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What we are looking to achieve

Improved customer service

Safe and reliable service delivery 

Significant cost savings 
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Transforming Primary Care Support Services 

User Portal and Service Desk

Face to face Phone EmailLetters Text FaxPortal

Audit, Quality Assurance, Continuous Improvement, Transition and Transformation

GPs Practice staff Patients

& Carers

Pharmacists

/Dentists
Opticians Area Teams

Probity (Preston)

Service Desk (Leeds)

Market Entry  (Leeds)

Performer List (Leeds)

DMS (Preston)

Scanning (Darlington)

Storage (Darlington)

Printing (Mansfield)

Screening

Payments & pensions

Registrations
Outsourced Logistics

Local Delivery Capability
Specialist Services 

Centres
Multi Disciplinary 

Service Centres

Compliance

Risk management

Quality framework

Change governance 

Metrics and reporting 

Process management 

People management 

Behavioural Science

Clinical Governance

Supplier Chain 

Management

Workflow

Controls

Market Entry

Performer Lists

Training and Support

Leeds

Preston

Clacton

Business Support Functions 

(Leeds)
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Timescales
Services Q3 - 15 Q4 - 15 Q1 - 16 Q2 – 16 Q3 - 16 Q4 - 16 Q1 - 17 Q2 - 17 Q3 - 17
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Customer Support 

Centre

Records

Supplies

Ophthalmic 

Payments & Bulk 

Scanning

Probity

Pharmacy Payments

Performer List

Market Entry

GP Payments & 

Pensions

Cervical Screening 

& Bulk Printing

Breast Screening

Work Migrations
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What does this mean for Primary Care 

Dentistry? 

Supplies Performer lists
March 2016       May 2017                    
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New contact details
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Approach to transformation 

• User Centric Design

• Only deploy transformed services into the 3 centres

• A ‘progressive migration’ approach 

• Once proven - gradually migrate other customers & geographies 

• Initial focus on transforming services which enable the break of 

existing geographical / local delivery model 

• The key enabling services: Customer Support Centre, 

Records Movement and Supplies.
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New local support team 

• Locally based staff - providing on the ground 

support for customers and will enable any local 

service activity to continue  

• Team of regional stakeholder managers - liaising 

directly with local representative committees
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Get involved 

BDA Forum Member: Brett Sinson

Stakeholder user panel:

• Contact preference: phone, work email, personal email

• Lots of ways to get involved: surveys, polls, phone interviews, 
workshops and testing early versions of services

• Receive regular communications on what we’ve done and what 
to expect soon

Email us at: PCSEpanel@capita.co.uk

mailto:PCSEpanel@capita.co.uk
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Questions? 

Questions?  


