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Current Practice
Pressures:

- Staff overwhelmed with patient access demands
- Staff pool shortage

» Unmet Patient demands

- Team wellbeing concerns and absence issues*

- Digital fatigue from information overload

*BMC Primary Care, Team Climate Report 2025




Workshop Goals
and Format

Discuss how we sensibly can utilise
technology at the point of access, to enhance
the patient journey and maintain the health
and wellbeing of our practice teams.
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How do we maintain
secure remote access

Lineln Team
2FA access
12 character password

Accessing Data and IT systems puts our data at risk
GplnTheClouds

GPITC provides Lineln safe access to systems

EMIS / S1
Hosted by the practice

Telephone
Hosted by the practice
Data stored here

Hosted by the practice
Data input and storage
here




How do we maintain
secure remote access

Data input —* EMIS/S1 )

-
Lineln Team
2FA access Hosted by the practice
12 character password Data input and storage
= here
No Data
transmission | 2FA access [ GPITC remote ‘ 2FA access Telephone
Hosted by the practice
L desktop ‘ Data input —> L Data stored here
. . Data input — AccuRXx _
Accessing Data and IT systems puts our data at risk Hosied by i racice
\ here

GplnTheClouds

« NHS-approved remote desktop solution
« Azure cloud hosting with MFA security

- HSCN network connectivity

« Complete audit trails

- No additional software needed

» No copy/paste

« No screen sharing

GPITC provides Lineln safe access to systems
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Modern Patient Access - the model 4.
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Access Al & Technology Integration

80 - 85% of patients continue to access

healthcare via the telephone - ' ' -
e
Evolving demand management tools. .
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SURGERY CONMNECT
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F Resolution 55%

Human support @
s () ‘, Human led task 45%

@J Human led task 75%
_ Resolution 25 %
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Al Information processing can help outcomes




Medical Summarisation to enhance Care navigation
ORI

Patient Name: Jane Smith

Date: 06/01/2025

Reason for Contact: Follow-up on hypertension and recent symptoms

Summary of Conversation:

Since starting blood pressure medication 3 weeks ago, she reports increased
fatigue over the past week, along with frequest lightheadedness. She also
mentioned mild headaches and feeling more dizzy when standing. She is
taking her medication as prescribed but is concerned about her blood
pressure readings. No chest pain, shortness of breath, or visual disturbances
were reported.

Latest BP 85/54

Would like to review her medicine

Resolution at point of
access up 20%
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Al Care Navigator and
Triage Support Agent

« Supports care navigators with protocol-
guided decisions

- Human-approved protocols

- Continuous learning and improvement

30-Day Conversations



Ask A Question Knowledge Base

tetl Ier Get instant help from your assistant Documents powering your agent

Have a question? Chat directly with your assistant Your knowledge base contains 1095 documents. t Information.

[ Ask A Question for quick answers.
S [0 Ask A Question M, Update Knowledge Base
50 Dashboar

P Knowledge Base Sick Notes (Fit Notes):
0 Documents 1. For Sickness of 7 Days or Less:
{,9 Notebook Total Conversations Corversations in il * A fit note is not usually required.
* Patients should self-certify using
AN 3 1 their employer's form or the HMRC
X Conversation History "Employee’s Statement of
Sickness" form available on
2\ Team GOV.UK.
& Setti « Charges may apply if a fit note is
eHHngs 30'Day Conversations requested for this period.
Number of conversations per day for the last 30 days 2. For Sickness of More Than 7 Days:
* A fit note from a GP is required.
* Patients should include weekends
and bank holidays when
0.75 calculatir~ the 7 days.

4
* Fit notes .e free for sickness

Message... \Q} °



Data-Driven Success

Data will shape the
model
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|
Record Count Triage cases Triage resolved GP type Appointments Triage resolved % Appointments Triage average D a t a W I I I ! ; | I a p ‘ ! t I I ‘ !

1,550 1,212 338 801 26.24% 66.09% vy
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R T TR g taalel Practices utilising Lineln report a 25-40%
reduction telephone demand, leading to
improved team wellbeing and decreased
absenteeism.

34

Demand Triage demand

Enhanced patient satisfaction scores are also
noted as a direct result of streamlined access
processes and effective care navigation.
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Data will shape the
model

Practices utilising Lineln report a 25-40%
reduction telephone demand, leading to
improved team wellbeing and decreased
absenteeism.

Enhanced patient satisfaction scores are also
noted as a direct result of streamlined access
processes and effective care navigation.



Record Count

1,534 1,

Access pathway

@ access @ connect

Triage Outcomes

Average

Feb 10, 2025

Triage cases

185

Feb 11, 2025

Triage resolved

573

Feb 12, 2025

GP type Appointments

566

o .«;\s‘-‘ -

Face to face @ Telephone call

" 4

Triage demand
449

Feb 13, 2025

@ Other @ Others

Triage average

297.75

Triage resolved %

46.16%

Appointments

47.76%
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|
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Triage Team

@ Others

@ Duty Triage @ GP @ Practice Nurse @ Advanced N...

Data will shape the
model

Practices utilising Lineln report a 25-40%
reduction telephone demand, leading to
improved team wellbeing and decreased
absenteeism.

Enhanced patient satisfaction scores are also
noted as a direct result of streamlined access
processes and effective care navigation.



Resource Allocation / Profession
Mar 1, 2025 - Mar 31,

ANP App Paramedic App Nurse App HCA App Pharm App Phys App

closed_by 172 230 607 181 176 152

Administrator Receptionist Triage Resolved Total Clinical demand Total GP type appointments

276 366 3,041 6,543 3,079

Enquiry Outcome Enquiry Outcome GP Vs AHP

3K @ Face to face

2K @ Telephone call
© Message GP

@ GP receptionist
@ No contact required @ Paramedic

@ Other ® Advanced Nurse
Visit Practitioner
Unable to contact
Video call

Avg Daily Incoming Triage

293

Average Total /day Average triage / day

373

Avg Grand total Incoming

390

1 Monday 2Tuesday 3 Wednesday 4 Thursday 5 Friday 1 Monday 2Tuesday 3 Wednesday 4 Thursday 5 Friday




Getting Started is
Simple

Our Approach:

Practice-specific needs assessment
Protol development and sign off

Data compliance documentation
Comprehensive training and support
Ongoing performance monitoring and
optimisation




Flexible Partnership

We believe in our service, which is why we
Offer a flexible partnership model

12 month rolling contract
3 months termination clause

No long term tie in
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