
The current situation in general practice 

Overall the situation in general practice mirrors that across the rest of the system
• There is increased demand across all channels, with more patients considering their condition 

to be urgent
• Clinical capacity is stretched across routine, urgent, long term condition management and 

preventative services in general practice
• Practices continue to see presentations of undiagnosed illnesses following lockdowns
• Practices continue to manage people on the waiting lists to access community and secondary 

care services

Workforce pressures remain challenging
• Covid-related sickness absence has been significant in recent weeks, but is beginning to 

decrease
• Recruitment and retention in general practice remains a challenge:

o Frimley CCG has fewer general practice staff than England and a higher proportion than 
England that are over 55 and likely to be retiring soon

o Primary Care Networks report that their recruitment to the Additional Roles 
Reimbursement Scheme (new workforce in general practice) is difficult in a competitive 
employment market and we did not meet our recruitment targets in 2021/22 – this 
scheme is intended to act as a mitigating factor for the decreasing number of GPs



Progress

Despite the pressures, general practice continues to support our whole community
• The proportion of physical health checks completed for people with a severe mental illness increased from 

35.8% in 2020/21 to 56.4% in 2021/22
• The proportion of physical health checks completed for people with learning disabilities increased from 75% in 

2020/21 to 79.1% in 2021/22

The number of appointments provided is consistently 
higher than in the same period two years ago
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The total activity is also consistently higher



What we’re doing to improve access

Increasing capacity – 53,086
additional appointments were 
provided from October 21 to 
February 22

Increasing workforce capacity & 
skills mix including support from 
non-clinical roles where appropriate 
for patients’ needs

Releasing premises capacity through 
digitising notes and utilising wider 
community space

Utilising digital and improving 
telephone systems to support 
people getting the right care for 
their needs and directing clinical 
capacity where most needed

Self care and alternatives to general 
practice including using Community 
Pharmacy services, digital enablers such as 
Frimley Healthier Together & BP@home

Continuing to engage and communicate with 
our residents including supporting PCNs and 
practices to improve their communication with 
patients

Population health management to drive 
proactive care, working in partnership with 
others to improve health and wellbeing and 
reduce health inequalities 

Maturing PCN development to develop “at 
scale” models of care based on local 
population needs



How we’re increasing capacity

How we're 
increasing/improving 

capacity

Routine care: 
increasing 

appointments, 
automated long-term 

conditions health 
checks

Supporting high risk  
patients with Covid: 
home visiting & pulse 

oximetry at home

Urgent needs: 
increased 

appointments for 
urgent needs (“same 

day urgent care”) Improving resilience of 
routes of accessing such 

as telephony and 
websites, at scale 

models

Home visiting services 
to look after our 

housebound population



Engagement

• Digital access survey - designed alongside patient 
representatives, live between October and November 
2021. Widely shared through our communications 
colleagues in partner organisations, local councils of 
voluntary services, our community panel and community 
Covid-19 response networks. 

• Over 600 responses. Overwhelmingly the general 
population asked us to make things easier for them. 
There is a genuine interest to use the digital options 
available, but they must be user friendly and offer the 
user the desired outcome. 

• Key themes included: many positive experiences of 
accessing digital services including e-consult and video 
consultations, overwhelming choice of access routes and 
perception of inconsistency in offer, concerns around 
security, confusion around triage and need to speak to 
reception staff, GP websites difficult to navigate 



Improving practice websites

New websites with 
clearer navigation and 
a wide range of self-
serve options to 
reduce demand on 
telephone systems and 
reduce admin queries 
needing practice staff 
support to resolve –
closer to a more 
commercial model 
that patients are used 
to in other sectors 

Practice website 
feedback survey -
ongoing feedback from 
local people as new 
websites launch



A new series of short animations have been 
created and will be launched this month.

The animations focus on the following themes:
• the role of receptionists
• online consultations
• access to other health professionals , such 

as physiotherapists
• children and young people's mental health 

support
• Healthier Together website and app
• social prescribing
• the role of clinical pharmacists

The animation series will be part of a larger 
primary care access campaign to help support 
greater understanding of the new ways of 
working for health and care in the community.

New animation series





We need your help


