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Our context 

Approx 31,000 population- now a 1 practice PCN since 2021 – Brookside Group Practice 

Average age of popn 39

High levels of working adults and children (therefore low Carr-Hill)

High levels of mental health diagnoses and rising (20%)

Relatively high consultation rate (over 5/yr)

Pockets of significant deprivation 

7 partners

Salaried doctors and full range of ARRS staffing, significant management structure



The problems 

Reduced patient satisfaction with the experience of making an appointment 
(against increasing consultation rates and ongoing high levels of clinician 
satisfaction)

Reducing continuity and increase in consultation rate through Covid seemingly 
driven largely by fear and anxiety

Despite maximising ARRS staffing and use of e-Consult 



CONNECTED CARE

Increasing Health Needs

Solutions : Population Segmentation 

Figures for BW as a whole 



Solutions: Best in class digital triage 
Anima solution identified following robust analysis of all major digital triage providers



Solutions: UK first embedding of segmentation 
and digital triage digitally to create dashboard 

- Automated stratification brings together the pre-existing conditions and acute condition stratification 
to provide a genuinely accurate RAG rating. 
-  Enables largely non clinician management triage to high levels of accuracy with clear protocols 



Visibility in EMIS

Appears in QOF pop up box

Option to also/instead add as Warning (enable 
at setup in protocols)



Solutions: Thought through triage 
protocols including for CPCS



Outcomes: Continuity has risen dramatically 
Using SLICC method, average continuity in 6 months gone from 36% to 66% seeing their 
patient health team 
 - But 2 week access IIF target for routine appointments reducing- as more people 
happier to wait to see their team





Solutions: Next Steps for digital 
triage/segmentation  

• LTC management and Scheduling

• Functionality/Integration!
• Segmentation updates straight to EMIS
• Rules for different segments in Anima
• Community Pharmacy 
• System providers and potential future use in same day access hubs across 

PCNs 



Outcomes: We are influencing the system 

Delivered presentations to practices, PCNs, localities and region. 

Winner Improving Primary Care through Digital in Primary Care HSJ awards in 
June 2024 

Presented at Best Practice in London and Birmingham 

NHSE primary care team including Claire Fuller visited April 2024 and involved in 
national policy discussion around access and continuity 





Outcomes: We are influencing the system 
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