OSCE CODE E8.18


GP TRAINEE INSTRUCTION SHEET

MANAGEMENT SKILLS – Staff Problems

The Scenario

The senior receptionist in your practice has asked to see you about the behaviour of drug addicts attending the surgery.  The staff have become increasingly upset.

All the doctors see drug addicts and are willing to prescribe methadone, feeling that it is meeting an important need, but there is no overall practice policy.

The Task


Your task is to talk to the receptionist and devise a plan to start sorting out the problem.

This station is designed to test your skills at managing practice personnel. It is not a test of your knowledge about addiction services. It will help however if you read the background information in advance and think about your attitudes to the treatment of drug addicts in primary care. 

Notes:
The meeting will be stopped after 7-10 minutes allowing 5-7 minutes for feedback.

It might help to think about the treatment of drug addicts in primary care before the OSCE. We suggest reading the enclosed handout in advance, looking at the DoH website and discussing the pros and cons of treating drug addiction problems in primary care with your trainer. 

 OSCE CODE E8.18
                    
ASSESSOR’S INSTRUCTION SHEET

MANAGEMENT SKILLS – Staff Problems

The aim of the station is to assess the GP Trainee’s ability to respond adequately and sympathetically to staff problems, and to devise a suitable plan to solve the problem. (This station is not a test of the GP trainee’s knowledge of drug addiction treatments. The GP Trainees have been given background information to read and asked to think about the scenario in advance.)

Please recruit a receptionist who would be able to play the part.  It is important that she is given the opportunity to rehearse the role.

PLEASE NOTE IT IS YOUR RESPONSIBILITY TO RECRUIT A SUITABLE PERSON

Equipment needed
None

During the Meeting
1. Take note of the Trainee’s skills in light of the Assessor’s feedback sheet.

2. Record significant behaviours, or their absence relevant for feedback.

3. Please use your discretion as to when to stop the meeting depending on the Trainee’s performance (up to a maximum of 10 minutes).  However, bear in mind that you will require some time for feedback and discussion.  Each station should last a maximum of 15 minutes.

After the Consultation

1. Complete the checklist feedback sheet and ask the patient to fill in their feedback sheet.

2. Invite the Trainee to say what he/she did well and what he/she might have done differently.

3. Invite the Receptionist to give verbal feedback.

4. Using the checklist, give your own feedback.

5. Give the Trainee both feedback sheets.

OSCE CODE E8.18
                
RECEPTIONIST’S FEEDBACK SHEET

MANAGEMENT SKILLS – Staff Problems

GP Trainee’s Name: ___________________________________________

After the meeting for each question please ring the response which you feel is correct.

	I had adequate opportunity to express my problems
	YES
	NO
	NOT SURE



	The doctor listened to me sympathetically
	YES
	NO
	NOT SURE



	He appeared to understand fully what the problem was
	YES 
	NO


	 NOT SURE

	I felt that he was willing to support the staff with this problem


	YES
	NO
	NOT SURE



	I will not resign!
	YES
	NO
	NOT SURE


COMMENTS: -

PLEASE COMPLETE IMMEDIATELY AND HAND TO GP TRAINEE AFTER THE FEEDBACK SESSION.

GP TRAINEE – PLEASE SHOW THIS ASSESSMENT TO YOUR TRAINER, SO THAT YOU CAN DISCUSS IT FURTHER – THEN KEEP IT IN YOUR LOG BOOK

OSCE CODE E8.18
                          
ASSESSOR’S FEEDBACK SHEET

MANAGEMENT SKILLS – Staff Problems

GP Trainee’s Name: ____________________________________________

AIM:  The aim of this station is to assess the trainee’s ability to respond adequately and sympathetically to staff problems, and devise a suitable plan to solve the problem.
A = Completed satisfactorily

B = Attempted/partially completed

C = Not attempted

	A
	B
	C

	1. 
	The Trainee listens sympathetically and carefully to the problems and encourages the receptionist to outline all the problems.


	 (  )


	(  )


	(  )



	2. 
	Acknowledges that there is a problem and promises to try and address it.


	(  )


	(  )
	(  )

	3. 
	Finds out what the receptionist preferred solutions are.


	(  )
	(  )
	(  )

	4. 
	Makes an initial plan to cover ‘emergencies’.


	(  )
	(  )
	(  )



	5. 
	Suggests a meeting between all doctors and staff to discuss grievance and make long term practice policy including e.g. panic buttons, contracts with addicts, consider special clinics.


	(  )
	(  )
	(  )




GENERAL COMMENTS:

PLEASE COMPLETE IMMEDIATELY AND HAND TO GP TRAINEE AFTER THE FEEDBACK SESSION TOGETHER WITH ANY HANDOUTS

GP TRAINEE – PLEASE SHOW THIS ASSESSMENT TO YOUR TRAINER, SO THAT YOU CAN DISCUSS IT FURTHER – THEN KEEP IT IN YOUR LOG BOOK
www.bradfordvts.co.uk 


