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My Care,  
My Way  
A guide for 
patients



“I am grateful to my  
GP who has assisted me 

during my many years of working 
life. Now I am 90 years old and have 

been in hospital, my GP has introduced 
me to My Care, My Way. I did not know 

that I can get help to make my life better, 
easier and safer. They are dealing with 

this now. Many thanks for providing 
support to improve my health.”

Patient’s feedback following first  
My Care, My Way appointment
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My Care, My Way. 
The new service for people 
aged 65 and older

Your local NHS is introducing a new care service  
called My Care, My Way. Its focus is planned care  
that anticipates and prepares for any changes in  
your health and social care needs.

My Care, My Way empowers you to manage every aspect of 
your care in partnership with your GP. It puts you at the heart  
of planning for your care, both today and in the future.

The service is led by NHS West London Clinical Commissioning 
Group and is a multi-organisation collaboration. GP surgeries, 
local NHS hospitals and community and social care services 
are all working together in partnership with many charities and 
voluntary organisations to deliver the service.

My Care, My Way is an additional service designed with you, 
the patient, as the priority. Your relationship with your GP and 
access to all your usual services will continue as before, and as 
needed. My Care, My Way provides added support tailored to 
your particular circumstances and individual needs.

Better health is more than a treatment of specific medical 
needs. It is also about what helps you to lead the life you wish 
to live. My Care, My Way helps you achieve this.
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Your care, supported

My Care, My Way puts 
regular points of contact in 
place to better help manage 
your health and wellbeing. 

It aims to prevent unplanned 
emergency care and to avoid  
the need for hospital admissions.  
This helps you to stay independent  
for as long as possible.  

It also promotes access to any additional support services  
you may need, like social care, home adaptation or mobility aids.  

“I have been the 
patient’s GP for the past 

15 years but I found out more 
about them in the session at the 

St Charles Integrated Care Centre 
today than I have in the 15 years  

of looking after them – this is  
really positive for patients.”

GP’s feedback following first  
My Care, My Way appointment

Your wellbeing, 
connected

My Care, My Way 
brings together a wide 
range of people from 
different services who 
will work with you to 
plan your care. 

They will form your 
integrated care team.
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A flexible approach  
to responsive care

My Care, My Way is designed  
to meet changes in your care  
needs in a way that is flexible  
and responsive.

The number of people in your care 
team will depend on your personal 
circumstances. In simple terms this 
means that you will see them as much 
or as little as you need. 

Your team will make sure that your care is planned with you, 
according to your needs, and that it can easily be adapted  
to meet any changes in your circumstances.

“As a case 
manager I am the 

main point of contact 
for my patients. I’m a 

stepping stone to offer 
guidance and help.”

Steven, Case Manager,  
My Care, My Way

“I’ve been explaining to 
my patients that the new 

service is like a health care 
‘MOT’. Regular checks make sure 

that any problems can  
be spotted early and  

managed appropriately.”

Michael, Health and Social Care 
Assistant, My Care, My Way
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What happens if I need more support?

If your care needs are more complex, 
for instance if you have diabetes, or 
if your needs change at any time,  
then it’s likely that your integrated 
care team will expand.

In these situations My Care, 
My Way is designed to be 
highly responsive so together  
we can plan for any changes. 

“The key benefit  
of My Care, My Way is 

that any problems can be 
identified and controlled 

before they become  
more serious.”

Emma, Health and Social  
Care Assistant, My Care, 

My Way

“Clients get extended 
appointments with their 

GPs and the members of their 
care team. I know our patients 

appreciate that we all work 
together to help them.”

Gloria, Health and  
Social Care Assistant,  

My Care, My Way 

How long will my 
appointment last?

My Care, My Way offers 
you longer appointment 
times with your GP. 

This means you will have 
more time to ask any 
questions you might have, 
discuss the health and 
social care options that 
are available to you and, 
together with your team, 
identify what matters most  
to you.
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Can I bring someone with me to  
my appointment?

You are very welcome to bring someone with you.

This can be a family member, a friend or a carer.  
Please let us know who is with you when you arrive.

How do I get an appointment?

You can make an appointment by contacting your GP or  
a member of your team at your local GP surgery. 

How and where your appointment will take place will depend  
on the condition of your health and your ability to travel.

If you are housebound or bed bound, members of your team  
can visit you at home.

If you have one or more long-term conditions, you may be invited 
to attend an appointment with your GP and the members of your 
care team at an Integrated Care Centre. 

What if I need an interpreter to help  
me at my appointment?

If you need an interpreter to help you at your appointment, please 
let us know by telling the person who is booking your appointment.
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What is an Integrated Care Centre?

Integrated Care Centres offer a wide range of health  
and social care services, conveniently located under  
one roof. 

St Charles Integrated Care Centre
Exmoor Street
London W10 6DZ

Telephone: 020 8962 4601

Violet Melchett Integrated Care Centre
30 Flood Walk
London SW3 5RR

Telephone: 020 7349 2802

Your GP, or a member of your care team, will be able to give you  
a map of the Integrated Care Centre linked to your GP practice.  
More information can also be found under the Your Services section 
on the Older Adults aged 65 and Over pages on our website, at 
www.westlondonccg.nhs.uk. 

Patient transport may be available 
to you. Please speak to 
the person making your 
appointment so  
they can look into  
this for you.
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“I went home  
feeling a lot better 

than when I went in.”

Patient’s feedback following 
first My Care, My Way 

appointment

What services are provided at the 
Integrated Care Centres?

Services range from diabetes clinics to basic foot care. 

To take advantage of the wide range of services 
at the centres, the members of your care 
team may arrange a number of different 
appointments for you when you visit. 

These longer appointments may include 
assessments, like X-rays or blood tests, 
so be prepared to stay a little longer. 

Confidentiality

As part of your treatment your team may need to access and 
record some information about you. This information helps 
them to provide your care in the best possible way and may  
be used to monitor the quality of the service. 

As good practice, any personal information we hold about you 
is stored securely and remains strictly confidential under the 
Data Protection Act. Personal information will only be used when 
required for your treatment. 
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Your consent

We will always ask for your permission before any form of 
examination or assessment. 

For you to give your consent you must feel comfortable with the 
information given to you and be free to make your own choice. 
Please ask us for more information and we will always respect 
your decision.

 
What if I need 
to cancel my 
appointment?

If you need to change 
or cancel your 
appointment please 
let us know as soon  
as you can. 

Your help means 
we can offer your 
appointment to another 
patient and arrange a 
time that is convenient 
for you. 
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What can I expect at my first appointment 
under My Care, My Way?

At your first appointment you might meet members of your 
integrated care team. Depending on your current care needs 
your team might include your GP, your case manager or health 
and social care assistant and anyone else involved in your care. 

You might discuss your health, social and emotional care needs 
and goals and share your thoughts on what help you would like. 
Together, you and your team will be able to develop your care plan. 

What is a care plan?

Your care plan is an outline of your care needs and it is updated 
with you after each appointment you have with a member of 
your My Care, My Way team. 

The care plan is useful in helping 
you to identify the health care, 
social care or voluntary services 
that might be useful to you. 

Care plans give your team 
the information they need in 
one place. You don’t have to 
repeat your story every time 
you visit.

“My Care, My Way 
brings all of us together 

under one umbrella and in 
one place. It’s so much better 
for our patients to have us all 

on hand to help them.”

Jean, Health and Social Care 
Assistant, My Care, My Way
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What do I need to bring with me  
to my appointment?

It would be helpful if you could bring some things with  
you to your first appointment. 

These include: your NHS number (if you know it), the details of 
anyone already involved in your care, together with details about 
any existing health conditions or allergies you have. Please also 
bring emergency contact details and information on your next of 
kin, if applicable.

It would also be helpful if you could think about the goals you have 
for your health and wellbeing. Your care team will ask you about 
these at your appointment.

What happens after my appointment?

After your appointment your team will discuss the results  
of any tests or assessments and 
will contact you if they  
need to see you again. 

Depending on your needs 
your team may refer you to 
be seen at an Integrated 
Care Centre, where you will 
be able to take advantage 
of additional services under 
one roof. 
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Introducing Self Care

Self Care includes a wide 
range of support, from 
information on managing 
any long-term conditions 
you might have, to news 
about ways to stay 
active and get involved 
in classes and events 
in your local area. 

Self Care focuses on 
supporting you to play an active 
role in your own health care and 
wellbeing. It’s about getting involved, 
learning how to gain added control over 
your health and your care – and helping you  
to live your life to the full. 

What about support from the local 
voluntary sector?

My Care, My Way works with key organisations in the 
voluntary sector, like Open Age, Age UK and the Kensington 
and Chelsea Social Council.

These organisations can offer you extra help, support and  
advice on a wide range of issues.
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Where can I find more information?

As a resident of Kensington and Chelsea, or Queen’s Park  
and Paddington in Westminster, you can ask your care team  
or GP for more details about My Care, My Way. 

Alternatively visit our website www.mycaremyway.co.uk. 

Patient Satisfaction

We hope you are delighted 
with the care you receive 
from us. 

We want to know what you 
think so please fill out our 
patient experience survey after 
your appointment. We use the 
confidential information you give 
us to improve our service.

Please let a member of your team know  
if you need this leaflet in other languages  
or formats. These are available on request. 

“Most helpful  
caring staff, thank 
you very much.”

Patient’s feedback following 
first My Care, My Way 

appointment
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Notes:
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www.mycaremyway.co.uk


