Introduction
This covers the NHS consultation for the dvelopment of service in Harrow East, the telephone system and booking appointments using the telephone or internet. We have included a section on the MORI survey of patient opinions. 
Harrow East Consultation
This is being conducted by NHS – Harrow (known in the past as Harrow PCT) it is vital that you read this document as it will impact on the health service delivered in this area in the future. The public consultation is running from 9th December 09 to the 17th March 2010. The out come from this consultation will form the plans for GP services in this area in the future. 
You are able to view the full consultation document on the internet by going to the following address - http://www.harrowpct.nhs.uk/uploads/East_Harrow_Consultation_Final.pdf or you can ask for a paper copy of the consultation by calling the PALS (Patient Advice and Liaison Service) on 020 8966 1050. 

The end of the consultation document has a section for patients to feed back comments and concerns that come from this change. Please take some time to read the proposal and please can you direct your comments to NHS – Harrow through the channels offered. 
If you have views or concerns these need to be sent using the form a the end of the consultation document and addressed to: -

Freepost RSEZ-ESJR-XEEK

PALS Team

NHS Harrow

The Heights

59-65 Lowlands Road

Harrow

HA1 3AW
Or sent by E Mail to pals.office@harrowpct.nhs.uk 
Telephone system

There is much in the press about the use of 084 numbers and the use of these in the NHS. The move to the current 0844 number was not completed without consultation with patients and after a lot of thought. Despite what is said in the press it is not the intention of the Department of Health to ban the use of these numbers. Legislation is being introduced to ensure the numbers used are charged at the local call rate and that NHS organisations do not use the telephone as a profit making service. We do now and have always complied with the legislation being introduced. 

The Advantages this system has given is to allow queuing for the incoming calls which means no patient gets busy tone, even first thing in the morning. We now record all incoming calls and can replay the calls to staff for training. 
The booking of appointments when closed using the telephone system is increasing month on month, in November over 600 patients used the automated system. Patients are using the system to book appointments, significant numbers of patients are also using the system to cancel and confirm appointment times. The majority of people using this system do so between 8 PM and 11 PM when the surgery is closed to book appointments for the following day. The system validates your identity by comparing your Date of Birth and phone number with your patient records; we have few patients with the same Date of Birth and phone number. 
Internet Services
You are able from our website http://www.streatfieldhealthcentre.co.uk to request repeat prescriptions, book appointments or post comments to the surgery about the service we supply. Nearly 400 patients a month are requesting repeat prescriptions over the internet and many of those are arranging for the prescriptions to be collected by local chemists. Booking appointments on line is also doing very well although unlike the telephone system you have to register in the surgery and create a password to access the system. Both the telephone and internet access gives full access to the appointment scheme no appointments are held back for the reception staff only to access.  

We did create a Google group with the aim of sending communications direct to patients using E-Mail however only 15 patients actually registered for this service. You can register using your own E Mail address and you can use any identity, the aim was to send short messages to patients. This has been set up so that you can’t see others identity and as a one way communication not as a discussion board. We have not used this as effectively as we might and we are planning to increase it’s use in the coming year. Please look at the internet access page of our website and register if you would like news to be available via E Mail.
Patient survey results 

Every quarter the government commissions MORI to conduct a survey of patients opinions, this is published on the internet for all to see and is based on patients that have been to the surgery. From this you are able to see how our patients scored us and how other surgeries are viewed by their patients. 
We are pleased with the current results as there is firm improvement in patients’ confidence to book in advance and we are maintaining patients being able to be seen within 48 hours when needed. The exact figures are 81% had been able to book in advance when wanting to, while 92% were seen on the day when they wanted to be seen that day. These figures show improvement in booking in advance to see a doctor (increased from 49%) without any fall in the ability to be seen within 48 hours. 
Also 96% of patients reported that our receptionists were helpful; this has been greatly encouraging to our staff. 
The location for the Harrow report is http://www.gp-patient.co.uk/results/fk/Harrow%20PCT.xls 
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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