsibility, learning and sustainability ensure we strive to provide the
best care that we can and that we value each other. Our value of responsibility underpins our
commitment to recognising each individual’s holistic needs and how our Partners together with our
staﬀ support one another to deliver this care in partnership with our patients and the community
around us. Working with compassion respect and trust are core components of this value.
Together we continue to adapt to challenges of providing health care at scale. As a learning
organisation, we recognise that this adaption must be through active listening and collaborative
development with staﬀ and patients.
Together we will continue to strive to deliver responsive safe and eﬀective care and respond to the
future and achieve sustainable health care for all.”
Helen Kingston, 2018
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Foreword

from Chris Simpson, Chair of the Patient Participation Group

“Frome Patient Group meets regularly at the invitation of Frome Medical Practice, where its
members raise general issues that are a concern to patients and the group try to make positive
suggestions and monitors progress. The group does not discuss individual experiences or
complaints, it will however, support individual patients confidentially if requested.
Members of the Patient Group also attend health meeting across Somerset contributing to issues
such as, supporting carers, 111 service, out of hours doctors, community hospitals etc.
The demands on the NHS together with financial restrictions have led to many diﬃculties,
particularly when recruiting clinicians and providing social care. Nevertheless, it is clear that staﬀ
at Frome Medical Practice are committed to giving the best possible health care they can. Frome
Medical Practice has led many initiatives across Somerset which have been recognised nationally
and internationally. The practice achieved an ‘Outstanding’ grade in its last Care Quality
Commission inspection. It is important that patients recognise these huge achievements and do
all they can to help the practice.
The Patient Group welcomes and supports the objectives outlined in this plan.”
Chris Simpson, 2018
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Foreword

from David Heath, Chair of the Somerset Care Joint Committee

“Somerset CCG welcomes and supports this strategic plan for the development of services
provided by Frome Medical Practice. This has been drawn up after listening and engaging
with local patients, their Patient Participation Group and the whole practice team.
This is a practice with a long tradition of working collaboratively with local people and
organisations.
The vision and plan illustrate the practice’s commitment to provide safe and caring services
- qualities that are important to all of us. It also gives examples of where the practice is
actively listening and responding to patients suggestions, whether it is to improve access
or service quality.
The three pillars of the strategy; responsibility, learning and sustainability are values the
practice is actively taking forward in their day-to-day work.”
David Heath, 2018
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Foreword

from Kate Bielby, Council Leader at Frome Town Council

“The willingness of Frome Medical Practice to engage with work in the wider community of Frome
results in a multitude of benefits to people who live in the town. Frome Town Council is delighted to
be able to work in partnership with a practice that is innovative, forward thinking and engages with
people and partners beyond the traditional confines of the medical world.
Improving health and wellbeing is about so much more than a prescription or medical diagnosis
and Frome Medical Practice recognises this, seeing the benefit of linking their expertise with a much
wider agenda. They lead where it makes sense for them to take this role but are equally willing to
contribute where it’s more appropriate for another organisation to lead. They listen and engage
across our community, meaning they are aware of the wider issues facing the town and its people.
Working alongside Frome Medical Practice brings benefits across all aspects of our work, whether
that’s health and wellbeing, environmental sustainability or economic prosperity. This strategy
builds on what the Practice is already doing and strengthens the opportunities we have to continue
to work together to benefit the lives of people who live in Frome.
As Dr Terrence Kemple quoted at the recent Green Impact Gold award ceremony at Frome Medical
Practice; “Where doctors lead, the public will follow.”
Kate Bielby, 2018
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1.0 Introduction
The Frome Medical Practice strategic plan 2018-2023 has been
developed in consultation with our patients, staﬀ and other
stakeholders including the Clinical Commissioning Group (CCG)
and Frome Town Council.
The overall aim of our strategic plan Supporting Your Health is to
provide a clear line of sight between our strategic objectives and our
operational delivery. We therefore ask ourselves five key questions:
Are we safe?
Are we caring?
Are we eﬀective?
Are we responsive to patient needs and feedback?
Are we well led?
Our core values of Responsibility, Learning and Sustainability will
be our guiding principles in our decision making and our actions to
ensure our patients always receive the right care, at the right time
with the right person.
We aspire to be leaders in developing health care services reflects
our commitment to be a practice that is progressive, innovative,
collaborative, transformative to address some of the challenges
facing primary care and the wider health care sector

single site practices in the country. We are aware of both the
advantages and challenges working at scale can bring.
Nationally there is a shortage of GPs with fewer people coming into
the profession than are leaving. GPs are also retiring earlier and within
5 years, 46% of GPs in Somerset will be 55 years and older and could
potentially retire.
Our focus will be to ensure we oﬀer a sustainable model going
forward and that we ensure our patients consistently receive the best
possible care within the resources available.
Preventative care and integrated models of care form part of our plan
together with looking at how we best support our staﬀ, manage our
finances and make best use of technology.
We are both proud and grateful for the support of our active Patient
Participation Groups, which include the countries first Youth Group.
We are also proud of the outstanding community work delivered
by Frome Town Council and other local agencies. We aim to build
on strengthening and extending existing models of collaborative
working. We will work with our CCG and support both Somerset and
National initiatives and strategies Fit for my Future and the Five Year
Forward View

With a patient list size of nearly 30,000, we are one of the largest
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2.0 Background to the Practice
Frome Medical Practice is based in the Frome Medical Centre
which was opened in 2013. It is one of the biggest single site
practices in the country. Frome is a training practice and supports
GPs in the final stages of their training on an ongoing basis.
As of October 2018 there are 6 practicing GP Partners. The
practice employs over 130 staﬀ. This team includes:10 salaried
GPs; 11 Nurse Practitioners including a Mental Health Nurse
Practitioner; 8 Practice Nurses and a Pharmacist. The practice
also has specialist roles for Finance, Human Resources,
Information Technology and Quality Assurance.
Frome has a history of innovation, which includes a long history of
developing and employing staﬀ beyond more traditional primary
care models. Examples of this can be seen with the introduction
of mental health nurses, and nurse led coil fitting services.

Two active patient participation groups help support the patient
voice, one of these groups is the first youth patient participation
groups in the UK.
The practice supports a wide range of enhanced services which
include: learning disabilities, anti-coagulation monitoring, a
fracture clinic and a minor operations service.
System leadership has been an integral part of the practices
approach. Services for leg ulcers and improved access are
provided as part of an East Mendip Federation with Beckington
Family Practice and Mendip Country Practice. The practice has
both led and supported wider delivery of Mendip wide projects
such a Health Connectors and the Mendip Hub project which
has shown a significant reduction in hospital admissions through
work which includes: discharge liaison, palliative care and
support for carers.

The patient list size which is close to 30,000 patients has allowed
for strong engagement with the local community and Frome
Town Council. The practice supports a high percentage local
residential and nursing homes.
The benefits of co-location with a range of other services and
businesses which include: Frome Health Solutions, District
Nurses, Adult Social Care Services , has enabled multidisciplinary working to thrive.
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3.0 Our Purpose, Vision and Values
3.1 Our Purpose

3.2 Our Values
Responsibility, Sustainability and Learning.

“Supporting your health.”
Our purpose statement is central to everything we do to ensure our
service delivery for patients is safe, eﬀective, caring, responsive and
well led.

Our Aim:
Our values will define how we pursue our purpose and vision by
informing our actions, decisions culture and ethos
How will we achieve this?
Embedding our values throughout the organisation.
This will include:
● Staﬀ understanding and acting in accordance with our values.
● Developing feedback and consultation processes based around
values.
● Putting our values at the heart of recruitment and staﬀ
●
●
●
●

development reviews.
Testing our actions and decision making against our values.
Referring to our values in our communication to staﬀ and patients.
Having specific measures of performance based on our values to
help us remain a learning organisation.
Clearly defined responsibilities including sustainability in relation
to our finances and our workforce.

page 9

3.0 Our Purpose, Vision and Values
3.3 Our Vision
Our vision represents what we are becoming and growing into:

Leading and developing health care
services in our community
Our Aims:
● To develop services and approaches which improve access and
place a strong emphasis on preventative health.
● To deliver high value services with measures that demonstrate
the significant impact primary care can make as part of the
wider health eco system.
● To be a practice with high levels of patient satisfaction.
● To be a primary care employer of choice in the South West.
● To oﬀer more locally based commissioned services for Frome
that reduce waiting times, improve patient satisfaction and
reduce carbon footprint.
● To maximise the use of our state of the art facilities and
technology for the benefit of our patients and the whole
community.

● To be leaders in developing collaborative strategies to provide
integrated models of care.
● To be a learning organisation that is highly adaptable to change.

How we will achieve this?
Listening and responding to staﬀ and patient feedback and
encouraging best practice in this area.
Working closely with our Patient Participation Groups (PPGs) and our
local community including Frome Town Council.
Through active communication and partnerships which include
with our local Clinical Commissioning Group, Somerset Partnership
(SOMPAR) and the Your Health and Wellbeing practices in Mendip.
Innovation, building relationships, learning from best practice
nationally and internationally and developing the skills of our
workforce.
By working with our partner organisation Frome Health Solutions to
bring more commissioned services to Frome.
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Values in Action
Example 1

Example 2

Values in Action

Values in Action

National Green Impact Gold Award and National
Overall Point winner 2018

Working with our new staﬀ development review process

Our practice values of Sustainability, Learning and Responsibility align
perfectly with the aspirations of the Green Impact Award, and as such
presented an ideal opportunity for staﬀ across the practice to collectively
review many aspects of the work we do to demonstrate these values
in action. The framework of the award oﬀered opportunities for us to
benchmark areas of existing good practice alongside areas where we felt
we could make improvements to patient care, staﬀ well-being and our
overall environmental impact. As a large practice the award also provided
an ideal opportunity to work more closely with our local community
and support local initiatives such as Refill Frome. Our Green Impact
Policy demonstrates our long term commitment to making ongoing
measureable improvements.

“I think the new staﬀ development review system makes total
sense. As a line manager it gives a standardised structure which
is aligned with the practice values - Responsibility, Sustainability
and Learning. This helps with measuring performance as well as
forming eﬀective action plans for future development. Completing
this process also as a team member I felt it was an opportunity
to think about how my work contributes to the practice values.
When completing my appraisal I was surprised to find that my
contributions had relevance to all three values. It has provided me
with a personal framework for the next few months to a year which
can be reviewed and discussed with my line manager as my role is
developed.”
Gareth Hannam IT Manager

“The RCGP’s Green Impact toolkit is a simple way for general practices to make
step by step changes to improve their overall sustainability. Congratulations
to Frome Medical Practice on being the first of only two UK General Practices
to achieve the Gold award. I am very proud of them at a time when general
practice and the NHS is under great pressure.“
Professor Mayur Lakhani PRCGP SFFMLM
President of The Royal College of General Practitioners

page 11

Vision in Action

https://youtu.be/Impos4woenQ

http://frome.fm/2017/10/health-and-well-being-doc-millers-medical-hour/
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Achieving the Strategy
We will also achieve our strategy through:
Five key areas of focus which help ensure we achieve our purpose, work towards our vision and
ensure our values are demonstrated in action:
For all five of these areas we will continue to actively challenge ourselves to ask the questions

Are we safe?
Are we caring?
Are we eﬀective?
Are we responsive to patient needs?
Are we well led?
Our Practice commitment to planning
As part of this plan we are committed to setting and reviewing annual operational/action plans
of our work in these 5 areas to ensure continuous improvement.
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4.0 Are we safe?
Our Aims
To create a culture of continuous learning to ensure the highest
levels of patient safety
To support an ongoing culture where staﬀ act as safety guardians
and are supported in raising concerns
● To have up to date policies and procedures which all staﬀ are
aware of.
● To regularly assess, monitor and manage risks to patient safety.
● To ensure safe and appropriate use of medicines.

Example 1

Safe in Action
“My role in the practice really supports safety & I meet regularly with the Health &
safety lead to discuss any current issues. I am responsible for covering key aspects
in relation to fire safety at all staﬀ inductions and ensuring our fire safety policy is
up to date and staﬀ are aware of what to do. I am responsible for making sure
the practice risk assessment is completed annually & also follow up accidents
with a risk assessment so that we can minimize or eradicate the risks. I also play a
significant part in safeguarding and clinical governance”.
Wendy Ridge Clinical Governance
and Healthy and Safety Advisor

How will we achieve this?
To listen to feedback so we have strong and supportive processes
when concerns are raised by patients and staﬀ.
Creating a culture for staﬀ to raise safety concerns at all meetings
and or with managers.
To hold regular significant events and discussion meetings, with
learning as a key focus.

Example 2

Safe in Action Supporting Vulnerable Patients
“One of the measures we have set up is the creation of a vulnerable patient list within our
scripts team. This was established for patients who need to have their prescriptions on a
weekly basis or have diﬀerent ways of collecting their medication, such as a two day, then a
three day prescription. We have provided a dedicated person within the prescription team to
to monitor this for the patient, GP and the pharmacy.
This helps us reduce the risk of the patient over using and enables us to know that the
patient would get their medication when and as they need it in a controlled way. Using
this approach we can easily determine if the patient is experiencing problems with their
medication needs and bring this to the attention of their GP.
We can also update the pharmacies more eﬃciently when there are changes. “
Kevin Sivell Scripts Team Manager
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5.0 Are we caring?
Our Aims:
We will always treat our patients with kindness, respect and
compassion
We will involve our patients in decisions about their care and
treatment
How will we achieve this?
● Through working on initiatives to improve and ensure equality
of access.
● Working with our Care Navigators on active sign posting and
patient continuity.
● Integrate kindness, respect and compassion in all we do.
● Communication with patients will be clear and address individual needs eg. Patient Accessible Information standard.
● Reviewing our processes, systems and services in response to
patient feedback.
● Continuing to lead the way in providing a holistic approach
which supports patients to access advocacy, information and
support services oﬀered in the Frome Medical Centre and local
community.

Example 1

Caring in Action
“Our practice is committed to holistic support and partnership with our patients. The health
connections service hosted by the practice oﬀers a broad range of community groups and
support as well as oﬀering one to one support for those who need support to access this.
Community development and enhancing the already vibrant community ethos of our town
is a key objective. We have regular meetings with the town council to further this. We work
hard to develop an integrated team working through regular multidisciplinary meetings three
times weekly with community services voluntary sector and social care. Building on strong
collaborative relationships we have been able to build this team and now host citizens advice
and social care each Friday enhancing the care we can provide to our most vulnerable patients.
We continue to work on a scheme to bring more community and voluntary sector in to the
practice on a regular basis and are exploring a collaborative ecosystem approach with our
hospice Dorothy House
We promote clinician education through active promotion of signposting via direct linkage to
the emis computer system and through recognition of the holistic approach to providing care
in our in-house clinical education meetings. A session with Frome Town Council to support our
warm homes initiative is a great example of this”
Helen Kingston Senior Partner

Example 2

Caring in Action
“The Care Navigators help patients and visitors everyday with face to face contact and over the
telephone. Always with a smile, kindness and a willingness to help. Sometimes being involved
with the patient over a period of time building a rapport and supporting them with their everyday needs not just their medical needs.
The Community around us uses our practice for meetings exercise classes walking clubs and
much more .The Out Patients department see a wider area of patients all being greeted by the
Care Navigators. So our knowledge in active signposting is an essential part of our role. It’s
always nice to hear when patients or visitors say “ Thank you for your help ”
Ali Grey
Deputy Team Leader Care Navigator Team
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6.0 Are we eﬀective?
Our Aims:

How will we achieve this?

To monitor all our services regularly with a focus on quality improvement.
To oﬀer a range of enhanced services to improve patient care.

● Through working in partnership with our PPGs and providing
them with regular updates and opportunities for discussion and
feedback

To focus on preventative health.

● Continuing to oﬀer and develop wide range of services

To involve our Patient Participation Groups (PPGs) in reviewing practice
targets and performance indicators.

● Ensuring preventative care initiatives are encouraged and
evaluated for impact.

To make training and development central to our delivery.

● Working in partnership with other providers and through multi
disciplinary teams to improve the patient care journey.

To focus on being eﬀective through consideration of a range of
population groups including:
•
•
•
•

Older People
People with long-term conditions
Families, children and young people
Working age people (including those recently retired and
students
• People whose circumstances may make them vulnerable
• People with poor mental health including dementia
• Carers

● Regularly reviewing and assessing our services in relation to our
target population groups.
● Continuously reviewing training and development needs of all
practice staﬀ .
● Assessing our care delivery processes and monitoring patient
impact.
● Ensuring project group and teams work on assessing and
improving our eﬀectiveness in alignment with our values.
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6.0 Are we eﬀective?
Example 1

Example 2

Eﬀective in Action:

Eﬀective in Action

Diabetes prevention and support programmes
In April 2018 the practice undertook a project to encourage those at risk of
diabetes to enrol in a pilot digital prevention programme. Impressed by the
early success of the pilot and the potential benefits to patients, the practice
staged two evenings and invited patients to come and meet the digital
providers, speak with a GP and have a blood test if required. The uptake from
this approach was so successful we were used as a case study for improving
patient engagement.
We have also supported other projects including encouraging those with
Diabetes to sign up for the Diabetes My Way and we have also actively
promoted the OVIVA digital programme for those with Diabetes. Education
programmes for clinicians have also formed a large part of our approach in
this area. Providing regular GP led education sessions for patients is also an
aspiration going forward.

“A significant part of my role involves being the carers
champion and looking after our carers register. This
involves receiving notifications of new carers, sending
consent letters and helpful and supportive information
out to both carers and carees. My role also helps support
our health professionals to identify and provide support in
consultations. We also support our carers through making
sure they have contact with our Health Connectors team
who can both signpost and help make introductions to
local groups and agencies”
Di Connell Medical Secretary

“Frome Medical Practice demonstrated enthusiasm for and support to the
recruitment of participants into the Digital Diabetes Prevention programme pilot.
The team have proactively approached ways to drive patient uptake, in particular
the two patient evening events provided an excellent opportunity for us to work
collaboratively to increase awareness of and patient uptake to the DPP programme.
The team at Frome Medical Practice have been a pleasure to work with and we look
forward to continuing to work with the team on our Diabetes Support pilot.”
Jo Ratford OVIVA
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7.0 Are we responsive to patient needs?
Our Aims:
To listen to all feedback and ensure we have addressed patient
concerns
To use a range of communication methods which include exploring
how to use technology more eﬀectively
How will we achieve this?
● We use a variety of mediums to gain patient feedback such
as: focus groups, feedback evenings, on-line and in person
surveys, feedback from our PPG, and through responding to
google and NHS choices feedback.
● By carrying out quality improvement projects and audits and
evaluating our data to inform action plans.
● Using diﬀerent communication mediums such as the
introduction of text messaging, an improved web site, social
media, and having a regular presence in the local media.
● Through collaborative working such as multi disciplinary
meetings to ensure we best meet and review patent needs.

Example 1

Responsive to Patient Needs in Action - Giving
Young People a Voice
Frome has benefitted from the first Youth Patient Participation Group in the
country. At a focus group in October 2017 members of our Youth PPG made
the following suggestions: They would like to see more contact with local
schools, and a focus on education and preventative care, improved social media
presence and a more interactive and modern website.
With the Youth PPG support our Lead Nurse and a member of our Health Care
Assistant Team attended an assembly at Frome College to promote sexual
health and our young persons clinic. This was so successful the practice has
been invited back to speak on wider health issues aﬀecting young people. We
are also investigating how we can work with Frome College to increase the
uptake on the Meningitis vaccine before students go oﬀ to study in Higher
Education.
Improving our website and social media presence is part of our plan in the next
12-18 months.
Frome Medical Practice not only provides excellent and high quality care, but also
numerous opportunities for patients and the community to get involved, feedback
their views and contribute to the Practice’s development. Our Youth Patient
Participation Group (PPG) is the very first in England, and is currently used by NHS
England as a model of excellent practice. As a group we look at improving youth
services, how we can empower young people to look after their own health and
make stronger links between local schools and the practice. Any young person can
join! FMP is innovative and pioneering in how it engages it’s patients, and everyone is
given a voice.”
Susie Williams Chair of the Youth PPG
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7.0 Are we responsive to patient needs?
Example 2

Responsive to patient needs in action
Introducing Patient Connect - to deliver the the right care at
the right time with the right person
In November 2017 the practice introduced Patient Connect, a new telephone triage
model with the aim of reducing up to a 6 week wait for appointments, and to utilise
more eﬀectively the resources used for our same day walk in clinic.
This has been a huge change for the practice and patients and one which has
resulted in some very mixed feedback. The practice has struggled on some days
to successfully meet demand for routine care when appointments have run out
early. This was particularly challenging in the early part of the year when we had
significant sickness in our admin and GP staﬀ teams and unprecedented demand
with the flu season.
Our overall ratings on NHS choices has dropped and the GP Patient Survey has also
lowered. Patient complaints in this area have also increased.
As a practice we have worked hard to listen to feedback and make adjustments
to the system in response to feedback. This has included: investment in additional
phone lines, employing more nurse practitioners, increasing pre-bookable evening
appointments and wider promotion our on-line system to book triage calls. Our
“You said we did” document on our web pages is one example of our approach.
We are still working on improvements, including working with our phone providers
to improve access to lines. We are also actively recruiting more GPs to help meet our
patient demand.
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8.0 Are we well led?
Our Aims:
To make clear connections between our strategic aims and
objectives, and our day to day operational delivery.
To mobilise knowledge, collect and understand data and measure
performance including unmet demand.
To reduce workload, failure demand and improve eﬃciency.
Improve patient outcomes, levels of satisfaction and reduce
complaints.

● Implementing a quality improvement approach based on
knowledge, measuring and understanding our system data.
This will include a focus on unmet demand.
● Supporting preventative health and models of care which
encourage behavior change to reduce short and long term
demand on services.
● Through collaborative strategies with other organisations to
improve patient care as part of the wider health ecosystem .

To promote staﬀ well being and engagement through collaboration
and communication together with good performance management.

● Reviewing our organisational structure. This will include a focus on workforce development and skill mix to ensure we oﬀer
the right care at the right time with the right person.

To have robust financial, clinical and information governance in
place.

● Using more innovative recruitment methods and placing an
emphasis on retention of staﬀ.

How will we achieve this?

● Learning from best practice.

● Ensuring our meetings, decision making, and reviews of services
are clearly aligned to strategic aims and objectives.

● Utilising feedback from staﬀ and patients to inform change.

● Maximising the benefits of technology to improve services and
communication.

● Implementing new staﬀ development review and performance
management processes aligned to vision and values.
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8.0 Are we well led?
Example 1

Example 2

Well Led in Action

Well Led in Action

Gaining staﬀ feedback and acknowledging contributions

Releasing time for care. 10 high impact
actions. Workflow Project.

Over the last 6 months we have had the opportunity to share their bright spot
moment of working at Frome Medical Practice as part of our values validation
and integration process. This was done in small groups and staﬀ were also
invited to share where they would like to see improvements. We have also
given all staﬀ the opportunity to share where we are currently meeting our
purpose, what would let us know we are meeting our vision and how we could
collectively improve our performance against our values.
The results of this process has been shared with all staﬀ, created significant
change in the organisation and helped inform our overall strategy.
One of the key areas for improving against our value of responsibility
was to take more opportunities to show gratitude and acknowledge staﬀ
contributions. In September 2018 we introduced our first staﬀ reward scheme
and invited all staﬀ to nominate colleagues who had gone over and above in
their support of the practice.

“I will be starting a new role in October 2018. Part of this role is to
look at reducing GP workload through a project which will focus on
document workflow. This will include learning from best practice
recommended by the Local Medical Committee (LMC) and upskilling
some of our administrative team. The aim will be to enable GPs
to have more time to focus on patient care and reduce the time
they spend on administration together with ensuring all coding for
prevalence is captured eﬃciently.”
Tonya Samsun
Lead Medical Secretary

“I think this is great as not only does it boost morale & make people feel appreciated
for their eﬀorts, it also makes everyone think about positive things about their
colleagues. You then realise just how much many people in the organisation do
above and beyond what is expected of them. This in turn reminds you why you are
proud to work in the organisation.”
Tracey McCulloch
Quality Assurance Oﬃcer
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