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Recommend action 

consistent with 

priorities

Comparators that 

reinforce desired 

behaviour

Provided individual 

rather than general 

data
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High Initial 

Prescribers

Low Initial

Prescribers

Decrease in 

prescribing 4 6

No change or 

increase in 

prescribing
4 6



Process Evaluation

Coherence

• What is the 
work?

Cognitive 
Participation

• Who does 
the work?

Collective 
Action

• How does 
the work 
get done?

Reflexive 
Monitoring

• How is the 
work 

understood?

Normalisation Process Theory
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Findings
"So we took all views 

and then we tried to 

write a policy and 

procedure around it 

which we did! And 

then we bought that 

to a clinical meeting”



"I think there’s barriers about … 

patient satisfaction levels and 

what patients want. 

Particularly since we are 

moving politically from clinical 

excellence being recognised as 

a key driver to GP practice, to 

patient satisfaction."



"So it was probably opened by one of 

the receptionists or our admin 

clerks...And they thought, they 

thought bin or common room? Bin or 

common room?"



“I always, like I get quite a lot 

of copies and so when I put 

the agenda together, I staple 

them and I pass it on to the 

GPs that these are the 

reports“



“[GPs are] so busy with everything I 

think when you’ve got something so 

clear, it’s like look! We’re there! 

Therefore we need to do something. 

I think that makes it … easy”



“I don’t think there’s 

anything in the way it 

was written or 

presented that made me 

think that I, I don’t want 

to do this.”
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Thank you!


