
Background to the Project: 
 

• A review of Southwark’s urgent care services (including local 
walk-in centres) was undertaken in 2013 

• The review showed that the current primary care model varied 
across the borough in terms of quality and  access to services 

• The review also showed:  
- There were increasing demands upon primary and 
community care health services; 
- Patients found it difficult to get an appointment and navigate 
the system (which led to over-reliance on unscheduled care 
services); 
- Patient outcomes were varied  throughout the local 
population.  

 

Case for Change:  
 

The objectives of the NHS Southwark CCG Primary and Community 

Care Strategy are:  

• Ensuring high quality primary care services  by reducing 

variation in the quality of and outcomes from services;  

• Integrating services with better co-ordination of peoples care;  

• Improving access to services for all Southwark residents; 

• Improving the range of community based and out of hospital 

services in Southwark.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The Solution: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Impact: 

 

 
 

 

  

 

  

Transforming Primary Care in Southwark  
 

 

Contact:  

england.serviceredesign@nhs.net 

 

• First site was mobilised in November 

2014 followed by second  site in April 

2015 

• Co-designed by local practices with 

input from patients  

• Strong partnership working including: 

- GP out of hours providers working 

with the GP federations to deliver the 

service 

- Processes in place to facilitate direct 

booking by local Emergency 

Department (South only) 

- Service currently focuses upon 

management of urgent care needs with 

plans to deliver a broader primary care 

offer  

• The local CCG agreed to invest £2.1 million 

annually to commission an alternative 

model of primary care  

• Extended Primary Care Service provides 

8am-8pm, 7 day-a-week primary care 

services delivered from two sites  

• 87,000 additional GP and nurse 

appointments  

• Two GP Federations, Improving Health 

(IHL) and Quay Health Solutions (QHS) 

were commissioned to deliver the service  

• High level service specification was 

developed to enable providers to design a 

service to best meet local needs  

Key elements of the new model:  
 

• 8am to 8pm, 7 day service delivered 
from two sites across the borough 
 

• Service is accessible through general 
practice or GP out-of-hours service, 
responding to feedback that health 
services are difficult to navigate 
 

• Service has access to patient primary 
care records to support continuity of 
care and on-going management. A 
shared appointment booking system is 
also in place 
 

• Pathway includes rapid telephone 
management by a senior clinician to 
support robust demand management. 

Lessons Learned: 
 

• Keeping everyone engaged whilst working at pace  

• Supporting development of new organisations  

• Ensuring shared understanding  

• Clarity on what this means for practices early on – making it 
‘real’ 

• Sufficient time for practice readiness to implement service 
model in a consistent way 
 

 

Going Forward: 
 
• On-going service review and identification of areas for 

improvement   
 

• Implement wider primary care offer including routine appointments 
 

• Local evaluation to assess impact of service  
 


