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Overcoming the Primary Care Premises Crises 
A view from the frontline of general practice 



17 General Practices 
100,000 patients 

9 Urgent Care sites 
300,000 patients a year 

Practitioner Health 

School Health 

Medical Property 

Pharmacy 

Turnaround of 
Failing practices 

Substance Misuse services 

Refugee Care 

 Work  
reducing  

technology 

Consultancy 

Policy Advisers 

Out of hours care 

Nursing Homes 

London focus 
1M appts annually 
Size of 2 hospitals 

400 staff 

WebGP 

Increased patient demand 

Increased complexity 

Reduced funding Increasing regulation  

Higher performance targets 

Reforms 

Political paralysis 

Recruitment crises 

Premises 
Blight 







A technological revolution is coming? 

Waiting for 
the doctor 

in 1907 

Waiting for 
the doctor 

in 2014 

Access Quality 

Efficiency 

The Iron Triangle 
Technological revolution  
needs to deliver all three 



Online Pilot  

133K patients 

20 practices 

10 CCGs 

6 months data 

Online Transactions 

Appointment booking 

Repeat prescriptions 

Viewing records Symptom Checkers 

Self-help 

Written content 

Video content 

Sign post 

Pharmacy 

Online CBT 

111 

E-consult 
100 common symptoms, 
conditions or scenarios 

No  
practice 

work 

Less practice 
work 

Patient 
journey 

into general 
practice 

COME 

CALL 

CLICK? 

Existing model of general practice delivery 



Examples of the 100 symptoms, conditions and scenario questionnaires we created 

Hay fever 

Acne 

Conjunctivitis 

Stye 

Cough 

Flu 

Sore Throat 

Earache 

Anxiety 

Cystitis 

Contraception 

Urticaria 
Heartburn 

D&V 

IBS 
Rectal Bleeding 

Headache 

Back pain 

Joint pains 

Impotence 

Depression 

Panic attacks 

Cold sores 

Mouth ulcers 

Sinusitis 

Athletes Foot 

Bites and stings 

Pubic lice 

Dandruff 

Eczema 

Ringworm 

Travel advice 

Thrush 

Period issues 

• 5 in core GP Team 
• 30 GP Checkers 
• Medical Defence GPs 

100 structured history-taking templates 



Practice 
specific 

identifiers 
boost patient 

confidence 

Commonest 
conditions on 

home page 

Register, book 
appts, repeats,  

Self-help 
content and  

nurse call back 

100 more 
conditions 
available 

Simple flow 
guide 

Example 
banner can be 
linked to any 
GP website 

Bringing these tools to any GP practice’s website 



Patients select their condition 



Patient 
selects 
option Any locally 

commissioned 
offer can be 
sign posted 

They select from the various options presented 



The E-consult 
Process 

Four page 
webform 

Complete 
personal details 

Reassurance 
about security 

Invitation to 
assist with post-

use survey 

First of all “ICE” 
the patient: 

• Ideas 
• Concerns 
• Expectations 
Also find out 
what they have 
tried already. 
This focuses the 
GP response. 

Condition specific 
red-flag questions 
identify patients 
who should not be 
kept waiting till 
the end of the 
next working day 
and prompts them 
to seek urgent 
attention 

Choice of urgent 
care options and 
prompt to email 
themselves a copy 
of their responses 
to take  

Collection of 
previous 
medical 

history to 
ensure any 
prescription 
issued is safe 
and harvest 
patient data 

Patient confirms: 
1. Will read leaflet 
2. Accepts email (if 
not answering 
their phone) 
3. Medication for 
them only. 
 
Patient can email 
themselves a copy 
and a PDF on their 
condition. 

Personalised 
message  
about what happens  
next, when you will 
be contacted, how 
you will be 
contacted, what you  
can do to help 
yourself,  
and what to do if you  
get worse. 
 



GP report or e-consult 
takes an average of  

2.9 minutes  
for GPs to process 

Patient submits 
completed 

questionnaire to the 
practice generic email 
box as a GP summary 

report.  
Staff then workflow or 
print e-consult for GP 

to review 

• 40% result in prescription 
• 20% result in phone consult 
• 40% still need to come in 

Triangles highlight 
positives, key negatives 

and free text 



Patient submits 
questionnaire 

from their 
practice website 

Admin print off 
e-consult or 

workflow it to 
the GP 

GP prescribes, 
phones or 

recommends an 
appointment 

Admin phone 
patient to collect 
prescription or 

give appointment  

By the end 
of the next 

working day 



Pilot Results 

36,000 visits in 6 months 

27,000 unique visits   

9,000 used self-help 

18% self-managed 
avoiding an appt. 

80% 111 calls closed 

60% e-consults closed 

Over 2,000 e-consults 

400 GP hours saved 

Cystitis (female) 

Depression  

Contraception (restarts) 

Knee pain 

Earache 

Asthma 

Sore Throat 

Rectal Bleed 

Shoulder pain 

Cough 

95% patients said 
website was 

good or excellent 

83% FFT recommend 

2/3rd < 45 
1/3rd > 45 

57% women 

25% BME 

28% English 
Second language 

11% unemployed 

00 02 04 06 08 10 12 14 16 18 20 22

Templates by 
hour of day 

100% GP confidence 

83% GPs said good for patients 

78% GP want in own practice 

E-consults took 2.9 minutes  
on average 

Did patients use it? Who used it? Top 10 symptoms or conditions 

What did GPs think? 

Did patients like it? 

When did they use it? 



Summary 
Many talk about how existing general practice is 
unsustainable but few provide solutions. 
 
WebGP provides: 

 Better access to 24/7 self-help, sign posting, 
symptom checking, 111 call back and response to 
an e-consult within 1 working day  

 Better outcomes through comprehensive history-
taking, earlier intervention and impact of digital 
disinhibition 

 Better use of practice resources by helping 
patients self-triage, self-manage or use e-consults   

 Commissioner savings through lower attendances 
in urgent care and reducing complications 
through earlier intervention for minor illnesses 

Access Quality 

Efficiency 
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Potential Implications for General Practice Estate 
 
• Focus on technology and online services 
• Fewer, higher specification buildings 
• Consolidation and centralisation of physical services 
• Co-location of health and social care 
• Fewer GPs but enlarged multi-disciplinary teams 
• Less face-to-face care, more home working 
• More consumerist delivery models of care 
 

 

            60% of patient contact outside  
                    the building by 2018? 

 


