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Practice Manager: Paul
Drinkwater provides an
insight into the role.

•    What persuaded you to become a Practice Manager?
I have always enjoyed being in a role that had an impact on peoples’ lives
and being able to help people in this way has shone through most of my
career from when I started as a qualified Nursery Nurse upon leaving
school, to my time in the police service and now as the manager of a
large GP Practice.

•    In your role at Manor Street Surgery, how would you describe a 
     'typical' day?

A typical day for me is generally quite a “reactive” one. I have on average
30-40 emails a day which need to be actioned, alongside this I need to
make sure everything is running smoothly. This can be anything from
ensuring staff coverage for the day, making sure the I.T infrastructure is
working properly and reviewing policies and procedures all the way down
to replacing light bulbs and unblocking toilets - some of the more
glamorous areas. I am also looking at the services the surgery provides

Good Friday 30th March Closed
Saturday 31st March Closed
Sunday 1st April                       Closed
Easter Monday 2nd April Closed

Please note that the ‘extended hours’ surgery held on
Mondays, will move to Tuesday 3rd April when Manor
Street will be open from 7.00am – 20.00pm

Easter 2018 - 
Surgery Opening Times

Have you ever wondered what the role of a
Practice Manager (PM) involves?  In this article,
Paul Drinkwater, our PM at Manor Street,
provides us with an insight...

Continued on Page 2
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Manor Street Surgery
and thinking of ways of improving the patient experience, dealing with staff
and patient queries and managing my Doctor’s schedules. Then we have
finance, HR….the list goes on and on, but it is such a varied role it is always
interesting and challenging. 

•    What would you describe as the role's biggest challenge 
     (staffing/funding/patients) and how do you manage this? 

Staffing can be an issue at times. If you have a few people off sick it really impacts on the running of the
surgery but we have a fantastic team here and everyone helps out where they can. Patients can be challenging
at times but generally if you explain something to them and they understand it then everything is fine. One of
the biggest issues we have with patients believe it or not is our car park and people not being able to get
parked in time for their appointment. Unfortunately some people don’t leave enough time to allow to find a
parking space.

•    From your perspective, how can patients help themselves to get the best from the practice?
Call us when you need us and it is appropriate and if you don’t need an appointment please cancel it. If all
patients across the country followed that simple mandate then appointment waiting times would drop
dramatically. Also PLEASE sign up for our online services, you can book and cancel appointments with us
online and also request repeat prescriptions and view aspects of your medical records. Forms are available
from reception and 2 forms of I.D will be required to sign up but it is a very worthwhile service. I use it at my
surgery and it allows you to manage your healthcare at a time convenient to you.

•    What level of involvement does the role have with CCG? 
As a practice manager you have as much or little involvement with the CCG as you like really, you can either
just respond to requests that come in or you can take an active part in the development of the services being
provided. I take an active part in the developing of services with the CCG and attend monthly meetings where
views and ideas are addressed. 

•    When there is a CQC inspection, how does this involve you?
A CQC inspection to me is like an Ofsted inspection for a headmaster, I make all the
provisions for the inspection and it is my responsibility to ensure we are meeting all
the standards set out by the CQC. We plan for them years in advance and always
strive to be providing the best level of service we can. 3 years ago we were inspected
and were rated Good which is the standard grading most practices get, since then I
have been planning for our next inspection and our goal is to achieve a rating of
Outstanding.

•    What do you see as the biggest change for patients at Manor Street in the way in which they access GP 
     services in the next 5/10 years?

The current mandate for the NHS is to implement the changes set out by the 5 year forward view; one of the
main areas is to make practices more accessible to patients. Over the next 5-10 years I can see there being
potentially a change towards more E-Consultations and patients being able to do a lot more online for their
health. We are also working a lot more with local health services such as pharmacies, Herts Help and Carers in
Herts and we are looking to signpost patients to more appropriate services to allow them to get the help they
need through the quickest route. We also actively listen to our patients views and where possible and practical
we act on them.

We are grateful to Paul for his valuable contribution

CQC inspection
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Who we are and what we do…an introduction from Meg Carter, 
Trustee 
  
‘Healthwatch Hertfordshire is the independent consumer voice for Health and 
Social Care in Hertfordshire.’  
  
Put more simply, Healthwatch represents the public’s views on health and social 
care (what works and what doesn’t work) at a strategic or decision maker level. 
Healthwatch has statutory powers to ensure the public voice is strengthened and 
heard by those who commission, deliver, and regulate health and care services.    

We do this by: 

  gathering evidence and the public’s views on health and social care – our 
work is based on what people tell us, either through email, telephone calls, 
and surveys; at events we attend, social media, or by comments left on our 
website. We aim to help commissioners plan and design services making sure 
that the views, experiences and needs of patients, carers and users are 

listened to.     

acting as a ‘critical friend’ to providers and 
commissioners of services.  We do this by raising issues 
with health and social care services and in a number of 
ways. Healthwatch is represented at many different 
NHS and County Council forums and meetings. We also 
produce reports and make recommendations about how 
local services can be improved. This is often done by 
specific research projects and/or ‘Enter and View’ 
visits.  
  

 providing information 
and signposting. For example, 

we help people to find information about local 
social care and health services. If we can’t help, 
we put them in touch with someone who can.  
  

 challenging health Inequalities. It is important to 
find out what has happened to those who are 
finding it difficult to make use of services, or who 
have trouble making a complaint.   

  

  

 

Healthwatch as an organisation 

 Healthwatch is a charity and limited company, commissioned by 
Hertfordshire County Council, and is a completely independent body.  
  

 It is governed by a Board of Trustees (volunteers) who also set the strategic 
objectives of the organisation.   
  

 Much of the work of is supported by volunteers who contribute in a variety 
of ways and extend an understanding as to how well a service is working and 
what issues are important to people in different communities. For example, 
Healthwatch has a statutory power to visit and report on the quality of care 
in a care home or a health care setting. These visits are planned and 
coordinated by the Healthwatch team but carried out by trained Enter and 
View volunteers.   
  

Our primary focus is on services provided in Hertfordshire. We also work with 
several out county organisations that provide services to Hertfordshire residents 
such as the Royal Free NHS Foundation Trust Hospital.  

There are nearly 150 local Healthwatch across the country. As part of this network 
we can feedback to our national body (Healthwatch England) and the Care Quality 
Commission (CQC) on matters that warrant a national response.   

 
If you would like to get in touch with Healthwatch to:  

 Feedback on your own or family member’s experience of health and social 
    services  

  
 Obtain information, for example, about a Hertfordshire Care Home that 
Healthwatch may have visited (Enter & View Report) or read other reports 
concerning specific research  
  

 Enquire about volunteering opportunities   
  

 Or simply hear more about the work the team does…  
  

…..here are the contact details  

 Telephone: 01707 275978  
  
 Email: info@healthwatchhertfordshire.co.uk  
  
 Via our website: 
www.healthwatchhertfordshire.co.uk  
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Manor Street Patient Participation Group (PPG)...
On the 5th February, representatives from the Manor Street Patient Group attended a Patient and Public
Involvement (PPI) and Patient and Participation Network Development Session, held by the Herts Valley
Clinical Commissioning Group at the Stanborough Centre, Watford. The meeting included three presentations: 

1) National Association of Patient Participation (N.A.P.P.) 
Paul Devlin, the Chief Executive of N.A.P.P. began the meeting with a presentation entitled Effective PPGs and
their contributions to patients and practices.We were offered insight into the role of NAPP and its support of
PPG’s in general. In addition, discussions that followed provided both a wealth of information, and the
opportunity for reflection of the role of the PPG at Manor Street Surgery. Specifically recruitment of a diverse
membership and communication with the patient population appears to be common themes amongst PPG’s. At
Manor Street, the situation is no different. Our role supports the practice in both maintaining and improving
services.

Manor Street Surgery PPG is urgently seeking to recruit new members of all ages. 
So what’s in it for you?  You may have a variety of untapped skills that can be employed in new initiatives -
also, it looks good on the CV! 

To find out more, and how you can become involved, please contact Ian Phillips, the chair
via the reception desk. Time short but would like to be involved - we have a Virtual Patient
Group too! 

2) Urgent Care Update and consultation on services at Hemel Hempstead Hospital
For patients who may not be aware the opening hours for urgent treatment centre in Hemel Hempstead Hospital
and current contract for West Herts Medical Centre (registered patients) are under review. You are urged to visit
www.hertsvalleysccg.nhs.uk/urgentcareconsultation where full details of the consultation are available to the
public. The 28th March is the final opportunity for you to have your say. 

3) Review of Community Services 
Avni Shah, Programme Director for Planned and Primary Care provided an overview of the re-designing of
community service provision within Adult Care Services. If you want to know more about the changes, visit:
www.hertsvalleysccg.nhs.uk

... And finally, a free event to learn more about Diabetes will
be held at the Civic Centre on April 30th starting at 7.00pm.
This ‘hot topic’ is being organised by the Berkhamsted Joint Patient Participation Groups. 
For further details see posters in GP surgery/Practice website/ press/FB etc

Manor Street Surgery


