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Some months ago the Prime Minister launched the government’s 10 year plan for the NHS 
which will involve an extra £20 billion having been provided by 2023.  Much has been 
made about how the NHS will embrace the significant advances that have been made in 
the world of new technology.  It’s possible that in the future your appointment with a GP 
may not even involve you visiting the surgery.  Instead the consultation will be via Skype on 
your smart phone.  Whilst much of what is being proposed makes good sense one can’t 
help wondering whether it’s wholly being done for the patient’s good; or is it for the 
system’s benefit?  How many of these new wonderful developments have actually been 
‘road tested’ with patients?  For example, how many patients actually have a smart phone 
(in 2015 only 18% of the over 65’s had one)?  How many would be comfortable seeing a 
doctor via the Internet and be confident with the outcome of the diagnosis? If you don’t 
have a smart phone where does this leave you?   Reading this you may be wondering what 
this has to do with your PPG.  Part of our role is to represent the patients’ interests.  If the 
Practice wanted to move more of its services towards ‘Internet consultation’ we would 
assess what it means for the patient and establish whether it being done in your best 
interests.  We are a harmonious link between the patient and the Practice and raise issues 
with a view to improve patient experiences.  So please ensure that you let us know how 
you feel about The Heron (as it’s now known) both the good and the less good.  
Getting in contact with us is now much easier as we now have our own direct e-mail 
address:  ccccg.ppg-heron@nhs.net   Please do get in touch.

As many of you know and experience, the Practice already makes much use of technology. 
One area is the Patient Access online facility.   If you haven’t already done so it’s in your 
best interest to register to use online services through ‘Patient Access’.  This will allow you 
to book appointments (no longer trying to get through on the phone), order your repeat 
medication (gone having to visit the surgery with your piece of paper) and possibly also see 
your medical records: all online from the comfort of your own home.  We the PPG urge you 
to sign up for this excellent facility. Details can be found on the Practice website: http://
www.theheronmedicalpractice.co.uk/

Scan this or visit
https://www.patientaccess.com

A patient has recently expressed the view that the PPG committee is a closed shop being 
run by a small group of self-appointed individuals.  Yes, it is a small group.  Self-appointed?  
Maybe; if that is what is thought of patients who responded positively to the Practice’s call 
for participants.  Closed shop?  Definitely not!  It has been made known through previous 
editions of the Newsletter that there are vacancies (the terms of reference sets 
membership at 12) but there has been no rush to fill them.  Soon an Annual General 
Meeting will be held (details will be posted on the website and by notices at all surgeries) to 
which all Practice patients will have an opportunity to attend.  Included in the meeting’s 
agenda will be the election of the PPG Committee to which anyone who wants to serve will 
be able to nominate themselves.  The present PPG Committee is anxious to ensure that 
participation is as open and transparent as possible and therefore encourages patients to 
fully participate in the democratic process.  

You don’t always have to see a doctor…..
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At The Heron Medical Practice our Clinical Team includes: 2 Registrars, 3 Advanced Nurse 
Practitioners (ANPs), 2 Paramedics, 2 Clinical Pharmacists and 2 Care Navigators.
GP Registrar: A GP Registrar or GP trainee is a qualified doctor who is training to become 
a GP through a period of working and training in a practice. They will usually have spent at 
least two years working in a hospital before you see them in a practice and are closely 
supervised by a senior GP or trainer. 
During their final year the GP Registrar will work 4 days per week at the Surgery.  They will 
see patients independently (with support from their trainer).  
Advanced Nurse Practitioner : Advanced Nurse Practitioners (ANPs) are Registered 
Nurses who have done extra training and academic qualifications to be able to examine, 
assess, make diagnoses, treat, prescribe and make referrals for patients who present with 
undiagnosed/undifferentiated problems. Individual ANPs will have different specialities, i.e. 
some won’t see children under 2 or pregnant women, whereby others will, each will work to 
their own competencies. The Reception Staff will know what a particular ANP can do or see 
and will advise the patient accordingly.
Paramedics: Paramedics are qualified healthcare professionals who have undergone 
training to be able assist the GP in triaging patients and providing home visits, examining, 
assessing and diagnosing patients and providing clinical care and management as 
required.
Clinical Pharmacists: Clinical Pharmacists are health professionals who train for many 
years to become specialists in medicines.  They work directly with patients to make sure 
your medicines help you to get better and stay well. 
Care Navigators: Care Navigators support the team by signposting patients to the 
appropriate healthcare professional or service, working as part of the practice’s 
multidisciplinary team.

A day in the life of a Business Manager – Helen Sutton
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Being a Business Manager means the responsibility of a practice lies in your hands, whilst 
keeping patients and doctors happy. It’s a job with lots of diversity and challenges, but 
incredibly rewarding.
The Practice looks after 20,000 patients across 4 sites. There are 9 GP Partners, 2 
Salaried GPs and 2 Registrars, a Practice Pharmacist, a Community Pharmacist, a 
Paramedic, a Community Paramedic, 9 Practice Nurses, 1 Mental Health Nurse, 3 HCAs 
and a Phlebotomist. We have 13 administrators and 25 Receptionists plus a strong 
Management Team to oversee operations. In total there are 82 of us.

The St Anne’s surgery site are open from 08:00 – 20:00 Monday to Friday, William Street 
and Beltinge and Reculver surgeries open from 08:00 – 18:30 and Hersden opens Monday, 
Tuesday, Thursday and Fridays 09:00- 13:00 and Wednesdays 13:00: 18:00.

Myself and the Practice Manager – Clare Abbatt and the wider management team are 
responsible for finance, Human Resources, payroll, meetings, education, complaints and 
significant events,  IT,  Health and Safety and infection control and maintaining the 
premises, the list goes on and on!  Liaison between the practice and the patients, the 
Clinical Commissioning Group (CCG), the local area team of NHS England, The Care 
Quality Commission (CQC), and the Local Medical Committee (LMC) to name but a few. In 
addition to this the Business Manager together with the Partners, is usually the strategic 
driver of the business looking for ways to improve and develop the Practice as the NHS 
constantly evolves and changes.

I moved from Yorkshire to the East Kent coast in 2003, and have worked in Practices in 
Whitstable, Canterbury and Herne Bay. The latest ‘push’ has been for Practices to work at 
scale and for smaller practices to merge together. I have worked and been involved in two 
such mergers in the last few years. In addition to our individual practices merging and 
getting bigger we also work closely with other Practices and since 2008 the practices in 
Herne Bay developed an Ophthalmology Service which includes Cataract surgery and Wet 
AMD. 

In 2018 the two Practices in the town also developed and implemented a Minor Injury Unit 
at the Queen Victoria Hospital in Herne Bay.  We continue to develop new services on a 
town wide basis, including a rapid home visiting scheme for urgent cases and a care home 
anticipatory care plan scheme.
I have only recently come back to Herne Bay, starting this new role at the beginning of 
March 2018.  In that time, we merged partnerships with William Street Surgery, recruited 4 
new nurses (including a nurse manager), and 5 new administrators.  Implemented 
‘workflow optimisation’, organised an away day and set objectives for 5 new initiatives we 
are developing,  had a CQC inspection in which we achieve ‘Good’ overall and 4



Hot Topic – Shingles Vaccinations

Shingles Vaccination: A vaccine to prevent shingles, a common, painful skin disease is 
available on the NHS to people in their 70’s.

You are eligible for the shingles vaccine if you are aged 70 or 78 years old.  In addition, 
anyone who was previously eligible but missed out on their shingles vaccine remains 
eligible until their 80th birthday.

You can have the shingles vaccination at any time of year, as soon as you turn 70 or 78.

For more information please check out the website: https://www.nhs.uk/conditions/
vaccinations/shingles-vaccination/

New Services at the Practice
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Rapid Home Visiting Scheme

The aim is delivering care closer to home and reducing hospital attendances and 
admissions.  
Due to developments in primary care relating to the Five Year Forward View, Prime Minster 
Challenge 
Fund and seven day working

• To assist member GP practices to manage GP home consultations that require a 
specialist response to prevent admission.

• To provide treatment as required with the support of the GP.
• To provide an appropriately skilled clinician to respond to urgent assessment and 

treatment of primary care home visit requests.  
• To support triage of all visit requests to ensure appropriate response.

Improved Access

Care Home Scheme

• Improve the   quality and consistency of the Anticipatory Care Plans, to support 
residents independence 

• To empower care home staff  to manage  residents change in conditions  locally 
rather  than admit to hospital

• Reduce  the unnecessary AE Attendances, unplanned admissions and length of 
stay  for  care  home residents

• Reduce  unnecessary  attendances at the care home from   health  care 
professionals

• Support the homes with additional training and  “home rounds” (cross between  a 
hospital ward round and
 home visit)

Patient Experience
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On the 28th December 2018, I had the misfortunate to nosedive down the full length of my 
staircase.  Having been cleared of any fractures (miraculously!) and other serious injuries 
at the William Harvey, I was sent home to wait for the cuts to heal and the inevitable 
bruises to emerge, not to mention the two spectacular black eyes!  Unfortunately, the shock 
of the incident acted as a catalyst to ratchet up my chronic medical issues and my general 
condition quickly took a downward turn.  I was reviewed at home by the Practice 
Paramedic Practitioner, who referred me on to the Intermediate Care Team, to see what 
practical help and support they could offer me, in the short term, to get me through the 
difficult post-accident period.  As part of this referral, I was initially visited by the Rapid 
Response Team on a Sunday evening, who agreed to arrange for various aids and 
adaptations to be made available and installed in my home to facilitate my safety, at the 
same time as promoting my independence.  Arrangements were also made for a 
community physio to visit me to assess my mobility and provide an exercise programme to 
help maintain my muscle and core strength whilst I recovered from the fall and regained my 
confidence.  Finally, a referral was made to the Community Medicines Team, a member of 
which visited and arranged to instigate a pharmacy filled dossette tray service, to help me 
manage my medication regime more easily.  The aids and adaptations were all completed 
within one week of referral, during which time the physio also visited, and the medications 
review was completed a couple of weeks later.  I cannot praise this service highly enough.  
All involved in my care were very helpful and supportive.  This is a short term service and, 
if the need for longer term help is identified, referral can be directed towards other agencies 
and professions.  The approach is holistic and multi-disciplinary and involves the patient 
and their family/carers in all aspects of care.  All in all, I would say a very positive 
contribution to community care.  Margaret, Herne Bay

Patient Participation Group and the Practice Flu Clinics

7



A few of the committee members attended 4 of the flu clinics to spread the word about 
what we are all about, and give out a leaflet detailing what we do.. Many patients did not 
realise there was a patient group that meets approximately 6 times a year with the practice 
to help improve services for patients. 

We also explained that we produce a Newsletter each quarter which is given out in the 
surgery and in the local pharmacies, which details some of the improvements planned and 
changes that have occurred. There are laminated copies in the waiting room for patients to 
read whilst they wait for their appointment. It is also available for you to read or print on the 
practice website.   Feedback from patients on the days we were there said, that mostly the 
flu clinics ran well but some did have to wait quite a long time to be vaccinated, others were 
seen almost immediately. Some clinics particularly at the beginning of the season were 
busier than others. We would be interested in your experience so that when we meet with 
the practice to discuss flu clinics for 2019, we can input your experiences and constructive 
comments. So do please contact us with your experiences and feedback.

Easter Opening

Please note that the surgery will be closed on Friday 19th April 2019 and Monday 22nd April 
2019 for any problems that cannot wait until we re-open please contact NHS 111

Final Word from Theresa Campbell – Chair of the PPG
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One of the Patient Participation Group's (PPG) roles is to give a voice to patients and 
enable constructive discussion to take place with the practice that will help 
improve services delivered at The Heron Medical Practice at all its sites, as well as 
discussing opportunities for introducing new services.
 
We welcome your comments and views on the services provided at the practice. Is there 
any area you would like covered in the Newsletter or do you have any ideas that 
would improve your visit to the surgery, please let us know by using the contact details 
listed below.

You are all invited to attend the Annual General Meeting (AGM) of the PPG our first AGM. 
This is an opportunity for patients to voice their views and learn what improvements and 
new services the practice is planning. It is also an opportunity to vote for the committee, 
who meets regularly with the practice to help with improving patient care. 

All of those on the committee are patient volunteers who care about our local GP practices 
and NHS. 

If you are interested in standing for the committee submit your interest in writing either for 
the attention of the practice manager or the chair of the PPG. You can also email the PPG 
at   ccccg.ppg-heron@nhs.net

We look forward to seeing you at the AGM on  June 19th, venue and time will be confirmed 
in May and advertised on the practice website as well as in the surgeries

Patient Group and how to contact us

We have boxes in reception areas at St Anne’s Surgery, Beltinge & Reculver Surgery and 
William Street Surgery where you can post your questions/feedback to the PPG.  In 
addition we now have a direct email address: ccccg.ppg-heron@nhs.net   Please do get in 
touch.
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