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Where did it all begin ….. 



Cuckoo Lane Team  
 27 staff members 

 2 Directors (1 Clinical 1 
Strategic/Operational  

 6 Nurse Practitioners 

 Practice Manager 

 3 Practice nurses 

 GPs (2-4 hours day) 

 Receptionists  

 Practice Secretary 

 2 Health care assistants 

 IT lead 

 Notes summariser 

 2 apprentices 



Drivers for change 
 Doctors resigning 

 Changes in society‟s 

expectations 

 Role and resources of 

the NHS 

 Increasing pressure on 

Nurse appointments 

 Recognising the full 

potential of the NP in 

Primary Care? 

 The research on NP's 

highlighted how they 

provided Patient 

centred, accessible, 

high quality care and 

highlighted the „Merits 

of the mutual 

participation model‟ 

they shared with their 

patients.  



Day to day: 
 About 80:20 split NP:GP  

 

 Routine and urgent 

appointments 

 

 Acknowledging safe 

boundaries - skill mix -Red 

flags 

 

 Recognised pathways   of care 

- 2 week rule referrals 

 



Excellence in managing long term 
conditions 
 Appropriate use of nursing skills 

 Team approach 

 Patient empowerment 

 GP involvement for complex patients 

 Linking with the Case Management  

 Spirometry expertise 

 Insulin initiation 

 Anticoagulation initiation and monitoring 

 



 
 
 
 
 
Challenges 
 Completely new way of 

working 

 Finance and management 

 General running of the 
practice was far more 
difficult than anticipated 

 Ensuring all correct 
governance in place – 
ensuring all correct 
systems and processes 
were in place to support 
the public. 

 

 

 Creating consistency 
across all staff to record 
appropriately – an on-
going issue for all 
practices 

 Not being eligible to some 
funding streams other GP 
practices were  

 „Egg Gate‟ – to be 
explained  



The Story continues 
 Successfully Practicing since April 

2005 

 The old premises at CLHC were loved 

by patients and staff providing a 

homely environment for pts - however 

it was clearly not compliant to carry out 

health care for all.  

 Moved to Our New purpose built 

health premises on 7.2.14  

 We still have an enterprising way of 

working, using a team approach, to 

deliver top class primary care 

 Grown List size - now 5,200 patients 

 Encouragement from the House of 

Lords  



Other services provided  
 Heart disease and 

hypertension management 
clinics 

 Diabetic clinics  

 Commuter clinics 

 Well woman clinics 

 Baby clinics and routine 
childhood immunisations 

 Travel clinics 

 Inhaler/asthma, lung 
function clinics  

 NHS health checks, 
anticoagulation monitoring.  

The practice also offers 
some specialist services for 
the locality.  

 Paediatric phlebotomy  

 Insertion of ring pessaries 

 Research hub Practice  

 Training Practice for Nurses 

 National apprentice scheme 

 Work Placements for 
Refugee Health 
Professionals (Supporting 
doctors trained abroad ) 

 Looking at GP trainee 
places (HENWL) 

 



Added Value of the Model 
 Community involvement in 

Primary Care 

 Plus bus for health  

 Community focus 

 Social Enterprise culture - 
most appropriate  

 Fostering innovation and 
economic efficiency 

 Impartial - no clinical, 
pharmaceutical interests 

 Skill mix 

 



 HUDDLE - 5 minute 5 point 



Innovations at Cuckoo Lane.  
 

 Nurse Practitioner led –all 
Clinical Governance 

 Nurse training practice 

 Pilot site for WSIC 

 All Clinical Team Meeting -
Case presentations 

 Managing Drs 

 Bespoke IT systems 

 All nursing staff coaching model  

 Twice daily huddle 

 Value of Nurturing model 

 Culture of continual 
opportunistic learning 

 

 



Our aim is for continuous 
improvement  



What do patients say FFT Sept 
2016: 
 Clean practice, very friendly staff, very efficient. I 

was seen in a timely manner and I didn't feel rushed  

 Friendly and professional service. Very helpful. 

Calm environment. 

 Always had excellent service. It's the best practice 

in Ealing. They are caring, friendly; they offer a 

personal service to their patients. I can't fault them. 

 The doctors and nurses are exemplary extremely 

helpful and always willing to listen. 

 Flexible, organised, friendly and listen to concerns 

with diligent follow up. 

 Receptionists/nurses working here are always 

friendly. I don't see doctors/the services are great. 

 Been here a number of times- they give me good 

treatment and staff are helpful and kind towards me. 

 I like the communication - the ease of it: making 

appointments/text notifications/ease of repeat 

prescriptions. I've been with the practice for years 

Extremely Likely

Likely

Neither Likely nor
Unlikely

Unlikely

Extremely Unlikely

Don't Know



What our Staff say ? 
Jo Robinson  NP  

 

 “ I previously worked in a 4 partner 
GP practice with 2 PN with no 
previous experience of the NP role. 
When I completed my NP training I 
had difficulty implementing my role 
in practice and believe this was 
mainly due to lack of support and 
understanding of the role. Since 
having started at Cuckoo Lane  I 
feel that I have been able to 
extend my role using the 
experience and knowledge 
gained to its full potential. I feel 
this is mainly due to the support 
and guidance form the team 
enabling me to broaden my 
boundaries” 



Thoughts from GPs 
 
 
 
 
 
 

 Christina Lucas sessional GP 
 

 “There is something about the culture of 
working in a nurse led practice which really 
lends itself well to modern day practice”.  

 “The variety of skills in the team means that 
the work gets done by the most appropriate 
clinician and team work is easy and 
streamlined to deal with the complex needs 
of patients”. 

  “At Cuckoo Lane the communication 
systems are well established including twice 
daily huddles - this has the advantage of 
getting us all together whenever we are there 
to exchange ideas and support each other”.  

 “Nurse led model produces a responsive 
style of practice where clinicians are well 
supported and work is done efficiently”  

 
 
 
 
 

 Professor Paul Thomas - GP 
 

 “One thing I like is the way we help each 
other out. One day I was a bit behind when 
one of the nurse practitioners asked me to 
help her with a tricky problem with a 
patient.  When I returned to my room I was 
very far behind. Others had noticed and went 
to the waiting room to ask if patients who 
were waiting to see me would like to see 
them instead - we all finished in reasonable 
time”. 

 

 “What a joy to work with colleagues who 
treat multidisciplinary team working 
seriously.” 

 

 



Other Team Members  
What do they say? 

Sally Armstrong Practice 

Nurse.  

 “Because I work with a 

team of highly skilled 

nurses I feel I can ask 

advice on clinical matters 

freely” 

 “General practice can be 

an isolated place to work 

but not at Cuckoo lane” 

 



 
 
Mohini Parmar – Chair NHS Ealing Clinical Commissioning 
Group 

 
 Cuckoo Lane practice is a unique Nurse led practice 

in Ealing which has had an “Outstanding CQC". 

 The atmosphere at the practice is very positive and 

has a real “ can do “ ethos . 

 That ethos filters down to all the staff and is reflected 

in their wall posters and ambience . 

 The Staff have a smile on their face and this must 

reflect on their patients. 

 

 

 



Outstanding (CQC) inspection 

Examples of innovative practice were commented by CQC: 

  “We found the practice to be outstanding for being well-led and 
providing responsive and effective services. The practice had a 
defined leadership structure and staff felt supported in their 
roles. The practice learnt when things went wrong and shared 
learning with all staff to minimise the risk.”   

 

 Expert spirometry testing 

 Mental Health 

 Whole systems integrated care 

 Community transport 

 Diabetes care  

 

 

 



External comments 
 This nurse led General Practice has proven not only to 

be safe and effective in care delivered but also 
exceeded parameters set out within their APMS 
contract.  

 This can be attributed to both the leadership and 
communication of the team providing services.  It 
has proved through its track record to be sustainable.  

 The practice believes that this model is sustainable 
and can be replicated in other areas with appropriate 
support leadership and a learning environment.  

 

 

 



Staff perspective  
 

At recent personal development and appraisals with staff they were asked about their 
experience of working at the practice – some of the comments are enclosed:  

 

 „Communication among the team‟  

 „Look for solutions‟  

 „Learn from mistakes no blame culture‟.  

 „Open dialogue to solve issues -  

 „Always striving for excellence‟. 

 „Being part of a team working together.  

 „Sense of belonging to the organisation-   

 „Happy‟ 

 „Working in a well-structured well organised team‟ 

 „Directors release for training to increase knowledge and skills 

 „Feel appreciated‟ 

 „Feel valued by employer - „Patient appreciation‟  

 „Flat structure assists with good working relationship‟. 

 



What is different about the culture 
of this model 
 Think differently 

 Flat structure 

 The twice daily huddle - 5 min 5 point  

 Achievements board – GOB ( Glimpse of brilliance)  

 Leadership 

 Mutual participation 

 Power sharing – staff patients 

 Interpersonal skills 

 Recruitment and retention - good 

 CQC Report praises clear leadership – strong teamwork 

 Patients at the centre 

 Open dialogue and everyone has a voice – staff feel their decision matters 

 Patient satisfaction rates are very high - According to QOF results – Cuckoo 
lane gained highest patient satisfaction levels in local area 

 Staff say it is an exceptionally rewarding place to work 

 
 



Can we do it – yes we can 



The garden flower model  

Soil water sunlight 
Soil water sunlight  
and nutrients  


