
Health Scrutiny Themed Review: Primary Care   

 

Proposed Response 

 

Recommendation Accept, Amend 
or Reject the 

recommendation 

Organisation Comments 

Recommendation 1:  
That GP surgeries endeavour to 

be flexible, ensuring patients can 

access primary care in the way 

most appropriate for them 

 

 

Accept ICB Access to patients will be available face to face (where 
clinically appropriate), online via a range of on-line 
consultation methods telephone and also home visits (where 
clinician deems patient cannot attend surgery). NEL has 
carried out a survey to determine how patients would like to 
access extended hours. The survey was sent to all adults 
registered with a WF practice over the age of 18. 4544 WF 
patients responded, and services are being planned based 
on this feedback. In addition to this PCNs will be reviewing 
the GPPS feedback and developing improvement plans as 
part of their network contracted services. 

Recommendation 2:  
That, where alternative means of 

interacting with Primary Care 

exist, for example collecting 

repeat prescriptions at 

pharmacies or using GP email 

addresses, these are clearly 

communicated to patients 

 
 

Accept ICB We will ensure that our Comms team and that of NHSE work 
to promote the alterative avenues for accessing primary care 
– including promoting the role of Community Pharmacy for 
advice, OTC medicines and collection of repeat 
prescriptions. 
 
We will encourage practices to ensure their methods for 
patients to communicate with them are updated on their 
websites and actively promoted to patients 
 
 
 
 



Recommendation 3: 
That the Council works closely 

with its NHS partners to promote 

public health campaigns aimed at 

preventing patients requiring 

primary care services 

 
 

Amend and 
combine with 
recommendation 4: 
 
That the Council 
works closely with 
its NHS partners to 
promote public 
health campaigns 
aimed at preventing 
patients requiring 
primary care 
services and 
ensuring residents 
know their options 
around accessing 
primary care when 
it is required 

 

Council We have, and will continue to, promote and amplify NHS 
messages regarding the use of primary care, pharmacists, 
111 and urgent care centres to keep pressure away from 
A&Es. This will include use of multiple Council channels 
including social media channels, resident newsletters and 
others. 

 

Recommendation 4: 
That, in the short term, the 

Council uses its resources to 

ensure residents know their 

options around accessing primary 

care, whether face-to-face, 

telephone or digital  

 

Amend Council Combine with recommendation 3 

Recommendation 5: 
That the Council works with 

Healthwatch to ensure they have 

the capacity to survey residents 

and gather data on how they are 

experiencing primary care  

Accept Council, 
Healthwatch  

The Council accept this recommendation and believe this 
resource is in place to conduct these surveys and gather the 
data. 
 
Healthwatch recently produced a Community Insights Report 
on Waltham Forest GPs. Satisfaction on service access has 
improved noticeably by 10%, however remains low at 20% 



positive. Complaints about booking processes, telephone 
access and waiting lists have decreased, while increasing 
regarding online systems. Comments suggest satisfaction at 
most practices is noticeably negative overall. Page 6 of GP 
Patient Experience 01.07.21-30.06.22. 
 
Healthwatch are currently producing a more detailed report 
at PCN level with a focus on improving digital and telephony 
access and information for the generally well and digitally 
comfortable and providing continuity of care face to face for 
those with long term conditions or greater need.  This is due 
later in Sept. 
 
Following this report Healthwatch would like to work with the 
Council to look at how we increase our engagement 
volunteers to enable us to gather insights from those 
practices who are, and are not, delivering well in terms of 
access. 

Recommendation 6: 
That the CCG/ICS monitors how 

GP practices triage patients and 

works with them to refine and roll 

out the most effective triage 

methodology 

 

Amend 
 
That the ICS 

encourages GP 

practices to triage 

patients and works 

with them to refine 

and roll out the 

most effective 

triage methodology 

 

ICS This will be using a variety of approaches but with a strong 
focus on using online consultation as a robust triage tool.   
This will not disadvantage patients who are unable to use 
on-line consultation approaches and will support the use of 
telephone triage where appropriate  
 
 

Recommendation 7: 
That the Council (including public 

health, housing and other relevant 

services) works closely with 

Accept Council We will continue to deliver the work of the core social 
prescribing team based in Public Health, supporting 
residents with housing, finance, employment, isolation and 
other needs into relevant services across the statutory and 
voluntary sector. Public Health also take a coordination and 

https://protect-eu.mimecast.com/s/TZJvCPjLVhNzL7Xuz5DXG
https://protect-eu.mimecast.com/s/TZJvCPjLVhNzL7Xuz5DXG


primary care to ensure GPs and 

other healthcare professionals are 

able to signpost patients to 

services that would help improve 

their overall standard of health  

 

support role for social prescribers elsewhere in the Waltham 
Forest system, particularly those based in Primary Care 
Networks, through training, networking and pastoral support. 
 
Housing Services have been working with the Social 
Prescribing Team to produce updated guidance on referral 
routes and signposting to housing support provided by the 
council. In addition to this, work is ongoing to encourage 
frontline housing officers to partake in Making Every Contact 
Count training. The relationship between housing and health 
is particularly prominent in the draft UCL review of health 
inequalities in Waltham Forest and further work to address 
this will be included in the next update to the council’s 
Housing Strategy. 

 

Recommendation 8: 
That the new model ensures that 

patients are reassured they are 

seeing the right healthcare 

professional for their needs 

 
 

Accept ICS  Active communications plan to promote the new roles in 

primary care and the skills sets/experience these have. The 

new care closer to home model will also be promoting multi-

disciplinary working, resident engagement and feedback will 

part of the implementation plan. 

 

Recommendation 9: 
That digital integration is 

prioritised in the new model, 

ensuring primary care platforms 

are well integrated with secondary 

care, community care and social 

care services 

 
 
 

Accept ICS and Partners The East London Patient Record, (eLPR) is the digital 
platform for electronically sharing citizen records with 
multiple organisations. General practices, secondary care 
and community services are all able to view and share 
information.  Work is currently underway to connect London 
Borough of Waltham Forest to this platform. In addition to 
this there is a digital hub work stream as part of the centre of 
excellence which will also provide coordinated health 
monitoring and will interface with digital platforms 



Recommendation 10: 
That the historic underinvestment 

in Waltham Forest compared to 

other NEL boroughs with respect 

to primary care services is noted 

and prioritised for correction by 

the new ICS  

 

Amend 
 
That the historic 
underinvestment in 
Waltham Forest 
compared to other 
NEL boroughs with 
respect to primary 
care services is 
recognised and 
additional 
investment linked 
to population health 
needs is prioritised. 

ICS There is a review of enhanced primary care services across 
NEL, and additional services are being commissioned based 
on population health needs. For example Waltham Forest 
primary care services will receive an extra £250,000 to 
address variation in long term condition management. 

 
 

 


