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CEO Update — Steven Pink

Dear Colleagues

Thank you for taking time to read this latest edition of our newsletter. | am very pleased to report that as we
cross over into the new financial year, we can look back on a number of key successes and some challenges
which we have been able to address well. This puts us in a strong position as we begin the new financial year.

Successes

Our core South East London service has performed well against service level targets all through 2022/23. This
is despite significant increases in patient volume — some of which were not originally planned. To give you an
idea, on occasions we have seen year on year increases of 75%. That is huge. Through the hard work of the
Operations Team, we have been able to stay on top of things and deliver phenomenal service levels against
that backdrop. We are now piloting more structured clinical navigation and restructured rotas as we move
forward. This will help us continue to deliver quality healthcare in the context of high demand.

Our new South West London service at St Helier
and St Georges has continued to perform well
— pretty much from day one on 01 June 2022.

St Heliers & St Georges Combined KPI
Performance

100.00% .
We have a new partner as the lead provider
99.00% changed from Vocare to Practice Plus Group
98.00% I l . I (PPG). We enjoy working with PPG and have
97.00% quickly build a solid partnership. This is
Dec-22 Jan-23 Feb-23 fundamental for good service delivery and new
mUrgent M Routine ® Total opportunities in future.

It is great to be working with the London Ambulance service under a new arrangement which offers GP
consultations to support them in addressing phenomenal levels of patient demand in their 999 service. This
has been a different kind of contract for us and LAS are a demanding but fair customer. Once again, our
service delivery has performed well against quality measures and whilst there is an opportunity for us to
deliver slightly higher service volumes, we have made a massive positive impact for them.
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Challenges

It’s funny, these successes have also been at the root of some of our challenges. When we discontinued our
South West London contract with Vocare, the shape of SELDOC changed. We became slightly smaller, but more
complex with a larger number of smaller service agreements in place with our customers. Through this year, we
have all learned a new way of working where we have had to be even faster and even more exact in how we
intervene when something veers slightly off course. Nothing major, but a new skill for the whole team
nonetheless. We have mastered this, although in the earlier days of 2022/23, we overcame a number of
challenges which were part of the learning process for us.

Overall

Our net patient satisfaction scores have remained high as a function of the service quality we all work hard to
deliver. Our clinical and non-clinical teams have pulled out the stops on many occasions to keep quality on track
and | am hugely grateful for this. Our service level performance has been strong all year and | am pleased to
report that our financial performance for the year will be slightly ahead of plan.

Before | finish, | would like to take a moment to talk about our
new subsidiary company Verve Healthcare. We established
’ Ve rve Verve to provide workplace wellness solutions to companies
' healthcare and their employees. We decided to create a new brand as
this business focuses on private sector customers, while the
SELDOC brand focuses on NHS customers. The success which Verve brings will support us in delivering our NHS

objectives and the values of Verve are closely aligned with our approach in SELDOC. For example “patient-first” is
a key value in both parts of our organisation.

Having created the proposition and brand, we built new systems and Verve is now live and trading.

The platform is easy to use and it takes just a few minutes for you to sign up complete some initial questions. All
you need to do is open the email from Andre Osborne sent recently and register. Once you have given your
responses, Verve will prompt you with any actions you may need to take to improve your own wellbeing. As you
would expect, all information is confidential and personal to you. As an employer, | will only see anonymised
patterns across the organisation. This helps us to see where me may need to take targeted action which could
benefit everyone. Please do sign up and let us know what you think.

As ever, | will finish by thanking every last person in all of our teams. You are all amazing and you do jobs which
can often be challenging in difficult circumstances. Every thing you do and how you do it is important. Thank you
for all those times where you have taken personal responsibility for doing the right thing. It matters to the
business, to our GP Members, but most of all to our patients. Well done and thank you.

Steven
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EMPLOYEE RECOGNITION AWARD WINNERS FOR MARCH 2023
It gives me great pleasure to congratulate two exceptional members of our team for being the winners of this
guarter's Employee Recognition Awards. The awards aim to recognize and celebrate employees who have shown
outstanding performance and dedication to their work.

| am pleased to announce that the winners of the Employee Recognition Awards for this quarter are:

Rohan McKenzie - Shift Manager for SEL
Mirka LeGuen — Rota and On-Boarding Manager at Head office

Coming in at joint first, their nominees gave evidence of their hard work, commitment, and contribution to the
success of the company, and they truly deserve this recognition.

The selection process was not an easy task, as we received numerous nominations for the award. We would also
like to take this opportunity to congratulate the other 12 nominees for their outstanding work. Each nominee
displayed a high level of dedication and commitment to their job, and they have all made significant contributions
to our company's success.

We would like to acknowledge that three of the nominees were in a very close second place, and we appreciate
their hard work and dedication to the company: Clare Garbutt (Rota), John Head (Driver) and Louis Taylor (IM&T).
It is a testament to the quality of our team that the competition was so tight.

As an organization, we are fortunate to have such a dedicated and talented team. We would like to take this
opportunity to express our gratitude to each one of you for your hard work and dedication to the company's goals.
We believe that recognizing and celebrating employees' efforts is a vital part of maintaining a positive and
productive work culture.

See below what the nominators said about the winners:

Rohan — “For always managing his shift and team well in very challenging circumstances and never complaining
about the high demand in line with capacity we currently have, with no breaches on his shift either. A credit to
the team.”

“Mirka has brought rota fill up to the internal SELDOC target of 98% on a sustained basis, despite winter
pressures. She and her team have also taken on the management of clinician compliance and on boarding, with
the result that in a short space of time our performance has gone from <90% on lots of requirements, to a clean

sweep of green performance (>95%) for eight solid weeks. These are big, tangible successes.”

“Mirka, as a line manager is very supportive. Always contactable and had helped me settle into my new role in SELDOC.”
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Customer satisfaction is the cornerstone of any successful business, but it is particularly important in the
healthcare industry. Patients are often at their most vulnerable when seeking medical care, so it's essential that

they receive the highest level of service possible. We understand this, and our commitment to customer
satisfaction is evident in every aspect of our operations.

This success is multifactorial and can be attributed to several factors, including increased rota fill, and extending
the scope of patients we send surveys to. Our efforts to gather feedback from a broader patient population have
helped us identify areas of improvement, and we are committed to continuing to do so.

We did experience a drop in our patient satisfaction scores in December 2022, which we attribute to the high
demand on the health system due to the increased prevalence of Strep A, COVID, and flu. However, we are
currently reviewing all our services to ensure that we are gathering feedback from each area to improve.

We would like to take this opportunity to share some of the compliments we have received from our patients.
These are a testament to the quality of care and service that we provide at SELDOC:

We want to extend our heartfelt thanks to all of you for your continued hard work and dedication to our
patients. Together, we are making a real difference in people's lives.
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Staff Training

Following the Staff Survey, we identified the need for some training to help recognise if anyone needs support
with mental health and also to recognise the signs of any bullying in the workplace. As well as training Mental
Health champions, we have added the following courses for all staff to complete:

Mental Health Awareness in Primary Care: The modules will take approximately 30 minutes to complete. It
is designed for all primary care staff to assist with their understanding of the principles relating to the concept
of mental health awareness and the practice of this concept in the context of primary care. We added this
course to our mandatory training for staff to complete but will remove from profiles at the end of March 2023
— This course is not mandatory, but can be completed anytime.

Bullying and Harassment: This module is likely to take approximately 30 minutes to complete. It is designed
for all primary care staff to assist with their understanding of bullying and harassment and how this should be
addressed in their daily working lives. It contains a case study and multiple-choice questions. Please note this
course is for line managers ONLY. All Head Office Managers and Service Support Managers will
automatically have this course assigned to them — This is mandatory for All Managers

To access these courses, please login to your TeamNet Account/Menu/People/Staff Training. Please contact
HR if you are having issues logging in: seldoc.hr@nhs.net

Starters Leavers
Amina Albeyatti — Interim Medical Director Matt Abercrombie - Finance
Ela Stronska — Accounts Assistant Magda Laszczak - Finance
Yara Yad — Receptionist (SWL) Alex Fairweather — Verve Sales
Heather Anson — Receptionist (SWL)
Roksana Sianoszek — Receptionist (SWL) We want to take a moment to extend a
Gural Cemgunal — Driver (SEL) warm welcome to our new staff members
Zainb Hammad — Receptionist (SWL) and express our sincere appreciation to
Tracey Williams — Senior Finance Office those who are leaving to explore new
Alan Penrhyn-Lowe — Interim Finance Director opportunities.

Staff Survey
We are excited to announce the launch of our new staff survey, designed to gather your valuable insights
and opinions on our organization's performance, as well as our recent collaboration with Verve Healthcare.

Your feedback is essential in helping us understand your experiences, identify areas for improvement, and
ensure a supportive and productive working environment for everyone.

Your honest opinions will play a crucial role in shaping the future of our cooperation with Verve
Healthcare, as well as helping to maintain the high standards SELDOC is renowned for.

In response to your feedback from previous surveys, we have streamlined this year's questionnaire to be
more concise and time-efficient, now consisting of 56 questions instead of 100. Please rest assured that all
responses will be treated with utmost confidentiality.

An email from Survey Monkey has been sent this week. We encourage you to set some time aside to
complete the survey and contribute to the growth and success of our organization. Thank you for your
dedication and invaluable contribution to SELDOC. (One lucky person will win a £100 voucher)
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Area of Concern

Staff Benefits

Pay Disparities

Career opportunities

Additional training /
professional growth

Advertises all internal
vacancies

Safety at work

Job security

Ideas to make SELDOC
better place to work

Team Building Day and
Social Events

Cost of Living Crisis
and Inflation

Improve working
relations and
communications

Training — bullying and
harassment / mental
health awareness/

“You Asked”

Mental health at work support

Gender pay gap review

Line managers to actively support the
progression in 1:2:1’s

Better communication between Manager
and staff member to develop career and
personal growth.

Internal jobs to be posted via email and
added to the Company website.

ID badges for all staff
Change door codes

Better communication from line managers
about job/business changes within their
department

Uniforms and healthy lifestyle

More face to face events and team building
within Teams and the wider network

Remuneration is not in line with inflation

Better communications between
departments and more F2F events

Access to training in the areas of bullying
and harassment and mental health
awareness.

“We Did”

Mental Health Awareness Training has been added
to all mandatory training modules. Regular 1:2:1
discussion with manager ensuring employee
wellbeing is at the forefront.

HR and Finance reviewed service staff rates
between gender and established there were no
disparities.

Performance reviews twice yearly — new template
has been adopted

Manager to use new template to address
professional growth in staff 1:2:1’s

All new roles are being shared with Staff and will
be on the careers page on the website.

Sites have been checked for security issues and
planned site moves will facilitate new security
measures.

Weekly HO staff calls (for business updates) are
being cascaded down to the Service staff via
conference calls and or emails.

The “Get Moving” programme is now available on
the SELDOC website. Uniforms are being
considered.

A survey resulted in some great ideas and we are
now working on these to implement them

The company made a cost of living payment in
November to all staff including Bank workers.

We have sourced an online discount provider that
help NHS staff: www.bluelightcard.co.uk

There is a fee of £5.00 for BlueLight (a 2 year
subscription) which can be claimed back via an
expenses form

A survey resulted in some great ideas and we are
now working on these to implement them
Bullying and Harassment and Mental Health

Awareness for all staff are now on TeamNet.

Requests for other types of training should also be
beneficial for the business.
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RAISING FUNDS FOR DIABETES

Losing weight can be a challenging journey, but it can also be a life-changing experience. For one staff member,
this Journey has inspired her to raise funds for a diabetes charity.

Rachel Kelly, SELDOC’s Rota and On-boarding Coordinator and mother of one, had struggled with her weight in
the past. She decided over two years ago, with a friend, to attend a local swimming club and has been attending
sessions twice weekly since then.

However, for Rachel, the weight loss was just the beginning. She wanted to use her experience to help others
who were struggling with similar health issues and raise awareness about diabetes, which affects over 4 million
people in the UK alone.

Type 1 diabetes is a serious condition where Type 2 diabetes is a serious condition where
your blood glucose (sugar) level is too high the insulin your pancreas makes can’t work
because your body can’t make a hormone properly, or your pancreas can’t make enough
called insulin. insulin. This means your blood glucose

(sugar) levels keep rising.

Rachel is using her love of swimming to undertake a swimming challenge to raise funds for a diabetes charity
Swim22 2023 | Diabetes UK. Starting on March 22nd, Rachel will be swimming 22 miles over a 2-month period,
which is equivalent to swimming the Channel Crossing. Her efforts have already gained support, and she has set
a fundraising goal of £500 for the charity.

Please join us in helping Rachel achieve her target and donate here:
https://swim22.diabetes.org.uk/fundraising/RachelKelly822#share-page

Rachel's dedication and commitment to the cause is truly inspiring. Her journey continues to achieve her desired
weight and her subsequent efforts to raise funds for a diabetes charity is a testament to the power of
determination and resilience. Her story is an inspiration to us all, and a reminder that with the right mind-set and
support, we can achieve anything we set our minds to.

Thank you for reading our newsletter, if you have any topics you would like to be added in for the next
addition, June 2023 please contact Jacqueline at: j.0’meara@nhs.net

www.seldoc.co.uk
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