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Introduction 
 

The benchmark of out of hours has been developed by the Primary Care Foundation.  We 

are grateful for the support, advice and contribution of many primary care organisations, 

providers and users that has helped us to develop the benchmark and tool through various 

analysis projects and pilots.  We are also grateful for the support from the Department of 

Health who funded the initial development of the benchmark as well as from Primary 

Care Contracting and the NHS Alliance who have also supported the work. 

 

This document aims to provide an introduction and instructions for users, both 

commissioners and providers.  Should you have specific queries or suggestions they are 

most easily handled if you email benchmarks@primarycarefoundation.co.uk but we have 

also provided full contact details in the final section of the document. 

 

Aim of the benchmark 
 

The Department of Health has selected the Primary Care Foundation to support a national 

benchmark of out of hours services.  The aim is to offer clear and consistent comparisons 

for local commissioners of health services and providers that is simple and easy for both 

primary care organisations and providers to use. This initiative has widespread support as 

indicated by the comment from David Colin-Thomé in a recent HSJ "what you need to 

do is to assess yourself against other services. It's up to you how you get there but, by 

implication, the easiest way is to buy this tool which is already up and running." 

Otherwise, he warns, "you have got to demonstrate some other way of measuring your 

quality against others and I would argue that would be more expensive". 
 

The Primary Care Foundation have built on an audit tool that will offer direct 

comparisons on: 

 

¶ Costs - cost per call and cost per head of population covered 

¶ Efficiency ï number of calls per clinician per hour 

¶ Process ï the quality of the clinical governance process 

¶ Performance against standards ï for example, time to clinical assessment; time to 

face-to-face consultations 

¶ Outcomes ï referrals to hospital as well as the percentage of calls advised, seen at 

base or that end with a home visit 

¶ Patient Experience ï of receiving advice, being seen at a centre or being visited at 

home 

 

Importantly the benchmark will collect information about a number of óexplanatory 

factorsô, so that it will be possible to, for example: 

mailto:benchmarks@primarycarefoundation.co.uk
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¶ Look only at those who have similar operational models ï for example, to 

differentiate between ódoctor onlyô assessment and ónurse ledô assessment; or 

distinguish between those that assess all calls by phone or those that have 

protocols allowing call-handlers to invite patients direct to base 

¶ Choose other providers with a similar population density; similar levels of 

deprivation; within the same ONS supergroup etc. 

 

Some of the information is collected to us to identify these ñexplanatory factorsò. 

 

There are challenges in ensuring that everyone is measuring the same thing in the same 

way.  To address this, the benchmark is based on a common data extract from all 

providers so that there are direct comparisons across the whole country.  Great care is 

taken to understand the scope of the contract with the out of hours provider in each PCT 

and to ensure that costs are adjusted to take account of any support provided by the 

commissioning organisation and of the cost of any additional services specified within 

the contract. 

 

With a common extract and more detail from providers, it is planned to develop the 

benchmark to include measures of productivity and to allow considerably richer data 

comparison to support understanding and learning. 

 

PCTs and providers will be invited to regular seminars to look jointly at how they can 

improve their services, as well as learning from national best practice.  This is a vital part 

of the package, which will help those involved to understand how the high-performing 

organisations are operating differently. 
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Getting started 
Logging on to the system is easy ï go to http://www.pcfbenchmarks.co.uk/app/login and 

you will be asked to enter the user name and password that you will have been provided 

with in a screen similar to that below (example screen 1): 

 

Example screen 1 

 
 

http://www.pcfbenchmarks.co.uk/app/login
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Primary Care organisation ï initial tasks 
When you enter the system you will find a screen similar to that shown below (example 

screen 2): 

 

Example screen 2 

 

 
 

Once you have entered the system you can amend your user name and password and 

contact details by clicking on the link óEdit detailsô in the top right hand corner   

 

Please provide the details about population and extended opening of practices by clicking 

on the óPCO dataô button.  This will take you to a screen like that below (example screen 

3).  Note that in this completed example 

 

ü No number has been entered in the total population field.  This is greyed out to 

show that it is a calculated field (in this case the sum of the two numbers below) 

Use this box to 

amend user name 

and password 

Click this box to check and 

correct your contact details 

and to provide basic 

information about the PCT 
or provider as a whole 

Click here to change the 
details of the provider or to 

change the identifier   
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ü The example shows the most common situation where all practices have handed 

responsibility for out of hours to the PCT.  All practices have therefore opted out 

and the population of practices that have opted in is zero. 

ü Numbers have been entered without any comma.  You should always enter 

numbers in full, avoiding commas and (where appropriate) £ signs. 

 

Example screen 3 

 
 

We have set up the names for the provider (or providers) for each PCT.  Should you wish 

to change these details then click on the óeditô button for the contract and you can then 

change the identifier for the contract (donôt forget to press save after doing this).  We 

have chosen the relevant provider based on the information that was given to us in the 

sign-up document (or if changes have since been made based on any notification 

received).  Should any provider be missing please email 

benchmarks@primarycarefoundation.co.uk. 

 

 

 

 

mailto:benchmarks@primarycarefoundation.co.uk
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Entering the data 
 

Whether you are a provider organisation or a commissioning organisation when you 

choose óview contract detailsô from your home page you will be presented with a screen 

that looks similar to that below (Example screen 6).  As this is the starting point for 

providing information about each contract it is worth understanding a little about it. 

 

Example screen 6 

 

 
 

 

¶ The red buttons in the left column allow the commissioning organisation (usually 

the PCT in England) to enter details about the contract ï its cost, the scope and 

information about any cost adjustments) 

¶ The Blue buttons in the right column allow the provider to enter information 

about the contract about calls, about the various quality standards and to allow 

them to upload sample data. 

Click this box to save a .pdf 

version of the questions for 

both provider and 
commissioner 

Click in these boxes to enter 

data if you are a provider 

and to view the data entered 

if you are a PCT 

Click in these boxes to enter data 

if you are a commissioning 

organisation and to view the data 

entered if you are a provider 
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¶ The PCT can see information entered by the provider (except for the staffing 

information which the advisory group felt should be confidential to the provider 

organisation) and the provider can see the PCT information.  In this latter case, 

because the information is so fundamental, there is a sign-off process to ensure 

that the Provider has agreed the costs and contract detail.  This is described 

further below. 

¶ At the bottom is a button that allows you to print all of the questions for both 

commissioner and provider.  This generates a pdf document which contains all of 

the information entered to date.   

 

We strongly recommend that you choose the óprintô option early in the process so as to 

allow you to assemble the answers to the various questions.  You will be able to write the 

answers onto a paper copy or to copy and paste elements of the questions into emails 

which may make it easier to assemble the answers from different people within your 

organisation. 

 

Once you have saved the file open it and it will look similar to the examples below.  The 

full extract will cover more than 20 pages of A4 with the first (example screen 7) 

illustrating some of the questions addressed to the commissioning organisation about the 

cost and scope of the contract.  From page 7 the questions are for the provider. 

 

Please remember that you should always enter numbers in full, avoiding commas and £ 

signs. 
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Example screen 7 

 

 
 

  

When you wish to enter information click on the red or blue buttons as shown on 

example screen 6 above.  You will be presented with a screen that looks similar to 

example screen 8 below.  This screen shot is chosen also to demonstrate how, by 

hovering over the question mark on the right hand side some help text is revealed that 

provides additional information or tips on what is required. 

 

When you press óNextô you will move to the next screen (or back to the earlier screen if 

the section is completed) provided that you have answered all of the questions.  If the 

questions have not been answered or if the answers are invalid, error messages will 

appear and it will be necessary to enter or correct information before moving on. 












