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Overview and Priorities

Resilience and AcCcCess Integration Enabling functions

sustainability ‘

Integrated Care Co-ordination
Primary Care Access Recovery Plan (PCARP)

Empowering Patients Modern General Practice Building Capacity Cutting Bureaucracy
Access (MGPA)
* Greater use of NHS App and * Investment in workforce * Primary-secondary care
digital access  Better digital telephony » Increase clinical capacity interface
+ Expand self-referrals + Simpler online requests + Roll-out online registration
+ Expand uptake of pharmacy  Faster care navigation,
services assessment and response

» Transformation/improvement

¥

Supporting Deep End Practices (reducing inequalities)

support for general practice




Empowering Patients @
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Empowering Patients @

Pharmacy First Community Pharmacist Consultation
Service

99% Pharmacies registered
@ 6% Pharmacies

to deliver Pharmacy First
772 Delivering Blood

NEY 320 Pressure checks
Completed GP

CPCS referrals
NENC ICB Highest National pﬂee;?stig:{egp 269%0 Pharmacies
Uptake of Pharmacy First: POPLIGON v wene 5w registered for new
9623 consultations in | resmamonze Ml CONtraception service

February 2024




Modern General Practice Access

Better digital telephony. Simpler online requests. Faster care

navigation, assessment and response.

Support to

practices On the day ) @ Practicos
to improve response 920 / ﬂ?hl’[;?gciges 93(7 . 960/0 with online
access 0 Telephony (1] = MEvers PPt booking
MNEY 90% NEY 81% enabled
Practices have
at least one HNY 98% MNENC 96%
known Online
Patient preference e WENE o . Consultation o
for appointment 89% 925 89% 90% System " ) SY 98% WY 98%
and contact type Re;:gmg mon;-;m_zq 152 Y. Contractusl; 100% by 0111072021 Contractusl: 100% by 317723

Reparting month: Mar-24 Raporting month: Mer-24

| | 41%
Transformation / Improvement Support for practices & PCNs o

MEY 42% HEY 85%

Appointments Appointments
Achieved / Undertaken on same day booked within

>1 Staff completed national Care Navigator training 50% Practices two weeks
General Practice Improvement Programme 20.3%  Practices e W S e

Transformation Support Funding to move to MGPA in 23/24 92% Practices ™G Y
Support Level Framework discussion (ongoing 5% Practices e
Capacity and Access Improvement Payment criteria 23/24 100% PCNs

Local funding to support additional Care Navigation training




Building capacity @

Additional Roles Reimbursement Scheme

ARRS Staff 2023/24 (2006 Whole Time Equivalents)

Others *with <5 staff per profession
Advanced Physiotherapist Practitioner
Advanced Clinical Practitioner Nurse
Podiatrist

Advanced Pharmacist Practitioner
Advanced Paramedic Practitioner

Growing Workforce

Dietician
e Occupational therapist
Addlt |'Dna| Staff Digital and Transformation Lead
General Practice Assistant
Paramedic

Non-clinical Staff 3% ) :
Nursing associate

Mental Health Practitioner Band 6
Physician Associate

Mental Health Practitioner Band 7
Health and Wellbeing Coach
Trainee nursing associate

by PO
Nurses 2.90% First Contact Physiotherapist

Direct Patient Care

Pharmacy Technician

Clinical Pharmacist

GP's 4.50% Care Coordinator

Social Prescribing Link Worker
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Additional Roles Reimbursement Scheme

Additional Roles Reimbursement Scheme
ARRS Clinical Supervisors Trained

Health & Wellbeing Coaches accessed E
supervision

aftended Peer support Group Sessions

Training and Education Recruitment and Retention

Tralmng & Education since beginning 2023/24
Funded Training Places in 23/24 7408 207
Courses Commissioned 289
PCN Education Leads 59  Mid-career GP FellowshipPilot | 15
Learning Environments Approved 274 .ﬂ

KTraining Needs Analysis Responses 24/25 256 1_/ National GP retention Scheme




Building capacity @

{ ]
. 4 new clinical
buildings e
sumveged identified \
(so far) (to date) [\ ‘
Key Findings 136 surgeries have

£5.7m
capital funding

work identified for
pipeline

been identified for

survey, so far 84 have

been completed.

£1.4m

capital funding
available for
estates in 2024/25

1.4m
‘ Additional
Primary Care
appointments
capacity pa.

2705

sqm of carpet to
vinyl replacements
identified

Revenue
implication




Cutting Bureaucracy @

Highlights:

« Consultant to Consultant Policy

» Local Clinical Interface Groups on Acute Trust footprints v
«  Online Registrations — 61.4% GP Practices enrolled +

PRIMARY CARE SECONDARY CARE - SELF ASSESSMENT SUMMARY

Clear point of contact
Call and Recall
Discharge Summary

Fit Notes

Onward Referral

0% 10% 20% 30% 40% 50% 60% T0% BO% 90% 100%

M Level O Mo Progress  m Lewel 1 In Progress B Level 2 Completed B Unreported




Patient experience

GP Patient Survey

Overall, how would you describe your experience of your
GP Practice?

Thinking about the reason for your last appointment, were
your needs met?

At your last appointment, were you involved as much as you
wanted to be in decisions about your care and treatment?

Generally, how easy or difficult is it to contact your GP
practice on the phone?

Generally, how easy or difficult is it to contact your GP
practice using their website?

How would you describe your experience of using these
pharmacy services?

*%Yes = %Yes, definitely + %Yes, to some extend / **%Good = %Very good + %Fairly good / ***%Easy = %Very easy = %Fairly easy

&,

Good**

NENC

National

7%

74%

Yes*

NENC

National

91%

90%

Yes*

NENC

National

91%

90%

Easy***

NENC

National

52%

50%

Easy***

NENC

National

51%

48%

Good**

NENC

National

87%

87%

Friends and Family Feedback

March 2024

1 30% Practices submitted
Friends & Family
Feedback

1 1% Positive Feedback

| 1% Negative Feedback




Patient experience
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Accessing GP appointments

Over half of respondents suggested that there had been no difference to accessing appointments in the last six
months, with a higher percentage suggesting it had worsened (17%), than improved (15%).

This suggests that the aspect of the PCARP had not had the desired impact to improve GP appointment
access imminently, and more work could be done to increase appointment accessibility.

Contact via telephone

Majority of patients contacted their GP between 8 and 9am.

65% waited between 0-10 minutes for the phone to be answered

65% of patients were told of their queue position, but 13% were not given any other options on the call.
More work could be done to improve this, majority of call wait times tended to be on the lower end
of the scale, which is a positive.

Online consultation requests

Just over a quarter of respondents had submitted an online consultation request in the last 6 months. Of this
group, over two thirds found it either ‘easy’ or ‘very easy’ to submit the form.

There was also a high degree of satisfaction evidenced in the outcome of the online consultation requests.
These findings indicate that those who did submit online consultation forms found them to be a
useful option.




Patient experience
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NHS App

Ordering repeat prescriptions was the only feature of the NHS App which had a higher percentage of yes responses
than no. Respondents tended to find the app easy to use, suggesting no issue with the propensity to use the app itself.
More work could be done to done to increase awareness of the NHS App and the features that patients can
use it for.

Appointment suitability

Flexible appointments were found to be suitable for a high proportion of respondents, suggesting those who are
invited to attend an appointment outside of normal working hours found it suitable and appropriate.

For the minority who found these appointment unsuitable, this tended to be because of working hours or
distance to travel.

Alternative health professionals

Respondents who had accessed care offered by alternative health professionals reported high levels of
satisfaction with the service offered.

More could be done to encourage take-up of appointments with alternative health professionals, as only
half of respondents had attended an appointment with an alternative health professionals.

Pharmacy First

Despite few respondents accessing Pharmacy First services in the last 12 months, those who had, tended to be satisfied with
the services they received. The speed of service, satisfaction with overall experience and ease of attending were all standout
themes. Despite this the majority of respondents reported being neither likely nor unlikely to visit their local
pharmacy for health advice and support.




Challenges and next steps

Challenges

B GP Collective Action — impact on delivering PCARP & Primary-Secondary Care Interface
¥ Data for Pharmacy elements B Workforce Capacity

& Digital Framework Delays

Next steps

Sharing good practice / Using outcomes / data to inform Embedd!ng use of digital tools to
Lessons learnt planning and future priorities Improve access

Continued roll out of Modern Using patient survey results to
General Practice Access 2024/25 inform future improvements
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