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Background Paper Provided by the West Essex CCG 

Osler House Surgery - HOSC Background and Briefing paper 11.5.18 

Executive Summary 

The Osler House surgery was one of 10 practices serving Harlow. The list for the 
practice was 3347 in January 2018.  There have been longstanding difficulties 
recruiting to the practice and low patient satisfaction levels.  The provider gave six 
months’ notice on the contract on 31 October 2017.  In November the CCG worked 
with the existing provider to find a way for them to continue the service, but this was 
not possible.  In December and January the CCG spoke with 5 local practices to see 
if they could operate a branch service from the area.  This was unsuccessful.  Given 
patients have multiple options to register with other practices in Harlow (3 within 1.2 
miles, a further 2 within 2 miles each with good CQC rating and open lists) the 
CCG’s Primary Care Commissioning Committee decided to disperse the list.  This is 
the same process followed by West Essex for a similar dispersal in Waltham Abbey 
in March 2018 and by NHS England for 2 small practice dispersals in 2016 and 
2017. 

The CCG communicated the change to patients by letter and held public meetings.  
This has been highly contentious with local MP, councillors and residents.  The CCG 
has met with these groups during February to April.  The CCG is looking to meet with  
Harlow Council, lead councillors and the MP to look at future planning for prmaryc 
are services in harlow as part of the major population expansion in the town. 

Detailed briefing 

 Primary Medical Care Services were provided at Osler House Surgery by 
Chilvers & McCrea Ltd trading as The Practice Group and was situated in the 
Potter Street area of Harlow.  (Hamstel Road, Harlow CM20 1QX) 
 

 The Practice Group, the provider of Osler House Surgery, served notice on 
their Personal Medical Services contract on 31st October 2017.  In line with 
contractual obligations they gave 6 months’ notice which expired on 30th April 
2018. 
 

 The reason for the notice was that the provider stated it was not financially 
viable to continue to provide the services within the current NHS contract 
value.   
 

 The list size as at 1st January 2018 was 3347 patients. The practice had a 
higher proportion of children and young people and a lower proportion of older 
people compared to neighbouring GP practices. 
 

 Over the past few years, The Practice Group have lost considerable funding 
under a national process of the Funding Differential Review (FDR). They have 
historically received the highest amount of funding for any practice in West 
Essex until the review took place. Despite this additional funding, providing 
services in Osler House has been a challenge for many years due to its size 
and the surgery has experienced high staff turnover and was reliant on locum 
doctors.  This reflects a national staffing challenge which particularly affects 
smaller practices.  

2

Agenda Item 10



 
 

 

 The practice had received low patient satisfaction survey results information 
and historically there was also a high number of patient complaints per 1000 
registered population in PCT days. 
 

 The premises in which Osler House operate are owned by Harlow Health 
Centre Trust (HHCT) and leased to The Practice Group by NHS Property 
Services.  The premises are in need of refurbishment as part of a 
regeneration of the area - initial estimates are within the region of £0.5m.  The 
safety and security of the premises is also difficult to maintain and there have 
been a number of vandalism incidents recently. 
 

 There are 5 practices within approximately a two mile radius of the practice: 

Practice Distance on foot Distance by car List size 

Church Langley 0.9 miles 1.4 miles 10,669 

The Ross 
Practice 

0.9 miles 0.9 miles 9,916 

Hamilton Practice 0.9 miles 0.9 miles 9,639 

Sydenham House 1.5 miles 1.6 miles 2,913 

Lister Medical 
Practice 

2 miles 2 miles 18,922 

 

 All these neighbouring practices operate well and provide good general 
medical services following inspection by the CQC and all 5 practices have 
open lists. 
 

 All neighbouring practices operate from one site with no branch surgeries. 

The Ross Practice and Hamilton Practice both operate from one building, 

Keats House.  The Lister Medical Centre is a very large practice and building 

work has recently commenced on a new build with greatly increased capacity, 

due for completion in November 2018. 

 The CCG recognises that for some patients it will be a more difficult journey to 
their new practice. There are public transport options available to patients if 
walking or driving is not possible. Feedback we have received was that 
patients in the Potter Street area were using public transport to visit and 
register with a new practice. Harlow is relatively well served in terms of 
proximity of surgeries to populations compared to many areas. 
 

 As a fully delegated CCG, the Primary Care Commissioning Committee 
considered two feasible options, find a new provider or disperse the list. 
 

 West Essex CCG were aware that the practice, because of its small list size 
would not be financially viable as a stand-alone surgery so we worked behind 
the scenes with the existing provider and local GP practices with a view to 
retaining the surgery as either a merged or branch practice.  Despite spending 
two months trying to facilitate this, it did not prove successful. 
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 As a fully delegated CCG and given that the option of finding a new provider 
had not been successful, the Primary Care Commissioning Committee agreed 
that dispersal was the best option.  The advantages are: 
 

o Patients would have ongoing access to Primary Medical Services at 
well-established practices all rated as good by the Care Quality 
Commission (CQC);  

o Patients can register at practices very close to Osler House ie. 
Between 0.9 and 2 miles (walking distance). 

o Nearby practices will offer localised quality services in line with the 
terms of their current primary medical services contract and are happy 
to register all patients from Osler House 

o The neighbouring practices are able to recruit and retain a stable 
workforce 

o The neighbouring practices are able to offer a greater range of 
enhanced services to patients. 

o It is a cost effective model for the NHS 
o Consolidating premises where appropriate and making best use of 

vacant space is in line with the CCG estates strategy. 

 West Essex CCG worked with The Practice Group to ensure that 
communications to stakeholders, patients and staff were consistent and were 
shared in a timely manner.  The below email was sent to all key stakeholders 
including the local MP, Robert Halfon, the Health and Wellbeing Board, 
Harlow District Council, Health Watch Essex and local/county councillors. 

FW Osler House Key 

Stakeholder Comms.msg
 

 Regrettably due to an administrative error, Primary Care Support England 
sent out the patient letters in advance of our agreed timetable and it was not 
possible for us to brief key stakeholders in advance of the letter being sent to 
patients, we recognise that this put those elected to public office in a difficult 
position to respond to the questions from residents, which was not our plan 
and for which the CCG have apologised.   

 All practices in Harlow have their lists open to new patients. Patients were 
asked to re-register with another practice before 28th March 2018. There was 
a not a “first come first served” system i.e. each practice was be able to take 
new registrations up until 28th March 2018 and after this date (as long as the 
patient resides in the practice catchment area).  
 

 After 28th March 2018 the CCG received a list of patients still registered with 
Osler House surgery. The CCG then allocated each patient to one of the local 
practices and notified each patient of the change in their registration. Any 
patient that does not wish to stay at that practice can choose to move their 
registration to another surgery at any time, provided they live in the surgery’s 
catchment area.  
 

4



 
 

 The following meetings were held to discuss the CCG’s plans and respond to 
any concerns and issues: 
 
o The CCG’s Chief Officer, Andrew Geldard, and the Director of Primary 

Care and Localities, Peter Wightman, spoke with the local MP, Robert 
Halfon, on 1st March, 26th March, and met with him at the House of 
Commons 9th May.  
 

o Staff from the CCG, including the Chair of the CCG, Dr Rob Gerlis, and 
Peter Wightman met with the Resident’s Association on 7th March and 10th 
April. 
 

o Staff from the CCG met with the Patient Participation Group of the Osler 
House Surgery on 7th March. 

 
o Staff from the CCG met with officers from Harlow District Council and 

Harlow Health Centre Trust (HHCT) on 26th February. 
 

o A further meeting was held with councillors and officers from Harlow 
District Council on 9th March.  Following this meeting, the CCG 
investigated a proposal from the Councillors to identify space around the 
Potter Street area in Harlow for use by GPs for a weekly/fortnightly clinic 
for over 75’s.  The following sheltered housing locations were visited by Dr 
Kuti from Church Langley Medical centre and Marion Jones, Senior 
Primary Care Commissioning Manager at West Essex CCG: 

 
o Livingstone House 
o Wrights Court 
o Manderville Close 

 
Unfortunately none of the above locations had rooms which were suitable 
for clinical use as the space available could not be altered to meet the 
standards required.  More information is available on each of the 
locations, if required.  The pharmacy consulting room was also unsuitable.  
The CCG are in currently the process of consulting with EPUT to identify if 
they have any suitable premises available for use. 
 

o The CCG’s Primary Care Commissioning Committee have been kept fully 
appraised and have received monthly progress updates regarding the 
closure. 

 

 Engagement with patients was for an agreed period of time via: 
 

o Letter to all patients informing them of the closure of the practice and 
providing information on where and how to register with another 
practice. 
 

o Engagement drop ins at locations close to the practice to enable 
patients to share comments and concerns and to provide additional 
support to those patients that may need help registering were held on:    
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 Tuesday 13th March 2018, 13:00-15:00, Potter Street Community 
Centre; and  

 Monday 19th March 2018, 16:30-18:30, Potter Street Baptist 
Church Hall  

 
These were an opportunity for the CCG to respond directly to patients 
and were attended by: 
 

o community agents (care navigator)  
o neighbouring practices with staff who could advise on the 

registration process for patients at their practice 
o CCG staff to listen to concerns and provide additional 

information/signposting to ensure patients understood 
and were supported through the process 

o Harlow Community Transport 
 

 West Essex CCG was able to provide reassurance that:  
 

o patient records are safe and will transfer to the patients new practice of 
choice 

o that families will be able to register at one practice if they wish to do so 
o that they will be welcomed as a patient at the new practice 
o that disabled access is available at other practices 
o the new practice the patient chooses will explain the process for 

making appointments, getting repeat prescriptions etc when they join 
 

 All patients living at Livingstone House were registered at the Church Langley 
Medical Practice and the practice met with the Home Manager and the LD 
nurse on Tuesday 20.03.18 to discuss the on-going management of these 
patients to ensure a smooth transition and continuity of care.  Church Langley 
will provide an enhanced service to these patients in 2018/19. 

 The CCG is committed to ensuring that there was a smooth transition for all 
patients to a new surgery, especially the elderly and vulnerable patients. Staff 
at the practice ran an analysis of all patients still registered with them on 29th 
March and identified those they knew to be vulnerable, including those who 
do not speak English. The Practice Manager then contacted each of these 
patients to ensure that they understand the change and the new practice they 
will be registered with.  In addition, vulnerable patients were be flagged to 
their new practice to ensure they receive care appropriate to their needs. 

 

 The CCG understand the wider impact of any change to local health services 
on the community and we would like to take the opportunity to describe the 
improvements that have taken place or will happen this year, to enhance NHS 
and care services in Harlow:  

 
o GP extended access service offering evening and weekend 

appointments, operating at the Hamilton Practice site (Keats House) 
since 2015 – accessed via the patients registered practice.  
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o Lister House with Harlow Health Centres Trust is due to open a major 
new health centre in November 2018 caring for 18,500 patients with 
significant extra capacity for growth.  

o A visiting paramedic for Harlow started in November 2017 as a 12 
month trial to improve the response to urgent problems of vulnerable 
patients.  

o New pharmacist roles started at practices and care homes in 2016 and 
2017 to support patient care including best care of patients with 
multiple medicines.  

o New prevention clinics have been set up by local practices (starting in 
last 6 months) to proactively invite patients who may be at risk of 
hospital admission to develop and implement a care plan.  

o A care navigation service has been put in place with Essex County 
Council to systematically connect citizens to voluntary sector services 
that can support them.  
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