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Record keeping and auditing:
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Communications within the NHS: 
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Complaints, Significant Events and Patients' Satisfaction Data 
Ï�Ï�Ð

 ÑVÒ�Ò�Ó�Ô-Õ Ö Ó�× Ö Ø�Ó%Ô-Ù(ÚiÛ	ÙGÓZÜ%Ý
Þ	ß�Ù,Ú�àeÝ�Ò�Ò	á Ó%âbÛ	Ò ãÎà^Ý�Õ6ØJÕ<Ø	ß�äbå`æPá Ó-âbÛ Ò
ç(Ý�è�ÕGÚfÛ�Ù�Ó	á ß�Þ%Ô4Ù�ß ÐÏ�é�Ð
 ÑVÒ�Ò-Û	Ù�Ó�Ü-Ý&Þ�ß�Ù(Ú�à}Ý�Ò�Ò4â9Ó�è%Ý
Õ*Ó%Ùjç(è�Þbç�Ô	Þ�Ý�Õ_á Ó%âbÛ	Ò
ç(Ý�è�Õ0ÚiÝ�èJÙ�ß'Ò
ç'ÕMÝ
Ó�èbÕ*ÓdÝ
è	Þ�Ý Ü-Ý&Þ-Ô	ç(Ò�ÚGÕ*ç ×0× ÐÏ ê%Ð
 ÑVÒ�Ò�Û�Ù�Ó�Ü-Ý&Þ�ß�Ù,Ú�à}Ý�Ò Ò=ç�Ò à^ç,ã�ÚjÝ
è�Ü�ß/ÚGÕMÝ�ë%ç'Õ*ßKç'è	Þ9Ù�ß,Ü-Ý&ß,à#ç�Ò�Ò_Ú6Ý�ëZè-ÝM×DÝ&á ç'è	Õjß�Ü�ß�è	Õ0Ú ì í'î�ïYí�ð ð!ñ�ò'ó=ô%ñ,õ0ö\ô�î5ö0÷	ø�ù
ò,ú%ò�î	õAö�ûP÷=öAõYü
î�ø'ð�÷	ï%ò1ø'ð�ò í�ñIñ�ò ø ô%ûbû`ò�î�ï	í�õDü&ô�î!ö@ýJí�ð ð`ñ@ò ó!ô-ñ(õAö¦þ}ü�ð�ð ÿ�ò ö0÷-ÿ	ûJü
õ<õ0ò�ï>õ*ô�õ<ù�ò �����
ñ�ò7ö0ó!ô�î=ö6ü�ÿ	ð
ò��Aô%ñ�õ<ù	ò�í(ñ�ò í\ü�î[þVù-ü
ø'ùbõ<ù!òeò,ú%ò�î	õ=õ*ô	ô	�Vó	ð
í�ø�ò�


 
1  ��
�� ����� ��� ����������� ���!��� 
"���$#��%�'&)(*(*���+���,��-����!� 
	
.� �/�)� �0� �����+��# ("1�� �)#�����2�� � 3�4 5 6+3%798;:�3=<�4 7>8�?�@ 3,A 79B)C!:�3=<�4 7 D�E�F GIHJD*K,D�L!M�H�N)O P�N�Q

O RJL+S�TUM�O V>P%S W X�Y>X�Z\[ Y	]%[ Y*Y>X�]�^0X%Z�_ `\^ _ abX'c�Z�_ Zd[ Y"]%[)e)f Zgf X�h%Z�^�[gi+h�^ _ X�`!^�ab[)Ykj�_ Z)_ ^ lm[)YUan[ Y'^�h�f _ ^ l�o�prq�_ s9Z�X%t�_ `�_ ^�_ [ `\_ s9j+h�s*X�Zu)v\wIx�ykx%z'{\|�}�x�v+~\�=��x�� �+�/} ��} ��� �9���!u y*��� v���x�v�~���y*�'�)��v!� � v��m�b��~ � z�x�� �d� �>{�x��!����� ���>�>u)v��	��y*u ��v!u v � �b����� ���'�)�!�������d� �'�� � �!� �'� � �+ g�¢¡��k�0�����*£ ¤ ¥"¦ § ¨ § ©¢ª"«­¬�®�§ ¯ °�±.²%³.´=¦.µ�°%± ¶�·)¸ ¹ º »/¼ ½ º�¾ ¶ ¿  



 

À�Á�Â�Ã Ä Å+Æ Ç

È�É	Ê
 ËÍÌ�Ì$Î	Ï=ÐÒÑ"Ó¢ÔIÕ Ï/Ö­×ÙØÚÖ�ÛÜÔ	Õ ×ÝÐ	Þ,Ö�ÛkÏ=ß)Û*ÕàÛ>áÚß)ÛâÛ*áÚÕ ãäß Ï=Õàå�Ð	ÞÚÛ.Ó¢Þ"Ø"Ð"ØÚÖ�Ì ã�×æÐ"Þ Ó Û*Ð	Ï�Ó0ÞIçèÎÚß)Û.Ó�Õ�Þ"ÛéÖ�ß)Û.ÓkÖ=ê'ß�å�Û.Ó�Ð	Þ
ß)ÞÚÔëÛ*ß)ì�Ó¢Þ"ç­ß/ÎIÎÚÏ=Ð9Î	Ï�Ó�ß)Û*Õnß)å�Û.Ó�Ð9ÞÝÐ"ÞíÛ*áÚÕdÏ=Õ!Ö�Ø9Ì0Û�ÖîÐIêïÛ*áÚß)Ûr×æÐ"Þ9Ó¢Û*Ð"Ï�Ó¢Þ9ç Ê

 

Individual GPs and GP rotas 
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Service and Organisational Models 
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Access and Clinical Assessment 
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