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Project Title (20 words MAXIMUM):
Meeting cultural competency learning needs of general practice reception staff

Project Description:

Introduction:
Primary health care services are vital to maintaining and promoting the health of our populations. There is strong
evidence for primary health care being able to improve health outcomes and reduce health inequalities.1 Therefore,
access to primary health care services is particularly important to population groups that experience inequities in
health outcomes. Many factors impact on access to health services.2 An important one is having an inclusive,
welcoming reception experience. Research has identified that reception staff can have a great impact on this
experience, sometimes in a negative way. 3, 4 In addition Pegasus’ education programme established 2 years ago for
administrators and receptionists in general practice (APEX), has identified a learning need for reception staff. An
education session held on ethnicity data collection in 2015 found that some receptionists found the notion of selfidentification of ethnicity a challenging concept.

Aim:
The purpose of this study is to provide insights that will help develop an education model around cultural
competency for reception staff in order to provide a good experience for people of diverse backgrounds. The aims of
this study are to:
1. Describe the experiences of patients in relation to reception, in particular in relation to cultural diversity
2. Identify the learning needs of reception staff

Possible impact (in lay terms):
The information from this study will help develop an education model around cultural competency for reception
staff. The aim of the education will be to help provide a welcoming, inclusive reception of patients to their general
practices.

Methods:
The methods for this research project will be two-fold:
1. Patient Experience Survey data compilation and analysis- a nationwide survey sent to people enrolled with
participating general practices commenced in January 2016. 55% of general practices affiliated with Pegasus
participated in this survey. The survey has questions relevant to reception which have not previously been
analysed.
2. Focus groups (3 focus groups of 7-8 participants) with administrators and reception staff to identify their
perception of their learning needs regarding cultural competency.
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The student will be expected to complete the following tasks:
 Undertake a literature search
 Analyse the already collected and collated quantitative survey data
 Conduct and transcribe 3 focus group sessions
 Analyse the qualitative data for themes
 Write up literature review and results of analyses in the form of a working report

Student Prerequisites (eg. Medical Student) if applicable:
There are no absolute prerequisites, but we would be delighted in hosting a student who was from a Pacific community.
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I have read the 2016/2017 Summer Studentship programme handbook.
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January 2017.
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