
A modern approach to Primary Care training

Training



Plan
The team at Practice Index will work with you to establish specific goals 
and set out what you would like to achieve long term for your organisation. 
We can then advise you on the best possible training solutions and explain 
how this will benefit and enhance your overall strategy.

Engage
We will contact each of the delegates with information about the forthcoming 
training so they can familiarise themselves with the material and know what 
to expect on the day. Through a pre course questionnaire, we will also identify 
what their individual expectations and objectives are before the training begins.

Train
Using accelerated learning techniques, Practice Index will deliver interactive 
training, ensuring delegates acquire the necessary skills and understanding. 
In general, we find that a third of each course is about listening, a third is about 
discussing and a third is about planning how and where to put the knowledge 
they have gained into practice.

Retain
A summary of learning will be sent to each delegate shortly after the session; this 
aids information retention and is an important part of the embedding process.

Where applicable, a follow-up virtual workshop (typically lasting one hour) a 
few weeks after the training will once again reinforce learning and will further 
encourage participants to apply their new skills in the workplace. The virtual 
workshop will also help delegates to overcome any obstacles they may be 
experiencing when implementing their knowledge.
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Our unique process



Tailored approach

Our training team
Our trainers predominantly hail from the 
primary care sector, where they all have in-
depth and extensive experience. 

As a result, they understand why training is so 
fundamental to delivering an excellent level of 
service to patients and other service users. 

We have also carefully selected other trainers 
who are experts in their own field. 

The whole training team at Practice Index is 
committed to ensuring that delegates receive 
the highest possible standard of training. 

Customised courses
We understand that there can be no one-size-fits-all 
approach in primary care. 

Therefore, we customise all our training to ensure 
that it is relevant and applicable to your environment. 

Whether you are an individual practice, a group 
of practices, a PCN, an ICB or a private provider of 
healthcare services, we will always tailor content to 
meet your exact requirements. 
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Support for managers
Throughout the process, we will provide support 
to the commissioning manager. This is especially 
important during the planning stage, which includes 
conversations about goal setting and how the 
delegates will benefit from the training. 

After the ‘Retain’ stage, we offer support to the 
manager to embed learning, identify development 
and help to reinforce new practices. 

We will also supply guides and tutorials to prompt 
and assist helpful discussions between delegates 
and their managers.



Popular courses

Advanced Practice Finance
This workshop provides a deeper look at 
practice finance, covering the key areas to 
enhance your knowledge, whilst looking at 
the strategic goals for practice finance and 
how you can help and support your practice to 
drive improvement and increase profitability.

Being CQC Ready
This session will explain the need to effectively 
prepare for a CQC inspection and then remain 
prepared. The session discusses the areas that 
the CQC look at during an inspection, whilst 
offering practical advice for organisations to 
ensure they are CQC compliant.

Becoming a Successful 
Practice Manager
This five part course provides a comprehensive 
overview, covering the key areas of knowledge 
needed to become a successful Practice 
Manager. You will learn about general practice 
in the wider NHS context, the operational 
and strategic complexities of good practice 
management, and you will gain an appreciation 
of the financial landscape of primary care.
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Care Navigation Training Course
We discuss the role of the Care Navigator, the 
principles of care navigation, the competency 
framework (including broad level descriptors), 
patient perception (including resistance), 
confidentiality and the significance of effective 
communication (including telephone skills).



Popular courses

Chaperones in General Practice
This comprehensive course will explain the occasions when 
a chaperone is needed, why a chaperone is to be offered 
to patients, and the crucial role and responsibilities of the 
chaperone during the consultation.

Dealing with Abusive, Aggressive 
and Violent Patients
The terminology used when dealing with violent and 
abusive patients will be discussed during this course, 
along with the associated legislation underpinning practice 
policy. De-escalation techniques and practical guidance 
will be given to delegates on how to deal with such 
patients and the associated administrative procedures.
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Conflict Resolution
During this enlightening session, delegates 
will learn to effectively identify and manage 
conflict within the workplace. The course will 
include containing conflict, listening skills and 
overcoming resistance.

Digital Transformation for 
Practice Managers
During this engaging and informative session, 
delegates will learn the significance of digital 
transformation within general practice and how it 
can help improve access and patient experience. 
The session provides an update of the current plans 
for digital transformation across the NHS.



Popular courses
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Telephone Triage for Receptionists
This session will demonstrate to your reception team 
how they can engage with patients with confidence, 
and how they can apply the rules of etiquette to their 
telephone skills. The session will also explore how 
reception staff can accurately gather information and 
formulate an action plan, thereby enhancing the patient 
experience and ensuring that the patient sees the right 
person at the right time. The course also covers red 
flags (or warning signs) that must be acted upon. 

Equality, Diversity and Inclusion
Under the Equality Act 2010, it is against the law 
to discriminate against anyone because of any 
of the ‘protected characteristics’ set out in the 
Act. Our informative EDI sessions focus on these 
characteristics and provide a greater understanding 
of inclusivity in general practice.

Social Media Communications
Ensuring social media engagement is 
professional, safe and reflective of your 
practice’s personality is something that some 
people find difficult. In this informative session, 
delegates will learn some of the fundamental 
elements of social media communication.

NHS Pensions Update
This informative session will afford managers, and 
all those with line management responsibilities, the 
opportunity to refresh their understanding of the 
sections of the NHS Pension Scheme, associated 
benefits and allowances linked to the scheme. The 
session will also explain the McCloud remedy.



Bundles

Our Bundles are a collection of popular courses covering today’s hot topics in primary care. 
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Business Improvement Bundle

Care Co-ordinator Bundle

Care Navigation Bundle

Compliance Bundle

CQC Bundle

Digital Transformation Bundle

Equality, Diversity, and Inclusion Bundle

Finance Bundle

GP Training Bundle

HR Bundle

Leadership & Management Bundle

Practice Manager Bundle

Pick and choose courses to create a tailored training programme for your team.



 Full course list
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Can’t find the course you are looking for?
We will create it for you!

You can view all of our courses here  



 Training summary report   

 
Findings 
 
Feedback received from delegates who attended and completed the post-session feedback 

form provided a very positive response to the training, indicating the delegates felt the 

training was of value in helping them increase their knowledge and confidence in the topic, 

and the session was delivered to a high standard.  
 
We received 88 pre-course questionnaires which represents 100% of those who attended 

the sessions.  
When asked in the pre-course questionnaire ‘How confident do you currently feel in this 

area?’ delegates scored an average of 6 out of 10. Following completion of the training, this 

has risen to an average of 8 out of 10, indicating that the training has had a positive impact 

on participants.    
Delegates gave an overall average score of 10 out of 10 when asked how well the topic was 

covered and if they felt training was beneficial to them. 
 
Feedback was also very positive about the quality of the trainer with an average score of 10 

out of 10.  
 
When asked ‘Overall did the session meet your expectations?’ delegates gave an average 

of 10 out of 10.  
Whilst trainers are using engagement techniques to encourage interaction from participants 

it has been noted in trainer feedback very few delegates attend the training sessions without 

cameras or microphones which makes it harder to identify learning gaps and encourage 

further peer-to-peer learning.  
Our associate trainers also engage with delegates throughout each session, discussing their 

day-to-day roles and issues that affect them in general practice. The combined feedback 

received through listening to, and learning from delegates, has enabled us to make 

recommendations for future training.   
 
Considerations for future training:  
Based on the training delivered to date, we would recommend the following training sessions 

for future delivery:  
• GDPR 
• Leadership in PCNs • Making Every Contact Count • Domestic Abuse Awareness • Menopause Essentials for Managers 

• Becoming a Successful GP • QOF 

• Microaggressions in the Workplace • Digital Transformation for Practice Managers 
• Mental Health First Aid • NHS Pensions Update • CQC Bundle • New to GP Partnerships 
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Management Information Reports

 Training summary report   

 
Complaint Management – 29th February 2024  
Number of attendees: 14  

  

Overall, did 
the session 
meet your 

expectations? 

How well 
do you feel 
the topic 

was 
covered? 

Did you 
find the 
session 

beneficial? 

How 
confident 
do you 

now feel in 
this area? 

How would 
you rate 

the 
trainer? Average 9 10 10 8 10 

 
Comments from attendees:  

• Examples of written responses, if possible, to maintain patient confidentiality, but to 

give ideas for new PM’s on how to respond to formal complaints. 
 
 
Digital Customer Service Skills – 12th March 2024 
 
Number of attendees: 4  

  

Overall, did 
the session 
meet your 

expectations? 

How well 
do you feel 
the topic 

was 
covered? 

Did you 
find the 
session 

beneficial? 

How 
confident 
do you 

now feel in 
this area? 

How would 
you rate 

the 
trainer? Average 10 10 8 10 10 

 
Comments from attendees:  

• Session was excellent.  
 
Mental Health Awareness in the Workplace – 26th March 2024 
 
Number of attendees: 10  

  

Overall, did 
the session 
meet your 

expectations? 

How well 
do you feel 
the topic 

was 
covered? 

Did you 
find the 
session 

beneficial? 

How 
confident 
do you 

now feel in 
this area? 

How would 
you rate 

the 
trainer? Average 9 9 9 7 10 

 
Comments from attendees:  

• More on mental health.  

On completion of training we can provide a Management 
Information Report, which includes:

 Training summary report   

 
Attendance Summary  

North East & north Cumbria Training Hub Attendance report 
Name of course Date delivered Number 

booked 
Number 
attended 

% of 
delegates 
attended 

Further Medical Terminology 
15th & 16th November 

2023 
12 11 92% Care Navigation and Active Signposting 

30th November 2023 25 18 72% Having Difficult Conversations 
18th January 2024 23 16 70% Customer Care 1st February 2024 18 15 83% 

Complaint 
Management 

29th February 2024 24 14 58% Digital Customer Service Skills 
12th March 2024 9 4 44% Mental Health 

Awareness in the Workplace 26th March 2024 
19 10 53%  

 
Session Feedback  
After each session delegates were invited to complete a short online feedback form to enable us 

to assess the effectiveness of the training and identify any gaps or opportunities to further 

develop delegates.   
Feedback has been received on six of the seven sessions delivered to date and indicates a 

positive response. Delegates have said that overall, they have found the session they 

attended to be beneficial and informative, enabling them to feel more equipped and 

confident about the topics covered.   
We also asked trainers for feedback following each session. Whilst most of the comments 

received were very positive, it has been mentioned after some of the sessions that very few 

of the delegates used either the microphone or chat function to ask any questions or 

respond to the trainer. This makes it more difficult for the trainers to engage and use role 

play or exploration on how to handle situations.   
 
 
 
 
 
 

Attendance 

Session feedback

Post session analysis

Future recommendations

Management Information Report
North East & North Cumbria 
Training Hub



Additional support
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Jill (Practice Index)

Fully interactive and engaging workshops 
that deliver the essential information 

Leicester, Leicestershire and Rutland ICB – 
Face-to-Face Training Sessions for Practice Staff

6 on-site sessions of Abusive, Aggressive 
& Violent Behaviour (90 minutes)
There has been a significant increase in cases of abusive, 
aggressive and violent behaviour towards staff in general 
practice. This course will focus on the techniques which will 
give staff the practical skills needed to deal with any type of 
challenging behaviour.

Objectives
•  Understand the impact of abusive, aggressive and violent 

behaviour on staff, including mental health and retention
•   Managing patient expectations and key strategies that can 

deescalate conflict
•   Recognising potentially abusive, aggressive or violent 

behaviour, such as behaviour patterns and traits
•   Understanding how to confidently diffuse abusive 

aggressive conversations on the telephone – what to say 
and what not to say

•   Reviewing real-life examples
•   Understanding your organisation’s policies and 

procedures

Delivered by:
Commissioned by:

� Training for County Neighbourhood
� 25th January at 1.30pm 

� Training for County Neighbourhood
� 25th January at 3.30pm 

� Training for County Neighbourhood
� 15th February at 1.30pm

� Training for County Neighbourhood
� 15th February at 3.30pm

� Training for City Neighbourhood
� 20th March at 1.15pm

� Training for City Neighbourhood
� 20th March at 3.15pm

Dates, areas and booking links

Book now

Book now

Book now

Book now

Book now

Book now

Tailored flyers for your organisation

Post session summary document

Pre session questionnaires

Post session feedback



11

Testimonials

“I would like to commend the whole Team 
at Practice Index. Surrey and Sussex LMCs 
have worked closely with Practice Index in 
developing a training menu which will provide 
support across all levels at GP practices.
Practice Index have been engaged throughout, 
responded promptly to queries, developed 
training at short notice to meet identified 
needs, and have a strong ethos of identifying 
the most constructive and helpful training 
available. The LMC has received excellent 
feedback from GP practices, and we look 
forward to our continuing collaboration.”

Dr Julius Parker
CEO 
Surrey and Sussex LMCs

“NHS Leicester, Leicestershire and Rutland 
(LLR) ICB has enjoyed working with Practice 
Index to train and support our workforce. Our 
focus was largely on resilience in supporting 
retention. Practice Index has been very 
flexible to all of our requirements and by using 
their team of experts we were able to meet the 
required outcomes of our ICB.”

Glenn Halliday
ICB Workforce Transformation Lead 
NHS Leicester, Leicestershire & Rutland 
Integrated Care Board

“We have used Practice Index to provide 
training sessions to our Derbyshire 
practices, they have delivered sessions 
such as financial, pensions and many 
other topics. The team provide an amazing 
service and have a wealth of knowledge. 
The training sessions are excellent.” 

Lily Southern
Practice Liaison Support Officer
Derbyshire LMC

“We have worked with Practice Index to 
offer a series of training to practice staff. The 
training delivered was positively received. 
Delegates responded that they found the 
sessions they attended to be extremely 
beneficial, delivered at an easy-to-follow 
pace and will enable them to feel more 
equipped and confident on the subject area.”

Sylviann Thorpe
Training Lead
Birmingham and Solihull Training Hub



Practice Index Ltd
4th Floor
86 - 90 Paul Street
London
EC2A 4NE

T: 020 7099 5510
F: 020 7099 5585
E: info@practiceindex.co.uk

www.practiceindex.co.uk


