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Our Challenges 
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Moving Population: We have many patients who register on a short term basis and return home and we tend 
to find it difficult to reach them for many of our KPI targets 

Action plan: 
• At the point of registration we will enquire whether they will be returning home soon
• clinicians and admin to update their records as many tend to have the hotel they are residing at as their 

home address. 

Workforce recruitment and retention

Action plan: 
• HR team support
• Widening recruitment areas 
• Diversifying workforce and innovating our approach
• Staff engagement and benefits program

Increased in need for mental health support for patient population

Action plan:
• PCN funded project for Mental health liaison Nurse to run clinics on site for mental health patients 
• Increased communications to staff to improve awareness of resources available



Investing &  Training our Staff 



Career Progression

Reception

Senior 
Admin

Assistant 
Practice 
Manager

Practice 
Manager / 
Services 
Manager

Deputy 
Regional 
Manager

Regional 
Manager

Medical 
Assistant

Healthcare 
Assistant

Trainee 
Registered 
Nurse

Practice 
Nurse

We offer and support our admin staff 
to pursue these career pathways
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Prescribing Pharmacist 
What can a Pharmacist do ? 

• Sign Prescriptions 

• Medication Reviews 

• Minor Ailments eg Sore throat , nail infection …etc

• Chronic Care Conditions eg Diabetes , Asthma ,Hypertension .

• Skin Conditions eg Eczema 

• Contraception 

• Mental Health 

• MSK presentations 



Prescribing Pharmacist 

What can a Pharamcist NOT do ? 

• Children under 10 yrs old 

• Abdominal Pain 

• Dizziness 

• Headaches 

• Neurological presentations 



Physician Associate ( PA ) 

What Can a PA do ? 

• Assessment and Management 
of Long term Conditions 

• Minor illnesses 

• Vaccinations 

• Smears 

• Home Visits 



Physician Associate ( PA ) 

What can they NOT do ? 

• They Can not Prescribe

• Children under 5Yrs 

• Palliative or Terminal Patients  



Trainee Nurse Associate 

• 2 Years University Degree 

• Supervised by an experienced Practice Nurse 

• Trained on giving Childhood Imms and Cervical Smears 



www.westlondonpractice.co.uk





Telephone System 

• New Xon System 

• Telephone Wall Dashboard 

• Increase recruitment and staff training

• Calling back dropped calls 

• Introducing call back option  



Patient Improvement 



Child Immunisations 



Earls Court vs West London CCG, London, England Q1-Q4 2020/2021
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When analysing the data, it is important to 
give context locally.

We out performed West London CCG and 
London average in all 5 indicators 

We out performed England average in 3 out 
of 5 indicators 

Source: https://www.gov.uk/government/statistics/cover-of-vaccination-evaluated-rapidly-cover-programme-2020-to-2021-quarterly-data

https://www.gov.uk/government/statistics/cover-of-vaccination-evaluated-rapidly-cover-programme-2020-to-2021-quarterly-data
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Medicines Safety
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High Risk 
Drugs 

Working with Hospital 
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Admin and 
Clinical Teams 
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Pharmacists 
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Cervical Cancer Screening
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Bowel Cancer Screening
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Source: EZ Analytics, data from EMIS

Improving 
Bowel cancer 

Screening 

Recalling 
non 

responders 

Re request 
Kits 

Offer Nurse 
or GP 

review for 
decliners 

Bowel 
Cancer 
Events 

Video link 
how to do 

the test 

Regular 
review of 

List 
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Learning Disability 
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Diabetes Improvement Project 
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BMI

Hba1c

Cholesterol 

Renal Function test 

Foot Checks 

Smoking 

Urine microalbumin

Blood pressure
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Cholesterol < 5mmol/L

BP <140/80 

HBA1C < 58
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Patient Experience



GP Patient Survey 2021
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Patient Feedback: 69% find it easy to get through to this GP practice by phone
CCG average: 73% 

Internal GP Survey showed: 76% % found it easy to get through to this GP practice by phone

Actions: New telephony system in place to enhance call monitoring - Review telephone statistics to see calls answered, dropped and missed. Use the 
analysis to form trends then build rotas and predict when to engage an overflow system to our support centre. Increase training with reception teams 
to handle calls effectively and efficiently. 

Patient Feedback: 20% usually get to see or speak to their preferred GP when they would like to. CCG average: 44% 

Internal GP Survey showed: 75% said they usually get to see or speak to their preferred GP 

Actions: Provide the practice with adequate GP cover – according to list size. Ensure there are salaried GPs with regular sessions to provide patient 
continuity of care. This also allows patients to be booked in with a named GP, should they wish.

Patient Feedback: 89% were involved as much as they wanted to be in decisions about their care and treatment during their last general practice
appointment
CCG average: 90%

Internal GP Survey showed: 96% said they where involved in decisions about their care and treatment during their last general practice appointment

Actions: Review and audit of consultations being made by GP’s. This is to ensure that the correct process for each patient is in place, and that they are 
making informed decisions for their treatment plans.  Weekly clinical meetings to discuss and guide on issues, concerns or changes.



National GP Survey: trend since 
2018 – 2021 
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National GP Survey: trend since 
2018 – 2021 
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Google Reviews
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COVID HUB



COVID HUB
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Staff & 
Volunteers

Meticulous 
Planning 

> 1,000 in one day ! 



Any Questions ? 


