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Patient Update on the Important Changes to How You Access Care at Solihull
Healthcare Partnership

At Solihull Healthcare Partnership (SHP), we are committed to improving the way our patients access care,
and on the 9th June 2025 we introduced a Total Triage model at the practice.

Total Triage

Under the Total Triage model, every request for help is being assessed first by our experienced clinical
team, ensuring you are directed to the right person, at the right time, in the right place.

Whichever way you contact us, whether it’s online using our healthcare form (via our website), by phone or
in person at one of our surgery sites, you are asked for details about why you are seeking our help. One of
our clinical team then reviews this information and you will then receive a response later the same day — this
might be a response that we have actioned your request, a call from one of our GPs or Advanced Nurse
Practitioner, an appointment with one of our healthcare professionals, advice on the next steps or a referral
to another service that better suits your needs.
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Why we have done this

This change comes in direct response to your patient feedback and by moving to a Total Triage model, we
aim to:

e Eliminate the need to rush for appointments at 8am

e Reduce long waits on the phone

e Ensure our vulnerable patients and those with urgent needs get timely care
e Offer routine appointments with continuity, where appropriate
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o Prioritise patients based on need, using clinical judgement to prioritise effectively

Supporting this change with Blinx PACO

To help manage this change smoothly and efficiently we introduced a new digital platform, Blinx PACO -
an online consultation system that supports our team in reviewing requests quickly and consistently. This
allows us to direct you to the most suitable healthcare professional and make the best use of our team’s
expertise.

Solihull Healthcare Partnership’s Digital Front Door:

Welcome to the Solihull Healthcare Partnership Digital Front Door

below to navig the service you require
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So what does this mean for you?

So far we have seen...

e 100% of patient contacts dealt with appropriately by the team, based on clinical need, with no
patients asked to call back or directed to NHS 111.

e 4,032 health forms submitted and dealt with in the first week (9""-13" June 2025), which is the
equivalent of 7% of our 57,000 patient population.
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e Clinical-led total triage delivered, Monday to Friday, 8am-6.30pm.

e Easier access for all patients with a reduction in the 8am rush on the telephone and no queues at our
surgery sites.

¢ Asignificant reduction in the number of patients contacting us by telephone - 50% less calls at 8am
on day one (9" June 2025) and 64% reduction in calls one week later (16™ June 2025) — allowing
more availability on our phone lines for those patients who need them.

e Clinical team receive quality information, improving efficiency and decision-making.

e 40% of clinical requests by patients actioned without them needing a formal appointment. This
ensures that the clinical appointments are being used more effectively for those patients who need to
be seen face-to-face by a healthcare professional.

We have also been hearing from you...

We have been holding various patient engagement, training and information sessions over the past few
weeks with our Patient Experience team, supported by the SHP Patient Participation Group. In addition, we
held an online Patient Information Session, where our patients were invited to attend for an update on the
changes, which was attended by over 280 registered patients who were all invited to provide their feedback
and queries. The patient questions and answers from the session can be found on our website —
solihullhealthcarepartnership.nhs.uk/latest-news

The feedback we have received so far from patients has been very positive, and as we continue to implement
the Total Triage model we are continuing to actively seek feedback and input from you, our patients, to help
us fine-tune the process, and ensure we can meet the needs of our patient population both now and in the
future.

Recent examples of patient feedback...

Total Triage is brilliant! So easy to
navigate, so fast to get a reply. No more
queuing on the phone at peak school-run
times. Absolute game-changer! Thank
you for implementing this system. It is
making access to healthcare so much
easier, faster and convenient.

I also have found it good. Both my husband and 1
I filled in a form at 8am A had to book an
today and received a text appointment this week
from a GP at 9.30. Super- and it went well. My
efficient. Excellent service. husband saw someone

Completed new online this afternoon.

form at 2pm phone call

from a lovely doctor at

4.20pm to review
prescription.
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Patient Feedback — Some Key Questions & Answers...
What do I do if I need a home visit?

If you feel you need a home visit, please ensure we receive your submitted form by 12pm, to allow for
processing and please provide as much details as possible.

When do | need to submit my form?

Book or reschedule appointments, avoiding the 8am rush — simply go to our website whenever you need
between 8am-6.30pm, Monday to Friday, and submit an online form. Please note all medical online forms
are to be submitted by 5.30pm to allow for processing, and non-urgent administrative requests by
6.30pm.

After 6.30pm weekdays, during the weekend or on bank holidays, please continue to use the 111 service or
call 999 for life threatening emergencies.

If ’m unable to complete a form myself?

You can still contact the practice in the usual way by phone or by visiting on of our surgery sites, and one of
our trained care navigators will complete the form for you.

If I don’t have digital access, how will I know about the changes to access?

We are currently in the process of contacting those registered patient that have no digital access either by
letter or by phone to let them know that their methods of access and communication with the practice will
stay the same.

These changes improve access for everyone — By encouraging digital use where possible, we will have
more availability on our phone lines for those who need them. No one is excluded, if a patient has no access
to the form, they can call or visit the surgery and one of our trained care navigators will complete the form
for them.

How much information do | need to include on the form?

Please note that in order for our clinical team to triage your request in a timely manner it is very important to
provide detailed and accurate information about your symptoms.

For example, if a patient has a cough, it would be much easier for the clinical team to triage the request with
the following information: ‘I had a cough for 10 days. I have already used over the counter medicine, but it
is not helping and in the last couple of days my cough has been worsening and it feels more chesty. I also
have a high temperature.’

If the information given is less detailed, such as ‘I had a cough for 10 days’, it makes it harder for the GP to
triage and we will need more information.

What happens if I’ve been contacted and missed the call back from the practice?
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If you have submitted a form and we have been unable to contact you after three attempts, we will let you
know we have tried to contact you and request that you submit a new health form if you still need our help.

Solihull Healthcare Partnership



