
 
 
Dear Patients 
 
Over the last few months we have been considering how we can change the way we deliver services 
to you given the rise in demand. Having analysed our appointments, we found a third of them did 
not need to be seen by a doctor and could have been dealt with by telephone, website, going to the 
pharmacy or through self-help. If those patients were sign posted to the correct place the first time 
we would have freed up our appointments and in doing so those with long term conditions and 
complex needs would be able to be given a longer appointment to address all needs in one go. To 
achieve this we are making significant changes over the coming months. Our goal in all this is to get 
patients to the correct care the first time. This falls in line with the government 5 Year Forward View 
launched in 2016.  You can find more details of the government’s plan here: 
https://www.youtube.com/watch?v=bMDTp23vy3c  
 
Lots of practices are already ahead of us in this regard having already been working with patient 
navigators, paramedics, advanced nurse practitioners, pharmacists and patient triage. Our current 
model of care is no longer working for both patients and doctors and it is time to change this so that 
we can direct you to the most appropriate place to get that help quickly and at the first time of 
asking. 
 
Website 
Our old website address reflects the health centre in its address we are not Shepperton Health 
Centre, so our first change was to change our domain name to reflect the name of the practice: 
www.sheppertonmedicalpractice.co.uk  
We chose a new logo and fresh new colours to reflect the changes we are making and went with an 
interactive website. 
 
A range of things can now be done on the website, saving patients a trip to the practice. You can do 
the following: 

• Request a sick note, referral, test results 

• Get information on medical conditions which are linked to organisations who are specialists 
in that condition 

• Find information on how to treat minor illnesses 

• Know what the pharmacy can treat 

• Undertake your annual reviews so that you will only be called to review asthma, 
hypertension, mental health etc when needed. 

• Find links to local organisations and community groups 
 
Clinical Lead and Advanced Clinical Practitioner 
Jonny Allum has been appointed Clinical Lead and will help drive through the changes. He has 
experience of the government’s 5 year forward view plan and worked at their flagship “Beacon 
Practice” whilst they underwent change. He has lots of experience in training patient navigators, 
upskilling clinicians and treating patients with minor illnesses. We are really excited to be working 
with him. 
 
Reception Desk 
Over the next few weeks, Jonny will be training reception and admin staff to become patient 
navigators. In their new role they will be asking patients questions to enable them to get the patient 
to the right place the first time. We know patient’s time is as valuable as ours and where we can 
save you a trip to the practice we will. All patient interaction will be documented by our 
receptionists so that when you see the doctor they already have some knowledge of why you are 
booked in to see them. 

https://www.youtube.com/watch?v=bMDTp23vy3c
http://www.sheppertonmedicalpractice.co.uk/


 
Clinical Pharmacist 
In the next few weeks we will be engaging a clinical pharmacist who will deal with all your repeat 
medication requests, give advice and answer questions relating to medication and hold medication 
review and minor illness clinics. 
 
Appointment System Change – 1st June 
From the first of June patients will no longer be able to book an appointment in the conventional 
way. All appointments will be booked by your GP including pre-bookable ones and extended hours. 
Patients will ring on the day that their doctor works (if routine) or on the day they need to see a 
doctor. Our patient navigators will take a short history which will be noted in your records and will 
direct you to the most appropriate and quickest point of care. This could be the website, high street 
pharmacy, extended access, LIVI or self-referral. Where patients need to see a doctor, if their doctor 
is working that day they will book a telephone call with that doctor, or the duty doctor if he/she is 
not available. 
 
The doctor will look at the notes made by the patient navigators, call you and determine if they can 
deal with the problem over the phone or book you in to their clinic. By this time they will have 
determined the length of time they will need with you will be given an appointment time.  There will 
be a limited number of pre-bookable appointments (25%) for those who need to arrange transport, 
need to come in first thing or last thing or who are having procedures that need to be booked in 
advance. These will also be bookable by the doctor after discussion with the patient. 
 
Telephone System 
We know and accept that our telephone system is not as good as it can be and our new appointment 
system is based on being able to take and make lots of calls. As you are aware we have had 
significant problems surrounding our service charges which were only resolved in March this year. A 
new telephone system is a significant investment and one we were not going to undertake until the 
service charges were resolved.  
 
Our current system has a bolt on to enable patients to book appointments and it seems this system 
has also knocked out our “out of hours message” at times which is unacceptable and we have not 
been able to resolve this satisfactorily between both parties. 
 
We are in the process of changing our system and the new system will have the ability to triage calls 
so that you are not in one queue. We have doubled the number of lines to increase capacity and will 
be able to record all calls which will help us resolve some complaints more quickly. We are doing 
everything we can to have this ready and working by 1st June but in reality it hinges on how quickly 
we can get the existing supplier to release them and for the exchange to give them to the new 
supplier. 
 
I would like to warn patients that the intervening time will be difficult for both you and us and would 
ask for your understanding and help during this time. Please spread your calls, you will all get the 
help you need. If everyone calls at 8am, there will be a longer wait than if you called at 9am. 
 
Finally 
We have had a very short period to plan and introduce these changes, but really wanted to start at 
the beginning of summer when historically demand is slightly reduced so that everything is in place 
and ready for the winter pressures. We are excited by the changes and hope you will be. It is a total 
cultural change to the way we look at delivering health care, we have like you resisted change but 
have seen the benefits of this system working in other local practices and are now in a position to 
change ourselves. 
 
This will be a bit of a shock to all of us and I would love your feedback at the end of the summer, 
after we have gone through the pain of getting to grips with it all and the phone system has had a 
chance to bed in. 


