Introduction 

We produced fewer letters last year due to the amount of time that was demanded by the alterations to the building. We hope that this year there will be more information being circulated to patients. 
Staff changes

Dr Clemente will be leaving the surgery from the 28th January, to join a new Surgery in Ealing and we all wish her well in this new venture.  She has been with the surgery for 8 years and we know she will be missed by many patients and will not be easy to replace. We are now in the recruitment process to find a suitable replacement and I will issue updates as and when we have any news.  

We have confirmed Dr Mushtaq and Dr Patel will be providing regular sessions in the surgery until a permanent doctor has been appointed; we are very pleased that they have agreed to support the surgery over the coming months. 
Telephone analysis
We constantly monitor the telephone system and listen to recordings of incoming calls with a view to improving the service that we offer. Some basic figures my be of interest to you, in December we received a total of 3428 incoming calls, 2838 that is 83% were dealt with in less than 3 minutes and many of those were less than 2 minutes. Most of the longer calls are from private companies. 
We also monitor the number of patients using the automated telephone system or internet to book appointments. At present more than 25% of appointments are being booked without speaking to a receptionist, which we feel is good as it allows the patient to choose the appointment date and time. 
As a result of opening appointments early and allowing access to the systems by patients from 8PM we have found that nearly 60% of appointments have been booked before we open in the morning. Also the number of calls coming in between 8 and 8:30 are much lower; this has reduced the amount of time patients have to wait to be answered, at what can be the busiest time of the day. 

Waiting room Screen

We now have direct access to this screen and while we will still run the existing national information screens we will over the coming months be increasing the number of practice developed screens making the information directly related to our Health Centre. 

National Changes to the NHS

There is much in the press about the changes proposed by government to the NHS. The main change being discussed is the closing of PCTs, this is confirmed locally and we are playing our part in these changes. We do worry about how changes will impact on our ability to refer to secondary services but until the details of how these changes are going to work it is not possible to comment. 
From the point of view for our surgery we are committed to continuing to provide medical services from this building and will work within the new contracts and guidelines as these are released. We hope that you will find this practice to be a point of stability in what is going to be a time of major change. 

Services now available through our premises 
As a result of the improved facilities we have been able to increase services available to our patients and this would be a good time to recap on all that is now available to our patients from these premises. Many services are provided in partnership with other organisations. Health Centre staff continue to provide all core GP services, in addition we have in the building: -
Phlebotomy (blood testing) this is provided in partnership with the PCT on Tuesday and Wednesday PM this is for our patients only; appointments are booked through our reception. As much as we would like to provide morning appointments for fasting tests, this has not been possible due to the availability of the room and the PCT phlebotomist. Morning appointments are provided by the PCT at Honeypot clinic. 
INR Testing (for patients on Warfarin) provided in partnership with Harrow Health Wednesday PM all appointments are managed by Harrow Health this is a shared serviced with all patients in Harrow. Working with Harrow Health and other surgeries has allowed this service to be moved from Northwick Park Hospital into the community and for patients to be seen in a local surgery. 

Dietician provided in partnership with Harrow PCT on Wednesday AM available to our patients only by referral from a GP and booked through our reception. Appointments are limited as we only have 22 sessions a year however this has met the need identified by doctors in the surgery. 

Diabetic Nurse provided in partnership with Harrow PCT Thursday PM twice a month for patients referred by the GP according to patient need, appointments are booked through reception and this service is for our patients only. 

Physiotherapy is provided in partnership with Anatomie Healthcare on Thursday and Friday afternoons, this available only with a GP referral and is a shared service with all patients in Harrow. Appointments are managed by Anatomie Healthcare. Previously patients from this side of Harrow frequently needed to travel to the Alexandra clinic near Rayners Lane. Providing it through our Health Centre has made life easier for many patients and the clinic has been fully booked every week from the start in September 2010. 
Patient Comments

As usual I welcome any comments either in writing, by phone or from the Website.

Tom Johnson
Practice Manager 
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