
 

Care Navigators in 

Primary Care 
What are navigators? 

Navigators build relationships, solve problems and locate 

resources. Navigators promote the recovery, independence, 

health and wellbeing of service users. This type of person 

centred, enabling, and recovery focused process can be 

carried out by a number of roles and in various settings.  

West Wakefield vanguard site introduces care navigators 

The West Wakefield vanguard site introduced care navigation during the last year. They have data to 

suggest that it has saved 5% of GP time. They estimate this will increase as services change and the 

care navigators develop. Feedback from the staff involved has been very positive.  

West Wakefield trained 70 care navigators in 6 GP practices. 

See link for further details: http://www.kingsfund.org.uk/sites/files/kf/media/Chris%20Jones%20Slides_0.pdf 

Many of these care navigators are receptionists and admin staff; the same people who regularly 

speak to patients first when they call or visit the practice. 

The new training means that when you next call your GP practice for an appointment, these trained 

frontline staff will ask what the problem is.  The training ensures the navigator can direct the patient 

to the right health professional within the practice. They also have a multitude of information and 

knowledge about services outside of the GP practice that can help in directing patients to the most 

appropriate service. 

What can navigators do in your practice? 

 Provide outreach support, meeting with service users to discuss their needs (time 

limited caseload) 

 Provide an accessible advocacy service enabling access to entitlements and local services 

 At best they can be at the centre of a range of voluntary and statutory services, 

accessing relevant health, social care and community services, facilitating a holistic 

service response to clients’ needs 

http://www.kingsfund.org.uk/sites/files/kf/media/Chris%20Jones%20Slides_0.pdf
http://www.kingsfund.org.uk/sites/files/kf/media/Chris%20Jones%20Slides_0.pdf


 Supporting or navigating service users, signposting, bridge building, linking to wider 

determinants of health (Directory of local services), 

 Facilitate recovery from mental ill health, promote independence, health and wellbeing 

(wellbeing plan), brokering solutions, enabling service users to solve problems 

 Navigators spend their early months in post shadowing other professionals, gaining 

knowledge of access arrangements and eligibility criteria for services 

 Navigators are agents for change, encouraging self-management and re-enablement 

Navigators provide good information and advice, practical support, appropriate housing options, and 

joint working between health and social care can assist people in living fulfilled and independent 

lives, thereby reducing the number of people entering or requiring ongoing support from social 

and/or health care. 

Up-skill receptionists to become care navigators? 

Receptionists can be trained in motivational interviewing techniques to help them signpost patients 

to the healthcare professional who can best meet their immediate need. This does not involve the 

care navigator making a clinical decision rather it removes the traditional gatekeeper role replacing it 

with the concept that their job is to put the patient with the right person in the right place for the 

right amount of time.  

Signposting away from the Surgery will be possible with the availability of social prescribing services, 

self-referral to physiotherapy and the development of minor illness services in pharmacies. You can 

also consider the possibility of signposting patients with stress or anxiety and depression directly to 

mental health support. 

Signposting within the surgery will also relieve pressure on GP appointments. Specific protocols or 

scripts would be developed to ensure patients reach the correct clinician.  

Supporting telephone triage rather than face to face for suitable contacts. 

Telephone triage has proved successful in most practices who have adopted it. Many problems can 

be safely dealt with remotely in much less time than 10 minutes and at more convenience to the 

patient and doctor. A risk of GP or high-end triage is that it can act as a ‘dumping ground’, 

overwhelming the triage clinician; with good care navigation this should be minimised. Patients on 

the triage list should only be those who have a problem the clinician can deal with over the phone or 

those whom the care navigator did not feel able to signpost.  

Link with Health Care assistant roles? 

Care navigators could be linked to the wider concept of health care assistant roles. These ‘assistant’ 

roles could be developed to be clinical, patient facing (care navigators) or doctor facing 

(administrative). 

 

 



What training is available for Care Navigators? 

Training in South Yorkshire for care navigation to support primary care is currently under 

consideration. 
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   SYBWG 

By entering your email in the box on the right hand side of the website you will receive automatic 

updates  as more ideas for meeting the demand are shared.  

ALL THE BEST FROM THE GROUP.  

To make the group accessible we have set up a web 

page where you can find out what the group is doing 

and comment on workforce issues through our blog:-  

https://sybwg.wordpress.com/ 
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