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A year in reflection from the Managing Director

Although 2020/21 saw the start of the Covid-19 pandemic, 2021/22 was no reprieve with patient demand continuing to rise amongst our
surgeries and altered ways of working becoming the new normal to be able to ensure safety of staff and patients, as well as to maintain a
sufficient level of service under the circumstances and continued pressures.

Due to the relentlessness of the current healthcare system, staff morale continues to be pressed and recruitment and retention remains
as, if not more, difficult than ever.

Despite this, the organisation continues to move forward. With a number of new roles supporting key initiatives such as workforce
recruitment and development, and new transformation projects with aims of supporting the working lives of staff and for the benefit of
patient care.

In addition to this, the organisation welcomed six new surgeries during the year, achieving
our ambitions of working with 20 practices to be able to see tangible benefits from at scale
working. As such, 2022/23 is intended to see these benefits begin to come to fruition with
a focus on standardisation in areas where aligned working will not only support continued
patient safety but enable staff to support one another with more ease creating a resilient
and sustainable future.

Kerry White
Managing Director
As the NHS works its way through the remainder of the challenges that continue to follow

the pandemic, Symphony wil/ also |l ook to
position in the Somerset healthcare system in supporting general practice.
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About Symphony Healthcare Services

Symphony Healthcare Services is a largescale primary care organisation based in Somerset and within 2021/22 supported
approximately 118,000 patients with their healthcare needs by providing NHS services through 16 GP surgeries.

Our Vision

SHS was originally developed to ensure the sustainability of Primary Care within Somerset and continues with this
ambition to date. However Symphony Healthcare Services wishes to Grow, Enhance and Transform primary care to
become a national exemplar of modern general practice by the end of 2025/26.

To become a national
exemplar in primary care

Sustain provision

primary care
within
Somerset

Figure 1. Symphony Mission: Grow, Enhance, Transform (GET) Figure 2: Symphony Vision



Why Symphony Healthcare Services EXxists

Symphony Healthcare Services was developed following the Symphony Vanguard Programme, a national initiative to develop future NHS
services. Within South Somerset the programme was undertaken by Yeovil District Hospital NHS Foundation Trust, 16 GP surgeries, as well
as other local health and social care bodies to improve care pathways for patientsbasedon a devel oped 6Symphony de

Due to the relationships built through the Vanguard programme, practices locally approached Yeovil District Hospital NHS Foundation Trust to
see whether the hospital could do anything to support them, including taking on their GP surgery contracts. This led to the creation of
Symphony Healthcare Services.

Our Legal Structure
Symphony Healthcare Services is a limited company, meaning:

C Itis legally separate from the individuals that run it T recognised as an entity its own right in the eyes of the law;
C It has shares - Yeovil District Hospital NHS Foundation Trust holds 100% of our shares; and
C It can keep the profit, if there is any - as per our governing documents any profit would go back into our surgeries to support patient care.

Due to this and the GP contracts that we manage, this means that Symphony Healthcare Services is a provider of NHS services T the same
as traditional GP surgeries. Our legal structure links us to the Trust but does not make us directly part of the Trust T recognising our different
and complimentary roles within the healthcare setting.

What we continue to offer

Symphony Healthcare Services has continued to build upon relationships developed and through the work the organisation undertakes in
turning around those in difficulty, practices outside of the initial Vanguard programme have continued to approach us to obtain similar support.
This has now extended to Devon as well.



Our Values

As an organisation we are extremely
proud of the values we have
developed.

With the organisation still growing, the
teams continue to implement and
embed these amongst staff i and
captured at the very doorway of the
organisation, through interviews and
discussions with interested personnel.

Ensuring staff understand that these
form part of the caring and
compassionate culture that we strive to
achieve and uphold is of crucial
importance.

Care

By treating every patient as though
they were a member of my family

Integrity Advocacy
By doing what | say | will Ou r By being both an advocate and
do, when | said | would do it ambassador for the organisation.
Values
Resourceful : Flexibility
. Passionate about . .
By treating every SHS pound Primary Care By seeking and embracing new

and resource as though it
were my own

ways of working and providing
services to patients

Respect
By always being respectful to everyone
(patients, colleagues and about the
organisation)

Figure 3: Symphony Values




Our Practices






Bruton Surgery

With Covid-19 continuing for a second year, the practice has continued to adopt new ways of working to meet patient demand and maintain
a covid-19 safe environment.

The surgery has continued to use the online consultation system askmyGP for the clinical team to review and action requests and during
March 2022 the surgery introduced a new Care Navigator role to help manage appointment demand and support the signposting of patients
to the most appropriate healthcare profession or area to enable the clinical team to focus on patient care.

The surgery adopted a birthday month recall approach to manage chronic disease patients throughout the year which proved very
successful and Clinical Lead, Louisa McLachlan, has been instrumental in developing the national BP@Home programme for general
practice, and Bruton Surgery specifically.

During the year, the surgery welcomed a new Lead Nurse to the practice and two new Health Coaches, with a keen interest in wellbeing
and self-care. Complimenting this, the surgery is working on a Children and Families project led by Dr Erika Andrews to support the
wellbeing of children and families through health coaching and providing information about local services and organisations who can help.

Working with our Primary Care Network colleagues, the practice continued to support and deliver Covid-19 vaccinations during weekend
clinics throughout the year to provide the first and second primary doses, the boosters and subsequently the spring boosters. The surgery
have also been supported by its Primary Care Network Prescribing Team and our Musculoskeletal Physiotherapist providing appointments
at the Bruton site.

There have been changes throughout the year within our GP Team as after 20 years Dr Nick Gompertz decided to pursue other outside
interests and as such the surgery welcomed Dr David Rogers. Dr Rogers has an interest in education and has provided training to GP
Trainees during this academic year. Dr Susie Stoneley has also become a GP Trainer and the surgery look forward to welcoming her future
GP Trainees.

Overall, it has been a positive year despite the challenges and the surgery continues to look forward, excited by the future outcomes of the
changes made and projects undertaken.






Buttercross Health Centre

Although it has continued to be a challenging year with staff sickness and isolation from rising numbers of Covid-19 in the
community, the practice staff have worked together to enable Buttercross Health Centre to continue to provide excellent care for
our patients.

The surgery is now over two years into using askmyGP, which is going well to manage and support patient requests. Work is now
underway to encourage patients who have yet to use the system to sign up themselves if possible for those times in which they
need to contact the surgery in the future.

The surgery has an excellent non-clinical team who are continuing to go from strength to strength to allow the practice to run as
efficiently as possible day to day.

The practice has not faltered in respect of the learning and transformation opportunities available such as protected teaching time
to support the Symphony ethos of a multidisciplinary team approach and extended multidisciplinary team huddles with the
palliative care, complex care and mental health teams which is overseen by the health & wellbeing coach team and GP lead.

Dr Kathryn Patrick has been supporting and educating patients across Somerset with menopause webinars, which has been of
great benefit to the patients.

The practice acute team consisting of Nurse Practitioners and Enhanced Care Paramedics has continued to develop and grow
which is a significant support to the GP team and provides holistic care to the patient population.






Creech Medical Centre

Creech Medical Centre joined Symphony in October 2021 after previously being a surgery under Somerset NHS Foundation Trust.

The surgery has been able to review its administration processes over the course of the year and has had support in the formofanewl vy dev el op e dwhé&éaVo r |
documents are processed by trained administrators to minimise the involvement where appropriate from the clinical team. In addition to this, the surgery has also
benefitted from inclusi on MahagdmemH u bviech @glawithhrepeaypreSchijiahs and nredicsne queries, further freeing up GP time.

Early in the year, the surgery also reviewed its patient recall process to support annual reviews of long term conditions as part of getting routine care back on track for
patients following the pandemic. The new process is based on inviting patients in during their birthday month, which over time we hope patients will remember as well to
support ownership of their healthcare. This changes made enabled the surgeries performance in completing reviews to be the highest performing within Symphony, for
which our staff are extremely proud of and most importantly our patients are seeing benefits from.

Other initiatives we have introduced to support and improve the patient experience are the increased use of AccuRx to enable our clinicians and staff to text patients with
useful information and health questionnaires, a cancer monitoring system which supports the referral process for suspected cancer and eases follow up by the surgery for
timely and appropriate care, and twice weekly multidisciplinary team meetings where representatives from the surgery and other support services such as the district nurse
team, social care and secondary care discuss patients with complex care needs to ensure they are getting the care and support they need across all the healthcare
services.

The surgery has continued to meet with its Patient Participation Group throughout the year updating them on developments in the practice and engaging them in any
proposed changes. However the surgery continues to encourage new members to join to ensure the patient population is well represented.

The continuation of Covid-19 restrictions throughout the year presented ongoing challenges. To the surgeries benefit, our neighbouring practice, Taunton Vale Healthcare,
supported our Primary Care Network (Tone Valley) in continuing to offer booster vaccinations, with a high percentage of eligible patients taking up the offer of vaccination.
In consideration of the ongoing Covid-19 prevalence and the impact on the population, the flu vaccination programme also included all 50-64 year olds for the first time.
The surgery was able to vaccinate over 90% of all eligible patients in Saturday, weekday evening and afternoon clinics during the autumn.

The surgery has suffered from a number of GP vacancies throughout the year but has booked regular locums where possible to maintain continuity of care. Despite the
national shortage of GPs, the surgery has considered other ways in supporting the clinical team with additional healthcare professionals such as musculoskeletal
practitioners, mental health practitioners, advanced nurse practitioners and clinical pharmacists; with these professionals highly skilled to see and treat a number of
problems and in most instances are also prescribers.
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Crewkerne Health Centre

Over 2021/22 the surgery experienced several changes within its team. This included the introduction of a new management
structure to provide stability to the practice. The management of the surgery is now undertaken by a Practice Operations Manager
and a Practice Business Manager, with the remit of both staff focusing on different areas to ensure the effective running of one of
the largest surgeries within the organisation.

During the year, Dr Horne celebrated 30 years at Crewkerne Health Centre and in turn stepped down in his role as Clinical Lead to
focus on clinical work. Despite this, Dr Horne continues to support new Clinical Lead, Practice Nurse Kirsty Sansum.

Following the initial implementation of online consultation system askmyGP during the pandemic, the practice wished to progress
with an alternative online consultation system due to the pressure the practice was under. With the use of online consultation
system Kilinik, the surgery has also implemented a new appointment system where there are a mixture of routine and urgent on the
day appointments available. Although Klinik is only open during the morning for non-urgent requests, our reception team remain
available to take calls when the surgery is open.

In addition, the surgery created a telephone hub in one of the larger surgery rooms allowing for all phone calls to come through to
a central space within the surgery that has a dedicated team to answer. To support this, our Duty Doctor now sits with our
reception team to triage incoming calls. This supports learning as well as ensuring the duty doctor is accessible for other members
of the team; this has been an extremely positive change for the surgery.

Amongst all this, the Middle Path surgery also underwent refurbishment during the year with new floors, sinks and decoration
within clinical areas. This enabled the team to also review the administration areas to ensure that they were clear and light to
create a better working environment for all.






Exmoor Medical Centre

The surgery had many successes during the year despite the residual impacts from Covid-19.

A practice wide QI project was undertaken to improve the medication review processes and encompassed all patients, whether
they have long term conditions or not. This resulted in 89% of the surgeries patient population having had a full medication review
by the end of March 2022 and this continues to increase.

This project led to a significant improvement in our Quality Outcome Framework (QOF) achievement for the year leading us to
being the most improved practice within Symphony and one of the top four practices in the organisation for overall achievement.

The surgery achieved reaccreditation on the Gold Standards Framework for Palliative Care at Platinum level in summer 2021
which is a huge achievement and something the team are incredibly proud of.

The surgery has strengthened all areas of both its clinical and non-clinical teams over the last year giving the practice increased
resilience. Moreover there has been continued development and links with our Primary Care Network (PCN), with Exmoor
Medical Centre playing a leading role over the past year with Dr Kelsey Boddington remaining the Clinical Director for the PCN.
The PCN has enabled the introduction of ARRS roles such as a clinical pharmacist, pharmacy technician, first contact physio,
complex care nurse and health coach, allowing the surgery to provide more holistic person centred care working in partnership
with the practice multidisciplinary team.

The surgery has also been part ofthe 6 Br alWPeoj ect 6 within Somerset, being one of the f
data to inform decision making around the patient journey.






Hamdon Medical Centre

Hamdon Medical Centre continued to work collaboratively with its neighbouring practices as part of the South
Somerset West Primary Care Network (PCN) to provide Covid-19 vaccinations throughout 2021/22.

The surgery continues to develop and grow its team, with the recruitment of a new Healthcare Assistant
(HCA) and the practices existing HCA becoming a Trainee Nursing Associate.

In late 2021 the practice started piloting ®octalyé digital platform that allows the practice to request patients
with a chronic disease (specifically those with asthma) to undertake their annual review via a mobile device.
This is proving successful and further patients will be contacted regarding use of the platform to support the
capacity and care that our nurses may provide.

Operationally the surgery continues to deliver its core services at a high standard. In particular, the surgery
delivered the required performance to achieve the national Quality Outcome Framework (QOF) targets.

Given the ongoing prevalence of Covid-19 and in conjunction with national advice to healthcare services, the
surgery maintained strict infection control within the surgery and this ensured minimal impact regarding Covid-
19, including outbreaks, which supported the availability ongoing care and ensured patient safety, which was
a top priority for the team.
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Highbridge Medical Centre

Highbridge Medical Centre continues to experience extreme pressures due to increasing demand. This has been exacerbated over the
year due to the temporary list closure of neighbouring surgery Burnham & Berrow Medical Centre, with a number of patients joining
Highbridge Medical Centre due to lack of choice in the immediate area.

Despite this, the surgery has been successful in expanding its multidisciplinary team with the inclusion of a musculoskeletal
practitioner, specialist mental health practitioner and a health coach. The combination of these clinicians, the already established
advanced care practitioners, GPs and our administrative teams ensures that the surgery provides holistic care to our patients. In
consideration of the expanding team, training remains ongoing to ensure that the highest quality care is provided.

The team also continue to mentor medical students, which is not only fulfilling but will hopefully encourage these future GPs to return.

The practice has actively participated in and contributed to the research efforts of the organisation supporting the following projects:
BASIL+, PANORAMIC, MERIT, CHICO and TACKLE.

Operationally the surgery has maintained a total triage process in the first instance, with our clinicians assessing patients via phone in
the first instance and where appropriate before bringing them into the surgery. This has been to support infection prevention control
across the surgery for the safety of staff and patients whilst Covid-19 prevalence remains.

The team introduced a new patient recall system for Quality Outcome Framework (QOF) reviews relating to patients. This has been
positively received by both patients and staff, supporting the processes and systems within the surgery to facilitate high quality patient
care. The team have also been working closely with its neighbouring practices as part of the North Sedgmoor Primary Care Network
(PCN), with PCN staffing working from the surgery where possible.






Lister House Surgery

During 2021/22, Lister House Surgery experienced a number of changes, including joining Symphony Healthcare Services on 1 October 2021.

Following integration, the surgery welcomed a new Practice Manager, Deputy Practice Manager and two new members of staff to the
administration team, which has had a positive impact on practice relationships as well as systems and processes.

The surgery hasdevelopeda O6bi rt hdayé recall system to review patients wimonthr equ
and will further support the surgery achieve the national Quality Outcome Framework (QOF) requirements, as well as medication review figures,
over the following year.

The surgery has also been working with the Symphony central team to imbed a new website and telephony system to aid patient access and
communications. This is expected to come to fruition during the early stages of 2022/23 following the work attributed to date.

Despite this, the ongoing communication from the surgery continues to be improved with a new social media page for important general updates
and increased use of text messaging system accuRXx for contacting patients directly with information and health based questionnaires.

To continue to support the work of the surgery, the surgeryhasal so redesigned the clinical teambs ap|

practice has also become a member of t he Sy mpnhhe complalianefdnedicationeetatedna n a g
documentation, relieving our GPs of this work enabling them to focus on other areas.
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Lyn Health Centre

The surgery joined Symphony on 1 July 2021. Whilst Dr Allaway transitioned from a partner to salaried GP, he continued to head the
surgery as the Clinical Lead. Following integration, Clare Hartgen also became the new Practice Manager for the surgery and both Dr
Allaway and Clare work closely with the surgery team to provide high quality care to the patient population.

The surgery performed well achieving the majority of the national Quality Outcomes Framework (QOF) targets and worked well with
neighbouring practices as part of a primary care network (PCN) with Dr Allaway working as the PCNs Clinical Director. Through the PCN,
the surgery has benefitted from a First Contact Physio once a week conducting a morning session and this has been very successful for
the practice. Looking forward though the surgery hopes to benefit from the new Health and Wellbeing team that the PCN is putting
together currently.

For the most part, the surgery has benefitted from the strict infection prevention measures put in place, reducing the amount of covid-19
sickness experienced across the surgery. Despite this, an unfortunate period in March 2022 saw pressure in the surgery from a mixture of
Covid-19 sickness and other absence which due to the surgeries size was difficult to manage operationally. This has led the practice to
consider changing clinical systems going forward so that remote Symphony GPs and staff may further assist in such instances, providing
additional resilience.
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The Meadows Surgery

The surgery has continued to focus on providing high quality patient care across
the year despite the shortages in staff experienced. This has improved over the
course of the year with vacancies recruited to. This has enabled the surgery to
increase the offer of appointments available with the surgeries multidisciplinary
team following the inclusion of another Advanced Nurse Practitioner.

Our staff are also working well with neighbouring practices through the Primary
Care Network (PCN) the surgeries are party to. Specifically, the surgery has
benefitted from the support of the PCN Pharmacy Technician team.







Martock Surgery & South Petherton Medical Centre

2021/22 was a very challenging year. To support the surgery, the team implemented a number of changes including more frequent clinical
team meetings and a review of processes including the teams use of online consultation system askmyGP. In addition, the surgery
introduced two new joint clinical leads, Drs Liz Quinlan and Maeve Mclnerney, as well as other new clinical and non-clinical staff for the
benefit of patient care.

Despite maintaining Covid-19 restrictions within healthcare settings, the surgery has unfortunately suffered periodically with Covid-19 related
sickness and isolation which has increase pressure on the remaining staff.

During the year, the surgery has proudly introduced as new leg ulcer clinic which has received praise from local consultants due to the
improvement in patient conditions and one of our Healthcare Assistants has successfully joined the Trainee Nurse Associate programme to
become a registered nurse.

Further to the initial and successful Covid-19 vaccination programme at the Henhayes Centre in Crewkerne supported by Martock Surgery
as part of the South Somerset West Primary Care Network (PCN). The surgery further supported the Covid-19 vaccination efforts towards
the end of 2021, establishing a Wednesday clinic at the Martock Surgery site for the PCN.

The surgery team has continued to develop strong relationships with the Patient Participation Group (PPG), enjoying their support and
encouraging their feedback. The PPG has specifically assisted the surgery with the marshalling at the Covid-19 vaccination hubs in
Crewkerne, Martock and IIminster (Dillington House) which was a significant contribution and greatly appreciated by the surgery and
organisation.

The surgery has worked collaboratively with the local acute trust to support interim beds within the surgeries largest nursing home. The team
have worked closely with both the nursing home staff and District Nurses to provide interim care for patients being discharged from hospital.

The surgeries plans for the coming year are to continue working on the changes and improvements made during 2021/22 and bolster
communications with our patient population.
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North Petherton Surgery

North Petherton Surgery is one of the latest surgeries to join the organisation and transitioned from
Somerset NHS Foundation Trust to Symphony on 15t October 2021. A number of changes took place
following the integration of the surgery into Symphony, including a change to the Practice Manager.

The surgery have also reviewed their workforce requirements during the year and have recruited four

new part time administrators. This wil/ enabl e the
for patients requiring annual monitoring for their chronic diseases. The results from this are expected to

be seen from 2022/23 within the surgeries Quality Outcome Framework (QOF) results.

In addition to the new administrators, the surgery has benefitted from the use of a Health Coach during
the year which is an additional role provided by the Primary Care Network that North Petherton is a
party to with neighbouring surgeries.

Due to the number of changes taking place across the year, the surgery opted out of providing any
further Covid-19 vaccinations after the initial programme to focus on delivery of care to the practices

patient population.
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Oaklands Surgery & Yeovil Health Centre

Oaklands Surgery & Yeovil Health Centre continue to make changes to adapt to a new way of looking after patients following the Covid-19
pandemic. The surgeries have now reopened their waiting room to the public whilst continuing to ensure that infection prevention measures
are maintained for the safety of patients and staff.

The surgery is part of the Yeovil Primary Care Network (PCN) along with other neighbouring practices within the Yeovil locality. The PCN
works very closely and have particularly benefitted from joint working in relation the delivery of the Covid-19 vaccination programme.

Whilst the surgeries clinicians carry out a large proportion of work via telephone, and other virtual means, this has supported the capacity of
the surgery and enables the team to bring in those patients that need to be seen for an examination.

The surgery continues to use the online consultation system askmyGP which proved invaluable throughout the pandemic. Over the course of
the year, the surgery listened to the patient population to make adjustments to the use of the system to ensure that it continues to operate
effectively and meet the needs of the both our patients and our clinicians.

The surgery has a very positive relationship with its Patient Participation Group (PPG), hosting regular meetings to discus changes and listen
to any feedback. The PPG was a significant support over the pandemic providing much assistance to patients.

The team at Oaklands/Yeovil Health Centre have adapted to many changes these last couple of years and although at times it has been
tough they have pulled together and worked as a team throughout






Ryalls Park Medical Centre

2021/22 was quite a year for Ryalls Park Medical Centre who joined Symphony at the start of the financial year on 1 April 2021. There were a
number of challenges facing the surgery from a returning CQC inspection as well as the ongoing infection prevention requirements of the
pandemic. At the point of joining Symphony there were a number of areas that the team prioritised including:

Establishing clear managerial leadership;

Stabilising the GP team and providing clinical leadership to the practices multidisciplinary team;
Gaining the trust and confidence of the already established team;

Supporting the highly motivated and capable clinical and admin teams already present; and
Supplementing the multidisciplinary team with other roles such as a pharmacist.

T> I> T T T

With hard work and dedication from the entire team these priorities were fulfilled. The staff have embraced change from improvements to the
practice environment, installing a new telephony system, reviewing the workforce and implementing a new online consultation system
OKI i ni ko. quRldytadaptedtoshe heaw way of sending in requests due to the ease of access and the quick response that they
receive from a clinician. Our website has also been developed to support the dissemination of information to patients and support access.

During September 2021 the surgery received afollow-u p CQC i nspection and due to the changes
domains. This was a significant morale boost for the team and much deserved.

The practice continues to work closely with neighbouring practices, including Symphony practice Oaklands Surgery, as part of the Yeovil
Primary Care Network (PCN). Together the PCN successfully provided Covid-19 vaccinations to our patients and will continue to work
together for future Covid-19 vaccinations, as well as other projects.

Regular meetings continue to take place with the surgeries Patient Participation Group (PPG) to keep them updated and maintain the
supportive relationship between us both.

Overall Ryalls Park has had a successful year and the team will continue to sustain, grow and care for our patients in the year ahead.






