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The majority of daily 
NHS activity happens 
in general practice 
and the community
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The population has changed considerably over the last 100 
years
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Growing pressures to 

fund care for a growing 

population with high 

health and care needs 

over the next 15 years 

REAL Centre Health in 2040: projected patterns of illness in England, Health Foundation 2024
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Modern general practice overview

Collect information
Enhanced information 

captured into online system. 

Request additional 

information or photos where 

needed to help remote 

closure

Filter
to remove 

admin 

tasks

Signpost / Refer 
to other services and 

information

Review, 

prioritise, 

allocate
including review for 

continuity of care

Phone

Online

Walk in

Admin Remote close via 

message (eg. SMS)
Consult with 

multi-

professional 

team

Online 

self-serve
Community pharmacy

Other primary and 

community services

Refer to VCSE services

Modern 

general 

practice 

model
Book
Schedule consultation 

(phone or face to face) 

via SMS or phone

Improvement 

Capabilities
Capabilities and 

shared learning to 

continue change

Access Care navigation / Demand and capacity alignment

See all expressed 

demand
Understand all 

expressed need
Make full use of a multi-professional 

team 

Reduce avoidable appointments and support 

safer more equitable allocation of capacity

Better alignment of capacity with demand, improve working environment, improve patient experience
Building in-house 
capability to 
sustain 
improvement

Objectives

Improvement
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Improving patient and staff experience of general practice 
involves aligning multiple elements
Well-designed patient journeys and well-designed workflow supported by digital tools are critical enablers 

General practice improvement programme (GPIP) and Care Navigation Training

Universal and ‘hands on’ support for practices and PCNs to improve telephony journeys, online journeys, improve 

care navigation and better align capacity with demand

NHS App
Supporting self-

service + better 

integration with 

practice workflow

Pharmacy 

First
To increase wider 

primary care 

clinical services

1. Goal

Digital Services For 

Integrated Care (DSIC)
Better digital and data tools for 

practices; telephony, online 

consultation, booking and comms 

tools

Improvement in patient experience / practice experience of general practice
Better alignment of existing capacity with need 

Modern general practice model
A fairer, safer, more sustainable model for general practice2. Model

5. Transformation 

support

4. Critical enablers GP websites
Highly usable and 

accessible patient 

journeys for key tasks

Primary Care Access Recovery Plan (PCARP)
3. Plan

Workforce 

and ARRS
To increase 

capacity and 

skills

6. Communications National and local public communications

Incentives
Transition and 

Transformation 

cover, CAIP, 

QoF QI
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Enhancing benefits using a population health approach
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Practice Case Study
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Support for practice and PCNs to realise the 
benefits of 'modern general practice'

Find out more

The General Practice Improvement Programme 

(GPIP) offers support to practices and PCNs to 

implement and realise benefits from the modern 

general practice model

Visit the GPIP webpages or search for ‘gpip’

Join the FutureNHS Improvement Connect site for 

more information and resources

https://www.england.nhs.uk/gp/national-general-practice-improvement-programme/intermediate-and-intensive-general-practice-improvement-support/
https://future.nhs.uk/PrimaryCareImprovementCONNECT
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Thank you
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