
The Primary Care Navigator Project

Bromley CEPN sought to create a programme of bespoke Care Navigator training 
that provided practical skills to enable primary and community-based staff to 
better “navigate” patients through the complex NHS system as we move towards a 
more integrated model of care. It was vital that this training provided evidence that 
the essential elements of the 9 Core Competencies of Care Navigation were 
addressed. These competencies are:

Excellent communication underpins person-centered care and helps build lasting, 
trusting relationships. Care navigation requires people to be able to communicate 
effectively, in verbal and written form, with a wide range of people from different 
cultural and organisational backgrounds, including health, social and voluntary 
sectors.

Pilot aim
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1. Effective Communication

Under the essential core competencies, an individual will be able to:

Communicate clearly, sensitively and effectively with patients, family members and other 
professionals. 
Communicate in a warm and empathic manner. 
Maintain a calm and sensitive approach when dealing with people in distress. 
Perform a basic holistic assessment of patients’ needs over the telephone and face-to-face. 
Writes and maintains clear, accurate records of patient information in a variety of formats 
(i.e. electronic and paper). 
Present information clearly and effectively when speaking with others. 
Adapt communication style and method to best support patient preferences and need 
Demonstrate the importance of cultural factors in communicating with people. 
Understand and use common social and health care terminology
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Care navigation involves signposting and enabling people to access appropriate 
services, based on their needs and preferences, from a wide range of 
organisations and sectors. This may not necessarily be best met by traditional 
health or social service professionals. The ‘local wisdom’ of available services 
should be built up by those in navigation roles and teams, with a spirit of 
‘persistent and positive curiosity’.
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2. Enabling access to services

Under the essential core competencies, an individual will be able to:

Access up-to-date, accurate information for a range of services to provide support for an 
individual and carer. 
Understand local referral arrangements/pathways for holistic support from a wide range 
of sectors. 
Signpost and facilitate contact for the patient/carer to appropriate services, with consent 
of the individual. 
Demonstrate initiative in seeking contacts with relevant local services. 
Take a proactive, problem solving approach in helping support people to connect and 
access services.

3. Personalisation

Personalisation is a term more commonly used in social care and is applicable to 
all service sectors. Personalisation is about taking an approach which supports a 
person’s choice, wishes and needs as far as possible, enabling them to be in 
control of their own life. Care navigation seeks to provide support and care, 
defined by a person’s holistic needs, not simply standardised to their condition or 
diagnosis. Support is tailored to the needs and aspirations of the individual.
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Care navigation will involve coordination of care and support, to ensure a person’s 
experience across health, social and voluntary services is as ‘seamless’ as 
possible. All people involved in support, including patient/carer should know who 
a key point of contact for help is and who is responsible for their care. This is 
especially important and must be timely, when there are significant changes in a 
person’s needs e.g. sudden deterioration in health or transition of care between 
providers.
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Under the essential core competencies, an individual will be able to:

Determine the patients’ basic support needs accurately over the telephone or face-to-face. 
Act in a way that acknowledges peoples’ expressed beliefs, preferences and choices. 
Help people to identify and use their strengths and resources to achieve their own well-
being goals. 
Demonstrate a positive, solution-focused approach to promote independence and 
wellbeing. 
Demonstrate basic understanding of appropriate financial matters relevant to personalised 
support (e.g. personal budgets)

4. Coordination and Integration

Under the essential core competencies, an individual will be able to:

Build and work to sustain trusting, professional relationships with patients and their wider 
support network. 
Recognise when and how to close professional relationships with patients and their carers. 
Maintain a clear sense of role and responsibility within a team. 
Be supportive and helpful towards other team members. 
Relate to and work with clinical and non-clinical staff in other organisations, building 
constructive relationships across sectors. 
Value the roles of key others working within and beyond the organisation.
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Care navigation is a person-centred approach, therefore if care and support truly wrap 
around a person’s needs, integrated support must cut across boundaries and reach 
out to wider agencies within health, social and voluntary sectors. Relationships 
underpin effective inter-boundary working and are skills people in navigation roles 
need to develop. The ability to engage and sustain key working relationships is 
fundamental to work with patients, their family and with multidisciplinary team 
members.
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Under the essential core competencies, an individual will be able to:

Determine the patients’ basic support needs accurately over the telephone or face-to-face. 
Act in a way that acknowledges peoples’ expressed beliefs, preferences and choices.
Help people to identify and use their strengths and resources to achieve their own well-
being goals.
Demonstrate a positive, solution-focused approach to promote independence and 
wellbeing. 
Demonstrate basic understanding of appropriate financial matters relevant to personalised 
support (e.g. personal budgets)

5. Building and Sustaining Professional Relationships

6. Knowledge for Practice

Care navigation is a person-centered approach, therefore if care and support truly 
wrap around a person’s needs, integrated support must cut across boundaries and 
reach out to wider agencies within health, social and voluntary sectors. Relationships 
underpin effective inter-boundary working and are skills people in navigation roles 
need to develop. The ability to engage and sustain key working relationships is 
fundamental to work with patients, their family and with multidisciplinary team 
members.
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Under the essential core competencies, an individual will be able to:

Demonstrate awareness and basic understanding of safeguarding vulnerable adults, end of 
life care, the needs of older adults and mental health conditions and symptoms (including 
dementia). 
Be aware of the concept of mental health crisis, potential impact on a person’s behaviour 
and seek timely appropriate help. 
Demonstrate awareness of common long term physical and mental health conditions which 
impact on a person’s well- being. 
Understand the basic principle of self-care for people with long term conditions. 
Appreciate where the organisation fits within the boarder of the NHS context and social 
care systems. 
Understand the importance and purpose of health promotion

7. Personal Development and Learning

Individuals need to be committed to lifelong learning and enthusiastic to apply new 
knowledge and skills. People who are in care navigation roles learn significantly 
through experience and working within local contexts – therefore reflection on 
practice, for the individual and as teams are of core importance to personal as well as 
service development.

Under the essential core competencies, an individual will be able to:

Demonstrate willingness to learn and develop within the role. 
Show responsibility for self-reflection and personal development. 
Understand and engage with the process of appraisal.
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8. Handling Data and Information

Accurate and accessible information and data underpins effective care navigation. 
Failures in communication between organisations, sectors and patients/carers can 
lead to disjointed and poor care. Individuals who work to provide effective care 
navigation need to be able to appropriately use relevant electronic records, databases 
to access, input, store and retrieve information. Data is also important for service 
evaluation improvement.

Under the essential core competencies, an individual will be able to:

Access, input to and use data from appropriate electronic records, databases and spread 
sheets.
Use appropriate technology and resources to find and process information. 
Apply the principles of data protection working within legal limitations with access and 
storage of data.
Understand and adhere to data standards and confidentiality specific to the organisation. 
Prioritise workload using time and resources effectively. 
Understand the principles of audit and quality improvement. 
Be organised in performing administrative tasks (including appointments, diaries, patient 
registers) 
Maintain an up-to-date ‘directory’ of local services

9. Professionalism

Professionalism can be challenging to describe or define. For care navigation, core 
competencies which attempt to capture some essence of professional behaviour, 
attitudes and attributes are summarised here. These are rooted in the ethical, moral 
and legal aspects of care and support, grounded in the principles of patient-centered 
care. Commitment to develop expertise, selfawareness, limitations of scope of 
practice and working with integrity are some important features. This domain features 
cross cutting competencies at all levels (essential, enhanced and expert) for care 
navigation.
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Under the essential core competencies, an individual will be able to:

Demonstrate a non-judgmental and respectful attitude toward others. 
Act in ways to promote values of equality and diversity. 
Be emotionally resilient and remain calm under pressure. 
Manage stress with healthy coping mechanisms.

The training was aimed at those working within health and social care who had 
exposure to patients, carers, relatives, and other health professionals, regarding 
services and information available to them.

WHAT IS A CARE NAVIGATOR?

Whilst we recognise the variety of skills and day to day tasks that a Care Navigator can 
perform, Bromley CEPN views the role as someone who can:

Provide non-medical advice and information to patients that enables them to remain 
independent, safe and well at home. 
Guide patients and carers to access services and information most suitable for their needs 
and identify correct pathways for patients in healthcare and social care. 
Support patients to have a better understanding of other services and resources available 
and build relationships, problem solve and help locate resources. 
Liaise with relevant professionals as required or on the patient’s behalf.

Determining the Training Pathway:

Our original plan for this pilot was to tailor the Health and Social Care Level 2 
Apprenticeship to meet the requirements of the Care Navigator training. We hoped to 
be able to map the 9 Core Competencies to the apprenticeship, complimented by a 
series of practical workshops. 
 
To recruit participants, we held an information session to discuss this with interested 
learners, however, this approach was met with mixed feelings.
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Managers and learners were keen to train for the role of the Care Navigator through 
the workshops but were not committed to the apprenticeship learning alongside it. 
The length of time was a factor and it was also felt the apprenticeship was not quite 
the right fit. 
 
With this in mind Bromley CEPN opted to run this project using a selection of one day 
workshops mapped against the core competencies.

The chosen workshops were: 
 
1. The Role of the Care Navigator and Active Sign Posting
 
2. Dementia and Mental Health 
 
3. Awareness of Learning and Physical Disability 
 
4. Long Term Conditions Awareness and End of Life Care 
 
5. Effective Communication and Challenging Behaviour 
 
6. Multi-agency working, Coordination and Integration 
 
7. Safeguarding for Children and Adults 
 
8. Social Prescribing and Motivational Interviewing 
 
9. Medical Terminology
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To capture the learning from these sessions, we created:

Infographics that captured the session discussions 
A Bromley CEPN Directory of Services created by the group 
The PowerPoint presentations delivered in the sessions

These can be accessed via Bromley CEPN’s private website page on 
www.bromleycepn.org 
 
To access these resources please click: MORE followed by Care Navigator Learning 
Resources. 
 
Password: carenavigator. 
 
In the event of this website closing down, please see Appendix 3 which contains a zip 
file of all the notes, PowerPoint presentations and infographics for each workshop.

Recruitment of Participants:

To market the programme, we used:

The Bromley CEPN website 
Bromley CCG news bulletin 
Calling Care and Nursing Homes 
Emailing our network partners i.e. Bromley Health Care and Age UK 
Held an information session for learners and managers

http://www.bromleycepn.org/
http://www.bromleycepn.org/
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This approach attracted 15 participants who started the programme on the 19th July 
2017. 
 
The participants were made up from 6 General Practices, one Care Home and Age UK 
Greenwich and Bromley. After the first session the 5 participants from the Care Home 
did not fell that the training was suitable for their role and so did not continue with the 
programme. 
 
The remaining 10 completed the training and were awarded their attendance 
certificates in May 2018 at the final session.
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Core Competency – Enabling access to services, Coordination and 
Integration and Handling Data and Information

WORKSHOP EVALUATIONS

Session 1: The Role of the Care Navigator and Active Signposting

This session was delivered by First4Health and was met with positive 
feedback. Participants felt the session was a good introduction to the role of a 
Care Navigator in Primary Care and they believed that it would be valuable 
training for all reception staff as it provided information on local services that 
could be passed on to patients. 
 
Those participants attending from the Care Home felt that the session was 
not tailored enough to their job role and gained less from the learning then 
those working in General Practice and Age UK. 
 
What was good about the training? 
“meeting people from other services” 
“finding out about services available to patients” 
 
What aspects of the workshop could be improved? 
“content more relevant to Care Homes”
 “a more diverse attendance from other services such as social services”

https://www.first4healthconsultancy.com/
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Core Competency – Personalisation, Knowledge for Practice, Handling 
Data and Information, Coordination and Integration and Professionalism

WORKSHOP EVALUATIONS

Session 2: Awareness of Physical and Learning Disability

This session was delivered by a trainer from Dynamic with a nursing 
background who clearly had an in-depth knowledge of physical and learning 
disability. Although this session was very informative, it was very clinical, and 
learners struggled with the medical terminology. 
 
The outline to this session did not really map the role of the Care Navigator and 
highlighted to us the need to thoroughly go through each session with the 
training provider. 
 
What was good about the training? 
“this session helped me understand so much more about disabilities and how to 
support patients with disabilities” 
 
What aspects of the workshop could be improved?
 “this session was too medical at times and not necessarily relevant to the role”
 “I struggled with some of the medical terminology”

https://www.dynamictraining.org.uk/
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Core Competency – Personalisation, Enabling access to services, 
Knowledge for Practice, Handling Data and Information, Coordination 
and Integration and Professionalism

WORKSHOP EVALUATIONS

Session 3: Mental Health and Dementia

This session was delivered by independent trainers, Nicole Pickett and Tanya 
Doenges and the Mental Health session was taught using the accredited course 
Mental Health First Aid. Both trainers were extremely knowledgeable in their 
field and delivered the content in a very engaging and interactive way. The 
learners were provided with a list of local services to support patients with 
Mental Health issues and Dementia which was extremely helpful and added to 
their Directory of Services they were given at the start of the programme. 
Requests to extend this workshop to a two-day session were a reflection of the 
trainer’s extensive knowledge of the topics however one day was a suitable 
amount of time to cover the necessary elements for this role. 
 
What was good about the training? 
“the session has given me a better understanding of mental health and 
dementia which should improve my approach” 
"has helped me be more supportive via the language I use and open 
discussions in a less judgemental way” 
 
What aspects of the workshop could be improved? 
“a lot to cover in just one session, could have been taught as 2 separate 
workshops”
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Core Competency – Effective Communication, Knowledge for Practice, 
Handling Data and Information, Coordination and Integration and 
Professionalism

WORKSHOP EVALUATIONS

Session 4 & 5: Effective Communication and Challenging Behaviour & Multi Agency 
Working, Coordination and Integration

Both sessions were delivered by Jo Wilson from Beyond Training Solutions and 
were met with very positive feedback. The participants felt the sessions 
provided them with many useful techniques for dealing with challenging 
behaviour in the workplace as well as communicating effectively with other 
staff members and patients. The participants gained the knowledge of non-
verbal communication techniques and the importance of using varying 
communication techniques for different patients. 
 
Having Care Navigators from Age UK Bromley and Greenwich attend really 
highlighted the importance of multi-agency working and gave the General 
Practice participants an insight into how other services manage their patients 
and working relationships. 
 
What was good about the training? 
“learning different ways of communicating and considering other people’s 
perspectives” 
“I learnt good techniques to aid with negotiation and tools to help aid effective 
communication in my practice” 
 
What aspects of the workshop could be improved? 
“specific job role conflict resolution”

http://www.beyondtrainingsolutions.com/
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Core Competency – Building and Sustaining Professional Relationships, 
Effective Communication, Professionalism, Personalisation, Knowledge 
for Practice and Handling Data and Information

WORKSHOP EVALUATIONS

Session 6&7: Long Term Conditions and End of Life Care and Safeguarding Children 
and Adults

These sessions were delivered over two days by a trainer from Dynamic and 
although very sensitive topics to discuss, both sessions were highlighted as 
being the favourite of the programme. Participants could really relate the role of 
the Care Navigator to this group of patients and were very keen to learn 
techniques for supporting them. Teaching in the previous sessions on Effective 
Communication and Understanding Challenging Behaviour & Multi Agency 
Working, Co-ordination and Integration complimented these subjects in terms 
of techniques to support this group of patients and their families. 
 
The sessions were very compact, and feedback was that they felt three or four 
days would have been better to cover these topics as it was important to 
discuss the different services available and referral pathways as well as the 
communication and support aspects. A three-day workshop in this case may 
have been more suitable to properly cover such intense and in-depth topics. 
 
What was good about the training?
“a very emotional and sensitive area to discuss but so beneficial. I have learnt a 
lot about services available and how to go about referring patients” 
“fantastic sessions and so relevant to my role in the surgery” 
 
What aspects of the workshop could be improved? 
“loved these sessions but feel we have more to cover, wish they had been 
taught over four days”

https://www.dynamictraining.org.uk/
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Core Competency – Enabling Access to Services, Building and 
Sustaining Professional Relationships, Effective Communication, 
Personalisation and Professionalism

WORKSHOP EVALUATIONS

Session 8: Social Prescribing and Motivational Interviewing

This session was added onto the programme at a later date and was delivered 
by independent trainer, Hilary Andrews who is a nurse by background. This 
session was chosen as the participants had shown a real interest in wanting to 
know more about local services available and different referral pathways which 
we felt would really support them in their Care Navigator role. We also invited 
Bromley Well to this session who spoke about the services they provided and 
how to go about referring patients. It was a great opportunity to gain some 
important contacts and links to the local community which the learners took 
back to their practices. 
 
What was good about the training?
“Great to find out about so many different local services available to patients” 
“helped me to make links with local services and I feel confident contacting 
them with referrals” 
 
What aspects of the workshop could be improved? 
“it would be nice to have more services come along so we could gain more 
contacts and links to local services for our patients”

http://www.hattraining.co.uk/
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Core Competency – Handling Data and Information, Personal 
Development and Learning and Professionalism

WORKSHOP EVALUATIONS

Session 9: Medical Terminology

This session was another addition delivered later into the programme and was 
provided by the organisation Medical Services. This session was requested by 
the learners to aid them in their understanding of certain medical terminology 
and to help build their confidence when attending multiagency meetings and 
dealing with clinical correspondence. Feedback from this workshop was 
extremely positive and seemed to meet with our expectations of the session. 
 
If we were to run this programme again we would recommend running the 
session as the second workshop after The Role of the Care Navigator and 
Active Signposting. Certain sessions such as Physical and Learning Disability 
and the Dementia session would have been easier to follow and understand 
with this background in medical terminology. Overall a very beneficial session 
that should be considered in future programme design. 
 
What was good about the training? 
“very worthwhile training – working with medical professionals on a day to day 
basis I know this will prove useful” 
“this will help so much when making referrals and being part of patient 
meetings. Previously I have really struggled with the terminology and tend to 
google everything” 
 
What aspects of the workshop could be improved?
“wish we had this session at the beginning of the programme as it would have 
supported our learning and understanding in the other workshops”

http://medicalst.co.uk/
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What Impact has the Training had on your Practice?

The Impact of this Training on Practices:

We are pleased to report that the training has greatly impacted the practices, 
with one participant now running a weekly clinic at her surgery, providing 
patients with advice and resources for local services and supporting them with 
referrals to these services. Another participant reports to now coordinating 
meetings with GPs and ICN Bromley and can really provide a positive impact to 
these meetings with the knowledge of services and referral pathways she has 
gained. 
 
Participants articulated; 
feeling really confident to answer questions from patients and GPs have started 
using my knowledge to deal with a few tasks for the patient’s needs.” 
“I have been able to refer patients to other agencies and help them generally 
with things that no one else seemed to know. The Directory of Services has 
been my bible and I have continued to add to it” 
 
Managers reported that the impact on the practice had been positive and 
that their staff member was; 
“better able to spot patients suitable for ICN and better at signposting patients 
to other agencies” 
“provide better patient care with more effective signposting and they seem to 
have better job satisfaction” 
 
These direct quotes evident the learner’s development of staff leadership 
techniques and demonstrate their skill development when dealing with patients 
and other members of staff.

To help evaluate the overall Care Navigator Programme, we sent the 
learners and their Practice Managers a Survey Monkey Questionnaire to 
complete. One of the key questions we asked was;

http://medicalst.co.uk/
http://medicalst.co.uk/
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Lessons Learnt:

• CEPN attendance at every workshop was key especially as one trainer 
did not turn up due to traffic.
 
• A CEPN presence also provided support to the trainer to help gauge the 
receptiveness of the delegates and slightly shift gears when required. 
Meeting with every trainer before each workshop was a great way to 
ensure each session complimented each other and fully delivered our 
training requirements. We did have to cancel one session as we were not 
confident with the trainer. This session was delivered at a later date by a 
more experienced trainer. 
 
• Being flexible and listening to the needs of the delegates – adding 
workshops, changing session outlines.
 
• The Medical Terminology workshop was a surprising addition to the 
programme and came at the request of the learners who expressed 
feeling out of their depths in ICN meetings and dealing with medical 
correspondence due to not having a good understanding of the medical 
terminology. We decided to add this workshop to provide the Care 
Navigators with a foundation of knowledge in medical terminology to 
support their role and build on their confidence. Feedback from this 
session was extremely positive and although at first it did not really fit 
with the core competencies we do feel that it should be included in the 
early stages of the programme to help learners grasp a better 
understanding of some of the clinical aspects of the role.

http://medicalst.co.uk/
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Recommendations:

• Practice staff and the learners from Age UK should meet twice a year to 
touch base on their ongoing development of the Care Navigator role and 
to update their Directory of Services and key contacts based on providers 
they have signposted patients to over the months. 
 
• The CEPN should maintain contact with this pilot of learners to see how 
their role develops and identify any additional support that could be 
given. • We would encourage the development of an enhanced/expert 
Care Navigator programme which could be supported by the 
apprenticeship framework 
 
• The CEPN should reach out to these learners in 6 months’ time to see 
how the role has impacted the surgery and patients. Impacts are often not 
evident immediately after training and time will show the true positivity’s 
of the programme. 
 
• Aspects of this training could form part of every CEPN training offering 
and could be delivered as a rolling programme, possibly incorporating 
elements of eLearning.

“On behalf of the Care Navigation Team, I would just like to take this opportunity to 
thank-you for facilitating /arranging/coordinating, such an interesting and valuable 
training program.We have found the sessions very enjoyable and beneficial and it has 
certainly been a pleasure working with you.” 
Care Navigator Manager, Age UK Greenwich and Bromley

• Having a CEPN representative at each session really added value to the 
programme;

http://medicalst.co.uk/
http://medicalst.co.uk/
http://medicalst.co.uk/
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Final Thoughts:

Overall, the programme was positively received and exceeded the 
expectations of the participants and not only did this training support the care 
navigation core competencies, but also addressed some of the NHS England 
high impact actions to release time for care (please see appendix 1). 
 
Whilst it is too early to ascertain the long-term impacts of this training, a new 
weekly clinic, increased collaborative working between practices and 
Bromley’s Integrated Care Networks and a better understanding of the 
services available indicate that there will be long term positive impacts on 
patient care. 
 
However, to truly understand the impacts, we recommend going back to the 
learners and their managers in six months’ time to continue the evaluation of 
this training. 
 
On reflection, if we had opted for an apprenticeship programme or insisted 
that the learners completed workbooks at the end of each session to 
evidence their learning, we would have a better understanding of how they 
perceived and were implementing their newly acquired knowledge. 
 
Nevertheless, teaming this programme with an apprenticeship or insisting on 
the completion of workbooks was meet with such strong resistance that on 
this occasion we do not believe we would have had as many participants 
complete or even enroll onto the programme if this had been the pathway. 
 
Moving forward, all programmes will have a robust measurement and 
evidence of learning.

https://www.england.nhs.uk/expo/2016/11/14/releasing-time-for-care-10-high-impact-actions-for-general-practice-dr-robert-varnam/
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APPENDIX 2: Workshop Timetable
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