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SERVICE LEVEL AGREEMENT 2025/2028

This is the Service Level Agreement (SLA) between NHS Wales Shared Services Partnership – PCS (PCS), Health Boards (HBs) in Wales and Welsh Government (WG).  

The document identifies the main service areas as set out in the table below.  The detail contained in this Service Level Agreement is intended to clarify the services to be provided by PCS and to differentiate between the responsibilities of HBs and PCS. It will need to be further developed and amended over time. 

It is implicit in the arrangements between the PCS division of NWSSP and HBs that the PCS Department will authorise non-discretionary non-cash limited payments on behalf of the HBs where the underlining statutory requirements are met. The authorisation will be carried out in accordance with the PCS authorisation arrangements. Where discretion is applicable, the PCS Department will liaise accordingly with the HB. 

Shared Services’ Caldicot Guardian will deal with any routine Caldicot and GDPR issues.  Complex, contentious or public interest matters will be referred to the Caldicot Guardians of HBs/WG.

PCS recognises that some HB activity is in the commercial in confidence domain.  PCS will work in a manner to seek to ensure that matters relating to commercial in confidence issues are not disclosed without the specific approval of HBs.

To assist in the process of delivering this aspect of the Service Level Agreement (SLA), Standard Operational Procedures (SOPs) have been developed and throughout the document are appropriately referenced and are available on request at nwssp-primarycareservices@wales.nhs.uk. They are updated as needed to reflect any changes as part of the compliance with ISO 9001 accreditation. 
Similarly, the performance/quality measures identified in the SLA may require further development as the service itself changes.

Key Performance Indicators (KPIs) will be developed in partnership with HBs/WG in line with service plans and these will continue to be developed as services evolve. To ensure the effectiveness of the services listed below, each is strategically aligned with NWSSP’s core objectives as outlined:
Our People – Working together to be the best that we can be.
Our Services – Driving the pace of innovation and consistently providing high quality services.
Our Value- Maximising the benefit, efficiency, and social impact of what we do for our partners.

Any activity requested of PCS by HBs/WG that is not specifically prescribed under the relevant service regulations and dealt with in this SLA will normally be subject to an additional charge.

For further information or any queries relating to the content of this document should be referred to nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.
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1. [bookmark: _Communication_Arrangements]
Communication Arrangements

	Service objectives / deliverables

	· [bookmark: _To_communicate_effectively]To communicate effectively with customers and stakeholders



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	
· Identification of staff knowledge gaps regarding services available to the HB
· HBs to extend an invitation to the Director of PCS to attend National Heads of Primary Care Group meetings

	
· Engage with stakeholders through existing communication channels
· Signposting stakeholders to PCS key sites including but not limited to SharePoint, SLA, Action Point, EPS
· To facilitate the delivery of information sessions to HB staff and other external agencies
· Director of PCS to attend National Heads of Primary Care Group meetings as requested.
· Maintain and manage user access to dashboards, including regular refresh and troubleshooting where issues arise and provide ongoing developments as required.

	
· Delivery of ‘PCS Engagement sessions’ via TEAMS.
· Data refresh of dashboards to reflect changes in activity
· Routine EPS amendment requests to be developed and deployed to dashboards/website within 10 working days of request.
· Urgent EPS amendment requests to be developed and deployed to dashboards within 5 working days of request/identification.
· Urgent changes to information published on website within 5 working days

	

	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.

2. [bookmark: _Medical_Services]
General Medical Services (GMS)

	Service objectives / deliverables

	· [bookmark: _To_act_on_1]To act on behalf of HBs in dealing with contractual matters



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	Decision on: 

· Establishment of new GMS/Personal Medical Service (PMS) contracts
· Mergers/splits
· Cessation of contracts

	· To ensure Common Practitioner Module (CPM) database adequately reflects the contracts held by HBs including details of performers within a contract (including managed practices).
· To notify, as necessary, patients of individual performer contracts. 
· Process all necessary internal administration relating to new/replacement partners
· PCS to maintain a database of Contractors.
· To provide technical and financial advice including that relating to managed practices.
· To ensure policy and procedural elements are available for implementation of EPS function by the practice, including undertaking periodic audit activities in accordance to EPS policy

	· Available no later than the commencement of contract.
· PMS and/or alternative provider practices in accordance with WG Directions
· Run reports on smartcard users to check numbers and roles assigned.
	M-SOP-001
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


2.	GMS (cont)

	Service objectives / deliverables

	· [bookmark: _To_ensure_appropriate]To ensure appropriate arrangements are in place for entry to and removal from the Medical Performers List (MPL) (to include freelance locums, retainers and salaried doctors), General practitioners (GPs), Registrars and Personal Medical Services (PMS).



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· HBs will decide in accordance with NHS Regulations and following receipt of information from PCS which doctors are to be admitted to or removed from to the above Lists
· To commission appropriate enhanced and supplementary services

	· Process all necessary forms for HBs relating to doctors wishing to be admitted to the MPL.
· Make appropriate checks with Disclosure Barring Service (DBS), General Medical Council (GMC), CFSMS and other statutory bodies regarding applications for admission to the List
· Make appropriate checks for clinical references, professional indemnity, public liability (where appropriate), language testing
· To monitor continuation of inclusion in professional registers.
· To monitor compliance with insurance requirements.
· Maintain an up to date MPL accessible by HBs via SQL database. 
	· Complete process within 10 weeks, except PMS which requires agreement with WG.

	M-SOP-003
	KPI 6
KPI 6A
KPI 13



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.

2.	GMS (cont)

	Service objectives / deliverables

	· To ensure appropriate arrangements are in place for entry to and removal from the Medical Performers List (MPL) (to include freelance locums, retainers and salaried doctors), General practitioners (GPs), Registrars and Personal Medical Services (PMS).



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	












	· To sign off routine applications for entry to the List
· Where applicable (and for non-routine applications), forward the appropriate completed pack with recommendations as appropriate to HB for determination 
· To issue appropriate letters to medical performers on behalf of HBs
· To process the administration of enhanced and supplementary service applications, as and when required to do so by HBs.
· To undertake an annual review exercise on behalf of the HBs.
· DBS fees to be charged separately to HBs.

	
	M-SOP-004
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


2.	GMS (cont)

	Service objectives / deliverables

	· [bookmark: _Maintain_and_amend]Maintain and amend the MPL



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· Publicise the MPL

	· Maintain central List of all medical performers for all HBs in Wales
· Advise HBs of admissions/deletions, etc.
· To assist HBs with guidance relating to the Performers List regulations. 

	· Issue lists and updates to HBs as appropriate. 

	M-SOP-003
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


2.	GMS (cont)

	Service objectives / deliverables

	· [bookmark: _Quality_and_Outcomes]Quality Assurance and Improvement Framework (QAIF) process



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· Agreement of QIF points in respect of Quality Assessment
· Agreement of QIF points in respect of Quality Improvement
· Ensure appropriate data is shared with PCS in a timely manner to inform/enable statutory payments.
· Ensure random prepayment checks of practice achievement claims


	· Action payments in a timely manner and in accordance with statutory payment deadlines. 
· Provide supporting data, as required 

	· Payment in accordance with the SFE.
	M-SOP-042
	 KPI 1



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


2.	GMS (cont)

	Service objectives / deliverables

	· [bookmark: _To_ensure_eligibility]To ensure eligibility for Seniority and Partnership Premium Payments in accordance with the Statement of Financial Entitlements (SFE)



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· To ensure compliance with the SFE 




	· Maintain appropriate records relating to GPs’ dates of GMC registration and date of entry to the MPL (or former equivalents) 
· Maintain details of reckonable clinical service for GP’s and non-GP Partners
· Where applicable provide advice to GPs and non-GP partners.

	· Payment in accordance with SFE.



	M-SOP-40
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


2.	GMS (cont)

	Service objectives / deliverables

	· [bookmark: _Process_applications_in]To process applications in respect of SFE for locum allowances including Sickness, Maternity, Paternity and Adoption



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· Ensure compliance with statutory requirements 
· Approve applications from GPs including Sickness, Maternity, Paternity,  Adoption, Neo Natal care, Shared Parental leave and suspended doctors in accordance with SFE provisions


	· Assess when required eligibility for payment
· Provide forecast as required by HBs.
· Make payments


	· Applications to be passed to HBs for consideration within 3 working days from the date of receipt.
· Payment in accordance with SFE and within one month of the authorisation or if not practicable, by no later than the end of the month following the month of authorisation.

	M-SOP-006
	 



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


2.	GMS (cont)

	Service objectives / deliverables

	· [bookmark: _To_notify_patients]To notify patients of practice changes including dissolutions and mergers of contracts and contractor retirements



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· Ensure patients are aware of practice changes
· Funding of notifications issued by PCS.

	· Notification to patients (as required) of changes in practices as directed by the HB.
· Appropriate recharges to be applied to the responsible HB.


	· Letters to be agreed with HBs and practices and normally sent to PCS at least 14 days before changes occur.
· PCS to issue communication (prepare merge, print & post) within 6 working days of receipt from HB.


	M-SOP-007
	















	
For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


2.	GMS (cont)

	Service objectives / deliverables

	· [bookmark: _Assignment_of_patients]Assignment of patients to contractors in accordance with GMS regulations



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· Ensure patients, including safe haven patients are assigned in accordance with regulations and local arrangements
· Hear representations against assignments


	· Assignments including safe haven patients to be made in accordance with policy agreed with HBs 
· Assisting as required with Closed Lists.
· To provide quarterly/annual reports on removal at doctor’s request and assignments.
· When requested, attend safe haven patient scheme meetings 


	· Reports on assignments to be provided to HBs on a quarterly basis.
· PCS action patient assignment within 1 working day. 

	M-SOP-008
	KPI 2




For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


2.	GMS (cont)

	Service objectives / deliverables

	· [bookmark: _Ensure_that_the]Ensure that the PCRM System operates effectively and efficiently as a patient registration database and the Medical Record Transfer application (MR Transfer) for the processing of medical record transfers. All GMS contract claims/payments are processed in accordance with the provisions of the SFE



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· Ensure that Statutory provisions are observed on all aspects of patient and clinical services.











	· Routine medical record transfers to/from GMS contractors and other Primary Care Agencies
· Listing of outstanding Medical Records for GP/Partnership/PCS
· Urgent transfer of clinically necessary medical records
· Retention of digital and paper medical records 
· Arrangement of archiving aligning to WG directive of both digital and paper  for  deceased and suspended medical records 
· Deal accordingly with requests for release of medical records
· Assisting in providing access to medical records national initiatives
· Maintain GP patient list including acceptances/deductions and allocations

	· PCS to transfer 98% within 3 weeks of request
· PCS to transfer to recipient within 5 working days

· Urgent Medical Record transfer within 2 working days

· Statutory time periods http://howis.wales.nhs.uk/doclib/WHC(00)71_appbret.htm



	M-SOP-009



	    KPI 3
    KPI 4




For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.

3. 
GMS (cont)

	Service objectives / deliverables

	· Ensure that the PCRM System operates effectively and efficiently as a patient registration database and all GMS contract claims/payments are processed in accordance with the provisions of the SFE



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	




	· Maintain Registration Computer Links with GP practices
· Acceptance/deduction to/from GPs list for linked.
· Provision of relevant reports to practices and HBs, WG and other parties.
· Liaison with NHS National Back Office – EDI Links including Adoption, Gender Reassignment procedures.
· Patient removals at GPs request (including immediate removals of violent patients
· Removals at patient request

	· Within 2 working days

· Within 2 working days 







	M-SOP-012

M-SOP-013

M-SOP-014

M-SOP-015

M-SOP-016

M-SOP-017
	KPI 5



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.

2.	GMS (cont)

	Service objectives / deliverables

	· Ensure that the PCRM System operates effectively and efficiently as a patient registration database and all GMS contract claims/payments are processed in accordance with the provisions of the SFE



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	
	· GP list changes (bulk transfers, retirements etc)
· Up to date lists of GPs sent to patients on request
· All patients with ‘no PAF key’ report undertaken
· Quarterly and Annual review of GP dispensing lists
· List inflation monitoring/FP69/immigration/Anti-age/Student/Multi-occupancy
· Residential/Institution checks 
· Run reconciliation programmes between GMS Contractor databases with PCRM database 
· Check quarterly MES reporting 
· Quarterly duplicate reports checking
· Review any  hospital notes sent to the incorrect recipients 
· Review incoming requests from hospitals for patient’s details
	










· At least every 3 years 


	M-SOP-020

A-SOP-QA-001

  A-SOP-QA-015

  A-SOP-QA-011

  A-SOP-QA-007
 
  M-SOP-022

  M-SOP-023



	KP19


For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.

2.	GMS (cont)

	Service objectives / deliverables

	· Ensure that the PCRM System operates effectively and efficiently as a patient registration/claims/payments database and all GMS contract claims/payments are processed in accordance with the provision of the SFE



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	
	· Issue new medical cards (letter format)
· Process mismatches of patients ( e.g. NDRI)
· Salvation Army missing persons/trace line requests
· Issue health related exemption certificates
· Issue Entitlement Cards, as appropriate, for all Wales
· Scanning and reconciliation of additional patient notes/hospital letters
· Provision of capitation reports to WG, HBs and DOH 
· Audit enquiries of patients
· Monitor GP patient death details


	

 
	M-SOP-024

M-SOP-025

M-SOP-039
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


2.	GMS (cont)

	Service objectives / deliverables

	· [bookmark: _Monitoring_the_assignment]Monitoring the assignment process of individuals as part of the Safeguarding Children Scheme 



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· Safeguarding Children for the Health Board

	· To monitor and report figures of children under 18 years who remain un-registered following removals as OPA/7-day practice request
	· Patient Safety, monthly reporting
	
	




For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


2.	GMS (cont)

	Service objectives / deliverables

	· [bookmark: _To_ensure_that]To ensure all payment functions undertaken by PCS on behalf of HBs to GMS contractors are in accordance with Statutory Regulations



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	
· To ensure compliance with Statutory Regulations and payment timetables





	Process local payments relating to:
· Global Sum and Practice Support Payments - Monthly Payments
· Quarterly Payments
· GP Superannuation Scheme (Administration)
· Payments to Doctors who dispense
· Payments to Doctors for personally administered drugs and appliances

	
· All payments to be processed and accurately paid within statutory requirements.
.

	M-SOP-026

M-SOP-028

M-SOP-029

	KPI 1




For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


2.	GMS (cont)

	Service objectives / deliverables

	· To ensure all payment  functions undertaken by PCS on behalf of HBs to GMS contractors are in accordance with Statutory Regulations



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	
	· Enhanced Services payments
· Aspiration payments
· Achievement payments
· Childhood Immunisation payments 
· Locum payments for sickness, maternity, paternity, neonatal care, adoption, shared parental leave and suspended doctors
· Seniority/Partnership Premium payments
· Retainer Scheme Payments
· GP Registrars Scheme
· Appropriate travel and subsistence payments, e.g. Section 63

	
	M-SOP-031

M-SOP-032

M-SOP-033

M-SOP-034

M-SOP-035
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


2.	GMS (cont)

	Service objectives / deliverables

	· To ensure all payment functions undertaken by PCS on behalf of HBs to GMS contractors are in accordance with Statutory Regulations



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	
	· Recording individual GP NHS profit figure
· Water Rates Payments
· Improvement Grant Schemes
· Calculation and payment of actual rent for GPs, and non-domestic rates payments for GPs
· Rent Reimbursement for GPs 
· Trade refuse reimbursement for GPs
· Healthcare waste contract for GPs.
· All other payments as required under GMS Regulations
	
	  M-SOP-037

M-SOP-035

M-SOP-036

M-SOP-038
	

	
	
	
	
	
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.
2. 
GMS (cont)

	Service objectives / deliveries

	· [bookmark: _To_provide_the]To provide the Welsh Government (WG), Department of Health (DOH) and HBs with accurate information from the PCRM System



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· Utilise information received to effectively manage Primary Care














	· Data returns for GP Census including any necessary liaison with HBs
· HSW quarterly age/sex profile
· Production of contractor directories/labels
· Download of patient details for mapping counts by Post Code/Ward
· PCRM downloads as required e.g. Cancer Research, WDS/PDS
· Quarterly downloads to management/HBs
· Statutory monitoring returns to WG/DOH
· Advice to patients concerning medical cards, health related exemption certificates and entitlement cards.
· When requested, maintain, update and review a register of practice boundaries.

	
	
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.



2. GMS (cont)

	Service objectives / deliverables

	· [bookmark: _To_effectively_manage]To effectively manage all PCS operations relating to PCRM System and other GP payment systems



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· To ensure compliance with statutory requirements in respect of PCRM System


	· Compliance with Statutory requirements
· Management of the PCRM System for HBs
· Management of network communications including the ICM System

	· Undertake a 6-monthly review of system access

	M-SOP-043

M-FORM-001

M-FORM-002

M-FORM-003

M-FORM-004
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.
2. 
GMS (cont.)

	Service objectives / deliverables

	· [bookmark: _To_effectively_manage_1]To effectively manage all PCS operations relating to the EPS System



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· To ensure compliance with statutory requirements


	· Provide training and invitation to verify identity of RA Agent for Apply for Care ID and Care Identity Management (CIM)
· Share guidance to Temporary Access Cards (TACs)
· To create and manage roles for Smartcard users within a GP Practice
· Respond to ServicePoint calls raised by GP Practices and/or triaged by/to DHCW
· To manage Smartcard requests and training for Locum GPs

	· Locum Smartcard Notification forms are responded to within 2 working days
· Apply for Care ID invite sent within 3 working days of receiving notification
· ServicePoint calls are responded to within 2 working days

	
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.



3. [bookmark: _Dental_Services][bookmark: Dental]
General Dental Services (GDS)

	Service objectives / deliverables

	· [bookmark: _To_act_on_2]To act on behalf of HBs in dealing with contractual matters



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· Decision on:
· Establishment of new GDS/PDS contracts
· Cessation of contracts
· To negotiate and secure dental contracts
· To authorise individual dental contracts
· To submit appropriate contract details to PCS

	· To ensure Business Services Authority (BSA) CoMPASS database adequately reflects the contracts held by HBs including details of performers within a contract. 
· Process all necessary internal administration relating to new/replacement providers/performers
· PCS to maintain database of contractors.
· To act as the system administrator for the CoMPASS System.  As required, to set up the dental contracts on the CoMPASS System.  
· To ensure that CoMPASS System is updated in accordance with BSA requirements 

	· Available no later than the commencement of contract.
· PDS provider practices in accordance with WG Directions



· Undertake a 6-monthly review of system access

	D-SOP-001

D-SOP-001 App3







	



              
 




For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


3.	GDS (cont)

	Service objectives / deliverables

	· To act on behalf of HBs in dealing with contractual matters



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	
	· Assess eligibility for seniority, business rate reimbursement, patient refunds and maternity, sickness, paternity and adoption payments
· Advise HBs on the level of private practice notified by GDS contractors.
· To monitor continuation of inclusion in professional registers.
· To monitor compliance with insurance requirements.

	
	 D-SOP-004

 D-SOP-005

 D-SOP-006

 D-SOP-009
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


3.	GDS (cont)
.
	 Service objectives / deliverables

	· [bookmark: _To_ensure_appropriate_1]To ensure appropriate arrangements are in place for entry to and removal from the Dental Performers List (DPL) (to include Dental Foundation Trainees)



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· HBs will decide in accordance with NHS Regulations and following receipt of information from PCS which dentists are to be admitted to or removed from the DPL

	· Process all necessary forms for HBs relating to dentists wishing to be admitted to the DPL.
· Make appropriate checks with DBS, GDC, CFSMS and other statutory bodies regarding applications for admission to the DPL.
· Make appropriate checks for clinical references, professional indemnity, public liability (where appropriate), language testing and eligibility to work in the UK. 
· To monitor continuation of inclusion in professional registers.
· To monitor compliance with insurance requirements.
· To sign off routine applications for entry to the List
· Where applicable (and for non-routine applications), forward the appropriate completed pack with recommendations as appropriate to HB for determination 

	· All applications for entry to the DPL to be processed within 10 weeks of receipt of application


	 D-SOP-002

 D-SOP-009
	KPI 6

KPI 6A



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


3.	GDS (cont)
.
	 Service objectives / deliverables

	· To ensure appropriate arrangements are in place for entry to and removal from the DPL (to include Dental Foundation Trainees)




	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	

	· To issue appropriate letters to dental performers on behalf of HBs
· DBS fees to be charged separately to HBs.
	
	D-SOP-002
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


3.	GDS (cont)

	Service objectives / deliverables

	· [bookmark: _Maintain_and_amend_1]Maintain and amend the Dental Performers List (DPL)



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· Publicise DPL 

	· Maintain central List of all dental performers for HBs in Wales
· PCS to validate lists
· Advise HBs of admissions/deletions, etc.
· Where agreed, maintain and update a list of dentists accepting NHS patients and provide this information to HBs and the public.

	· Issue lists and updates to HBs as appropriate

	 D-SOP-002

 D-SOP-011
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


3.	GDS (cont)
[bookmark: _Provision_of_administrative]
	Service objectives / deliverables

	· [bookmark: _Assist_with_the]Assist with the administration of the Emergency Dental Scheme (EDS)/Out of Hours (OOH) Rotas



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· Ensure EDS operates in accordance with current Regulations
	· Administer arrangements, including rotas and liaison with dentists and reporting as required on behalf of HBs.
· Make payments, as required on behalf of HBs
· Ensure provider/performer is on the DPL

	· Regular activity/financial report to be sent to HBs as may be agreed locally in terms of timescales and content

	 D-SOP-007

 D-SOP-008
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


3.	GDS (cont)

	Service objectives / deliverables

	· [bookmark: _To_ensure_that_1]To ensure all payment functions undertaken by PCS on behalf of HBs to General Dental Practitioner contractors are in accordance with Statutory Regulations



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· To ensure compliance with Statutory Requirements and payment timetables
· To check and authorise CoMPASS System 



	· Enter the baseline financial allocation on the CoMPASS system
· Make appropriate contract/financial adjustments as advised by HBs
· Ensure appropriate authorisations from HBs are actioned on CoMPASS system
· Provide payment data to HBs in order to populate each HB ledger
· Appropriate travel and subsistence payments for trainers and trainees, e.g. Section 2
· Discretionary payments on CoMPASS
· Dental VT Scheme
· Business Rates on CoMPASS
· Refund of patients’ charges under Statutory Regulations
· Enter Superannuation on CoMPASS
· Orthodontic payments 
· Healthcare waste contract for dentists 

	· All payments to be processed and accurately paid within Statutory requirements

	 D-SOP- 001

 D-SOP- 003

 D-SOP- 004

 D-SOP- 005

 D-SOP- 006

 D-SOP- 010

	KPI 1





3.	GDS (cont)

	Service objectives / deliverables

	· To ensure all payment functions undertaken by PCS on behalf of HBs to GDP contractors are in accordance with Statutory Regulations



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards
/Performance Indicators
	References

	
	
	
	SOP
	KPI


	
	· Trade refuse payments and recoveries, as required 
· Statutory monitoring returns to WG/DOH, as required by HBs 
· Dental Audit Claims - CAPR
· All other payments as required under GDS Regulations

	
	D-SOP-013




	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.

[bookmark: _4._Pharmaceutical_Services]
4.	Community Pharmacy Services (CPS)

	Service objectives / deliverables

	· [bookmark: _Approval_of_entry]Approval of entry to and removal from the All-Wales Pharmacy Database (AWPD) (to include Appliance Contractors)
· [bookmark: _Applications_from_Pharmacists]Applications from Pharmacists and Appliance Contractors to relocate Pharmacy premises
· [bookmark: _Applications_from_Pharmacists_1]Applications from Pharmacists and Appliance Contractors for change of ownership of a Pharmacy



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	
· Arrange for applications by Pharmacists and Appliance Contractors for new pharmacy contracts to be considered in accordance with the NHS (Pharmaceutical Services)(Wales) Regulations (Wales) 2020
	Process all applications relating to :
· Entry to, removal from and relocation of pharmacies in the AWPD
· Provide advice and guidance to HBs, Pharmacists and Appliance Contractors
· Undertake statutory consultation
· Process applications for Change of Ownership
· Service Pharmaceutical Application Committees or other Advisory Committee which will determine applications on behalf of HBs
· Issue decision letter on behalf of HBs
· Assist HBs with appeals
· To ensure policy and procedural elements are available for implementation of EPS function, including undertaking periodic audit activities in accordance with the RA Smartcard policy

	
· Decision letter to be issued to applicants within one month of the decision by the Committee/Board
· Run reports on smartcard users to check numbers and roles assigned.
	P-SOP-001

P-SOP-002





	
 



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


4.	Community Pharmacy Services (cont)
[bookmark: _Approval_of_entry_1]
	Service objectives / deliverables

	· [bookmark: _Maintain_and_amend_2]Maintain and amend the AWPD



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· Publicise the AWPD

	· PCS to maintain the AWPD of premises & pharmacists currently in contract with HBs to provide pharmaceutical services
· Administer and ensure appropriate access to the AWPD.
· Advise HBs of admissions/deletions, etc.
· Maintain the NHS Wales Pharmacist Independent Prescribers List

	· Issue lists and updates to HBs as appropriate 
	 P-SOP-007

	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


4.	Community Pharmacy Services (cont)

	Service objectives / deliverables

	· [bookmark: _The_consideration_of]The consideration of applications from pharmacists for payments under the Essential Small Pharmacy Scheme, Rota Services and Pharmacist independent Prescribers Scheme , the arrangements for service hours, for directed, advanced and enhanced services.



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· To ensure compliance with statutory requirements
· To approve applications
	· To deal with accreditation issues associated with directed, advanced and enhanced clinical services
· Process applications from pharmacists
· Issue appropriate letters to pharmaceutical contractors on behalf of HBs

	· All applications to be processed within 5 working days of receipt for existing contractors/pharmacists on the AWPD.

	P-SOP-003

P-SOP-005

P-SOP-009

	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


4.	Community Pharmacy Services (cont)

	Service objectives / deliverables

	· [bookmark: _The_consideration_of_1]The consideration of applications in respect of Rurality from Community Pharmacy Wales (CPW), Local Medical Committees (LMCs) or HBs



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· To decide on the rurality of specified areas

	· Process applications relating to rurality
· Provide advice and guidance to HBs
· Undertake statutory consultation
· Service the Pharmaceutical Application Committees or other Advisory Committee which will determine applications on behalf of HBs
· Issue appropriate letters to relevant interested parties on behalf of HBs
· Assist HBs with appeals

	· All decision letters to be issued within one month of the Committee/Board decision.


	 P-SOP-001
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


4.	Community Pharmacy Services (cont)

	Service objectives / deliverables

	· [bookmark: _The_consideration_of_2]The consideration of applications in respect of Outline Consent and Premise Approval for Dispensing GPs 



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· To determine applications for Outline Consent and Serious Difficulty

	· Process applications relating to Outline Consent and Premise Approval
· Provide advice and guidance to HBs and GMS/PMS contractors
· Undertake statutory consultation
· Service the Pharmaceutical Application Committees or other Advisory Committee which will determine applications on behalf of HBs
· Issue appropriate letters to Dispensing GPs on behalf of HBs
· Assist HBs with appeals
· Process applications relating to dispensing under Serious Difficulty 

	· Decision letters to be issued within one month of the Committee/Board decision.


	 P-SOP-001


	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.

4.	Community Pharmacy Services (cont)

	Service objectives / deliverables

	· [bookmark: _To_receive,_record,]To receive, record, sort and scan all prescriptions submitted for pricing by Welsh dispensing contractors



	Responsibilities of HB/WG

	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· WG to approve arrangements for submission of prescriptions by dispensing contractors and generate updates to Drug Tariff where necessary.
· HBs to ensure all dispensing contractors submit their monthly accounts in accordance with the Drug Tariff, Statement of Fees and Allowances and their Terms and Conditions of Service.
· HBs to ensure that NHS prescriptions written by prescribers in England and Wales must be written on WP10/FP10 forms or their variants and in accordance with the doctor's terms of service and legal requirements.  In order to preserve the integrity of the information where non computerised forms are used prescribers must use the forms issued to them bearing their identification number and not use forms issued to partners
· HBs / PCS to ensure that computer printed prescription forms comply with the guidance provided in the BNF and with Welsh Office circular FPN279 issued in March 1981.  Accuracy and completeness of prescriptions is essential.   
	· To provide prompt and accurate details of all dispensing and prescribing contractors within their area.
· To provide weekly updates of changes to dispensing and prescribing contractors within their area.
· To receive, identify, sort and scan all parcels submitted for pricing purposes by Welsh contractors allocating batch headers as appropriate.
· To enter details in such a manner as to determine if an account has been received from a dispensing contractor.
· To identify parcels that have not been received, and to contact the dispensing contractor to clarify the position, prior to the advance payment process being completed.
· To check that prescription forms submitted correspond with what has been declared by contractors.
· To check that the information on the contractor’s declaration form is consistent with the information held on the PCS Master File database.
· To record the dispensing month, the account number and the declaration figures per account. This will include the amount of prescription forms and items declared, the contractor to declare the number of hours worked each week by dispensing staff and the days open for Common Ailment Scheme to enable an advance payment to be made by PCS for the submitted month. 
 
· To scan all prescription forms and ensure that an image of each form is retained for use in processing systems, information systems and to fulfil the requirements for prescription retention under the agreement between WG and PCS.



	· Complete by the designated target date for the current processing cycle.







· Timely recording of declaration figures as received from contractors





· Notify dispensing contractors of differences of +/-10% to allow the dispensing contractor to confirm the level of declaration claim.

	 
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


4.	Community Pharmacy Services (cont)

	Service objectives / deliverables

	· [bookmark: _To_capture_all]To capture all information necessary to enable all prescriptions to be priced and prepare remuneration reports



	Responsibilities of HB/WG

	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· To communicate all changes to the remuneration structure applicable to Welsh dispensing contractors in a timely manner and generate updates to Drug Tariff where necessary 

	· To capture dispensing contractor details to enable the processing of the account.
· To interpret what has been prescribed and identify what has been dispensed and to capture the information necessary to enable the prescriptions to be priced and to allow PCS to prepare accurate remuneration reports.
· Where appropriate to pre-populate data entry systems by interpreting and applying drug tariff rules through the PCS automated pricing rules engine.
· To identify and return an image of items to the dispensing contractor for further information to enable processing to be completed.
· To monitor servers for misdirected EPS claim messages
· To provide an image of Schedule 10 and disallowed items to contractors.
· To validate and correct when necessary high-cost items. All items over £100 are validated and items with a value of £500 or more are subject to a further validation.
· To maintain documentary evidence to enable an audit trail to be produced, which will identify all staff who have been involved in the processing of each account.
· To check discrepancies between one months and the previous months’ data and correct as appropriate.

	· To generate and transfer electronic remuneration data to the payments department 6 working days prior to statutory payment date
· Internal audit processes to measure:
· Items to be priced to an accuracy of 99% or above. 
· To report production on a monthly basis detailing current prescription items processed, % change from same period last year and % change from financial year to date compared to same period last year. 
	 A-SOP-001

 A-SOP-002

A-SOP-003

A-SOP-004

A-SOP-008
	KPI 12










For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.

4.	Community Pharmacy Services (cont)

	Service objectives / deliverables

	· [bookmark: _To_complete_all]To complete all tasks to ensure that remuneration for submitted prescription items meets quality standards described above 



	Responsibilities of HB/WG

	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	
	· To provide a general advisory service in relation to payment and account queries. 
· Responsible for the full checking of accounts processed by the processing unit in order to allow external auditor to issue HBs with a Letter of Assurance for the work undertaken with regard to NHS Wales contractor dispensing services.
· To investigate potential cases of irregularities on behalf of the WG and HBs, preparing reports for discussion with the initiating body.
· To undertake investigation of accounts as requested by HBs or individual contractors.
· To provide reasonable facilities for contractors, Local Pharmaceutical Committees and HBs to examine submitted prescription forms.
· To undertake the input of changes to fee structures in respect of the changes to dispensing contractor remuneration services as required by WG.
· To ensure all financial adjustments to accounts from internal processing checks are undertaken and auditable.
· To promote fraud awareness and to provide advice and guidance to NHS Wales in respect of investigative matters.
· To compile monthly audit analysis reports which provide details of over or under payments to dispensing contractors.
· To provide three community pharmacy accounts remuneration information to CWP each month.
· To manage and support EPS activities
	· Monthly Community Pharmacy checks and associated remuneration information to be submitted to CPW on the 1st of the month.

· To complete the monthly audit within the audit plan timetable subject to Internal Audit and Wales Audit Office scrutiny.

· 95% of contractor queries submitted via the PCS Help Desk to be answered within 1 working day. 
	 A-SOP-005

























	


For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.

4.	Community Pharmacy Services (cont)

	Service objectives / deliverables

	· [bookmark: _To_maintain_the]To maintain the security of data captured during the remuneration process



	Responsibilities of HB/WG

	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· To take ownership of the documents, information and data held as part of the remuneration process.

	· PCS may not collect information or data relating to prescribing or dispensing data for other purposes.  The WG will agree what information is to be collected and what purposes it can be used for in advance of the information to be collected.
· NWSSP are not allowed to use knowledge gained about Welsh dispensing and prescribing information in any other part of its business, without the express permission of an appropriate WG representative.
	
	
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.
[bookmark: _5._Ophthalmic_Services][bookmark: _To_produce_dispensing][bookmark: _To_provide_data][bookmark: _To_ensure_that_2][bookmark: _To_effectively_manage_2]

4.	Community Pharmacy Services (cont)

	Service objectives / deliverables

	· To ensure all payment functions undertaken by PCS on behalf of HBs to Pharmacy contractors are in accordance with Statutory Regulations



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	
· To ensure compliance with Statutory Regulations and payment timetables.

	Process payments relating to:
· Monthly payments to Pharmacists
· Directed Services
· Advanced Services 
· Enhanced Services
· Essential Small Pharmacy Scheme
· Payments to dispensing contractors in respect of personally administered drugs and appliances (cross refer to nGMS)
· Payments of claims for Pre-Registration Trainees
· Payments to EPS enabled contractors
· Statutory monitoring returns to WG/DOH
· Healthcare waste contract for Pharmacists  
· All other payments as required under Pharmaceutical Services Regulations

Develop, maintain and ensure the availability of the following service claim processing applications:
· NECAF
NECAF / Choose Pharmacy Interface
	
· All payments to be processed and accurately paid within Statutory requirements

	M-SOP-029



	http://natbshp01/sites/ContractorServicesLHBLiason/KPIsKPI 1



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.
4.	Community Pharmacy Services (cont)

	Service objectives / deliverables

	· To effectively manage all PCS operations relating to the EPS system
· To establish Registration Authority (RA) Policy arrangements for Community Pharmacies



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	
· To ensure compliance with Statutory Regulations.

	Process payments relating to:
· Provide training and invitation to verify identity of RA Agent for Apply for Care ID and Care Identity Management (CIM)
· Share guidance to Temporary Access Cards (TACs) 
· To create and manage roles for Smartcard users within a Community Pharmacy 
· To manage Smartcard/Token requests and training for Locum Pharmacists
· Provide guidance for community pharmacies on how to obtain/replenish stock for Tokens
· Receive and process the Golden Prescription, enable EPS flag within NWSSP tables and generate one off payment
	
· Locum Smartcard Notification forms are responded to within 2 working days
· Apply for Care ID invite sent within 3 working days of receiving notification
· ServicePoint calls are responded to within 2 working days
· Golden Prescription to be provided to site within 2 working days of request
	




	
 http://natbshp01/sites/ContractorServicesLHBLiason/KPIs




For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


Welsh General Ophthalmic Services (WGOS)

	Service objectives / deliverables

	· [bookmark: _To_act_on]To act on behalf of HBs in dealing with contractual matters



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	Decision on:

· Establishment of a Combined Ophthalmic List, which consists of an Ophthalmic List (OL), and a Supplementary Ophthalmic List (SOL) and an administrative list.
· Cessation of service agreement
· To submit appropriate service agreement details to PCS

	

· Maintain a central list of all persons and bodies on the OL and SOL and Administrative list for all Wales.
· Enter Service agreement on K2 System.
· Provide SBE 515 activity statistics bi-annually to WG on behalf of HBs when requested.
· Statutory monitoring returns to WG/DOH.

	

· Information to be available on K2 no later than the commencement of service agreement 
	O-SOP-001








	





For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.



5.	WGOS (cont)

	Service objectives / deliverables

	· [bookmark: _To_ensure_appropriate_2]To ensure appropriate arrangements are in place for entry to and removal from the OL and SOL



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· HBs will decide in accordance with NHS Regulations and following receipt of information from PCS which ophthalmic opticians, ophthalmic medical practitioners and /or accredited Practitioners are to be admitted to or removed from to the above Lists

	· PCS to process all necessary forms for HBs relating to persons wishing to be admitted to the Combined Ophthalmic List (OL/ SOL)
· PCS to work with HEIW to ensure that the necessary mandatory training has been undertaken.
· Make appropriate checks with DBS, GOC, CFSMS and other statutory bodies regarding applications for admission to the List
· Make appropriate checks for clinical references, professional indemnity, public liability (where appropriate), and language testing.
· To monitor continuation of inclusion in professional registers.
· To monitor compliance with insurance requirements.
· To sign off routine applications for entry to the List
· Where applicable (and for non-routine applications), forward the appropriate completed pack with recommendations as appropriate to HBs for determination 

	· All applications for entry to OL and SOL to be processed within 10 weeks of receipt of application

	O-SOP-001

O-SOP-002
	 KPI 6


For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


5.	WGOS (cont)

	Service objectives / deliverables

	· To ensure appropriate arrangements are in place for entry to and removal from the OL and SOL. 



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	
	· To issue appropriate letters to ophthalmic opticians and ophthalmic medical practitioners on behalf of HBs
· DBS fees to be recharged accordingly. 
· To undertake an annual review exercise on behalf of the HBs.

	
	
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


5.	WGOS (cont)
 
	Service objectives / deliverables

	· [bookmark: _Maintain_and_amend_3]Maintain and amend OL and SOL



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· Publicise the Combined Ophthalmic List (OL/SOL) and Administrative List

	· Maintain central list of opticians for HBs in Wales to be made electronically available via OL, SOL, and administrative list. 
· PCS to validate list.
· Advise HBs of admissions, deletions, and amendments.

	· Issue list(s) and updates to HBs as appropriate


	O-SOP-001
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


5.	WGOS (cont)


	Service objectives / deliverables

	· [bookmark: _Payment_of_Pre-Registration]Payment of Pre-Registration Training, Medical Retina and Glaucoma Grants



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· Ensure compliance with statutory requirements

	· Process applications in accordance with statutory guidance 
· Maintain records on behalf of HB
· 
	· Accurate payment to be made in accordance with statutory requirements and within one month of the application or if not practicable, by no later than the end of the month following the month of application.  

	O-SOP-003

O-SOP-004
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.














5.	WGOS (cont)

	Service objectives / deliverables

	· Payment of CPD Allowance to Optometrists, Independent Prescribing Optometrists and Dispensing Opticians



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· Ensure compliance with statutory requirements.

	· Process applications in accordance with statutory guidance. 
· Maintain records on behalf of HB.
	· Accurate payment to be made in accordance with statutory requirements and within one month of the application or if not practicable, by no later than the end of the month following the month of application.  

	O-SOP-005
	




5.	WGOS (cont)

	Service objectives / deliverables

	· [bookmark: _To_administer_the]To administer responsibilities under WGOS.



	Responsibilities of HB/HEIW
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· Responsible for the provision ofWGOS.

	· Populate and thereafter maintain the relevant accreditation data on the OPL database.
· Arrange practice site inspections where necessary.
· Issue approval letters.
· Chairing of WGOS Clinical Sub-Group
· Chairing of WGOS IT Digital & Data Sub-Group
· Secretariat for Eye Care Wales Committee 
· Fulfilling relevant strategic and operational objectives under ECWC including:
· Hosting and maintaining Eye Care Wales website;
· Annually reviewing and publishing the WGOS Clinical Manuals;
· Providing clinical leadership to ECWC to include strategic direction and collation of annual report;
· Delivery and assurance of the WGOS Quality Package.
· To administer the provision for issuing NHS Email addresses to Optometrists, Dispensing Opticians and New Ophthalmic Practices in conjunction with DHCW.
	
	 O-SOP-006
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.





5.	WGOS (cont)

	Service objectives / deliverables

	· [bookmark: _To_ensure_that_3]To ensure all payment functions undertaken by PCS on behalf of HBs to WGOS contractors are in accordance with Statutory Regulations



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	
· To ensure compliance with Statutory Regulations and payment timetables



	Process payments relating to:
· WGOS Levels 1- 5
· Supply, repair and replacement of optical appliances for children and adults.
· OMP Superannuation Scheme (as applicable)
· Mobile Services payments
· ROC/ OW Levy
· Pre- registration trainees
· Hospital Eye Service claims (HES)
· CPD payments
· Ophthalmic patient refunds
· Quality for Optometry payments
· Local Eye Care Initiatives 
· All other payments as required under WGOS Regulations: The National Health Service (Ophthalmic Services) (Wales) Regulations 2023 (senedd.wales)

	
· All payments to be processed and accurately paid within Statutory requirements.
· Duplicate claims check reports
· Monthly retail down reports
· Duplicate Domiciliary fee check report

	O-SOP-004
	KPI 6



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.

[bookmark: _6._Probity_(Medical,]
6.	Probity (Medical, Dental, Pharmacy & Ophthalmic) Services

	Service objectives / deliverables

	· [bookmark: _To_assist_HBs]To assist HBs in dealing with Primary Care Contractors/Performers performance concerns



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· To monitor performance of independent Contractors and take steps to deal with deficiencies
	· To advise and assist HBs in their dealings with practitioner performance concerns
· Maintain a library of template probity letters for use by HBs
· To attend Reference Panels in an advisory capacity (but not to provide secretarial support)
· Distribute notification/decision letters to interested parties
· To ensure that the status of performers is correctly reflected on the Performers List (or equivalent) databases.
	· Compliance with statutory requirements
	 
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.
[bookmark: _7._Post_Payment][bookmark: _7._Primary_Medical]
7.	Primary  Care Advisory Team (PCAT) 

	Service objectives / deliverables

	· [bookmark: _To_provide_primary]To provide primary medical, ophthalmic and pharmaceutical advice to WG and NWSSP



	Responsibilities of WG/NWSSP
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI

	· To include PCAT in Primary Care matters as appropriate


	· To provide timely advice and/or signposting as appropriate
· To contribute to policy and contract changes as appropriate
· To assist on the process and management of the MPL and OPL and enhanced service provision
· To agree and prioritise projects requested within the PCAT work plan.
·  Work in collaboration with NWSSP Legal & Risk Teams to provide medical advice relating to GMPI (General Medical Practice Indemnity)
· To support the Strategic Programme with the Clinical GP Self-Assessment tool (CGPSAT),  and to review through the year. 
· To support the delivery of the Wales General Ophthalmic Services (WGOS) Contract and develop the service.
· To provide leadership and management, clinical and governance advice, quality assurance and service improvement. 
· To lead on strategic development and implementation as a future approach for optometry services. 
· To clinically input for service evaluation, quality, audit, research, and service development. 
Working collaboratively with other disciplines in the PCAT team to share and enhance service offerings
	· Initial response within 2 weeks by PCAT
	
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.

7.	PCAT (cont)

	Service objectives / deliverables

	· [bookmark: _To_provide_advice]To provide advice and support to HBs in relation to GPs whose performance and/or conduct gives rise to concern and regarding referral to relevant panels and bodies. 



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· To provide background documentation to PCAT as requested
· To work collaboratively with PCAT in determining action plans to address the performance concern.
· To contribute to PCAT feedback for each case referred
	· To collate case discussions, investigations and outcomes including timescales in an annual report
· To work with other organisations and stakeholders to fulfil HB investigation training requirements as agreed
· To ensure that the PCA’s are kept up to date with relevant internal training requirements.
· To contribute to service quality improvement initiatives

	· Compliance with statutory requirements
· Annual report
· Maintenance of database of live, dormant and closed PCAT cases 
	
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


7.	PCAT (cont.)

	Service objectives / deliverables

	· [bookmark: _To_assist_HBs_1]To assist HBs in the review or investigation of GP practitioners and GP practices performance



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· To provide background documentation to PCAT as requested
· To work collaboratively with PCAT in determining action plans including the development of mutually agreed Terms of Reference for each investigation
· To contribute to PCAT feedback for each investigation undertaken
· To ensure investigation outcomes are determined and shared with PCAT at 6- and 12-month intervals 
	· To respond to HB referrals in accordance with agreed timescales.
· To collate investigations and outcomes
· To ensure that the PCA’s are kept up to date with relevant training requirements
· To develop and maintain standardised PCAT templates
· To share learning internally and with relevant stakeholders
	· Compliance with statutory requirements
· Annual report

	
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


7.	PCAT (cont.)

	Service objectives / deliverables

	· [bookmark: _To_provide,_in]To provide, in partnership with the HB Medical Director and Assistant Medical Directors (Primary Care), an expert forum, with the skills, expertise and experience necessary to advise and comment on relevant issues.
· To provide, in partnership with Welsh Government, Optometry Wales and other relevant bodies an expert forum, with the skills,       expertise and experience necessary to advise and comment on relevant issues.



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· To include PCAT in HB matters as appropriate.
· To contribute to the ongoing strategic development of PCAT

	· To contribute to HB business including training programmes as appropriate
· Assist HB Optometric Advisors to determine where a service would fall under the remit of WGOS.
· Provision of advice where funding is to be met by the HB.
	· Compliance with statutory requirements
· PCAT response to email query within 2 weeks
	
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.

7.	PCAT (cont.)

	Service objectives / deliverables

	· [bookmark: _To_provide_advice_1]To provide advice and support concerning applications from doctors to join the MPL and to provide other services that require an accreditation process.



	Responsibilities of HB/NWSSP
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· To ensure PCAT are made aware of changes to GMS contracts 
· To ensure PCAT are made aware of changes in regulations
	· To ensure PCA review applications according to agreed SOP
· To contribute to service quality improvement initiatives
· Reference checks for Optometrists, OMPs, Dispensing Opticians and Contact Lens Opticians applying to provide WGOS services.

	· Compliance with statutory requirements
· MPL review within 3 weeks of presentation to PCAT
	
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


7.	PCAT (cont.)

	Service objectives / deliverables

	· [bookmark: _To_advise_the]To advise the WG on the monitoring of contractor regulations



	Responsibilities of WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· To ensure PCAT are made aware of potential changes to GMS /WGOS contracts. 
· To ensure PCAT are made aware of potential changes in regulations.

	· To contribute to service quality improvement initiatives.
· Liaise with Logistics and Policy team to ensure that interpretation of regulation is reflected accurately in communication provided to the profession.
	· Compliance with statutory requirements
	
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.



7.	PCAT (cont)

	Service objectives / deliverables

	· [bookmark: _To_provide_HBs]To provide HBs and the NWSSP with advice and support on the developments of general practice and the wider primary care agenda, including the potential for new contractual arrangements



	Responsibilities of HB/NWSSP
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	·  To ensure PCAT are made aware of potential changes to GMS/WGOS contracts. 
· To ensure PCAT are made aware of potential changes in regulations.
· To work with PCAT on developing and supporting new contractual arrangements 
	· To respond in a timely manner to requests for advice and support.
· To agree and prioritise projects requested within the PCAT workplan.
· Perform Ophthalmic Practice visits on behalf of the HB i.e. Post WGOS implementation validation visits. 


	· Compliance with statutory requirements
· PCAT workplan
	
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.











[bookmark: _8._Post_Payment]8.	Post Payment Verification (PPV) Services

	Service objectives / deliverables

	· [bookmark: _Where_appropriate,_the]Where appropriate, the provision of a PPV service to HBs in respect of GMS, GOS and Pharmaceutical Services.



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality standard/ performance Indicators
	References

	
	
	
	SOP
	KPI


	Establishment of arrangements for a post payment compliance testing  function

	· Collaborate with PCS in establishing local arrangements




· Carry out quarterly review of issues arising in quarter and progress on reports

· Liaise with all external agencies such as police, audit or local professional bodies in a timely and professional manner involving PCS as appropriate.

· Identify risks arising from the use of computer or manual systems
	· Ensure appropriate post payment verification training is carried out within 6 months of new appointee starting
· Monitor and report on recoveries to demonstrate return on costs. 

· Participate in quarterly review.
· Support HBs in liaising with external agencies and chair bi-monthly HB working group meetings.

· Liaise as appropriate with local professional bodies in a timely and professional manner involving HB as appropriate



· Identify risks arising from the use of computer or manual systems as appropriate

	· Attend and provide update reports to HB audit committees as requested



· Attend and provide update reports to HB Primary Care teams – Quarterly liaison meetings

	
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.

8.	PPV Services (Cont)

	Service objectives / deliverables

	· Where appropriate, the provision of a PPV service to HBs in respect of GMS, GOS and Pharmaceutical Services.



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality standard/ performance Indicators
	References

	
	
	
	SOP
	KPI


	Establishment of arrangements for a post payment compliance testing  function

	· Examine issues to establish risk of inappropriate or under claiming.
	· Examine issues to establish inappropriate or under claiming.
	
	
	

	Fraud Investigations

	· Cooperate in all Wales level enquiries and investigations
	· Cooperate in all Wales level enquiries and investigations
	
	
	

	· Initiate counter fraud investigations.
	· Collaborate and share information with HB’s Local Counter Fraud Services 
	· Signed protocol in place.
	 PPV CF Sharing Protocol
	

	Audit Committee

	· Ensure regular reports to Audit Committee on progress in development of function and progress with investigations
	· Attend Audit Committee as required to report on progress against plan 
	· Achievement of audit plan
· Achievement of deadlines for reports to Audit Committee 
	
	

	Training

	· Collaborate with PCS to ensure systematic training of all staff and contractors in awareness training (emphasising reporting arrangements, risk minimisation, preventative measures and the procedures to be followed when fraud is a concern)
	· Support HBs to achieve a systematic programme of staff and contractor training
· Engagement and involvement with the relevant committees to ensure collaborative working arrangements are maintained.
	· Maintenance of an up to date/relevant training package which can be delivered on request.
	
	




8.	PPV Services (cont)

	Service objectives / deliverables

	· Where appropriate, the provision of a PPV service to HBs in respect of GMS, GOS and Pharmaceutical Services.



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality standard/ performance Indicators
	References

	
	
	
	SOP
	KPI


	Compliance testing
	
	
	
	

	· Agree an outline plan for compliance visits with PCS

· Agree with PCS appropriate action following reports on compliance testing visits

· Work with the PCS to agree required PPV protocols in partnership with the relevant professional body.

· Monitor and amend PPV plans to respond to the needs of the HB. 

	· Undertake compliance-testing visits (PPV) to independent contractors as part of a preventative approach to fraud detection. This testing will be via remote access arrangements within the GMS, GPS and GOS Environment (part remote for GOS).

· Take action indicated by HB for carrying out follow up audits to contractors based on their routine audit

· Work with HBs & WG to agree required PPV protocols in partnership with the relevant professional body.

· Provide regular updates to HB Audit Committees and Directors of Finance
	· Produce annual PPV plans to meet required “visit cycles"
· Achievement of the number of visits set out in the annual plan
· Report back findings to contractor within 28 days of visit





· PPV practice file to be completed and closed 4 months of date of visit. (Increased from 3 months due to CV19 impact, agreed with GPCW)
	 GMS/GPS/  GOS PPV Protocols
	KPI 9 & 8




	Confidentiality and data security
	
	
	

	· Comply with patient confidentiality and data security protocols
	· Comply with patient confidentiality and data security protocols
· Undertake 2 weekly NIIAS access checks
	
	
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


8.	PPV Services (cont)

	Service objectives / deliverables

	· Where appropriate, the provision of a PPV service to HBs in respect of GMS, GOS and Pharmaceutical Services.



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality standard/ performance Indicators
	References

	
	
	
	SOP
	KPI


	Access to information

	· Ensure LCFS have access to all information necessary to effectively undertake their role
	· Collaborate and share information with HB’s Local Counter Fraud Services.

	· Signed protocol in place.  
	
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.



[bookmark: _8.__Waste]9. 	Waste Management Services (recharge applies for service delivery)

	Service objectives / deliverables

	· [bookmark: _To_monitor_and]To monitor and develop compliance within primary care (GP and Pharmacy) against current Waste Management Regulations



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· Acting as Waste Broker in accordance with Hazardous Waste Regulations.
	· Implement an audit schedule based on GP Practices being audited on a 3-year rolling programme.
· Undertake surveys at GP premises to determine level of awareness and compliance.
	· Monitor quarterly progress against schedule.
	Waste Management Protocol




	

	· Ensure GP and Pharmacy practices are aware of their obligations under Regulations.
	· Issue GP Practices with guidance based on current Hazardous Waste Legislation. 
· Issue GP and Pharmacy Practices with proposed policies and procedures for local implementation.
· Provide advice and guidance to GP and Pharmacy Practices. 
· Make audit reports available to HBs via SharePoint.

	· Letters, guidance issued to Producers as necessary. 

· Availability of template documents which reflect current legislation.



	
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.







9. Waste Management Services (recharge applies for service delivery) (cont)

	Service objectives / deliverables

	· To monitor and develop compliance within primary care (GP and Pharmacy) against current Waste Management Regulations  



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· Ensure that appropriate audits at practices are undertaken and that ‘due diligence’ is being observed.
	· Advise GP Practices of audit outcomes in writing.

	· Advise GP Practices of audit outcomes in writing within 28 working days
	
	

	
	· Retain all audit information in chronological order by HB for reference by regulating bodies

	
	
	

	· Agree contracting arrangements regarding waste collection.
	· Respond to routine collection/delivery queries. Scrutinise, process and where required raise queries regardinginvoices associated with the collection and disposal arrangements of clinical hazardous waste produced by GP and Pharmacy Practices and submit to Accounts Payable for payment

	
	
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.



9. Waste Management Services (recharge applies for service delivery) (cont)


	Service objectives / deliverables

	· To monitor and develop compliance within primary care (GP and Pharmacy) against current Waste Management Regulations.  



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· Agree SLA with PCS.
	· The PCS reserves the right to renegotiate the SLA following any significant legislative changes relating to the management of Hazardous Waste.

	
	
	

	
	· To represent Primary Care HBs at the All-Wales Clinical Waste Consortium relating to waste matters.
	
	
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.

10. [bookmark: _Printing_Services]
Printing Services (Recharge may apply for service delivery)

	Service objectives / deliverables

	· [bookmark: _To_provide_a]To provide a printing and design service to HBs/WG.



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	
	
· Poster design – capable of A1 x unlimited size in any desired finish.
· Production of manuals, booklets & leaflets – combed, heat bound, stapled, trifold, two-fold, & glossy.
· ID badges/entitlement cards – quality badges complete with holder and lanyard.
· Printing and distribution of Smartcards and Tokens in line with the national implementation plan.
· Signage – designed to the customer’s requirements suitable for internal or external use up to A1 size.
· Laminating – quality laminating up to A1 size.
· Mail distribution service – professionally printed, folded, enveloped and posted.
· Design service – experienced personnel will work with requester to achieve design requirements.
· Posters, letter heads, leaflets, signage, forms, booklets with the capacity to print up to A1 size offering a variety of finishes.

	







Smartcards to be printed and distributed within 14 working days  of NWSSP being notified.
NB: This does not include the delivery timeframe




Bulk Mail distributions within 6 working days of approved request
	A-SOP-003
	KPI 14


[bookmark: _Document_Scanning_Services]For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.
11. Document Scanning Services (Recharge applies for service delivery)

	Service objectives / deliverables

	· [bookmark: _To_provide_a_1]To provide a document scanning service to HBs



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	
	To discuss customer requirements with a view to agreeing a bespoke service package which could include but is not exclusive to:
· Secure physical storage – peace of mind that documentation is kept secure pending and post scanning.
· Secure digital storage – quick access to digital storage via a secure portal. 
· Document Management System – a standardised methodology for managing, indexing and controlling access to documents.  
· Logistics – material to be scanned collected and returned to any location in Wales. 
· Digital mail room services – mail arrives at the document-scanning centre which is sorted and indexed digitally.
· Medical Records Scanning – Preparation and Scanning of medical records for any Health Records Requests received from GP practices or 3rd party requesters. 

	Standards followed includes
· Assurances – BS10008, ISO270001. 
· Destruction – Certified (BS7858 Standard)

	
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.
[bookmark: _Contractor_Stationery_and]
12 Contractor Stationery and Supplies Services

	Service objectives / deliverables

	· [bookmark: _Effective_processing_of]Effective processing of orders from contractors and the procurement of supplies and stores items



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· Ensure that orders for stationery, prescriptions etc. are dealt with in a timely manner


	· Processing orders for the supply and dispatch of forms and stationery 
· Supply of needles and syringes to GP practices
· Processing orders for the supply and despatch of prescriptions to contractors
· Processing orders for the supply and despatch of private controlled drug prescriptions (costs recharged to the recipient) 
· To procure/maintain adequate supplies of Smartcards, tokens and equipment

	· Orders dispatched within 7 working days
· Orders dispatched within 7 working days
· Orders dispatched within 21 working days
· Orders dispatched within 10 working days


· In accordance with Statutory guidelines 
	




	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.

[bookmark: _Distribution_Services]
13.Distribution Services

	Service objectives / deliverables

	· [bookmark: _To_provide_both]To provide HBs, PCS, Independent Contractors and other external agencies with an effective postal/communication service during office hours



	[bookmark: OLE_LINK1][bookmark: OLE_LINK2]Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· To ensure all postal and other communications to independent contractors and other external agencies are effective

	· Coordinate distribution services between the PCS, HBs, GP surgeries, dental surgeries, pharmacies and optometrists and, by agreement and potential recharge of costs, distribute material to practices as requested by HB/Primary Care Contractor.
· Management of urgent communications to contractors e.g. hazard warnings
· Linkage to All-Wales (WG) and courier services including distribution to HBs

	· All deliveries made to agreed timetable



· Category A alerts issued within 4 hours of receipt
· Category B alerts issued within 1 working day of receipt

	A-SOP-001

















	KPI 14
KPI 7
KPI 7A 



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.

[bookmark: _Independent_Review_of][bookmark: _Technical_Services][bookmark: _Continuing_Healthcare_Claim][bookmark: _Patient_Medical_Records][bookmark: _Patient_Medical_Records_1]
14. Patient Medical Records Storage (PMR) and Retrieval Services (Recharge applies for service delivery)

	Service objectives / deliverables

	· [bookmark: _To_manage_the_1]To manage the secure storage and effective retrieval of primary care patient medical records on behalf of HBs



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· To ensure that requirements of stakeholders are identified and prioritised to support health care agendas/GP sustainability.

· Agree SLA with PCS.

· Agree funding on a case-by-case basis. Costs to be recharged to HBs or responsible GP Practice.



	· Ensure timely and appropriate guidance and information is supplied to practices expressing an interest within service. 
· To manage the secure storage of patient medical records in line with defined standard operating procedures to support the movement of individual records. 
· To provide general advice regarding the day to day running of the service.   
· To manage the effective and timely retrieval of patient medical records
· To manage systems to support the physical transfer of patient medical records to/from requesting GP practices. 
· To manage systems to support the digitising and electronic transfer of patient medical records.
· To ensure that applicable monitoring and audit procedures are in place.
· To communicate and manage the post transfer verification process for GP practices joining the service. 
· Investigate and consolidate findings of the verification process with GP practices.
· Maintain an up to date list of all users of live PMR storage and retrieval software management system.
· Undertake an annual cleanse of the users of live PMR storage and retrieval software management system.
· Ensure all financial charges have been undertaken and are auditable. 
· Work with stakeholders to drive service quality improvements initiatives. 
· Issue new GP practices within the service a survey within 3 months of joining. 


	· Services provided in accordance with agreed SLA which is issued to all GP practices/ Health Boards prior to transfer into the service.
· Requests for urgent medical records can be met via Royal Mail next day delivery service or via the scan on demand service whereby medical records will be scanned and available via the portal within 24 hours. 
· Non-urgent/standard medical records requests can be met via the scan on demand 1 week turnaround route, the medical record will be scanned and available to the practice in the portal within 1 working week.  
· Requests for Non-urgent/standard medical record requests can be met via the PMR Bag HCS courier arrangements.
The turnaround time is based on an agreed internal weekly request cut off day and the HCS delivery day for a given practice.

	 A-WI-013



	








For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.






















15. Scan and Transfer 

	Service objectives / deliverables

	· To support GP Practices with the provision of medical records to 3rd party requestors



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	
	· Engagement with the GP practice regarding the service, the timescales, courier arrangements and associated costs and recharging. 
· Provision of a scan and transfer bag to the practice to facilitate the exchange of medical records. 
· Accurately weigh the medical record/s to calculate the recharge cost.
· Prepare and scan the medical record. 
· Upload the medical record onto the secure file sharing portal for the practice to access,  

	· Records returned to the GP practice within one week.
· Record available to download via the secure file sharing portal for 30 days.

	 A-WI-006
	








For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.

16. Summarising Patient Medical Records (Recharge applies for service delivery)

	Service objectives / deliverables

	· To prepare and complete initial summaries for live patient medical records. 



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· To ensure that requirements of stakeholders are identified and prioritised to support health care agendas/GP sustainability.

· Agree SLA with PCS.

· Agree funding on a case-by-case basis. Costs to be recharged to HBs or responsible GP Practice.


	· Prepare medical records in readiness for the initial summary to be undertaken. 
· Use and maintain a national file preparation standard operating procedure.
·  Use, maintain and update a national “Summarising Medical Records” guidance document.
· Complete initial patient medical record summaries for newly registered patients at a GP Practice using the remote access facility.
· Implement internal quality assurance measures to provide clinical assurances. 
 
	· Practice medical record backlog will be received weekly summarised and returned to practice within 4 weeks
· Exceptional requests will be processed at 2 boxes a week per practice - exceptional circumstances would be in relation to a practice receiving records from a closed practice
· Monthly Quality Control of one record per practice
	A-SOP-SUM-001

PCS Summarising Protocol
	








For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.







[bookmark: _Continuing_Healthcare_Claim_1][bookmark: _Informatics]17 Business Information / Reporting

	Service objectives / deliverables

	· [bookmark: _To_produce_dispensing_1]To produce dispensing reports as listed below and ensure that they are accessible to all relevant stakeholders linked to CPS



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	
	To provide the following dispensing reports: -
· WP10 (HP) - Hospital Report (monthly)
· PD1 (HA51) - Chemist and Appliance Contractors
· PD1 (A) - Extended Chemist and Appliance Contractors Report
· PD1 (WP51) - Dispensing General Practitioners
· PD1 Supplementary
· GP (WP51) - Personal Administration
· SPB7A - Chemist and Appliance Contractor Exemption / Charges
· Board Letter - All aspects of remuneration
· Prescription Cost Analysis (annual & on request)
· Welsh Dispensing Analysis (annual)
· Dispensing Doctor Account Summary
· Personal Admin. Account Summary
· Dispensing Costs Forecast
	· To publish the described reports within 10 days of the production of the final dispensing remuneration information
	
	 



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


17.    Business Information / Reporting (cont)

	Service objectives / deliverables

	· To produce prescribing reports as listed below and ensure that they are accessible to all relevant stakeholders linked to CPS



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· To provide a publication schedule for annual reports in accordance with WG statistical publication policy



	To provide the following monthly prescribing reports: -
· Category A Monthly Monitoring Report
· Category M Monthly Monitoring Report
· PPRS Monthly Monitoring Report

To provide the following quarterly prescribing reports: -
· All-Wales Prescribing Indicators 
· All Wales Comparators

To provide the following annual prescribing reports: -
· Welsh Prescribing Analysis
· National Programme Budget Reports

 
	· To publish the monthly reports within 10 days of the production of the final dispensing remuneration information

· To publish the quarterly reports within 14 days of the production of the final dispensing remuneration 

· To publish annual reports in accordance with WG publication schedule
	
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.





17.    Business Information / Reporting (cont)

	Service objectives / deliverables

	· [bookmark: _To_develop,_maintain_1]To develop, maintain and ensure the availability of data for a suite of web applications linked to CPS




	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· To ensure that requirements of stakeholders are identified and prioritised through the PS Service Improvement Group


	To provide the following web applications:
· Prescribing Audit Reports
· Budget Analysis
· On-Line Catalogue
· Standard Charts
· Control Charts
· Directed Enhanced Services
· Electronic Multi-vaccines Claims
· eSchedule
	· Updated data to drive applications to be available within 14 days of the production of the final dispensing remuneration information

	
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.


17.    Business Information / Reporting (cont)

	Service objectives / deliverables

	· [bookmark: _To_develop,_maintain_2]To develop, maintain and ensure the availability of data for a suite of desktop applications linked to CPS




	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· To ensure that requirements of stakeholders are identified and prioritised through the PS Service Improvement Group


	To provide the following desktop applications:
· CASPA.net

	· Updated data to drive applications to be available within 14 days of the production of the final dispensing remuneration information

	
	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.

17.   Business Information / Reporting (cont)

	Service objectives / deliverables

	· [bookmark: _To_provide_data_1]To provide data to and receive data from designated stakeholder organisations linked to CPS




	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· To supply English prescriber and Master Drug data by 5th working day of each month
· To supply remuneration data for Welsh Prescriptions dispensed in England by end of second month following dispensing
· To supply new releases and monthly updates of all amendments to manuals and charts for implementation in the following month.
· To provide a telephone support service, available to respond to individual queries and to supply new drug codes on request.

	To supply the NHSBSA with:
· English prescription data dispensed in Wales
· Weekly copy of Welsh Nurse Prescriber File (nurse and cost centre)
· Weekly copy of Welsh doctor file (DR and surgery details)
· Weekly EPS update to make Pharmacy ‘live’ and available to nominate
· Monthly details of Hospital Information


	· English prescription data to be supplied by the end of the second month following dispensing
· Weekly files to be supplied by close of play every Monday (except bank holidays)


	  

	



For further information or any queries please e-mail nwssp-primarycareservices@wales.nhs.uk.  This is a central facility which will triage queries to the appropriate personnel throughout PCS.
[bookmark: _15.__]
17. 
Business Information / Reporting (cont)

	Service objectives / deliverables

	· To produce and maintain a variety of reports and dashboards linked to GMS



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· 
	To produce the following weekly reports
· Multiple OSMR reports

To produce the following monthly reports
· Practice Additions and Deductions
· Gluten Free comparison
· Dental Performers List
· FPPS Data Update

To produce the following quarterly reports
· Dispensing Pharmacy Distance
· Medical Examiner Comparison
· Capitation Report
· Population Report
· Care Home demographics
· LSOA

To produce the following yearly reports
· Over 65 Fire Service
· Preschool / School age report

Ensure the refresh of the following dashboards
· EPS Internal and External
· Medical Examiner
· PPV
Dashboards based on the above reports
	
	A-WI-GMSC-003A-WI-GMSC-011 
A-WI-GMSC-013
A-WI-GMSC-015
A-WI-GMSC-017
A-WI-GMSC-019
A-WI-GMSC-020
A-WI-GMSC-021
A-WI-GMSC-023
A-WI-GMSC-024
A-WI-GMSC-025

	


17.Business Information / Reporting (cont)

	Service objectives / deliverables

	· To produce and maintain a variety of reports and dashboards linked to WGOS



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· 
	To produce the following monthly reports
· Ledger
· Optometry Wales Levy report
· Activity by claim type report 
· Activity by age and partial postcode
· WGOS2 reason by bands
· Patient demographic data
· Counter Fraud reports
· WGOS 4 and WGOS 5 additional activity data
· WGOS 4 Transformation Eye Care project data

To produce the following quarterly reports
· Counter Fraud trend data
· ECWC Committee quarterly report

To produce the following yearly reports
· Welsh Government annual data reports

Ensure the refresh of the relevant dashboards based on some of the above reports
	
	
O-WI-GS-053
O-WI-GS-062
O-WI-GS-065
O-WI-GS-037
O-WI-GS-038
O-WI-GS-070
O-WI-GS-078
O-WI-GS-072
O-WI-GS-040
O-WI-GS-068
O-WI-GS-016
O-WI-GS-043
O-WI-GS-075

	



18.-Gluten Free Service

	Service objectives / deliverables

	· Provide and upload funds to subsidy cards for patients with coeliac condition



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· Approving local guidance for GP’s and dieticians 
· Local prescribing policy for gluten free items 
· Monitoring compliance and prescribing trends
	· Onboarding and processing patient information.
· Supporting policy implementation.
· Regular financial uploads to the gluten free scheme pre-paid cards.
· Financial analysis on gluten free product range.
	
	  

	





19. Primary Care Workforce Information System PCWIS

	Service objectives / deliverables

	· Maintain and Administer access to PCWIS and generate a variety of reports



	Responsibilities of HB/WG
	Responsibilities of PCS
	Quality Standards/
Performance Indicators
	References

	
	
	
	SOP
	KPI


	· 
	· Ensure users can login and update the relevant information for their practice

To produce the following report on an ad hoc basis
· ACP
· Others as requested

Produce the following monthly reports
· Demographics and Workforce Overview
· Login Report
· Cluster Report
· Qualification Report
· Staff Role and Age Group
· Headcount per 100k Practice Total
· Staff Role FTE
· Physician Associate Report
· Profession Overview
· Over 55 report
· Practice Data Quality

	
	A-WI-GMSC-037
A-WI-GMSC-038
A-WI-GMSC-039
A-WI-GMSC-040




	





20.   Customer Service Matrix. 
All services outlined above are provided to all HBs within Wales with the exceptions as below:

	Service
	Swansea Bay UHB
	Aneurin Bevan UHB
	Betsi Cadwaladr UHB
	Cardiff & Vale UHB
	Cwm Taf UHB
	Hywel Dda UHB
	Powys tHB

	GMS
	
	
	
	
	
	
	

	Monitoring the assignment process of individuals as part of the Safeguarding Children Scheme
	
	
	
	
	
	
	

	GDS
	
	
	
	
	
	
	

		Assist with the administration of the EDS/OOH Rotas
	
	
	
	
	
	
	

	Contractor Stationery and Supplies Services
	
	
	
	
	
	
	

		Effective processing of orders from contractors and the procurement of supplies and stores items
	
	
	
	
	
	
	










Appendix 1
Data Processing

	Scope
	Primary Care Services provides a wide range of services to and on behalf of Welsh Health boards and Welsh Government covering primary care contractors, appliance contractors, reimbursements to primary care contractors, post payment verification (PPV) and patient registration services. The division also issues alerts and hazard warning distributions to NHS contractors, care homes, nursing homes, children’s homes, further educational colleges and independent hospitals on a national basis.

	Nature
	Key functions include:
· The safe inclusion and removal of Doctors, Dentists, Opticians and Pharmacists onto the all Wales Primary Care Performers Lists.
· The provision of timely and accurate advice in dealing with performance issues relating to efficiency, fraud or suitability and contractual issues relating to service provision.
· Payments to service providers are made in accordance with Statutory Directions and Regulations for Primary Care Contractors.
· The secure and timely dissemination of health alerts.
· The secure and timely supply of NHS stationery & forms to Primary Care Contractors.
· The provision of health and safety management services, security and risk management, archiving, courier services, internal and external mail and portering services.
· The secure, timely and accurate transfer of medical records from GP practice to GP practice.
· The timely and accurate capture of data from every NHS prescription dispensed in Wales. This data is used to calculate the reimbursement due to community pharmacies, appliance contractors, dispensing doctors and GPs who personally administer medication for medicines and medical devices they dispense against NHS prescriptions.
· The provision of management information to budget, plan for and manage the use of medicines in NHS Wales.

	Purpose of processing
	Statement of Financial Entitlements, NHS Contractor Regulations, Drug Tariff, Performers List Regulations, NHS Standing Financial Instructions.
Annual payments to service providers are made in accordance with Statutory Directions and Regulations for Primary Care Contractors

	Duration of the processing
	Processed in line with internal procedures with information retained in line with WHC (2000) Retention Schedule

	Types of personal data
	Name, address, date of birth, NI number, telephone number, pay, images, financial information, personal health information, personal e-mail address, personal certification,

	Categories of data subject
	Staff, contractor practice staff, patients, general public, independent healthcare contractors, private healthcare providers contractors, suppliers, private prescribers of controlled drugs, non-medical prescribers, 

	List of Third-Party Contracts
	Disclosure Barring Service, Reference requests, Counter Fraud and Security Management Service, Ipsum
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