
Patients who need to be seen on 
the day will be asked to leave their 
contact details and the duty doctor 

will telephone them to assess the urgency 
of the appointment before allocating an 
appointment. Following the call, should the 
doctor decide that a routine appointment 
would be more appropriate, they will 
ask a receptionist to call to make that 
appointment. 

We urge you, during the winter period, 
not to abuse the ‘on the day’ appointment 
system if your problem can wait for a 
routine appointment, as there is a large 
demand from patients including children 
who do have an urgent clinical need.

The procedure for making routine 
appointments remains unchanged; 
remember you can make routine 

appointments virtually 24/7 by using the 
automated service.

This system is being introduced in order 
to avoid long waits and overcrowding in 
the waiting room and the intention is to 
improve the appointment service offered  
to our patients; we ask for your co-
operation and patience while this change 
takes effect. 
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Reems
pharmacy

107 Uxbridge Rd,  
Harrow Weald, HA3 6DN

Tel & Fax: 020 8954 0404
reemspharmacy1@aol.com

Free collection and delivery  
service by arrangement
Repeat prescription  
collection service
Weekly dossette boxes 
prepared and delivered
Medicine use review 
undertaken
Chiropody service at the 
Pharmacy

Personal Service from Pharmacist 
Mr Kiran Shah BSC Pharm Hons

Changes to our 
appointment 
system

Call to book an 
appointment on  

020 8863 3333

The Enderley Road 
Patients’ Association 
(ERPA) endeavours to 
enhance services at 
your surgery by offering 
a patient perspective to 
the Doctors and other 

professionals at the practice. Our group 
meets up every other month.

Up until now our role essentially 
covered local matters, but with changes 
in the way the Health Services are 
delivered there will be greater emphasis 
on patient participation groups such as 
ours contributing to the ‘bigger picture’. 

The new legislation puts greater 
emphasis on putting patients first.  
This means that the experiences and 
views of patients need to be listened 
to and taken into account – a change 
from the way it has been in the past 
when it was often difficult to get one’s 
voice heard. One way or other the NHS 
changes will impact on us all.

Dear Patient...
Harrow Link, soon to become Harrow 

Health Watch will have a key part to 
play both locally and nationally to ensure 
that patients and the public receive the 
best possible health service (further in 
this newsletter there is an article from 
Harrow Link highlighting some of the 
changes).

From birth to death the NHS impacts 
us all. Through newsletters and emails 
we will keep you informed about 
developments. 

If you would like to come along 
to our meetings, or receive email 
bulletins from the Association 
please complete the form at the 
bottom of page 4 and hand it into 
reception.

Robert Pinkus (Chair)
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French

Winter / Spring 2018

Apart from one or two small works, 
the refurbishment of all consulting 
rooms, main Reception and Waiting 

Room is now complete. I hope the work 
did not inconvenience you too much and 
that you are generally pleased with the 
outcome. 

Many of you will be very aware that 
our appointments system is severely 
tested every day as indeed they are at 
many practices in Harrow and beyond! 
In addition to the 4 walk-in centres 
throughout the borough, we decided that 
nurse led clinics were another way forward 
towards improving patient services. To this 

ERMC – Practice 
Manager’s Office

end, we now have two fully trained Minor 
Illness nurses in place (one of whom is a 
registered prescriber), who between them 
run a clinic every day Monday to Friday. 
Appointments for these clinics should be 
booked on the day and cover ailments 
such as aches, pains, coughs, colds etc.

After having reviewed the risks of trauma 
to the ear drum from ear syringing, we 
have made the decision not to provide the 
service at the surgery (more on page 3). 
Finally, thanks to all of you who attended 
our Health Fair; your presence made the 
event a success which we can build on. 

Best wishes throughout 2018.

Enderley Road Medical Centre [ERMC]
From Les Cowens, Practice Manager 

The options on our telephone 
system have been improved to 
make it easier to use. There are 

only five options now and the voice 
prompts are even clearer. It would be 
helpful if home visits were organised 
before 11.00am, giving your doctor a 
chance to process the prescription on the 
same day and provide a better service to 
all patients.

The surgery is open between 8:00am 
and 6:30pm Monday to Friday. If you 
have an urgent problem which cannot 
wait until the surgery re-opens, dial 

NHS 111 which is free to call from both 
landlines and mobiles.

When finding it difficult to make a 
Doctor’s appointment, try visiting a 
walk-in centre instead; either Belmont 
Health Centre, The Pinn Medical Centre, 
Alexandra Avenue Clinic or Urgent Care 
Centre at Northwick Park Hospital. 
There is no need to call; urgent “walk-in” 
appointments don’t need to be booked.

ACCESS TO SERVICES

Telephone  
options improved

Updates:
•  WiFi is scheduled for installation at 

the practice on 1st February 2018 ;
•  Our website is currently under 

review; a new version will be 
available within the next few weeks;

•  The last couple of months have 

seen the recruitment of an additional 
nurse and three new Reception staff;

•  After 36 years at the practice,  
Dr Chris Robinson will be retiring 
from General Practice on 31st March 
2018, his replacement will be Dr 
Kunal Bhayani.
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Insight
10 Questions to Dr. Shameer Shah 

Therefore, listening and communication 
skills are absolutely vital. Sometimes, I 
have to overcome language barriers by 
the use of translators and at other times 
sign language has also proven to be quite 
useful. At this surgery, we have reserved 
special appointments to cater for language 
barriers.

What do you think are the challenges 
for community services?
Although most patients are quite friendly, 
Harrow Weald is a deprived area with 
many residents from abroad who don’t 
fully understand the type of services 
available within the NHS. Therefore, with 
limited resources, we are expected to 
do even more for our patients as well as 
their carers by special referrals within the 
community services in order to meet their 
different expectations of healthcare.

Given the current debate about the 
future of the NHS, where do you see 
the future?
With dwindling finances and moving goal-
posts, this is a rather tricky area really. 
One of the hot debates at present is about 
7 day openings, with lots of challenges 
facing patients and doctors alike. It’s very 
difficult to see how to stretch present levels 
of resources to achieve a 24 /7 quality 
service that everyone can fully rely upon.

How do you like to relax when off 
duty?
I love spending time with my five year 
old son, who is usually quite active and 
full of energy. I also like to travel a lot on 
adventurous holidays and enjoy going 
scuba diving for example. After a hard 
day’s work I try to organise a little bit of 
“me time” and try to unwind and relax to 
get ready for the next day.

What do you think are the benefits of 
a Patient Participation scheme?
This is a very important bridge between 
the doctors and the patients and it helps 
to enhance the understanding on both 
sides. As doctors, we certainly strive to be 
quite receptive to any ideas which could 
help to improve the quality of service that 
we provide.

What do you enjoy about General 
Practice?
I honesty feel that this is the best decision 
that I ever made, to transfer from hospital 
work to working as a GP. I now get a 

– meet your doctors

At what stage in 
your life did you 
decide to become a 
doctor?
My family is in the 
medical profession 
with my father being 

a dentist as is my brother and brothers in-
law. I always wanted to be in the medical 
profession but decided to do medicine 
rather than dentistry as this subject 
interested me more as it would enable me 
to serve my local community.

When did you qualify?
I qualified in 2001 from Manchester.
When did you join this surgery?
I joined Enderley Road surgery in May 
2014.

What is your schedule of work at the 
surgery?
Currently I work half day on Mondays and 
full days on Tue-Fri. On Wed mornings 
I look after a local nursing home. 
Additionally, I am available for emergency 
phone calls twice a week.

Do you have a specialist interest?
Before becoming a GP, I specialised in 
‘gastroenterology’ at the hospital, which 
is concerned with the stomach and 
intestines. I sometimes help patients 
complaining of digestive problems rather 
than refer them to the hospital.
Additionally I enjoy teaching medical 
students and Junior hospital doctors in the 
community at Enderley Road.

What particular skills would you 
identify as being important in your 
work with patients?
It is important for me to understand the 
needs of my patients properly. A key 
aspect of my work is to have empathy 
and to build a trustworthy relationship with 
my patients, allowing them to describe 
their circumstance openly and honestly. 

lot of satisfaction from building a long 
term relationship with my patients and 
observing them as they recover and get 
better over time.
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Here we are 
already well 
in to 2016, 

having so far had 
a reasonably mild winter, and looking 
forward to a promising Spring!

I’m sure you will have noticed that the 
surgery is continuously busy striving to 
meet the demands of our rising local 
population, however I am able to report 
that our list size has stabilised over the 
last year.

In consultation with patient 
representatives, we have made some 
changes to our appointment system; 
also in the way we handle requests 
for repeat prescriptions - these being 
the two major areas where we were 
receiving adverse comments.

Since November, there are now many 
more appointments available to book on 
the day and routine appointments may 
be booked up to two weeks in advance. 
However, despite the improvements, we 
still often struggle to meet appointment 
demand, and once capacity has been 
reached on any given day, then we 
may have to suggest you attend one 
of the local walk-in centres. These 
centres are funded to provide additional 
capacity, from 08:00 to 20:00 hours, 
7 days per week, to help alleviate the 
increased demand that many surgeries, 
locally and nationally, are struggling to 
meet. Details of how you can make an 
appointment and access the walk-in 
centres may be found elsewhere in 
this newsletter, on our website www.
enderleyroadmedcentre.co.uk and of 
course at the practice.

Also since November, we have 
a dedicated Prescription Clerk at 
the practice to handle any requests 
or enquiries concerning repeat 
prescriptions. All prescription requests 
are now processed through her and she 
is in direct contact with all of our doctors 
and local pharmacies to quickly resolve 
any problems. Both the practice and the 
Patients’ Association agree that there 

has been a huge improvement with this 
process.

I’m sorry to say that the end of 2015 
saw the departure of Dr Kerai and Dr. 
Suneetha who have gone to pastures 
new. However, Dr Ashraf joined us in 
October and the New Year brought us Dr. 
Sumar and Dr. Akhter as replacements. 

Dr Noreen Ryan will be standing down 
as a Partner in the practice from 1st 
April 2016 to take up a medical teaching 
post at Imperial College. I am pleased 

From the Practice 
Manager’s Desk

Les Cowens reports back on the 
latest developments at the surgery

to say that she may continue to hold 
sessions here occasionally from that 
date, however patients who have Dr 
Ryan as their registered GP will receive 
notification that this will change. Patients 
will still be able to see any of the 
doctors at the surgery - your nominated 
registered GP is for administrative 
purposes only.

We do have great plans for 2016, not 
least of which is to improve and extend 
the practice premises; I hope to be able 
to give you more details about this in the 
next bulletin. Meanwhile, we will continue 
to make best use of our resources to 
provide you, our patients, with the best 
care we possibly can.

Best Wishes
Les Cowens
Practice Manager

Care in the community
As more people live longer, which 

should be a good thing, the 
problem of isolation and loneliness 

with the elderly is also growing.
Age UK Harrow offer a unique 

‘befriending service’, where carefully 
trained volunteers visit or talk to registered 
elderly people (living alone) for an hour or 
so, once a week in their own home in an 
effort to combat loneliness in older life. 
They can sit and chat, play quizzes or 
even accompany them for a walk; the aim 
being to encourage, empower and boost 

their morale. Regular telephone support 
can be offered if preferred, either brief or 
long conversations depending on what 
the service user needs. The older person 
is matched with volunteers with similar 
interests. 

This service provides a link with the 
outside world and acts as a gateway for 
other services and valuable support, and is 
usually free of charge. 

AGE UK Harrow Tel: 020 8861 7980 
www.ageuk.org.uk/harrow

Patients can continue to pickup their 
repeat prescriptions from Reception. 
However, the procedures for repeat 
prescriptions have been improved to 
make them even more efficient, so 
how do they work?
After requesting more of your medication, 
a dedicated member of staff at ERMC 
checks for accuracy, asks for doctor’s 
authorisation, then it is whizzed through 
the ether to the pharmacy where it is 
dispensed and awaits your collection (with 
home-delivery available for non-ambulatory 

patients). You need to allow three working 
days for the whole process.

If occasionally, you do not need a 
particular drug, please don’t order it – the 
remainder of the items on your repeat 
prescriptions will still be honoured! 

The best thing you can do to help 
yourself, the surgery and the pharmacy, 
is to order repeat prescriptions in plenty 
of time. Holidays and Bank Holidays have 
to be factored in so you, the patient, have 
your medication without the need to panic.

Patients swap cold 
Harrow for sunny Portugal
Do you remember buying a raffle 

ticket at our first Health Fayre on 
7th Oct 2017 at Harrow Weald 

Lawn Tennis Club? You may recall 
that the first prize was donated by Top 
Algarve Rentals, a wonderful week at 
Luna Clube Oceano in Albufeira, Portugal 
which was won by Ann and Robert 
Kelner. They escaped our cold winter on 
4th Dec 2017 and spent a glorious sunny 
week in Albufeira with 20ºC. 

Afterward Ann explained, “It was our 
first time in Portugal, we had a wonderful 
time and were well looked after by 

Ramesh from Top Algarve Rentals. We 
would love to go again.”

Mind you, when they returned to 
Harrow Weald on 11th December, there 
was 6 inches of snow everywhere – time 
to buy another raffle ticket perhaps?

Better ways to 
communicate  

The HPPN is an umbrella organisation 
representing many of Harrow’s GP 
patient groups, including ERPA.

•  It is a key requirement of NHS legislation 
that the views of patients are taken into 
account.

•  Building on the knowledge and 
experiences of patients throughout the 
borough, the HPPN endeavours, where 
appropriate, to influence local NHS policy 
and practice.

•  The HPPN offers Harrow’s patient groups 
advance information on any NHS changes 

•  We share and develop best practice by 
networking with local patient groups 
(PPGs)

•  The HPPN has a close relationship with 
Harrow CCG, whose responsibility it is to 
run the majority of Harrow health services

•  HPPN maintains comparative information 
about all GP surgeries in Harrow

•  Check out our website at:  
www.hppn.org.uk

ERPA is committed to share 
knowledge in a bi-directional manner 
between the surgery and nearly 

13,000 patients, using a variety of means, 
such as posters, leaflets, TV screen and 
website. In future, we plan to use emails, 
text messages and even a special mobile 
phone app to reach even more people 
and share feedback. Eventually we want 
to share NHS-endorsed video clips that 
provide self-care knowledge to promote 
healthier lifestyles.

Patients can book appointments online, 
be aware of the wide range of health 
service centres available and check how 
busy they are. We can make it easier to 
organise repeat prescriptions and provide 
online access to personal medical records 
in a secure and confidential manner. 

We are duty-bound to respect data 
protection regulations and need your 
consent to communicate with you 
electronically. 

To participate, please send an email to 
erpanews@gmail.com with your consent.

Introducing the 
Harrow Patient 
Participation Network 
(HPPN)

Do you like the improvements 
made recently to the Reception 
and Waiting Room areas? 
Each patient that visits the surgery 
will form their own opinion about the 
experience. Sometimes you may have 
good ideas to improve the quality 
of that experience for your unique 

circumstance; perhaps it’s about 
wheelchair access, signage, the 
procedures involved, or anything else.

ERPA are always keen to receive 
constructive feedback from patients. 
If you have any ideas to improve the 
quality of service, please get in touch 
with us at erpanews@gmail.com or 
complete the ERPA feedback form, 
available from Reception. ERPA holds 
regular meetings with the Practice 
Manager and will represent your 
viewpoint at these sessions. We will 
respond with practical solutions or an 
explanation about the difficulties faced 
with your idea.

Working together 
to improve our 
surgery

Accurate repeat 
prescriptions... 
Every time

For bespoke holidays in Portugal contact: topalgarverentals@gmail.com

Did you know that 40% of visitors 
to A&E leave without actually 
needing treatment? We want 

to help patients to avoid unnecessary 
queues and get them to the right place 
for care, faster.

Knowing where to get advice for your 
health condition can be confusing, but 
now an easy- to- use FREE app called 
“Health Help Now” [HHN] has been 
developed to do just that. This is live for 
Harrow residents and provides an easy 
way to check your symptoms, access 
information on local services, which has 
had input from your local Harrow GPs!
Features include:
•  Health Advice
•  Local health, council and voluntary 

services information

•  GP Online Services / (Hospital 
referral appointments- coming soon)

• Quick Asthma Tool 
• Mental Health section/Mood Tool

The HHN App is available on Apple 
and Android- Just search for “Health 
Help Now” and download for free!

Please start using the HHN app and 
help your friends and relatives to do 
the same. You can help us improve 
the quality of services in Harrow by 
providing honest feedback about your 
experiences. Contact erpanews@gmail.
com with any bright ideas to maximise 
the benefits of Health Help Now.

Twitter: @DigiCitizenNWL
Email: Digitalcitizen.nwl@nhs.net

Weekly Walk
Every Wednesday at 

10.00am
A healthier you is just a 

walk away. Join others for a 
leisurely and social  

health walk.
Meeting point: in front of 

Enderley Road Medical Centre 
HA3 5HF. 

Please arrive 10 minutes 
before the start of the walk.
A 30 minute, friendly walk to 
and around Harrow Weald 

Park. Followed by a FREE 30 
minutes tai-chi session in the 

park.
Just turn up in comfy clothes 
and shoes and bring a bottle 

of water.

For more information about 
Harrow Health Walks go to:  

www.walkingforhealth.
org.uk/walkfinder/harrow-

health-walks

As mentioned in Les Cowen’s article 
on page 1, the surgery will no 
longer be offering ear syringing. 

If you feel that you have symptoms due 
to ear wax we would suggest that you 
use either olive oil or sodium bicarbonate 
drops twice a day for a few days. These 
can be bought at the pharmacy.

If this is unsuccessful  please either 
purchase a bulb syringe to remove the 
wax yourself or book to see a GP or nurse 
so you can be referred for microsuction at 
Northwick Park Hospital. 

Details of bulb syringing are available 
from reception.

Getting the best out 
of your NHS 

Alternatives to ear syringing
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Just fill out the form below and leave it at reception - alternatively send your email address with your 
name and phone number to: erpanews@gmail.com 

Name: Address:

Email:

Mobile Phone Number:
     

Would you like to receive regular information from the Enderley Road Patients’ Association?

Enderley Pulse is published by ERPA. All rights reserved.

I’m sure you would have noticed that 
nowadays the one subject that is rarely 
out of the headlines is health. Whether 
it’s television, radio or a national paper, 
we are constantly bombarded by news 
items on underperforming hospitals, 
over-burdened GP practices, on how to 
live healthily, what to eat and what not 
to eat. In addition, no self-respecting 
news item would be complete without 
providing some information on the 
research findings and treatment of 
various life threatening diseases. All this 
research, drugs and health investment 
cost vast sums of money. In Harrow 
alone, the overall NHS budget runs into 
many millions of pounds. With such a 
large spend it is clearly important that all 
health related contracts offer value for 
money.
Amongst a range of reviews NHS 
England is currently looking into the 
funding of GP surgeries. My concern is 
that this review could further erode the 
financial position of surgeries and their 
ability to offer a first class service to 
patients. The general practice’s share of 
the NHS budget has fallen progressively 
in the past decade, from a high of 11% 

Dear Fellow 
Patient

in 2006 to under 8.5% and further 
reductions over the next three years 
would make a bad situation worse.
For patients with a health problem 
the GP surgery is often the first port 
of call, yet we all know that getting 
an appointment is often not easy. 
Regardless of where you live, the 
system is failing to meet patients’ 
expectations. The new reality is that 
GPs’ consultation times have been 
reduced and doctors are having to 
work longer than their contracted 
hours – no wonder medical graduates 
are thinking twice before becoming 
a GP. I think it is time for greater 
investment to be put into what is the 
front line of the NHS. 
General practice has been described 
as the jewel in the NHS crown – if 
general practice fails, the whole NHS 
fails. 

Robert Pinkus
ERPA Chair

Expert Patient Programme
A free six week course is available for 
people living with a long-term condition 
and their carers. It can increase your 
confidence to manage your condition 
effectively. For more details about this 
service or any of the others listed.  
email: healthyliving@harrow.gov.uk

Harrow Health Champions
Peer mentors can encourage and 
support people with chronic health 
conditions or who are isolated and 
feel excluded. They provide free and 
confidential one to one support  
sessions. Email: alexiam@safh.org.uk 
or call 07496170616

Harrow Health Walks 
Join one of our walks and meet other 
people. It is a fun and friendly way to 
help you stay fit and healthy. 
www.harrowhealthwalks.org

Your details will not be shared with other organisations

Since assuming this role in April 
2017, I have observed relentless 
pressures faced by the NHS 

and our surgery. I suspect the long 
term solution involves fundamental 
shift in attitudes and expectations by 
everyone; the trend is to provide high 
quality knowledge to empower patients 
towards self-care. Patients can now 
gain electronic access to their medical 
records and take sensible steps for their 
own well-being. 

Enderley Road Patients’ Association 
[ERPA] is here to represent the needs 
of all our 13,000 patients. Our primary 
goal is to share knowledge between the 
surgery and its patients in a bi-directional 
way, helping to improve the quality of 
services. We need your consent to 
share regular updates by e-Mails, please 
contact us at erpanews@gmail.com to 

receive news and advice.
On 7th Oct 2017 we organised our first 

Health Fair attended by 250 patients 
and received great feedback. We plan to 
repeat this again this year. We also want 
to organise specialist talks to provide 
helpful insights on medical topics and 
self-care knowledge.

There is a close working relationship 
between ERPA and the surgery staff, 
we are always keen to receive patient 
feedback for review during our regular 
meetings. We were closely involved 
with the CQC Inspection, recent surgery 
refurbishments and continually monitor 
the quality of service being provided. If 
you would like to know more about our 
work, attend some of our meetings or 
indeed even join our committee please 
get in touch by sending an e-mail to 
erpanews@gmail.com

Working within the IT industry, Bipin Dattani has taken voluntary roles 
since 1999 as President at Lions Clubs International, Trustee at Age 
UK Harrow and now Chairman of Enderley Road Patients’ Association 
(ERPA). He is passionate about using IT to empower patients and to share 
knowledge to promote self-care..
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I’m sure you would have noticed that 
nowadays the one subject that is rarely 
out of the headlines is health. Whether 
it’s television, radio or a national paper, 
we are constantly bombarded by news 
items on underperforming hospitals, 
over-burdened GP practices, on how to 
live healthily, what to eat and what not 
to eat. In addition, no self-respecting 
news item would be complete without 
providing some information on the 
research findings and treatment of 
various life threatening diseases. All this 
research, drugs and health investment 
cost vast sums of money. In Harrow 
alone, the overall NHS budget runs into 
many millions of pounds. With such a 
large spend it is clearly important that all 
health related contracts offer value for 
money.
Amongst a range of reviews NHS 
England is currently looking into the 
funding of GP surgeries. My concern is 
that this review could further erode the 
financial position of surgeries and their 
ability to offer a first class service to 
patients. The general practice’s share of 
the NHS budget has fallen progressively 
in the past decade, from a high of 11% 

Dear Fellow 
Patient

in 2006 to under 8.5% and further 
reductions over the next three years 
would make a bad situation worse.
For patients with a health problem 
the GP surgery is often the first port 
of call, yet we all know that getting 
an appointment is often not easy. 
Regardless of where you live, the 
system is failing to meet patients’ 
expectations. The new reality is that 
GPs’ consultation times have been 
reduced and doctors are having to 
work longer than their contracted 
hours – no wonder medical graduates 
are thinking twice before becoming 
a GP. I think it is time for greater 
investment to be put into what is the 
front line of the NHS. 
General practice has been described 
as the jewel in the NHS crown – if 
general practice fails, the whole NHS 
fails. 

Robert Pinkus
ERPA Chair

Expert Patient Programme
A free six week course is available for 
people living with a long-term condition 
and their carers. It can increase your 
confidence to manage your condition 
effectively. For more details about this 
service or any of the others listed.  
email: healthyliving@harrow.gov.uk

Harrow Health Champions
Peer mentors can encourage and 
support people with chronic health 
conditions or who are isolated and 
feel excluded. They provide free and 
confidential one to one support  
sessions. Email: alexiam@safh.org.uk 
or call 07496170616

Harrow Health Walks 
Join one of our walks and meet other 
people. It is a fun and friendly way to 
help you stay fit and healthy. 
www.harrowhealthwalks.org

Your details will not be shared with other organisations

We need your consent to share regular updates by e-Mails, please 
contact us at erpanews@gmail.com to receive news and advice

By Bipin Dattani, Chairman – ERPA


