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	Ein cyf / Our ref: 539/20/FOI 


	Dyddiad / Date: 24th March 2021


Further to your request for information dated 2nd March 2021, I am pleased to provide the following response. 

Your request: 
In relation to the recorded triage message on contacting GP surgeries/monthly GP surgery "closed for staff training " (when no doctors are available and patients are directed to an emergency line), I want to know the annual cost to Betsi Cadwaladr University Health Board (BCUHB) for paying GP surgeries in its area to use the recorded message, and for providing medical cover for the monthly "staff training" i.e. the total annual payment BCUHB makes to surgeries in its area for using automated answering as the portal for first patient contact with GPs. 
By "medical cover” I mean the emergency doctor and nurse who deal with all the messages, consultations and home visits that are diverted when the GPs are unavailable due to “staff training” in the surgery.

Our response:

Welsh Government introduced Access Standards for practices back in 2019. Within the Standards, there is one element (Standard 2) which states that “All practices must have a recorded bilingual introductory message in place, which includes signposting to other local services and to emergency services for clearly identified life threatening conditions”. This is a standard message that practices provide to all patients calling them. In some practices this is used for all calls, in others the message plays outside normal working hours, or when the lines are busy and a caller may have to wait. Payment is based on the achievement of a number of standards, rather than just this individual standard. At the end of 2019/20, 58 practices had achieved Standard 2. 
There is no standard cover for monthly staff training.  Arrangements vary between practices and have also changed during the pandemic. On Thursday 2nd July 2020, the Health Board offered a specific protected time session to all practices between 1pm and 6.30pm, with 73 practices participating to develop their COVID recovery plans. This was covered by the North Wales Out of Hours Service (GPOoH), with any urgent clinical advice provided by each practice. 

The service provided by GPOoH uses the usual GPOoH phone system, so the Health Board does not incur any additional costs for telephony. In a ‘usual’ year, the service budgets around £30,000 per annum for call handling and nurse triage staff to cover a number of protected time sessions throughout each year.  This support for protected time for training, is offered to all 98 practices across north Wales. Medical cover is provided by the individual GP practices taking part in the sessions. Each surgery has to provide the name and number of a GP who can be contacted, and is able to respond, to an urgent patient need that cannot wait for a routine GPOoH appointment, for when the surgery reopens, or for the next working day.  This arrangement is currently being reviewed as part of the recovery plans for primary care.

We welcome correspondence through the medium of Welsh
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