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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
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Updated Telephone System & Interesting Statistics
Following the migration to a new
hosting platform, we have
continued to monitor the new
system and this move would
appear to be working well. The
new platform enables us to
review in depth our call
system.
Not unexpectedly, a
Monday morning is always our
busiest period.
The following shows just how
busy a Monday morning can be:
At 0800 when GP surgeries core
hours commence and our phone
lines open, we had at one point
127 callers in the queue system
on
a
particular
Monday
morning. This is high and we
would point out that, on average,
a Monday morning at 0800 when
the phones open has around 60
callers in the queue.
The total inbound calls for that
day was 656 which is an average
60+ per hour being answered by
our reception team, in addition to
all the other duties they perform.
Another
interesting
statistic
revealed in the summary below is
that there were 38 attempted

inbound calls before 0800 when
the surgery was closed.
Whilst some staff arrive before
0800 this is for set up and
opening. We do offer extended
access
both
morning
and
evenings but these are prebooked
appointments
and
patients use the self-check in.
Wellbeing
Pharmacy
have
separate operational times to the
surgery and therefore the surgery
premises are open earlier and
much later than our core surgery
hours. (See left for details).
Please see below for a graph
showing the number of calls we
receive on a typical Monday
morning.
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Recruitment
PART TIME MEDICAL RECEPTIONIST
Richmond Surgery is an expanding, forwarding
thinking practice based in a quiet suburb of Fleet,
Hampshire. 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 .
We are keen to meet customer individuals to join
our medical reception team. Our team members
are not just the first point of contact, but are
involved in a wide array of medical admin duties
that include pathology, prescriptions, and liaison
with our care homes, multidisciplinary teams and
much more. The role is busy and varied. Full
support and training will be provided to ensure you
reach your goals.

host of private complimentary therapist. We also
work closely with our fellow 3 Fleet Practices.
We require 16 hours pw over fixed 3 days/shifts.
Remuneration and annual leave is dependent on
your experience, but we are competitive in these
areas.
Applicants please forward your CV with
covering letter to
Donna Brennan, Managing Partner
Email: nehccg.richmondsurgery@nhs.net
Post: Richmond Surgery, Richmond Close, Fleet,
Hampshire GU52 7US
Closing date: Upon successful recruitment

We are a PMS Practice with 5 full time GP Partners
and use EMIS Web and Docman. As a progressive
practice we provide many clinics together with a

Staff News
Richmond Surgery continues to grow
continuously increasing patient count, and
move on to progress their careers or retire,
for and welcome new staff members to
teams.

with a
as staff
we look
all our

Nurse Prescriber
We are delighted to welcome to our clinical nursing
team Emma Shurben who joined us on the 19th
March. Emma is an experienced Practice Nurse and
is also a qualified prescriber. She joins us having
recently moved in to the area from Burnham.
Phlebotomist/HCA
Nikola Strong joined the team as a phlebotomist on
26th March. She has previously worked in the local
community and is keen to progress within general
practice.
Nikola has experienced not just in
phlebotomy, but in some healthcare assistant duties
including blood pressure checks and wound
dressings. She will provide continue to train in other
areas and provide support to our Senior Healthcare
Assistant, Chris Brownlow.
Receptionist
Lavinia Pollard joined the reception
April.

many areas that Jan covers and will eventually be
another senior point of contact in Jan’s absence.
Administrator/Document Scanner
Jenny Foreman joins our administration team as our
primary document scanner. This is role that ensure
all patient letters from hospitals, discharge notices
etc are captured to a patient’s record.
Jenny
replaces Sally Smyth who has taken early retirement
to help look after her new grandson.
Practice Nurse
And finally in May 2018 we have Lucy Cooper joining
our clinical nursing team to provide an increasingly
busy practice with much needed additional nursing
care.
We welcome Emma, Nikola, Lavinia and Jenny to
Richmond Surgery and look forward to Lucy joining
us at the start of May 2018.

team on 1st

She will be working closely with our Reception
Manager, Jan Fulcher and training to become our
Senior Receptionist. As the practice has grown, so
all our positions have become increasingly
busy. Lavinia will support Jan and assist in the
2
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In February 2018 we had a total of
65 missed GP appointments
113 missed Nurse appointments
That is an average of
9 appointments per working day
Some of these appointments were 2030 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.
If you no longer need your
appointment,
please let us know so that we can
offer the appointment to another
patient.
Thank you
Drs King, Sinclair, Hatley, Gossage &
Lingham

The Minor Illness Clinic - Is this the right appointment for you?
The Minor Illness Clinic is available to patients
aged 5 years and over. The Minor illnesses
ONLY deals with:
Persistent Coughs/colds and infections
Persistent Sore throats
Persistent Eye Infection/Conjunctivitis
Earache (not ear syringing)
Diarrhoea, Vomiting
Stomach upsets
Minor cuts, sprains
The appointments are 10 minutes and are NOT
for routine nursing i.e. blood tests, injections,
smears, travel, repeat prescriptions etc.

Please therefore consider carefully when
booking as your appointment will be
cancelled, you will have a wasted journey and
it will be your responsibility to re-book
accordingly.
If you are unsure if your ailment is a minor
illness, please speak with our reception team.
PLEASE reserve our valuable GP
appointments for serious issues and not
coughs, colds and infections.

We do unfortunately continue to see
appointments booked online that cannot
be dealt with in the minor illness clinic.
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One You - Couch to 5K
Public Health England have re-launched their
famous One You Couch to 5K app in partnership
with BBC Get Inspired - bringing back Laura
(pictured above) as a trainer.
The One You Couch to 5k app has been designed to
get you off the couch and running in just 9 weeks.
There is now a choice of 5 trainers to support and
motivate you every step of the way, telling you
when to walk and when to run.
Laura, brought back by popular demand, has helped
hundreds of thousands of people start their running
journeys through the NHS Choices Podcast
programme. Alongside Laura, there are also four
celebrity trainers - Olympian Michael Johnson,
comedians Sarah Millican and Sanjeev Kohli, and
BBC presenter Jo Whiley.

on Twitter and Facebook.
With recent Sport Relief activity, the upcoming
London marathon and spring on its way, now is a
great opportunity to get fit with the One You Couch
to 5k app.
The app can be downloaded by searching for ‘One
You Couch to 5k’ in the Apple or Google Play stores.

The BBC will be promoting this heavily from today,
and Public Health England will be supporting with
activity on Facebook and through our One You and
Start 4 Life channels. Please see the BBC video
featuring Laura , and the One You activity
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Cervical Screening
For every 100 women who have cervical screening,
about 6 will have an abnormal result.
Cervical screening is offered because it can detect
abnormal cell changes in the cervix (the lower part
of the womb) that could potentially develop into
cervical cancer. Since the screening programme
was introduced in the 1980s, the number of cervical
cancer cases has decreased by about 7% each
year.
It's estimated up to 5,000 cases of cervical cancer
are prevented each year in the UK because of
cervical screening.
Women registered with a GP will receive a letter
inviting them to make an appointment, along with
further information about cervical screening.
The letters should be sent out to women:




aged 25 to 49 – every 3 years
aged 50 to 64 – every 5 years
over 65 – only women who haven't been
screened since age 50 or those who have
recently had abnormal tests

Women under 25 could be invited up to 6 months
before their 25th birthday. You can book your
screening appointment as soon as you get the
invitation.
Please do not ignore it. Book your appointment
with the nurse for this quick test.

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.

For Lifethreatening
Emergencies
DIAL 999

The staff on 111
are able to refer
you on to the Out
of Hours team if
they decide that is
required.

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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This month, NHS England launched a
new, national ‘Stay Well Pharmacy’
campaign to encourage the use of
your local pharmacy team of health
professionals as a first port of call for
advice and self-care treatment for
minor health concerns, such as
coughs, colds, tummy troubles,
teething, and aches and pains.
In many cases, a visit to your local
pharmacy for advice and self-care
treatment from a pharmacist or
pharmacy technician will give you the
help and reassurance you need
without
making
a
doctor’s
appointment.
https://www.nhs.uk/Livewell/Pharmacy/
Pages/Yourpharmacy.aspx

Please CHECK YOUR MEDICATION Before You leave the Pharmacy
Please check your prescription before you leave
the pharmacy.

their stock supplies even if the box is
unopened.

If you have any issues or queries regarding the
medication that has been handed to you, the
pharmacy can only offer an exchange if the
medication has not left the pharmacy
premises.

If you have unwanted, unused drugs you can
return them to your chosen pharmacist who
has the facility to safely dispose of unwanted
medications.

If the medication has left the premises, the
pharmacy cannot accept or change the
medication due to strict regulations and risk of
drugs having been tampered. The Pharmacy
are also unable to return the medication to
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Fleet Link bus service
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Shingles Vaccine - Who is Eligible?
Patients born on or
after 02/09/1942 are
part of the routine
programme, and will
become eligible as
soon as they turn 70.

age (70 or 78), rather
than on 1 September.

Patients born before
02/09/1942 are part
of
the
catch-up
programme, and will
become eligible as
soon as they turn 78.

If you are eligible,
book an appointment
with our nurse for the
simple vaccine.

Patients then remain
eligible until their
80th birthday.

Please
note
that
patients
are
now
eligible from the date
they turn the required

Protect against Pneumonia - Have you had your vaccine?
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Rate Us On NHS Choices
As with the vast majority of feedback platforms, it is human
nature to predominantly post negative reviews, rather than
positive reviews.
We find the NHS Choices platform is often used to post
anonymous complaints. This is not the appropriate method
for advising something has not gone well for you.
Please do have the courtesy to tell us directly if something
has not worked well because we want to know so we can
make changes wherever feasible. Whilst an anonymous
complaint does not usually allow us the opportunity to
review with the patient, we are often aware of who the
patient is because of the nature of the complaint/
posting. We do then like to discuss this with the patient at
the first possible opportunity.
It is however good to see that many of our patients really do
appreciate all that we do; the continuous new systems and
improvements we make despite cuts and increasing
pressures on GP Practices and therefore a big thank you
from all the Partners and our staff to those patients who
take the time to post positive feedback to NHS Choices.
No service industry or business can ever get it 100% right
and it is of course very much dependent on expectation and
perception, but when we do, it’s great to hear this.

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
We value your opinion.
Thank you
Drs King & Partners
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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.

directly to the Surgery in writing.
Barry Goring | PPG Chairman
Email: ppg@barryg15.plus.com

You can learn more about us and
our role on Richmond Surgery’s
website
www.richmondsurgeryfleet.com/
patient-group
Please note, the PPG remit is NOT
to deal with patient complaints.
These should be addressed

Patient Feedback
I have recently moved to this surgery and
cannot believe the level of service provided.
They are efficient helpful and approachable.
Would recommend this surgery to anyone
looking for a GP practice in this area. The on
site pharmacy is an added bonus. Well done to
all the staff for providing such a great service.

Having gone on line at 7.30am I was able to
book an appointment with my own GP for
the afternoon. The surgery has medical
students in attendance and one of these
asked if she could ask a few questions
before seeing the GP. After these questions
the GP spent time listening and diagnosing
the problem and offering advice as to the
solution. I am privileged to be registered
with such an efficient and caring GP
practice.

Every time I have cause to visit my GP at the Richmond Surgery, I always stop and think about the
overall experience and invariably conclude that I am extremely fortunate to be a patient of this
practice. This is against the background of the service Family members have received from other
GP Surgeries in the Fleet Area. I have always been treated with courtesy and consideration by all
members of the Surgery staff and been able to book appointments within a satisfactory time frame.
Considering the undoubted pressure the Surgery is under, I feel their efforts in serving the
community should be commended.

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.

complaint or concern and therefore we 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

For this reason, we do not discuss in person or by
telephone.
Speaking to a member of staff will not record your
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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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