CASE STUDY & TESTIMONIAL

Adapting to change: protecting patient
access at Yardley Wood Health Centre
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| Context and Challenge

Yardley Wood Health Centre is an 11,000-patient urban practice
managing around 4,000 calls per month with 5.5 WTE reception
staff. Performance was strong, with high access satisfaction,
minimal complaints and stable KPIs.

In March 2026, the sudden loss of two experienced receptionists
— 32 hours per week of capacity — created immediate pressure
on service resilience. Rather than defaulting to recruitment, the
practice explored alternative models to sustain access and
manage demand.

| The Intervention: Al Reception

Following peer engagement and supplier review, the practice implemented a trial of InTouchNow's Al-enabled
telephone system. The service went live within two weeks, alongside staff briefing and telephony adjustments.
Key features included:

An opt-in model for patients, maintaining choice

The ability to transfer to a human at any point, without penalty

e A pay-per-completed-call contract, keeping financial risk low

Early engagement with the Patient Participation Group (PPG) to support adoption

[ Impact on Access and Performance

Despite reduced staffing capacity, access metrics were maintained. Al managed 33% of calls within the first
week, preserving service levels without recruitment — a viable resilience model for partners and practice

managers.
Metric Pre-implementation Post-implementation
Monthly calls 3,885 3,330
Answer rate 97.3% 97.5%
Average wait time 41 secs 44 secs
Longest wait 6.2 mins 6 mins
Calls answered within 10 mins 100% 100%
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Learning: early and proactive patient engagement is critical, even
during pilot phases.

Patient Experience

No increase in complaints — zero access-related complaints
pre- and post-implementation

Continued positive Friends & Family Test feedback

Initial patient queries addressed through improved
communication on the website and in the waiting room

Financial and Strategic Value

Avoided recruitment costs — advertising, onboarding, DBS checks and training
Replaced 32 hours per week of capacity without a long-term employment commitment

Reduced overtime and agency reliance to zero

Strategically, the model improves operational resilience, provides scalable capacity during demand spikes, and
supports a more sustainable workforce model.

Key Learning for Practices

Al can stabilise access without increasing workforce

Patient choice must be retained to ensure acceptability

PPG engagement is a critical enabler of adoption

Workforce benefits are significant, particularly around stress and retention

Communication is essential early — not post-implementation

I/}

The introduction of Al reception at Yardley Wood did not replace staff but
strengthened the operating model. The practice maintained access performance,
improved workforce wellbeing, and increased resilience without additional
recruitment. For partners, this represents a credible and low-risk approach to
managing access pressures, particularly in the context of ongoing workforce
constraints and rising demand.

Sophia Bi-Raja
Practice Manager, Yardley Wood Health Centre (Our Health Partnership)

A credible, low-risk route to resilient patient access.
See what InTouchNow Al could do for your practice at www.intouchnow.ai
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