Enhanced Access Newsletter: Aug 2025
Practices l Reception & Admin Teams l EA Clinicians 
WHATS NEW? 

EA Service Manager – many of you will know that Laura will be leaving Ephedra in September, having worked with us since 2018.  We wish Laura well in her new role and thank her for all hard work.  We are delighted to welcome Helen Walsh as our new EA Service Manager.  Helen has been with Ephedra since 2013 and she is currently the Deputy Practice Manager at Spring House.  Helen has significant experience of general practice and will be a huge asset to the team.  Contact details will be shared in due course.
FeNo’s – The FeNO machine has gone off site for its annual service. This is expected to take up to 2 weeks but may be sooner. Please do not book any FeNos in for now and I will update you as soon as I know of its return. 
Significant events/learning points - We have had 2 significant events within EA since the last newsletter. 

1) A task was sent to the wrong task group within EMIS so it wasn’t actioned. This was picked up because the Doctor told the patient to chase with their own practice if they had not heard within 2 weeks. The surgery investigated and when this was found they actioned immediately. All Doctors have been reminded of the correct group to send to
Learning point – please continue to advise patients to chase with their own surgery if they do not hear with an appointment within 2 weeks as this is a good failsafe to cover any human error. 

2) A patient was booked into EA from an EMIS practice. There was more than 1 patient with the same name and the incorrect patient was selected.  A consultation and prescription were actioned under the incorrect patient details. This was picked up at the pharmacy on collection of the script. 
Learning point – EMIS practices have been reminded to add name, DOB and NHS to textual bookings and all clinicians are being reminded to check the patient DOB and name in the clinical system before they start any consultation with the patient. 

We have seen a number of mix ups in recent months with clinicians selecting incorrect patients in an EMIS practice.  This is a high risk area in EA.  Please double check names and DOB with each patient before you start a consultation. 


New pharmacist working in EA
We have registered a new pharmacist with EA who has shifts booked from Sept. An updated scope has been escalated around so please refer to this when booking in. 

Practices 
1. All complaints should be coordinated by Laura Whitfield, EA Service Manager in the first instance. Any clinical complaints or issues will be supported by the Ephedra Mgmt team and the patient’s own practices where appropriate.

No outstanding complaints.
	No complaints received since the last newsletter.
2. Any EA appointments the same day that have not been used can be utilised by practices after 4pm (Monday-Thursday).  Any appointments available for the weekend which have not been booked by Friday 2pm, can be booked by all practices.  Please continue to be mindful of your booking allocation numbers for fair usage of appointments across practices. 

3. Please continue to circulate the information about the EA service to all those staff members who book appointments. From time-to-time patient frustration arises from appointments not being booked in properly so please review the information being circulated to make sure all appointments booked are appropriate. 

4. The Enhanced Access Service: Zero Tolerance – the staff and clinicians working for the EA service should not have any forms of abuse directed at them by patients. If incidents arise the practice will be notified and the situation will be discussed at a directors meeting with an agreed action/outcome. 

5. Cancelled Spiros are highlighted in yellow on the DNA spreadsheet, this is for ease to follow up, if the patient needs rebooking and to be aware there will not a result sent through to you. The reason the spiro was cancelled will be added as comments to ensure rebooking of this runs smoothly. I have previously sent out reminders around the procedure to follow when booking in a spiro, to ensure the patient has correct info and brings correct medication for the appointment to go ahead but please shout If you would like me to send this again.

6. CSMS. The new national Cervical Screening Management System that has replaced Open Exeter (which the hub was previously using) is running smoothly with no complications to report. We are now been an operational hub for this. The documentation on the patients notes for both SystmOne and EMIS remains the same and you no longer have to give access to EA nurses for Open Exeter as CSMS is national and I have set up their access for this.
Reception Teams 
7. Please ensure only Spiros are booked ahead of the standard 14 day embargo. There are some Smears and FeNo tests slipping through and being booked too far ahead. This will cause upset to the patient when asked to rearrange once the rotas are checked. 

8. Please continue to make sure that when booking a patient into Enhanced Access that consent is obtained, the reason for the appointment is stated, if it is either face to face or a telephone consultation and the correct patient identifiable information (including contact numbers) is added. Please remind patients that it will not be a clinician at their usual GP Practice. 

9. Appropriate Appointments: Please can you have the exclusion criteria with you when you are booking appointments. We have had a couple of appointments which should not have been booked into EA and instead followed up by their own GP. This is all made clear in the exclusion criteria word document. 

10. Telephone Consultations: Please do not specify the time the patient is to expect a telephone call because the Drs will not always do these in time order once they have reviewed their lists. Please book face to face appointments if an examination is required.

11. Clinician Scope Document – Please have this out when you are booking appointments to make sure the clinician you are booking the patient with is able to complete the consultation. There is a mixed skillset within EA now, with more clinician’s signed up and not all mirroring each other within the same job role. Please also check the duration needed for each appointment. 

12. Please remember not to directly message or task any of the EA Clinicians. They are locum doctors who pick up ad hoc shifts so may not be in, in time to action anything outstanding. We are more than happy to receive feedback and relay this back to them through the EA service manager. From time-to-time IT issues (for example with ICE) can occur so clinicians may ask the surgery to request the investigations. 

13. Please double check only one concern is being booked in an appointment. If there is mention of a second concern the appointment will need to be a double appt, failing to book a double appointment may result in the patient not being able to discuss the second issue. 

EA Clinicians
14. An email has been sent out regarding shift swaps. We have requested that these are not directly arranged by clinicians but passed to Laura who will look how to cover you or arrange a swap if requested. 

15. Please remember to only book two weekend shifts and two weeknight shifts when shifts are released on Harris. The hours and bookings are checked over and will be allocated fairly if there are any left after all clinicians are booked on. We do continue to review the service and if we can extend the booking number you will be notified. 

16. Learning Point: When an IT issue occurs, for example ICE is not working, please clearly place your history and examination findings in the records and the clinical reason for the investigations you have requested, in particularly radiological investigations. Please then remember to send a Task to the EA Team. Advise the patient that they may be contacted by their own practice for further information and to contact their own surgery if they have not received the said appointment. Please also remember to tick the box so results go back to the registered practice/ GP.

17.  If you have any technical issues during your shift, please contact Laura in the first instance and we have ITS support during Enhanced Access hours on 01992 515855. A couple of Drs have had to call ITS during their shift, in which the issue has be rectified quickly. 

18. When booking a shift on Harris please be sure you’re available for the entire shift from start to finish. There must be a GP on the premises for the entire EA shift as our nurses and Pharmacists are not insured to work without a GP in the building so all GP’s working an EA shift, should alert the reception team when they leave.
  
19. Learning Point:  When opening multiple clinical systems please be careful when transcribing information as human error can occur and the incorrect details can be sent on the wrong patients notes. This also applies to tasks if sending regarding an EMIS patient – please ensure you have checked which EMIS practice the patient is registered with when documenting on the task within SystmOne. 

20. Please can clinicians continue to document all history, examination, and management plans clearly. If a referral is needed, please remember to send a task to the appropriate group on S1/EMIS. Without this task – referrals are not actioned. 

Thank you all for your time and commitment to the service. 
We are always looking at ways to improve and obtain feedback about the EA Service to improve patient, practice, and clinician experience, so if anyone has any feedback, please let us know by dropping an e-mail to Laura.

