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Background 

• Solihull Healthcare Partnership (SHP), is a grouping of seven practices 

serving 55,000 patients merged its management system to become one 

practice in 2018, consisting of 18 GP clinical partners and 140 members of 

staff working across the seven sites

• SHP merged their clinical systems and their GMS contract to have one ODS 

code in 2019 to become one large organisation. Their intention to have one 

call system that was redesigned for their 55,000 patients went live in April 

2020

• During 2020 and early 2021 concerns and complaints raised by patients 

and elected members about reduced telephone access to the CCG and 

initial investigations were undertaken. 

• SHP continued to and were supported by the CCG to make improvements 

during this time

• April 2021, BSOL CCG commissioned an Independent Review



Independent Review Findings (1) 

• The independent review identifies that there were significant and 
widespread access issues for patients during the majority of 2020 and into 
the Spring of 2021. This was due to the instigation of a new call system 
and call centre, change of the GP operating model for access to keep both 
patients and staff safe during the pandemic, coupled with the Covid 19 
pandemic itself. 

• The findings from the report show that SHP have made significant strides 
in trying to address the problems and concerns made from patients, carers 
and Healthwatch Solihull. The mystery shopper experience shows that call 
times have reduced, and the average wait time is nine minutes and twenty 
seconds, however there are still periods of longer waiting times associated 
with high demand

• A review of the Call Centre on 21st May 2021 clearly shows that SHP are 
continuing to remedy access and call centre issues and have a forward 
action plan in place



Independent Review Findings (2) 

• SHP have shown that they have been fully engaging, collaborative and 
willing to work with wider partners, patients and the CCG in order to improve 
the access issues. 

• On the whole SHP is performing highly in its care to patients.

• CQC made monitoring calls in November 2020 and April 2021. They are 
satisfied with the practice and the measures they have put in place to 
address increasing demand and access

• SHP have delivered services to patients 24/7 throughout the pandemic

• They have been one of the exemplar vaccination centres- some of the 
highest uptake rates across the Midlands

• Activity increases are up over 15% pre pandemic. For BSol 650k in March 
2021 compared to 550k in March 2019. 55% face to face. 56% same for 
next day and 82% for weekly. 



Independent Review Findings (3) 

 The public social media campaign via the Social Media site Facebook, 

which is a private page unaffiliated with the practice itself. The independent 

Social Media expert the CCG bought in to review the page identified that 

whilst there is more of a balanced view in recent weeks the page is 

inappropriately presented as belonging to the NHS. There have been 

disparaging and derogatory comments about individual staff at SHP and the 

Media Expert has issued concerns about the adverse impact this could 

have on SHP staff. 

 There is not one consistent Patient Participation Group (PPG) in place at 

present, which needs to be resolved for the PPG to continue to be an 

advocate to patients and a critical friend to SHP. 



Recommendations

• SHP, CCG and Telephony provider to undertake ongoing review of the call 

centre, including the information provided to callers. Ensuring use of other 

digital platforms for ordering repeat prescriptions online rather than by 

phone and install a direct phone line for other clinical professionals. 

• SHP to merge separate PPG function to one to focus public engagement 

and communications

• CCG to report Facebook page as miss representation of a NHS site.

• SHP to ensure robust communication and engagement plan to set out 

improvements and access arrangements to ensure pro-active 

communications as to instil public confidence

• SHP to revise the staff training programme to ensure updated customer 

services training and dealing with aggression.



Conclusion

• The CCG has fully reviewed all the findings in the independent report and 

concludes the following:-

• SHP have made significant progress to improve access for patients, call 

waits are significantly reduced in comparison to 2020, staff recruitment and 

realignment to the call centre continues.

• Similarly to the CQC findings in November 2020 and April 2021, the CCG 

can find no breaches to their contract. 

• SHP are experiencing unprecedented levels of demand, post Covid 

lockdowns. Benchmarking this demand across other similar sites the access 

experience is not significantly different. 

• SHP have been totally transparent in their access issues and are actively 

engaging with the CCG and others to remedy improvements.

• SHP continue to act and implement improvements of the findings by the 

CCG Independent Review and Telephony provider. 



Thank you for 

listening. 

Any questions?


