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Summary and purpose of report
This report provides highlights from the March 2018 PPG network where 8 practices were
represented.
1.

Update on extended access in primary care

The Director of Primary Care updated on plans to establish an urgent treatment centre at Teddington
Memorial Hospital and confirmed Sheen Lane as the location of the extended access hub on the east
side of the borough. PPG representatives asked or raised the following:
 Clarification on reciprocal arrangements for Richmond patients attending urgent care services
in neighbouring boroughs e.g. Hounslow or Surrey Downs.
 Clarification on how the mix of walk-in and booked appointments will be managed. It was
confirmed that all “walk- ins” would be triaged and booked into the service.
 Issue of overlap between UTC and GP out of hours’ services was raised and question asked
as to how NHS 111 would direct patients to either service.
 Out of borough visitors would be treated the same as Richmond patients.
 How will the CCG address the risk of do not attends (DNAs) at the extended access hub as
patients are currently not able to cancel appointments directly if no longer required?
 Concern that not all practices will be “up to speed” around booking appointments for patients in
UTC or the hub. It was noted that the Richmond GP Alliance as a provider had a role in
supporting practices with this.
 Potential for patients ending up in hospital rather than staying at home when accessing out of
hours service as likely to be seen by clinician who is not familiar with their history and care.
Urgent and out of hours services need to be underpinned by good community services.
 Clarification on how quality and patient experience will be monitored and assured for both the
UTC and the GP hub.
2.

Overview of communications with the public for primary care

The Director of Corporate Affairs and Governance provided an overview of communications covering
background, audiences, key messages, channels and activities undertaken by the CCG for primary
care. Examples included GP online, NHS 111, extended access to general practice, Winter – self-care
and pharmacy, network was updated on the evolving plans for extended access across the borough.
An overview of communications with the public for the UTC was shared including the focus on
educating local people about “Where’s the right place for my care” graphic and example materials.
The following issues were highlighted by PPG representatives:
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The screens in practices were a potential channel for local health messages but not all were
active. PPG representatives could check with their practice to understand how the screen is
used.
Making use of screens in hospitals such as outpatient clinics and in the UTC at Kingston
hospital was also seen as an effective way of sharing messages with local people.
It is a big ask for patients to know “the right place for their care”. Local people will need the
right support and information in order to make informed choices about the right service as the
system is very complex and there are mixed messages given e.g. if you’re unsure go to your
GP but we are also encouraging people not to automatically think GP. It was suggested that
some type of algorithm or decision making diagram would be helpful and this was also
reflected in feedback as part of the recent quality in primary care engagement where it was
suggested the NHS 111 algorithm is made available. Developing local examples – short case
studies to demonstrate “the right place” for some common conditions would be helpful.

It was noted that the materials for the UTC are still being developed following further feedback from
Healthwatch around messaging about the role of NHS 111.
It was agreed that further drafts of materials would be shared with PPG network attendees for
feedback before being finalised.

3.

GP Out of hours update

Director of Primary Care updated on the live procurement. PPG representatives expressed an interest
in the assessment process including criteria and weighting.
It was noted that the new service under procurement meets new national guidelines for out of hours
and is not a direct replication of the existing service. A new provider would be in place for 3 May.
4.

Referral management update

There was a discussion on the implementation of the NHS e-Referral service in Richmond and the
national initiative for a paper switch off for referrals from October 2018. It was noted that Kingston
Hospital has a target date of 100% e-referrals by March. PPG representatives stressed that referrals
consistently form part of feedback and discussions with patients.
A PPG representative shared their recent experience of receiving an e-referral letter which stated that
their appointment could not be booked on line, the two telephone numbers provided did not work and
the wrong location was given on the letter. After talking to 4 different people over two afternoons they
went back to the practice to redo the referral and appointment was made at Kingston Hospital. PPG
representatives encouraged to share with the CCG any patient experience about the e-Referral
process to inform this work. There is also an opportunity for patients involvement in the e-Referral
working group.
5.

Information sharing between PPGs

York Medical Practice
 The PPG ran a small focus group about accessibility for the practice and asked the practice for
an accessibility champion. The practice manager has taken on this role and this was publicised
in the recent newsletter encouraging patients to make reception aware if they need support so
this can be flagged on their record.


They held an information event about carers in February which a local carer representative
Margaret Dangoor attended as well as a Carers Centre representative.



Health walks from the practice are continuing.



PPG is proactively reaching out to students at St Mary’s to encourage involvement as the
practice is the University’s GP practice.
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Glebe Road
Following an hiatus they will be having the first PPG meeting in the next month or so. AR sees the
PPG having a role in promoting education and self-care for patients.
Twickenham Park
Have been working with the practice on do not attends (DNAs).
Would like to look at how the PPGs can work together to develop information for patients at a practice
level e.g. about making a referral and what to expect.
Cross Deep
 The Local Pharmaceutical Committee attended the last PPG meeting and was positively
received. Philip from Acorn Practice also attended to see how the PPG meeting worked at the
practice.


The meeting included information about a recent complex care locally commissioned service
peer review. It was noted that one other PPG had received the same information from their
practice.

Sheen Lane
 Diabetes talk held recently at the practice which was open to all patients and included
presentation by specialist diabetes nurse.


Would like to run talk on medicines compliance and include an article in the next newsletter.
Head of Medicines Management to be put in contact with PPG representative to support where
possible.



Over the counter medications not being recorded on patient notes in hospital in same way that
prescribed medication is, was flagged as potential danger and example of family member
given.

Acorn Practice
 PPG representative found it helpful to observe Cross Deep PPG meeting to get ideas on how
their PPG could be run.
 The PPG asked their GPs about the value of having a PPG and received a positive response
so the next step is to develop a plan for the PPG with the practice.
6.

Other issues

PPG representative asked for clarification on changes to phlebotomy at Kingston Hospital from 1 April
and changes to MSK pathway. Information on both services will be shared with the network.
Information on how advance care planning is working locally was requested.
Future agenda items:
 Acorn practice young carers project
 E-referral and patient information
 Primary care quality project insight and next steps
 Practice accessibility
Key sections for particular note
The importance of communication to the public both external patient information and between
practices and patients for service changes relating to extended access and GP out of hours.
Report recommendation
The PCCC is asked to note the contents of the report and provide feedback to the network as
required.
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Financial and / or resource implications
None
Key risks identified & mitigation
None.
Equality and / or privacy impact analysis
In developing a PPE approach to primary care commissioning due regard has been taken for those
groups who face specific barriers to participation in GP services commissioning and how the CCG will
take into account these groups when undertaking engagement.
Committees that have previously discussed / agreed the report and outcomes
PPG network.
Communication plan / stakeholder involvement / patient engagement
The PPG network and related participation activities are part of the CCG’s approach to patient and
public engagement (PPE) for delegated commissioning of primary care medical services (GP services)
Assurance
Does the report need to be taken to any additional meetings for further assurance or ratification?
CORPORATE OBJECTIVES 2016-18
Please indicate below all the categories which the paper provides evidence for:
1. Better Health
2. Better Care
3. Sustainability
4. Leadership
5. Engagement
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