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Getting It Right – From The Start 

 

Project newsletter

Autumn 2012

National update
I am Rhea Sinha, the new 
health project manager 
for the Getting It Right – 
From The Start project. I 

took over from Jocelyn Cole when she 
went on maternity leave in July. 

Before Mencap, I worked in the NHS 
for almost six years. I had various 
roles, including a business coordinator 
position in the Leadership and 
Development team and I worked with 
many health professionals across  
the NHS. 

I am truly excited about Getting It Right 
– From The Start, and working with my 
team of locality coordinators to improve 
the quality of healthcare for people 
with a learning disability in primary  
care settings.

Since our last newsletter in July, over 
70 volunteers in all four areas have 
been very busy completing their ‘hello 
visits’ to each GP practice involved in 
our project. The volunteers have 
worked on suggested action plans for 
each of the practices, which they have 
put together with support from the 
locality coordinators. 

Joanne Moore, Mencap’s training 
coordinator, has developed the GP 
workshop training based on discussions 
with our volunteers. The training will 
be run by our volunteer champions 

and mentors in the GP practices. She 
is setting the scene by training the 
champions and the mentors on ‘Train 
the Trainer’ sessions.

The aim of the GP workshops is to 
show how GP surgeries can help people 
with a learning disability get the best 
possible service. The workshops will: 
give GP practice staff more information 
about what a learning disability is; 
talk about how good communication 
skills will help patients with a learning 
disability; and give some tips for good 
communication. 

The workshops will also talk about 
giving information out in easy read, 
as well as letting the GP practice staff 
know what reasonable adjustments 
they can make for people with a 
learning disability coming to their GP 
practices. All our volunteers are looking 
forward to running these workshops in 
the GP surgeries and are getting ready 
to start. 

I am really enjoying working on this 
project and would like to thank our 
lead GPs, volunteers, GP surgery 
staff, steering groups and locality 
coordinators. Together we can make 
this project a great success!

The diagram on the next page explains 
the activities and plans for Getting It 
Right – From The Start up until 2014.



Project activities August 2011 – July 2014

4 Volunteers work 
with Mencap training 
coordinator to decide 
on the content of the 
workshops 

Continuation 
strategy 

Keeping the 
good work 
going! 

Ongoing June 2012–July 2014

9 Volunteers offer 
the workshops to 
other providers that 
may be interested 

8 Volunteers 
continue to work 
with practices on 
their action plan

7 Volunteers do the 
rest of the workshops 
with practices 

5 Try out 2 or 3 
workshops with 
practices 

3 Volunteers 
work with locality 
coordinators to make 
action plans  
for GP surgeries

2 Volunteers do 
formal practice visits 

1 Volunteers get 
ready to do ‘hello 
visits’ in May 2012

10 Volunteers 
revisit practices 6 
months after first 
workshop to find out 
what has happened  

11 Volunteers revisit 
practices 12 months 
after to review the 
progress/imapct 

6 What worked? 
What did not work? 
Review the workshops 
with practices 
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East Surrey update 
Locality coordinator: Lucy Darlow 
Telephone: 07508 114 109  
Email: lucy.darlow@mencap.org.uk

Since our last newsletter, 
there has been lots of 
progress in East Surrey. 
From April 2013, clinical 
commissioning groups 
(groups of GPs) will be 

responsible for designing local health 
services in England. So, to get ready for 
this, we are now calling our medical 
practices in east Surrey the East Surrey 
Clinical Commissioning Group.  
We are also now using the NHS logo.

Practice visits and reports

Our volunteer champions and mentors 
are still working extremely hard. They 
have now finished their first formal visits 
to practices in the area. They have also 
finished writing up their findings and 
the answers they got to their questions. 
Several volunteers are now writing a set 
of recommendations in the form of an 
action plan, which they will take back to 
their practices to talk through with the 
practice managers. 

Everyone is putting a lot of time and 
thought into what improvements they 
suggest and how they explain them 
to people.

In September, Jo Moore (Mencap’s 
training coordinator) joined our group 
meeting to help the champions and 
mentors get ready to hold workshops 
at their practices. The session was very 

useful. Brian Derbyshire (mentor) said 
afterwards, “This gave us a clear idea 
of what we need to do and was also an 
excellent exercise in team-building”. 
Many thanks to Jo. 

It is not easy to stand up and talk to 
a room full of people, and keep your 
audience interested in what you are 
saying. So it is clear that we have some 

Tracy (champion) and Janet (mentor) outside 
Birchwood practice in Horley

Carol at Townhill medical practice in Caterham

Lucy Darlow, 
locality 
coordinator
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very talented champions and mentors 
who take their work for this project  
very seriously. 

These pictures show some of our group 
in action.

News about our steering group

We had a smaller but very helpful 
steering group meeting in September, 
with a lot of useful comments from 
our champions. We talked about some 
of the things that need to be done to 
make sure the pilot in east Surrey goes 
ahead and can influence the work of 
clinical commissioning groups in the 
rest of Surrey.  

In the meeting, we talked about how 
important it is to make strong links  
with our Health and Wellbeing Board. 
The board is getting ready to be the 

main forum for setting out the priority 
needs for Surrey and making sure 
quality services are provided.

Our champions have decided to take  
it in turns to be part of the steering 
group. Many thanks to Stuart and  
Sandy for taking part in June, July  
and September.

Working with Smallfield Practice

John Spedding (mentor) has written 
the following report: “We’re raising the 
bar – this has often been said during 
the Paralympics, and in true Olympian 
style the commitment made by the 
Smallfield GP Practice to our project 
came to the fore when Mark and I met 
with the GP working with us on this 
project, Dr Bosch, to provide feedback 
from our initial visit.

Not only had he set aside his own 
valuable time, but he had also drawn in 
three GPs in training who are currently 
based in the practice. This gave us the 
opportunity to provide them with a 
broad outline of what we are hoping 

Steering group meeting in September

Ian, Carol and Stuart presenting

Training for trainers
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to achieve through the project, and 
highlight the challenges that people 
with a learning disability and their 
carers face when trying to access 
health services.

And what a positive experience it 
turned out to be!  

Dr Bosch responded positively to the 
observations we had made on our visits, 
his GP colleagues showed a real interest 
in how this might affect their own 
practice when they have completed 
their training, and we identified clear 
areas where the project can provide 
continuing support to the practice.

“This included:

    helping the practice to develop easy 
read leaflets

    Dr Bosch using our first action plan to 
write his own, more detailed plan for 
the practice as a whole

    a renewed commitment to supporting 
people, in collaboration with other 
contributors, with their health  
action plans

    finding out more about the health 
needs and lifestyles of people with a 
learning disability

    sharing the many good ideas we are 
picking up from across the East Surrey 
Clinical Commissioning Group 
practices.

We didn’t have any medals to hand out, 
but well done Smallfield!”

Helen King, 
locality 
coordinator

North Tyneside update
Locality coordinator: Helen King 
Telephone: 07507 032 890  
Email: helen.king@mencap.org.uk

Clinical commissioning 
group update

Good news from North 
Tyneside – the NHS 
North Tyneside Clinical 
Commissioning Group is 
finalising its structures 
and recruiting people at 

the moment. They are holding four 
drop-in sessions in the area for people 
to come and meet them. So some of 
the Getting It Right – From The Start 
volunteers will go to a session and talk 
to them about the work we are doing.

Volunteer update

Volunteers in North Tyneside have been 
very busy recently. They have been 
getting to know each other in their 
pairs (mentor and champion) and the 
mentors have been finding out how the  
champions would like to be supported 
in their role. Both mentors and 
champions have said how important 
this is.  

“It was really lovely meeting up with 
Carly. I was able to get to know her a 
bit better and tell her how I need to be 
supported” said Louise (champion).

Also, volunteers have been meeting in 
small groups to find out more about the 
project. This is to make sure everyone 
is clear about their role in the project 
and knows how to find out more 
about reasonable adjustments. Talking 
to GP practices about reasonable 
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adjustments, and helping them to 
make them, is a big part of the project 
so the meetings are very useful. 

Here’s how one of our volunteers is 
finding the project:

“Hi, I’m Lark and I’m volunteering as a 
mentor with the North Tyneside team 
for the Getting It Right – From The Start 
project. Primary care services are at the 
centre of healthcare and I was shocked 
to learn that people with a learning 
disability are still not getting equal 
access to them. Working with Claire, my 
champion, has increased my awareness 
of how overlooked individuals often feel 
when visiting  
their GP. 

I am excited to be involved in the 
project as I feel the proactive nature 
of it is the way to make permanent 
changes. By putting people with a 
learning disability in the driving seat 
when it comes to delivering training, 
their experiences can be put to use 
to improve services and make real 
changes that are relevant. 

Lark and Claire

Louise and Katie at the BBC

I am looking forward to supporting 
Claire to make her contribution to 
improving services.”

In September, Katie – a volunteer 
champion – won a Mencap competition 
to go and see the filming of Strictly 
Come Dancing at the BBC studios 
in London. As she won two tickets, 
she asked her friend Louise, also a 
champion, to come with her. They were 
very excited! They also asked Helen to 
support them on their trip.

Katie, Louise and Helen took the train 
to London and, after a quick bite to eat 
at the hotel, changed into their party 
outfits –they had been told to dress 
glamorously!

They really enjoyed being in the 
audience as they had a great view of all 
the celebrities and the judges’ panel. 

Katie said: “I was really happy and 
excited to see Strictly Come Dancing. 
The dancers were very good but they 
had to dance again because one of 
them did something wrong. We were 
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near Johnny Ball and the man from 
Westlife. Bruce Forsyth was very good 
too but he kept messing up his lines 
and had to do them again. He spoke to 
someone in the audience who had been 
standing in the queue outside for a long 
time. I loved every minute, thank you  
so much.”

Louise said: “I am really lucky to have 
Katie as a friend so I could go to see 
Strictly Come Dancing. It was really 
good. They looked after us at the BBC 
and were very friendly. I can’t wait to 
see if we can see us on the TV. Thank 
you very much.”

On the way back the next day, Katie 
and Louise wanted to have their 
photos taken at Platform 9¾ (from 
Harry Potter) so they could show their 
families. They both said that they will 
remember this trip for a very long time.        

Louise at platform 9¾

GP practices

Since the last newsletter, more GP 
practices have signed up to the project 
– we have a total of 20 now, which is 
great news. Volunteers have started to 
visit the practices and say hello to the 
practice managers they will be meeting 
with over the course of the project. The 
volunteers have really enjoyed looking 
around the practice they will be working 
with and getting to know the practice 
manager, and looking at how they can 
support them throughout this project. 

The visits will carry on through October, 
and volunteers will then begin to deliver 
workshops for practice staff or provide 
an advice service towards the end of 
the year. 

Steering group 

The steering group met in July, before 
taking a month off in August for 
holidays. They were really pleased 
that so many GP practices want to be 
involved in the project.

Tom Dunkerton (head of 
commissioning, North Tyneside) said:

“I’m very impressed that a range of 
practices from across North Tyneside 
want to engage with Mencap and the 
volunteers. It shows that GP practices 
in the area want to get it right for their 
patients with a learning disability.”
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Mid Devon and 
Exeter – an update from 
our new locality 
coordinator
Locality coordinator: Victoria Ralfs
Telephone: 07507 032 883
Email: victoria.ralfs@mencap.org.uk

Introducing myself

My name is Victoria Ralfs 
and I am the new locality 
coordinator in Mid Devon 
and Exeter. I have taken 
over from Pam Hogan, 
who did a brilliant job in 
the first year. I am very 
excited about all the 

great work that has already been done 
by Guy Bradley-Smith, our lead GP, and 
the energetic and enthusiastic team of 
volunteers. And I am looking forward to 
getting stuck in. 

I worked for the Down’s Syndrome 
Association for nine years as their 
training manager. During that time I 
worked with many health professionals 
and co-trainers with a learning 
disability. This is why I am so thrilled 
to be working on this wonderful 
project where we are already making a 
difference to what health professionals 
think about healthcare for people with 
a learning disability. 

Saying hello

I have had a very warm welcome from 
everyone in the Mid Devon and Exeter 
project and I have been hearing about 
how the surgery visits have been going 
over the summer. The team got together 
on 18 September for a training day with 

our good friend Peter Harris from Wolf 
and Water. Peter did some fun and 
interesting exercises that helped the 
group to think about the qualities and 
skills they thought I need to have to be a 
good locality coordinator.

Chris said: “Vik needs to be responsible 
and organised. We need her to be 
supportive to us on the project.” 
Michelle said: “I think Vik also needs to 
be friendly and fun.” 

Victoria 
Ralfs, locality 
coordinator

Chris at the champions induction

Michelle at her training day
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Action plan visits

Action plan visits have taken place in 
some of the GP surgeries and the team 
talked about those experiences. Peter 
asked the team to think about how they 
felt it was going for them. Everyone 
chose an object that made them think 
about this. 

Miriam chose an inflatable ring because 
she said that when one of her visits 
went well it made her feel lifted up and 
excited. She also said that when she 
had a meeting where she and Matt felt 
less positive, she felt a bit deflated like 
the ring with no air in it. 

Rachel chose a bucket and spade 
because she said she felt we had  
dug the foundations of the project 
really well. 

Working with GP surgeries

Peter helped the team to think about 
what qualities and skills we all need to 
build good working relationships with 
the surgeries. Some of the team talked 

about how well their visits had gone 
and how they are enjoying working 
with surgeries on the reasonable 
adjustments they can make. One of 
the surgeries has already put a link to 
the EasyHealth website on their own 
surgery website.  

Ross said: “Trust 
has to be earned. 
I think that if you 
listen to people 
they will listen to 
you too and that 
builds trust.” 

I went to one 
surgery visit with 
volunteers Pat and Rebecca. Rebecca 
had been very nervous but the staff 
were very welcoming and keen to  
find out how they could improve 
what they do for their patients with a 
learning disability. 

Rebecca said: “I could come with Pat 
and we can take photos of the touch 
screens. This would help people know 
what to do when they arrive.” 

Miriam with the rubber ring

Rachel at the training day

Ross, one of our champions
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My next steps

I will now be visiting volunteer pairs in 
the next few weeks to support them 
with their action planning. The team 
met on 2 October for a training day to 
develop our skills in delivering training 
to surgeries. 

Vicky said: “It 
was great to meet 
you on Tuesday. I 
think we all came 
away feeling 
more positive and 
confident about 
where we are 
going.”

Thanks to the steering group 
I am looking forward to my first 
meeting with the Mid Devon and Exeter 
Steering group on 25 September. I 
would like to thank them and all the 
volunteers for their patience through 
the recent change and for their time 
and expertise.

 

Vicky, one of our mentors

Devon steering group

Northamptonshire 
update
Locality coordinator: Jo Rattray
Telephone: 07507 032 885
Email: jo.rattray@mencap.org.uk

News from 
Northamptonshire is that 
there are now two clinical 
commissioning groups – 
the Nene Commissioning 
Group and the Corby 
Commissioning Group. 
As Nene is a large group, 
they have split the county 

into eight groups. About 70 practices 
have signed up to be part of the Nene 
Commissioning Group so far.

The project in Northamptonshire

Around 14 practices from all over 
Northamptonshire have now become 
involved with the Getting It Right – 
From The Start project. We also sent a 
second wave of invitations to over 20 
other practices in September.

Practice visits and reports

Champion and mentor volunteers in 
Northamptonshire have continued 
with a steady flow of visits to practices 
over the summer. Already we have a 
pair of volunteers who have completed 
their action plan for a practice they 
are supporting. This is the next step for 
this pair of volunteers and will be an 
important stage before delivering their 
feedback to the practice later in the 
autumn.

In Kettering, Sally Barrett (champion) 
visited Headlands Medical Centre and 
was really pleased with the welcome 

Jo Rattray, 
locality 
coordinator
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she got. Sally was  given a full tour of 
the Headlands practice, which is in a 
beautiful, historic building. It also has 
a light and airy modern extension with 
lots of spacious treatment rooms, a 
separate clinic and a second waiting 
room. There is also a pharmacy on site.
Several of the practices we have visited 
would like our volunteers to help them 
design an easy read practice leaflet 
that would make information about 
the practice easier to understand. This 
would be helpful for patients with a 
learning disability, and also for elderly 
patients, people who do not speak 
English as their first language or people 
who have poor eyesight. Of course the 
volunteers have said they are happy 
to help with this and look forward to 
getting started later in the year.

Easy read

A group of Getting It Right – From 
The Start champions have also been 
involved in designing and developing 
an easy read leaflet about pharmacies 
or chemists, as well as easy read 

Sally outside Headlands medical centre

Sally at the pharmacy at Headlands medical centre

medication sheets that show people 
when and how to take their medication 
using pictures and prompts. We hope 
these will be used widely across 
Northamptonshire – displayed in 
pharmacies, sent to people in the 
community and even used in the 
hosptitals to help patients take their 
medication correctly.  

Thank you to volunteers Sally, Robert, 
Sheila, Karen and Rachel for giving 
their time to do this. And also thanks 
to Karen Eastwood, a student nurse at 
Northampton University, and Carolynne 
Freeman from the local pharmaceutical 
committee.

Hospital roadshows

The Getting It Right hospital roadshows 
came to town this September. 
Northampton General Hospital held 
its roadshow on 18 September as part 
of Mencap’s Getting it right campaign. 
The campaign focuses on support for 
patients with a learning disability when 
they are in hospital and includes a 
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charter of nine measures to improve 
experiences for patients. Around 
60 staff from all different parts of 
the hospital went to the awareness 
sessions which were delivered by 
Mencap staff and brilliant co-trainers 
Maisy and Richard. Hopefully we will 
have some photos of the day for you in 
the next issue of this newsletter.

Training the trainers

We are now finalising arrangements 
for October’s Train The Trainer session 
in Northampton. The champions and 
mentors will attend a half-day training 
session with Jo Moore from Mencap’s 
Learning Exchange. The aim of the 
session is to give volunteers the skills 
they need to deliver workshops and 
advice sessions to practice staff later 
in the year. Good luck to everyone 
involved!

Mid Devon and Exeter
Locality coordinator: Victoria Ralfs
Telephone: 07507 032 883
Email: victoria.ralfs@mencap.org.uk

Northamptonshire
Locality coordinator: Jo Rattray 
Telephone: 07507 032 885 
Email: jo.rattray@mencap.org.uk

East Surrey 
Locality coordinator: Lucy Darlow 
Telephone: 07508 114 109  
Email: lucy.darlow@mencap.org.uk

North Tyneside  
Locality coordinator: Helen King 
Telephone: 07507 032 890  
Email: helen.king@mencap.org.uk

Registered charity number 222377 (England, Northern Ireland and Wales); SC041079 (Scotland).  2012.254_10.12

Steering group meeting in October

Our steering group has had the summer 
off and we started again on 9 October. 
Welcome back to everyone and thank 
you again for your support. We will have 
a new member of the group from the 
Northamptonshire Learning Disability 
Partnership Board joining us this 
autumn, and we will then be inviting 
each volunteer to a steering group 
meeting throughout the year.


