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Health Forum: You and Your GP 
 

Healthwatch Harrow and Community ConneX  

Joint Forum Event held on the 14th September 2022 

 

Introduction 

 

Over 100 people attended an information-packed health forum in Harrow on the 14th 

September 2022. Organised jointly by Healthwatch Harrow and Community ConneX, 

You and Your GP brought together a diverse audience and a panel of GPs from 

Harrow’s 5 Primary Care Networks (PCN). A PCN brings together a group of GP 

surgeries to deliver health services in collaboration to achieve better impact and 

economies of scale.  

In addition, we had specialists from both Cervical and Bowel Cancer Screening 

services raising awareness of the importance of screening. 

After a complementary light lunch, Community ConneX’s Chair, Ash Verma, 

introduced the forum with a minute’s silence for the passing of Her Majesty Queen 

Elizabeth II. 

 

https://www.england.nhs.uk/primary-care/primary-care-networks/
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The event was chaired by: 

• Ash Verma - Chair of Enterprise Wellness and Community ConneX 

• Marie Pate – Business Manager Corporate Services, Community ConneX & 

Enterprise Wellness 

• Yaa Asamany – Healthwatch Harrow Manager 

Our panel included the following people: 

• Dr Varun Goel – Sphere PCN 

• Dr Meena Thakur – Harrow East PCN 

• Dr Hannah Bundock & Dr Kamal Hussein – Healthsense PCN 

• Dr Kaushik Karia – Health Alliance PCN 

• Dr Ka Chung NG - Cervical Cancer Screening 

• Andrew Prentice - Bowel Cancer screening 

 

The purpose of the event was to provide the opportunity for residents to engage 

with GPs to get their voices heard, to get answers to their concerns and to hear what 

is being done to improve GP access.  

We also took the opportunity to raise awareness of the importance of testing for 

cervical and bowel cancer and informed those attending of how they can test, the 

process and the benefits of regular testing and how it saves lives. Please see 

Appendices 4 & 5 for further details. 

 

Summary of Discussion 

 

Prior to the forum, Healthwatch summarised the most common areas of concern for 

residents and the GPs were asked to provide a response on what they are doing to 

address these areas. The following is a summary of the questions asked and the 

responses provided. The GP presentations are included in Appendix 1- 3, please refer 

to these for full details, below is a short summary for ease of reference. 

 

1 Question: 
What action is being taken to improve the GP online booking system for 
patients? 
 

• Do all GPs use the same system? 

• Can you access it outside of working hours? 

• What do you do if you can’t access it? 
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Response: 

• PATCHS is the new online system for booking an appointment.  This 
has been implemented in virtually all GP Surgeries with one 
exception 

• Patients have to register 

• Mostly available 8 am to 6.30 pm but can vary 

• Receptionists can help patients to register if they are having 
difficulties. 

 

2 Question: 
What steps are being taken to improve telephone access to GPs?  
 

• Does one GP have a system that is working that could be picked up by 
other GP surgeries? 

• How do you reduce waiting times when phoning a GPs? 
 

Response: 

• A new telephone system for GPs is in the process of being 
implemented. Once we receive more information this will be shared 
in the Healthwatch Harrow Newsletter and on our website. 

 

3 Question: 
What are GPs contracted to deliver regards to appointments and do patients 
have the right to ask for a face-to-face appointment? 
 

• If so, how do you get through the system to request it? 
 

Response: 

• Please refer to page 9 for further details 

• GPs are contracted to deliver essential services including 
identification and management of illness, providing health advice and 
referrals to other services during the core hours of 8 am to 6.30 pm - 
Monday to Friday excluding bank holidays 

• Out-of-hours services and additional services are assumed to be 
provided, but a practice can opt out 

• Practices can opt in for enhanced services 

• Patients have the right to have for a face-to-face appointment, but 
depending upon the circumstances, it may not be a Doctor that you 
see, but it will be someone appropriate to support your needs 

• Ways to access your surgery: 
o In person 
o By telephone 
o In correspondence 
o Online. 
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4 Question: 
How do you support vulnerable or non-English speaking patients who are not 
able to access GP systems online/digitally? 
 

Response: 

• Interpreters can be requested 

• Some practices have key words translated and shared with groups so 
within a few words it is clear they need to see a doctor 

• You can speak with a receptionist. 
 

 

Challenges for GPs 

You and Your GP addressed a range of topics starting with Dr Meena Thakur 

describing changes to GP practices. Over the past 8 years the number of registered 

patients has doubled but the number of GPs has not.  

Dr Thakur pointed out that with fewer full-time GPs, consultation times per patient 

in the UK are the lowest in Europe. She also shared a more startling statistic: 77% of 

GPs feel unable to provide safe care because of high workloads and not enough time 

in which to carry out their duties. 

Dr Varum Goel elaborated on the challenges facing GPs. These included health 

inequalities, an increase in the number of patients with long-term and complex 

medical problems and longer hospital waiting times arising from the pandemic. Amid 

such demands GPs also provide services aimed at preventing ill health and, from 

October, GPs will be required to offer enhanced access which includes offering 

appointments on Saturdays. 

Challenges for Patients 

While GPs are working under pressure, the impact falls directly on patients who need 

to access GP services. During the open discussion at the forum people voiced clear 

concerns over barriers to GP access. For example, booking appointments online is 

an unsatisfactory option for some, while others find that their notes are not updated 

and shared within their PCN. Attendees shared experiences of language issues 

affecting their use of GP services. 

People also spoke of the need for greater patient representation. Marie Pate, who 

is the Manager of Corporate Services at Community ConneX, pointed out that a cross-

section of views should be heard rather than a single group of vocal residents. 

Attendees were urged to join their local Patient Participation Group (PPG). One of 

the roles of a PPG is to give feedback about GP services. You can join your PPG by 

asking the receptionist at your GP practice. 

 

https://www.kingsfund.org.uk/publications/what-are-health-inequalities
https://www.kingsfund.org.uk/publications/what-are-health-inequalities
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Q&A Session with the audience 

Q 
 

From a patient of Stanmore Medical Centre: “They say we need the Clinic 
system, what is that?” 
 

A An example of an online booking system. Every practice, if not already 
done so, will be changing to the PATCHS system. 
 

Q 
 

From a patient of St Peter’s: “What training do GPs have with regards to 
treating people with mental health issues? I have been told in the past 
that they can’t deal with it”. 
 

A Most practices now have a mental health specialist but there is limited 
training at medical school. We are working more with the mental health 
trusts. 
 

Q 
 

“No help with mental health from GP and can’t get an appointment”. 

A  Advised to speak with the practice manager. 
 

Q 
 

“With all the new building developments in Harrow, how are the surgeries 
going to cope with the extra demand this will bring?” 
 

A Each practice has its own catchment area and this is just natural 
evolution. 
 

Q 
 

“Something needs to be done by each practice to promote themselves and 
their services. They need to do more to change perceptions” 
 

A Good point. There seems to be a lack of knowledge. 
 

Q 
 

“What services can they do i.e., blood tests, or can these be done via a 
pharmacist?” 
 

A First point of contact should be your GP, but they can advise. 
 

Q 
 

A parent/carer of a man with a learning disability who was having 
problems with the online system. She asked, “How easy it would be to add 
a flag to say this person needs extra help filling out the form?”  
 

A This is not possible on the current systems, but a pop-up comes up when 
the doctor opens your file (patient notes). 
 

 Someone said a solution to all of these issues would be for everyone to 
write to their MP’s! 
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Survey Results: 

At the end of the forum we asked those in attendance 3 questions to measure the 
sentiment around confidence in accessing their GP, which was remarkably low: 
 

• 25% of those attending were confident that they could get an appointment 
in a reasonable time frame when they needed one. 

 
• 30% were confident that they could get a face-to-face appointment if 

needed. 
 

• 12% were confident that they could get through to speak to someone on 
the telephone when they needed to. 

 

Conclusion: 

➢ The high attendance for the forum clearly signifies that providing residents 

with the opportunity to speak directly with a GP was valued and Healthwatch 

would like to thank the GPs from the Primary Care Networks for engaging in 

the event and for the time they committed to it. 

 

➢ 85% of those in attendance had not heard of PATCHS - it was recognised that 

that there needs to be some clear communication informing patients of what 

it is and how they use it. Healthwatch Harrow confirmed they are happy to 

support the PCN’s in this. 

 

➢ Consistency and communication are key to ensuring that patients know how 

to access the practices. Patients being informed is fundamental to removing 

frustration. The fact each practice may operate in a different way causes 

confusion for patients. Through the work of the PCN’s this should help bring 

more consistency, but it was recognised that communication needed to 

improve.  Healthwatch Harrow confirmed they are happy to support the PCN’s 

in this. 

 

➢ Healthwatch Harrow, through its quarterly Trend Analysis Report and 

Outreach work will monitor if there is any improvement in access to GPs and 

work with the PCN’s in sharing this intelligence. 

 

➢ Community ConneX will investigate the use of the Learning Disability Register, 

how this works to ensure that those with a learning disability are clearly 

identified when they contact the practice, and any reasonable adjustments 

are made. 
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Appendix 1 - Dr Varun Goel – Sphere PCN Presentation 
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Appendix 2 - Dr Meena Thakur – Harrow East PCN 
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Appendix 3 - Dr Kamal Hussein & Dr Hannah Bundock – Healthsense PCN 
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Appendix 4 - Dr Ka Chung NG - Cervical Cancer Screening 
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Appendix 5 - Andrew Prentice - Bowel Cancer Screening 
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Appendix 6 - List of GP Practices in Harrow and their PCN 

GP Practice Primary Care Networks 

Aspri Medical Centre Health Alliance PCN 

Bacon Lane Surgery Harrow East PCN 

Belmont Health Centre Health Alliance PCN 

The Circle Practice Health Alliance PCN 

Civic Medical Centre Harrow Collaborative Network 

Elliott Hall Medical Centre Sphere PCN 

Enderley Road Medical Centre Healthsense 

The Enterprise Practice Health Alliance PCN 

First Choice Medical Harrow Collaborative Network 

GP Direct Sphere PCN 

Hatch End Medical Centre Sphere PCN 

Headstone Lane Medical Centre Harrow Collaborative Network 

Headstone Road Surgery Harrow Collaborative Network 

Honeypot Medical Centre Harrow East PCN 

Kenton Bridge Medical Centre – Dr Golden Healthsense 

Kenton Bridge Medical Centre – Dr Raja Healthsense 

Kenton Clinic Harrow Collaborative Network 

Kings Road Medical Centre Harrow Collaborative Network 

Mollison Way Surgery Harrow East PCN 

Northwick Surgery Sphere PCN 

Pinn Medical Centre Healthsense 

Pinner Road Surgery Harrow Collaborative Network 

Pinner View Medical Centre Harrow Collaborative Network 

Ridgeway Surgery Healthsense 

Roxbourne Medical Centre Healthsense 

Savita Medical Centre Harrow Collaborative Network 

Shaftesbury Medical Centre Harrow Collaborative Network 

Simpson House Medical Centre Healthsense 

St Peters Medical Centre Sphere PCN 

Stanmore Medical Centre Health Alliance PCN 

Streatfield Health Centre Sphere PCN 

Streatfield Medical Centre Health Alliance PCN 

Zain Medical Centre Harrow Collaborative Network 
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Contact Us: 

 

 
Healthwatch Harrow 

 
Community ConneX 

3 Jardine House 3 Jardine House 
Harrovian Business Village Harrovian Business Village 
Bessborough Road Bessborough Road 
Harrow Harrow 
HA1 3EX HA1 3EX 
    
Tel: 020 3432 2889 Tel: 020 8869 8484 
   
Email: info@healthwatchharrow.co.uk Email: hello@communityconnex.co.uk 
    
Web: www.healthwatchharrow.co.uk Web:   www.communityconnex.co.uk 
  

  

  

 

 

tel:02088698484
file://///Mencap-DC/AdminEWL/Healthwatch%20Harrow%20April%202021-2023/2021%20Reports/info@healthwatchharrow.co.uk
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