
Case Study 

From answering 33% (300 incoming calls) this has 
now increased to 95% (750 calls) each day 
Solihull Healthcare Partnership participated in Productive General Practice to improve how it 
managed high volumes of patient calls and its care navigation process.  The programme helped 
reduce the average waiting time for calls to be answered from 33 minutes to 11 minutes, and 
reduced the need for 40 GP appointments per week, enabling the practice to introduce a 
‘roving’ GP to support the Care Navigation team. 
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The digital version of this document is available on FutureNHS, the 
national sharing platform for the health and social care community. 
https://future.nhs.uk 
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