
 

 

 

Meeting CCG Patient Reference Group (PRG) minutes 

Date and time Wednesday 11 April 2018, 18:00 – 20:00 

Venue Boardroom B&C, 7 Kirkdale Road, Kirkdale House, Leytonstone, E11 1HP 

Chair Caroline White                   CCG Lay Member for Community Participation 

Attendees  Guest speakers:  
Isabelle Davies-Tutt, Quality and Patient Experience Officer 
Jane Mehta, Interim Managing Director, CCG 
Jane Milligan, Accountable Officer NHS North East London  
Commissioning Alliance 
 
CCG standing attendees: 
Julia Walsh, CCG Head of Communications and Community Participation 
 
Healthwatch standing attendee: 
Althea Bart, Healthwatch Waltham Forest  
 
Patient Reference Group members:  
Neil Adie, Sensory impaired representative 
Khadija Gitay       Walthamstow PPG locality representative 
Alex Kafetz 
Jim Sarginson       Chingford PPG locality representative 
Pat Stephenson    Walthamstow PPG locality representative 
Liz Phillips       Leyton/Leytonstone PPG locality representative 
 
 

Apologies Richard Griffin        CCG Lay Member for Community Participation 
Fatima Khasimi      Faith representative 
Rebecca Waters    Communications and Engagement Manager, CCG 
Sylvia Debreczeny 
Mary Logan           Save our NHS representative 
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1. Welcome, apologies and declaration of conflicts of interest 

 No conflicts of interest declared. 

 Actions 

None. 

 

2. What is the NHS North East London Commissioning Alliance and how will it involve 
patients and the public? – Jane Milligan, Accountable Officer NHS North East London 
Commissioning Alliance and Jane Mehta, Interim Managing Director, CCG 

2.1  Jane Milligan is the new Accountable Officer for the North East London Commissioning 
Alliance, which brings together the seven clinical commissioning groups across north east 
London: NHS Waltham Forest, Newham, Tower Hamlets, City and Hackney, Barking and 
Dagenham, Havering and Redbridge CCGs.   

Jane has worked in the NHS for over 30 years and was previously the Chief Officer at Tower 
Hamlets CCG. Her appointment is the result of the seven CCGs in north east London having 
chosen to work collectively to maximise health outcomes for local people.  

Jane Mehta, Interim Managing Director for Waltham Forest CCG has worked in east London for 
more than 18 years. She was previously the Director of Strategic Commissioning at Waltham 
Forest CCG.  

Jane Mehta introduced a video by The Kings Fund which gives an overview of how the NHS in 
England works and a summary of changes over the last few years. The video can be viewed 
via: www.kingsfund.org.uk/audio-video/how-does-nhs-in-england-work 

Jane Milligan talked through a slide presentation on What is the NHS North East London 
Commissioning Alliance and how it will involve patients and the public.  

The alliance aims to harness the benefits of greater collaboration across the system with CCGs, 
NHS organisations, local authorities and the voluntary and community sector working closer 
together. For patients this will mean a more joined-up, efficient, consistent, local NHS with 
improved pathways and care.  

Individual CCGs remain legally responsible for the delivery of their responsibilities and joint 
commissioning with local authorities.  

Most CCG activity is taking place at borough level.  

Each CCG will have a Managing Director who reports to the Accountable Officer. In Waltham 
Forest recruitment is underway and Jane Mehta is acting MD until an appointment is made.  

 

2.2 Q1. Is the driving force on the changes shown in the video coming from NHS England or the 
government and would they be affected if there’s a future change of government?  

A1. There’s a lot of alignment across all parties and many of the challenges largely remain the 
same, such as aging population and medicine costing more. A lot of cross-party work already 
takes place.  

We have to continue building services that withstand any change.  

Q2. The Labour party are saying the NHS needs to be re-instated. Historically, wherever they 
were in England, people received the care they need but this no longer appears to be universal 
due to all the various CCGs having different priorities. Not much seems to be going in front of 
parliament.  

http://www.kingsfund.org.uk/audio-video/how-does-nhs-in-england-work
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2. What is the NHS North East London Commissioning Alliance and how will it involve 
patients and the public? – Jane Milligan, Accountable Officer NHS North East London 
Commissioning Alliance and Jane Mehta, Interim Managing Director, CCG 

A2. It’s the 70th anniversary of the NHS this year. The organisation never stands still. As a CCG 
we have the freedom to consider what makes sense for us locally. With the forming of the North 
East London Commissioning Alliance, there will be greater opportunities to work across the 
area in partnership with other CCGs and get the best from our resources. We are also looking 
at how we can work more jointly with social care commissioners from the local authority to 
deliver a seamless service for patients.  

Q3. Some people dread going to the hospital due to transport. Might any changes be made to 
address this?  

A3. Barts Health has started a new system which is planned to be introduced London-wide. This 
has seen paper referral forms used by GPs to book appointments with consultants to be 
replaced with online communications, enabling GPs to obtain advice and guidance from a 
consultant within 24 hours. This ensures that only those patients who need to see a consultant 
are referred to hospital, therefore reducing unnecessary trips.  

Q4. Can there be more creative ways of engaging with patients?  

A4. A number of examples were given of good engagement across the area, including Waltham 
Forest Maternity Voices Partnership, bringing together local parents, midwives, health 
professionals and all others interested to improve maternity services in the borough. This 
scheme worked well by getting parents involved in designing a scheme to recruit midwives. We 
will learn from excellent examples of engagement and welcome your views and ideas on how to 
improve getting people’s input.  

Q5. In relation to integrated health and social care, social care services are short of funding and 
locally there is a lack of GPs and district nurses. What happens when a patient’s needs exceed 
their own Personal Health Budget?  

A5. Personal Health Budgets work really well for people who need more integrated packages of 
care. The budgets are not about hospital bed care, it’s about the care they receive at home. 
This is part of Better Care Together, a Waltham Forest-wide programme to join up the different 
health and care services in our borough. Better Care Together is run in conjunction with 
Waltham Forest Council, Barts Health NHS Trust, North East London NHS Foundation Trust 
and voluntary organisations, including Age UK. The work provides extra support for people who 
are likely to visit A&E and helps Waltham Forest’s health and care organisations to work 
together more effectively.   

Locally there are two colleges which have excellent courses focusing on health care, including 
nurse apprenticeship schemes. 

 

Actions 

None 

 

 

 

3. Minutes of the last meeting 

 Minutes of the March meeting agreed as accurate. 
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 Outstanding actions from last meeting:  

• TB to enquire with Public Health and the social prescribing team about what services 
are offered to under 18s.  

• SS to double check whether GP reception staff training includes the Accessible 
Information Standard (AIS) and how to book interpreting.  

• Update on receptionists training to return to a future meeting. PRG would like to see an 
outline of the course content and SS to write an overview.  

  

4. Patient Experience and GP alerts update - Isabelle Davies-Tutt, Quality and Patient 
Experience Officer 

4.1 ID-T explained that the complaints system has been bought back in to Waltham Forest CCG 
from 3 April. If you have a complaint relating to the way an NHS service has been 
commissioned or you have been directly affected by a commissioning decision made by us, 
please contact the NHS Waltham Forest Clinical Commissioning Group Complaints Team. 
Contact details are available on www.walthamforestccg.nhs.uk.  

Information on how to make a complaint can be made available in other languages and 
interpreters can also be arranged, including sign interpreters.  

An Easy Read leaflet on how to make a complaint is currently being created which will be 
published on the CCG website.  

ID-T explained that new robust action plans have been put in place for dealing with complaints. 
For example, a complaint will only be closed once all actions in the action plan are completed. 
When a patient contacts the Complaints Team, they will be contacted by Waltham Forest CCG 
to clarify and agree the main points they wish to make.  

Patients are advised to always try and resolve the complaint with the service first as they will be 
best placed to respond.   

 

4.2 Q1. Is there a specific period within which a complaint will be dealt with? 

A1. Many organisations work to a 25 working day time-frame. We will aim to agree a 
reasonable time-frame with the patient when we initially contact them.  

Q2. If a patient makes a complaint relating to a GP practice, what evidence do you seek from 
the GP?  

A2. NHS England (NHSE) is the organisation responsible for handling complaints about GPs 
and their practices, not CCGs. When making a complaint, you can choose to complain to the 
healthcare provider from where you received the NHS service, or to NHSE.  

Complaining to NHSE may be the right option if you are not comfortable complaining directly to 
your healthcare provider. For complaints about the service received from a GP, dentist, 
pharmacist or optometrist, contact the NHS England Customer Contact Centre. Their contact 
details are available on www.walthamforestccg.nhs.uk 

Q3. Are the NHSE complaints made public? 

A3. We wouldn’t expect them to due to patient confidentiality. ID-T will check with NHS 
England.  

Q4. Does the CCG receive data on NHSE complaints? 

A4. Yes we receive an annual complaints report. ID-T to look into whether the general report 
can be bought to future Patient Reference Group meetings.  

Q5. What happens when complaints are repeatedly received about a GP practice? 

http://www.walthamforestccg.nhs.uk/
http://www.walthamforestccg.nhs.uk/
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A5. Our Primary Care Team receive data from NHSE and use this to identify any reoccurring 
issues.  

Q6. Do complaints about GP practices trigger a visit to them by the Care Quality Commission?  

A6. ID-T will check and let the Patient Reference Group know.  

Q7. Can Waltham Forest investigate complaints made about local GPs?  

A7. GP contracts sit with NHSE, so they are the designated organisation responsible for 
handling complaints about GPs. 

Q8. When a complaint is made to NHSE, where does it go? 

A8. It would go to the NHSE complaints team and then usually a regional team. ID-T will 
confirm.  

Actions 

Action 2: I-DT to check with NHSE whether complaints they receive are made public.   

Action 3: I-DT to check whether data on NHSE complaints can be bought to a future PRG meeting.    

Action 4: I-DT to look into whether complaints about a GP practice would trigger a CQC inspection.  

Action 5: I-DT to confirm whether complaints to NHSE go to a regional NHSE complaints team.  

Action 5: I-DT is putting together a leaflet which will be provided to the PRG to look at and give 
feedback.  

5 Any other business? 

5.1 Members were made aware of the invitation: Co-production day for North East London 
leadership programme for Nurse educationalist and Nurse Academics - 19 April 

 

Next meeting: Wednesday 9 May, 6-8:00pm. Boardroom B&C, Kirkdale House.  

Day Date Time 
   
   
Wednesday 13 June 6-8pm 
Wednesday 11 July 6-8pm 
Wednesday 12 September 6-8pm 
Wednesday 10 October 6-8pm 
Wednesday 14 November 6-8pm 
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