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It is important that we summarise our approach, 

particularly for colleagues who will now become part 

of our immediate NHS community as more NHS 

clinics begin working together more effectively and 

the ‘Hub’ is deconstructed. This model has worked 

well in supporting Caradoc and will now be used to 

support the Green Elms, Frinton Road and Epping 

Close surgeries as the provider contract transfers. 

The Ranworth Approach Explained 
We do not claim that this is unique or innovative.    

It is straightforward and based on solid principles 

established by many other practices in many other 

locations.   We have listened to our patients and 

their needs.   

 The Primary Care day starts at 8am when many 

patients start to ring in. The calls or physical 

visits come via reception, and our receptionists, 

on answering the phone, ask for a simple, 

helpful description of the issue (two or three 

words) for quick reference only (NOT a triage).   

Reception colleagues confirm the preferred 

phone number for the call back and ask patients 

to keep their phones close by (the GP will only 

attempt one call back due to time constraints). 

 Alternatively, patients are encouraged to book 

an appointment online (they can make the 

booking between midnight and 10am for call 

back between 8am and 10am). 

 The telephone triage list (which can be filled up 

to 10am) is then reviewed by a GP for triaging 

call-back.  

 When the GP calls back,  the conversation 

between themselves and the patient 

determines: 

a. Is a GP appointment necessary? 

b. Is a prescription required (only)? 

c. Is advice needed? 

d. Is another clinician needed? 

 For requests after 10am where the patient feels 

they need to be seen on that day, a message is 

sent to the GP for their clinical decision and the 

patient could be added to the next day’s list or 

appointment given for another day.   If deemed 

urgent after the conversation with the patient, 

the GP will access an appointment on that day. 

Managing Peak Times 
We have also established: 

 A body of duty doctors who can be considered 

on call for peak times, if required 

 Local call handling, at each and every practice, 

and no ‘Hub’ or call centre 

 A triaging model that makes better use of 

resources to put patient care FIRST 

We look forward to working with you. 

The Ranworth Surgery Team, January 2020 

As you are probably aware the NHS is making its best efforts to manage a shortage of GPs (and some 

other clinicians), under-funding, population growth and increases to life expectancy. As part of our 

response to manage this, the team at Ranworth has developed a successful ‘back-to-basics’ approach to 

managing appointments, patient contact, diagnosis and follow-up that places patients at the forefront of 

Primary Care, and puts robust patient care back in the context of ‘True Care Navigation’ despite a 

challenging environment.    



Introducing Dr Shamshad   
 My name is Farrukh. It’s a pleasure to be able 

to introduce myself as one of the ‘caretaking’ 

GPs of the surgeries at Green Elms, Nayland 

Drive, Frinton Road and Epping Close. As a 

team, we all very much look forward to meeting you and 

providing great NHS care.  

I came to the UK in 2001, did my GP training in the Colchester 

area and then worked in Clacton-On-Sea at Green Elms.  

I spent 3 good years as a GP there, but left to become a GP 

Partner at Ranworth Surgery in 2010, where I have been 

working since. We are very proud of our achievements and 

quality standards. One specialist interest of mine is care of the 

elderly (including better provision out of hours, supporting 

Clacton Hospital, residential homes and so on, in which I have 

been very active). Another is technology; we are setting up the 

GP&Me programme, which will make remote video 

consultations from your mobile phone easy and effective (like 

‘Facetime’ but safer and more secure!). 

I look forward to working with staff at all the surgeries to deliver 

consistently good health services for patients, all within a 

positive and healthy environment.  
 

Introducing Dr Qurban 
My name is Saima.  I came to the UK in 2004 

after working in different hospital specialities 

and I trained as a GP in Crawley from 2007, 

joining Ranworth Surgery in 2010.  

Ranworth Surgery has always been very patient-focused: we 

pride ourselves on this and we continually aim to improve the 

way we provide treatment and care to our patients. I’m also a 

GP trainer, providing both clinical and educational supervision 

to Foundation Doctors and GP Trainees at all stages of their 

development. I am also the lead GP for safeguarding, diabetes 

and learning disabilities. I have special interests in women’s 

health, general medicine and neurology. 

Since 2011 I have personally built a service for patients in 

North East Essex (‘Headache and Botox GPwSI Service’ – 

GpwSI means ‘General Practitioner with Specialist Interest’). 

This service has been operating for 8 years and appears to be 

very popular. 

I really look forward to working with all staff and to supporting 

patients with their health needs whilst part of this GP 

Caretaking Contract. 

 

 

 

 

 

 

 

We would like to take this opportunity 

to thank all our amazing staff who 

have not only worked extremely hard 

to improve the service offered to 

patients but who have exuded 

professionalism during this transfer 

period.  The patient focus has been at 

the heart of the work we have 

undertaken and we hope that patients 

have had a positive experience. 

We would also like to say thanks to 

the members of the Patient 

Participation Groups (PPGs) for their 

support over the years. 

This transfer of services marks the 

end of an 18 year era for ACE.  We 

first entered the primary care sector in 

2002 when we started running Green 

Elms Surgery.  Until the end of the 

financial year we will be continuing to 

provide the extended access GP 

service from the Urgent Treatment 

Centre in Clacton.  Thereafter, 

although we won’t be offering primary 

care services we will be working 

closely with our GP colleagues to 

ensure that, in line with the NHS Long 

Term Plan (LTP) we help to 

“…dissolve the historic divide 

between primary and community 

health services…” by providing a 

diverse range of community services. 

With thanks and best wishes to all. 

On behalf of Frank Sims, Jayne 

Hiley, Sharon Charlton and the 

senior management team at ACE  

Landlord update 
NHS Property Services who are our landlord will, over the coming weeks, be undertaking some 
refurbishment works at a number of the surgeries, this is routine and scheduled maintenance. 

from ACE 
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