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Richmond Surgery Newsletter
Opening Times:
Richmond Surgery
Mon-Fri 8am-6.30pm
(see our website for
details of clinics outside of
these hours)
Wellbeing Pharmacy
Richmond Surgery
Richmond Close
Fleet Hants GU52 7US
Mon-Sat 0700-2230
Sun 1000-1700
Tel: 01252 447001
Rowlands Pharmacy
5 Linkway Parade
Courtmoor Fleet
Hants GU52 7UL
Mon-Thurs 0830-1800
Fri 0830-1830
Sat 0900-1300
Tel: 01252 615582
Boots The Chemist Pharmacy
225 Fleet Road
Fleet Hants GU51 3BN
Mon-Fri: 0830-1800
Sat: 0830-1730
Sun: 1000-1600
Tel: 01252 613698
Church Crookham
Pharmacy
157 Aldershot Road
Church Crookham
Hants GU52 8JS
Mon-Fri 0900-1800
Sat 0900-1200
Tel: 01252 621098

Telephone Migration
In mid January 2018 our telephone
provider moved our system to a
new hosting platform. The result of
this is that callers are no longer in a
“hunt system” for the next available
receptionist when calling in to the
surgery. We had been concerned
for some time that the old system
was “losing callers” as feedback
would suggest being on hold for an
excessive time, yet data reports
were not showing this.
The new platform system has now
provided us with a true queuing
system and whilst at present the
system does not advise you what
position of the queue you are in,
you will be notified if there is a high
number of callers already in the
queue giving you the choice to
continue holding, or to call back at
a less busy time.

improvements with this new system
in particular during the busiest
period of the day 0800-0930.
It will be no surprise that Mondays
are the busiest morning. As a
surgery with 13500 patients, our
dashboard data has shown 39
callers on a Monday in the queue
system at 0800.
We have 5
receptionists taking calls between
0800-0930 and tests have shown an
average hold time of 7 to 10
minutes at that time of the day.
We will continue to monitor, in
particular midday, but trust this
change will enhance everyone’s
experience
when
calling
the
surgery.

Once you have progressed below a
level of callers in the queue, you will
be informed of this change in hold
status.
We have been monitoring and
performing test calls and have seen
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Frimley Park Hospital - Notification
In light of NHS England’s guidance
on the cancellation of elective
procedures in the context of the
current national pressures, Frimley
Health NHS Foundation Trust has
asked us to share the following
information with you:
Frimley Health NOT currently
cancelling elective procedures
or outpatient clinics at this
stage
Please note that we are not
currently cancelling all elective
surgery and procedures or
outpatient appointments at any
of our hospitals. The message
to patients is to attend their
appointment as planned unless
they have heard directly from

us to the contrary.
We have taken a lot of calls
from the public because of
national media stories about
hospitals being allowed to
delay non-urgent care if they
need to.

NHS North East Hampshire &
Farnham Clinical Commissioning
Group
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Practice Vacancies
PRACTICE NURSE
Richmond Surgery is an expanding, forward thinking practice located in a quiet suburb of Fleet, Hampshire. We
are keen to meet and discuss opportunities at the practice for those looking to join our excellent clinical nursing
team. We would be very happy to receive applications from nurses in the early stages of their career as we
encourage growth, training and investment in all our staff together with experienced, enthusiastic and motivated
Nurses/Nurse Prescribers
With 13480 registered patients (and growing) we are a busy surgery, yet all our teams both clinical and admin
are supportive, friendly and work closely together to ensure excellent service provision to our patients.
We are a PMS Practice with 5 full time GP Partners. Our clinical system is EMIS Web and Docman. As a
progressive practice we have many clinics available at the surgery together with a host of private complementary
therapists. We work closely with our fellow 3 Fleet Practices offering extended access on a rota basis.
We anticipate in the region of 20-25 hours per week. Remuneration and annual leave will of course be
dependent on your experience, but we are competitive in both these areas
Applicants please forward your CV with covering letter to our Managing Partner, Donna Brennan:
Email: nehccg.richmondsurgery@nhs.net
Post: Private & Confidential Donna Brennan, Managing Partner,
Richmond Surgery, Richmond Close, Fleet, Hampshire GU52 7US
Closing date: Friday 16 Feb 2018

EXPERIENCED/SENIOR MEDICAL RECEPTIONIST
Richmond Surgery is an expanding, forwarding thinking practice based in a quiet suburb of Fleet, Hampshire. We
are looking for an experienced medical receptionist with a view to becoming a Senior Receptionist to support our
Reception Manager. With this in mind we would be pleased to hear from those keen to progress in their career.
Full support and training will be provided to ensure you reach your goals.
With 13480 registered patients and growing we are a busy surgery, yet all our teams both clinical and admin are
supportive, friendly and work closely together to ensure excellent service provision to our patients.
We are a PMS Practice with 5 full time GP Partners. Our clinical system is EMIS Web and Docman. As a
progressive practice we have many clinics available at surgery together with a host of private complimentary
therapists. We work closely with our fellow 3 Fleet Practices offering extended access on a rota basis.
We require 27 hours per week over 4 fixed days/shifts to ensure adequate support to our reception team and
reception manager. Remuneration and annual leave will of course be dependent on your experience, but we are
competitive in both these areas
Applicants please forward your CV with covering letter to our Managing Partner, Donna Brennan:
Email: nehccg.richmondsurgery@nhs.net
Post: Private & Confidential Donna Brennan, Managing Partner,
Richmond Surgery, Richmond Close, Fleet, Hampshire GU52 7US
Closing date: Friday 16 Feb 2018
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Find out how quickly you'll
notice the benefits of stopping:
After 20 minutes
Pulse rate returns to normal.
After 8 hours
Nicotine and carbon monoxide levels
in blood reduce by more than half
and oxygen levels return to normal.
After 48 hours
Carbon monoxide will be eliminated
from the body. Lungs start to clear
out mucus and other smoking debris.
After 48 hours
There is no nicotine in the body.
Ability to taste and smell is improved.
After 72 hours
Breathing becomes easier. Bronchial
tubes begin to relax and energy
levels increase.
After 2-12 weeks
Your circulation improves.
After 3-9 months
Coughs, wheezing and breathing
problems improve as lung function
increases by up to 10%.
After 1 year
Risk of heart disease is about half
compared with a person who is still
smoking.
After 10 years
Risk of lung cancer falls to half that of a smoker.
After 15 years
Risk of heart attack falls to the same as someone who has never smoked.
Read more at https://www.nhs.uk/smokefree/why-quit/what-happens-when-youquit#xUVfEZQ6Htd5sEFU.99
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EPS - Electronic Prescribing with Wellbeing Pharmacy
If your nominated pharmacy is Wellbeing Pharmacy based at Richmond Surgery and you have any
queries relating to a prescription you have requested via them, for speed and your convenience
please call Wellbeing direct on 01252 447001.

Behind the Scenes at Richmond Surgery
Behind the scenes at any Surgery, beyond the
clinical care provided by our GP and nursing Medical Secretaries
teams, is an array of staff members, all Rhiannon Pockett
contributing to the running of the Surgery.
(Dr E Hatley and Dr P Lingham)
Louise Couper
The most obvious is of course our reception (Dr M Sinclair)
team, but often unseen in the background are
many other staff:
The secretaries deal with all of the GP
correspondence going out such as referral
Reception Manager — Jan Fulcher
letters,
e-Referrals,
Insurance
Medicals,
Solicitors’ requests for copy records, all forms
Jan has been with us since 2008. She has not covered by the NHS Service Fees e.g.
extensive knowledge of all aspects of our Holiday Cancellation Forms, Private Health
reception team including pathology results, Insurance Claims, fitness to travel letters etc.
prescriptions, appointments etc. Should you
have any queries or concerns, please speak with Our Lead Secretary also assists the Managing
Jan in the first instance. Jan oversees a team of Partner with various duties including patient
10 part time receptionists who cover a rota of 3 statistic reports; email and text health
shifts per day. She is the first point of contact campaigns and our monthly newsletter, as well
for all issues relating to reception, appointments as supporting our clinical nursing team with
and prescriptions and works very closely with their various clinic admin.
our Managing Partner.
A high degree of professional confidentiality is
Within these shifts, our reception team have the required by all of our team due to the nature of
obvious duties of front of house and booking the work involved.
appointments. They also have a range of other
duties, many of which require additional and
ongoing training. These duties range from new
patient registrations, prescriptions, clinical
stationery, online systems daily maintenance,
new registrations, maintenance of patient
records, queries from patients, pharmacies,
nursing and care homes, funeral directors.
Lead Medical Secretary
Lisa Jasnocha O’Ceallaigh
(Dr S King and Dr W Gossage)

Emailing Medical Enquiries to your GP
Our GPs do not accept emails via our generic mailboxes from patients for medical/health queries,
new or ongoing or medication queries. If you have a medical/health query, medication question
etc please call and book a telephone consultation with your GP so that this can be discussed in
full. In the absence of your registered GP, a telephone consultation with the Duty GP will be
offered.
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Medical Students
We are a University Medical Student Teaching Practice and have been for over three years now.
We teach all ages and currently offer placements to University of Southampton, Imperial College
and St Barts. We are very keen to broaden our teaching to medical students from other
universities.

NEW SERVICE Patient Direct Access - Specialist Orthopaedic Practitioner
As part of increasing patient access to care, the 4 x Fleet locality practices have engaged with a
CCG (Clinical Commissioning Group) approved Physiotherapist, Premier MSK.
From the 13th November 2017, patients have had direct access to Vivien Jere, a Specialist
Orthopaedic Practitioner for an initial physiotherapy assessment at Richmond Surgery. She is
available for appointments on Monday and Wednesday afternoons.
If you have aches, pains or an injury, previously you would have booked an appointment with
your GP who would then refer you for an assessment and thereafter following this assessment
you may then be referred for physiotherapy treatment. Often there are long waiting times.
Now you can book an assessment appointment with our in-house Specialist Orthopaedic
Practitioner directly with our reception team avoiding the need to see your GP first to facilitate
the assessment referral.
The process is simple. If you believe you require this service, speak with our reception team
who will have access to the Specialist Orthopaedic Practitioner appointment book. They will ask
you some questions to ensure this direct service is appropriate for your needs, therefore do
please ensure you provide them with as much information as possible.
Our reception team have completed essential training for this service and the questions they
may ask you are required by Premier MSK to ensure appropriateness for you. An appointment
will be offered, you attend for your initial assessment and any ongoing treatment will be
discussed with you.
If the Specialist Orthopaedic Practitioner decides you do need
physiotherapy you will be referred for this.
We will continue to host the weekly clinics with Healthshare Physiotherapy at the Surgery two
days per week. It is therefore likely that should you require physiotherapy, Premier MSK will
refer you to them for treatment at the Surgery.
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Payments for Private GP Work & Nurse Services
For any work that is NOT core NHS Services and has
a fee attached to this, we require payment up front
before that work or service can be undertaken. This
is most critical for those services that involve a prebooked GP or Nurse appointment. Please ensure
you make full payment before your appointment,
preferably not the same day. This must be made at
reception and well before your appointment time so
reception can mark that your payment has been
received. There is no time allocated within your
actual appointment to facilitate payment being made
back at reception.

appointment. This ensures our nurses know in
advance where you are travelling, but more critically
that we have stock of the required vaccines. Again
we are seeing many patients turning up with
completed
forms
at
the
time
of
their
appointment. Unfortunately we do reserve the right
to postpone your appointment to another date/time
if there is insufficient time to provide the full service.

For all travel appointments, we do require your
completed Travel Form several weeks before your

Out of Hours Help
Patients in this area of Hampshire are able
to call just one number - 111, for medical
advice when the surgery is closed.
The staff on 111 are able to refer you on to
the Out of Hours team if they decide that is required.
For Life-threatening
Emergencies
DIAL 999

Do it online

Organ Donation

Give blood

Register as an organ donor

Register to give blood

Get a European Health Insurance Card
Book a GP appointment
e-Referral Service
Buy a prescription pre-payment certificate
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Chest Infection
A chest infection is an infection
of the lungs or large airways.
Some chest infections are mild
and clear up on their own, but
others can be severe and life
threatening.

honey drink
1. Squeeze half a lemon into a mug
of boiled water
2. Add 1 to 2 teaspoons of honey
3. Drink while still warm

Check if
infection

Don't give
children.

you

have

a

chest

Chest infections often follow colds or
flu.
The main symptoms are:
 chesty cough – you may cough up
green or yellow mucus
 wheezing and shortness of breath
 chest pain or discomfort
 high temperature (fever) of 38C
or above
 headache
 aching muscles
 tiredness
These symptoms can be unpleasant,
but they usually get better on their
own in about 7 to 10 days. The
cough and mucus can last up to 3
weeks.
Things you can do yourself
If you have a chest infection:
Do
 get plenty of rest
 drink lots of water to loosen the
mucus and make it easier to
cough up
 use an air humidifier or inhale
steam from a bowl of hot water
(adults only) – you can add
menthol or eucalyptus oil
 raise your head up while sleeping
using extra pillows to make
breathing easier and clear your
chest of mucus
 use painkillers to bring down a
fever and ease headaches and
muscle pain
 drink a hot lemon and honey
drink to relieve a sore throat
Don't
 let children breathe in steam from
a bowl of hot water because of
the risk of scalding
 give aspirin to children under 16
 take cough medicines – there's
little evidence to show they help
 smoke – it can make your
symptoms worse

► How to make a hot lemon and

hot

drinks

to

small

How to avoid passing chest
infections on to others:
 cover your mouth when you
cough or sneeze
 wash your hands regularly
 throw
away
used
tissues
immediately

A pharmacist can help with a
chest infection

How to avoid getting a chest
infection

Your
pharmacist
can
suggest
decongestant treatments to help
loosen the mucus in your lungs so
it's easier to cough up.
Coughing up the mucus helps clear
the infection from your lungs.

If you keep getting chest infections,
or you're at a high risk of getting one
(for example, because you're over
the age of 65 or have a serious longterm health condition), you should:

See a GP if you have a chest
infection and:
 you feel very unwell or your
symptoms get worse
 you cough up blood or bloodstained mucus
 you've had a cough for more than
3 weeks
 you're pregnant
 you're over 65
 your immune system is weak –
for example, you have a condition
like diabetes or you're having
chemotherapy
 you have a long-term health
condition, such as a heart, lung or
kidney condition

 ask your GP about the annual flu
vaccination – find out if you're
eligible for the free flu vaccine
 ask if you should have the
pneumococcal vaccine – this
helps prevent pneumonia
 stop smoking if you smoke
 cut down on how much alcohol
you drink
Page last reviewed: 18/08/2017
Next review due: 18/08/2020
For the full article: https://
www.nhs.uk/conditions/chestinfection/

You may have pneumonia if your
symptoms are severe.
Treatment from your GP
Treatment will depend on what
caused your chest infection:
a virus (like viral bronchitis) – this
usually clears up by itself after a few
weeks and antibiotics won't help
bacteria (like pneumonia) – your
GP may prescribe antibiotics (make
sure you complete the whole course
as advised by your GP, even if you
start to feel better)
Antibiotics are only used to treat
bacterial chest infections. They're
not used for treating viral chest
infections, such as flu or viral
bronchitis, because they don't work
for this type of infection.
A sample of your mucus may need to
be tested to see what's causing your
chest infection.
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In January 2018 we had a total of
80 missed GP appointments
83 missed Nurse appointments
That is an average of
7 appointments per working day
Some of these appointments were 20-30
minutes with our nursing teams.
That is a lot of wasted appointment time.
If you would like a text reminder for your
appointment, please send us an email at
nehccg.richmondsurgery@nhs.net with your
name, date of birth and mobile telephone
number.
Please help your surgery by
CANCELLING your unwanted
appointment
if you no longer need it or cannot keep it.
We can then offer the appointment to a patient
in need.
Thank you
Drs King, Sinclair, Hatley, Gossage & Lingham
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Prevent the Spread of Illness - Wash Your Hands
Washing your hands is one of the easiest ways to
protect yourself and others from illnesses such as
food poisoning and flu.
But what's the best handwashing technique?
Washing your hands properly should take about as
long as singing "Happy Birthday" twice (around 20
seconds). Use the following steps from the World
Health Organization while you hum:
1. Wet your hands with water (warm or cold).
2. Apply enough soap to cover all over your
hands. You can use alcohol-based handrub if
you don't have immediate access to soap and
water.
3. Rub hands palm to palm.
4. Rub the back of your left hand with your right
palm with interlaced fingers. Repeat with the
other hand.
5. Rub your palms together with fingers interlaced.
6. Rub the backs of your fingers against your
palms with fingers interlocked.
7. Clasp your left thumb with your right hand and
rub in rotation. Repeat with your left hand and
right thumb.
8. Rub the tips of your fingers in the other palm in
a circular motion, going backwards and
forwards. Repeat with the other hand.
9. Rinse hands with water (warm or cold).
10. Dry thoroughly, ideally with a disposable towel.
11. Use the disposable towel to turn off the tap.

"Hands are easily contaminated with faecal bacteria
[poo] when going to the toilet and this can be easily
spread on to other things you touch, including
food," says Professor Jeremy Hawker, a consultant
epidemiologist at Public Health England.
"Unfortunately, not all people consistently wash
their hands after going to the toilet or before
handling food.
"Washing your hands with soap and water is
sufficient to remove dirt, viruses or bacteria and it
can reduce the risk of diarrhoea by nearly 50%."
Who is most at risk from the effects of poor hand
hygiene?
Children are particularly at risk of picking up
infections and spreading them to other people.
It's especially important to make sure that hands
are washed when you're visiting someone in
hospital or other healthcare setting, to help prevent
the spread of infection.
For the full article and videos: https://www.nhs.uk/
Livewell/homehygiene/Pages/how-to-wash-yourhands-properly.aspx

How often should we wash our hands?
We should wash our hands:
 after using the toilet
 after handling raw foods like chicken, meat and
vegetables
 before eating or handling ready to eat food
 after having contact with animals, including pets
 Why is it so important to wash hands properly?
Washing your hands properly removes dirt, viruses
and bacteria to stop them spreading to other
people and objects, which can spread illnesses such
as food poisoning, flu or diarrhoea.
Flu is very infectious and spread
by germs from coughs and
sneezes, which can live on hands
and surfaces for 24 hours. Use a
tissue, bin used tissues and wash
your hands thoroughly to stop
the spread of flu germs. Catch it.
Bin it. Kill it. [www.nhs.uk/
staywell]
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PPG - Patient Participation Group
If you are interested in working
with the PPG, please email me in
the first instance. We are always
keen to hear from interested
patients, in particular those
younger patients.
Being a member of the PPG is not
time consuming, but our opinions
matter and we are regularly
consulted about new systems and
ideas for increasing our access to
medical advice as patients.

Please
note
that
potential
members are discussed with
existing PPG members, the GP
Partners and the Managing
Partner.
You can learn more about us and
our role on Richmond Surgery’s
website

to deal with patient complaints.
These should be addressed
directly to the Surgery in writing.
Barry Goring | PPG Chairman
Email: ppg@barryg15.plus.com

www.richmondsurgeryfleet.com/
patient-group
Please note, the PPG remit is NOT

Patient Feedback
The ability to get an
appointment (usually on
the day) is appreciated. So
many horror stories of
other parts of the country

Great able to book on
day with nurse

Great practice everyone is
so kind & nice to my family.
Thankyou

Throughout my time as a
patient l have always been
treated with exemplary care
and
kindness
from
Receptionists, Nurses and
Doctors and am extremely
grateful for this.

Concerns or Complaints
If
you
have
concerns,
complaints or wish to make a
suggestion please put this in
writing, either letter form, by
email
to
nehccg.richmondsurgery@nhs
.net or use our Surgery
Complaint Form available
from reception or our patient
waiting room. Please do not
use the Friends & Family tick
form as these are anonymous.
Complaints
are
taken
extremely seriously, therefore
your formal, signed written
account will ensure we have
the full facts to conduct an
investigation in to your
complaint.

request that you put your
complaint or concern formally
in writing.
We aim to acknowledge
receipt
of
your
written
complaint within 3 working
days and where necessary,
will respond again after we
have
investigated further.
Please ensure you provide
your full name and contact
details.
We are unable to respond to
anonymous complaints.
Drs King & Partners

RATE US ON NHS CHOICES

It’s not just for moaning!
We would really like to see all
the positive feedback we have
received reflected on
NHS Choices too.
Google ‘NHS Choices’
Click on ‘Services Near You’
Search for Richmond Surgery or
GU52 7US
Top right, click on leave a review

For this reason, we do not
discuss in person or by
telephone.

We value your opinion.
Thankyou

Speaking to a member of staff
will not record your complaint
or concern and therefore we

Drs King & Partners
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Private Complementary Therapies

Fleet GP Limited
Minor surgery is available at the
surgery on a private basis.
The surgery is performed by
Dr Ed Hatley.
The following procedures are
available:






Skin tag removal
Wart and mole removal
Ingrowing toenail
Steroid joint injection
Histopathology
A price list is available at
Reception.
To book a consultation
please call 01252 811466

Private physiotherapy is available at Richmond Surgery. No waiting list and
hands on treatment. Mrs Emery has 22 Years’ experience in both NHS and
private physiotherapy. She provides treatment for spinal problems (neck
and back) and musculo-skeletal conditions (joints, ligaments and muscles).
She has years of sports physiotherapy experience after working with the
Birmingham Royal Ballet and local sports teams. She also provides
acupuncture.
Registered with all major insurance companies. (BUPA reg no 10011965)
and AXA/PPP (reg no MK00921).
For further information or to book an appointment, please ring Mrs Emery
on 07816834174 or email: physio@back2fitness-physio.co.uk
www.back2fitness-physio.co.uk

The Odiham Clinic
Osteopathy with
Christina Hood & Anthony Brindle
Available by appointment at
Richmond Surgery
Please see their leaflets and business
cards in our waiting area.
Contact The Odiham Clinic on
01252 459040
To arrange treatment at
Richmond Surgery
www.theodihamclinic.co.uk
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