CASE STUDY

Answering every call on the first ring
at Merrow Park Surgery

1sec 42.6% 411 hrs 30-66%

average wait time, down of all calls handled of reception time saved, lower cost per handled
from 6 min 14 sec end-to-end by Al equal to 3.86 FTE call vs traditional
handling

| The Challenge

Before InTouchNow, patients calling Merrow Park Surgery waited an average of 6 minutes 14 seconds for their
call to be answered, and 18% of calls were missed altogether. Like most GP practices, demand peaked sharply at
8am, placing sustained pressure on the reception team and leaving patients frustrated before their care had
even begun.

l The Solution

The practice introduced InTouchNow Al reception in December 2025. Al now answers every call on the first ring,
captures medical and administrative requests, signposts patients to more appropriate services where suitable,
and promotes the NHS App at the end of every call — with the option to transfer to the practice’s human team
at any point.

Every call answered on the first ring — average wait reduced from 6 minutes 14 seconds to 1second
42.6% of calls handled end-to-end by Al, with 57.4% handled by the human team

Automatic signposting to Pharmacy First, dental and minor eye services for all applicable patients

Calls handled in 14 languages, with around 2% of calls in languages other than English

NHS App information offered to around 35% of all callers, including a text link to download the app

| Access at a Glance

Metric Pre-service With InTouchNow
Average wait time 6 min 14 sec 1second
Missed call rate 18% 15%
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[ Operational Efficiency

Since the start of service, Al has independently handled 42.6% of all incoming calls — 6,170 completed calls
managed end-to-end without staff involvement. Of all call outcomes, 79.8% were medical requests and 20.2%
administrative. Repeat prescriptions were the most common administrative request captured, followed by test
results and fit notes.

Call Qutcomes — Medical vs Administrative

mm Medical

Administrative

Administrative Requests Captured by Al

Repeat prescription - 50.2%

Other - 42.3%
Test results -- 5.7%
Fit note '| 0.5%
Medical report ] 05%
Travel vaccination | 0.4%

Referral follow-up -| 0.3%

| Time and Workload Returned to the Practice

Metric Value

Average time saved per call 240 seconds (4 min)
Al-completed calls 6,170
Total time saved 411.3 hours
Equivalent FTE (based on 160 hrs/month) 3.86
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| Clinical Outcomes — Pharmacy First

96 patients were offered Pharmacy First signposting, with 20 (21%) accepting redirection to a community
pharmacy. UTl and urinary symptoms were the most common conditions identified, followed by sore throat and
cold or flu. A further 7 patients were guided to dental services — each one a query resolved without
receptionist time.

Pharmacy First — Accepted vs Refused

mmm Refused signposting (76)
mmm  Accepted signposting (20)

Pharmacy First Conditions Identified
mmm UTI/ urinary symptoms (42%)
Sore throat (13%)

—-—
mmm Cold/flu (11%)
6% mmm Sinusitis (7%)
7% Cough (7%)

| Cost-Effectiveness and ROI

Rash / skin (6%)
Other (4%)

Ear infection (3%)
Headache (3%)
Fever (3%)

Each Al-completed call costs £1, compared with an estimated £1.50-£2.50 for traditional receptionist-led
handling — a direct saving of 30—66% per handled query. With over 40% of total call demand managed
independently by Al, the practice benefits from a substantially reduced reception workload, successful
signposting to alternative services, and greater resilience during demand peaks — all while maintaining service
accessibility for patients.

Calling time on the 8am rush.
See what InTouchNow Al could do for your practice at www.intouchnow.ai

I|||I|||I InTouchNow Al - Al Reception for GP Practices - www.intouchnow.ai



