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Richmond Surgery Newsletter
Opening Times:

Telephone Triage Calls/Consultations

Richmond Surgery
Mon-Fri 8am-6.30pm
(see inside for details of
clinics outside of these hours)

We were one of the first surgeries in our North East Hampshire & Farnham
locality to offer these many years ago. Feedback and reviews have shown
they work extremely well and are now routinely used by our patients.

Wellbeing Pharmacy
Richmond Surgery
Richmond Close
Fleet Hants GU52 7US
Mon-Sat 0700-2230
Sun 1000-1700
Tel: 01252 447001

A few tips and reminders however:
 For urgent on the day medical advice when all face to face

consultations are taken, or when your GP is not available and a Doc
Away call is required.

Rowlands Pharmacy
5 Linkway Parade
Courtmoor Fleet
Hants GU52 7UL
Mon-Thurs 0830-1800
Fri 0830-1830
Sat 0900-1300
Tel: 01252 615582

 Book ahead calls for non-urgent matters that do not require a face

to face consultation; to discuss results; updates and/or reviews.

 Please provide a brief explanation of the purpose of the call when

our reception team ask. This helps our GPs in advance.

Boots The Chemist Pharmacy
225 Fleet Road
Fleet Hants GU51 3BN
Mon-Fri: 0830-1800
Sat: 0830-1730
Sun: 1000-1600
Tel: 01252 613698

 May we please remind our patients to provide a call back telephone

number that allows ‘withheld numbers’ to get through.

 Please do not provide a landline number, then go out!

happen. Mobile numbers are often better.

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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 If you miss a call you can request again but please bear in the mind
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record on your record the outcome of all telephone
consultations, including non-answered calls. Our GPs will always
leave a message if the number you provide has that facility. Due to
other commitments, they are unable to attempt repeatedly to
contact you.

 Our GPs work through their many telephone calls as quickly as they

can, often in between seeing patients. Please therefore ensure the
telephone number you provide is the one you will be contactable
on.

 Every day is busy, but Mondays and Fridays are the busiest.

GPs can often have 20+ calls to make.

Our

 If the purpose of your telephone request is not urgent, please may

we ask you schedule your call for another day. It is possible to book
calls in advance.

Thank you.
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What do you use a GP appointment for?
Do you consider a GP appointment is required for
anything that is perhaps not a general nursing
duty; dressings, cytology, vaccines etc?
We continue to see patients booking a GP
Appointments for areas such as;
 Results – these do not need a face to face GP

point. There are just not enough GPs to
recruit. We hear this continuously within the
press, with increasing numbers of general
practices closing due to lack of GPs, reduced
funding, mergers and deeply concerning long
hours expected from a Doctor whether in General
Practice, or secondary care.

appointment. Please book a telephone
consultation with your GP
 Infections – these are more appropriate for the
Minor Illness Clinic. The nurse hosting this
clinic has undertaken, and qualified, specific
training in Minor Illness
 Ear ache, painful ears, sore throat, tonsillitis –
again, these are more appropriate for the Minor
Illness Clinic.
 Our qualified nurse will, if necessary, triage you
on to a GP appointment or discuss with a GP if
required.

Richmond Surgery is NOT immune to this
crisis. We ask that our patients please consider
carefully the most appropriate choice when they
seek medical advice:. Please help us to help you:

We have all heard that the NHS is struggling to
cope with the demands being made on
it. Recruiting for any form of GP, whether that be
a locum, salaried, or even GP Partner is at crisis

We are all patients. We should all do our
part to secure the NHS.

 Please do not use a valuable GP appointment if

you have a minor illness as listed below

 Do self-care with advice from your Pharmacist

as many minor illnesses such as eye infections
can be helped by over the counter remedies
 Do consider a telephone consultation for
results, follow ups etc

Thank you.

The Minor Illness Clinic
Many minor illnesses especially colds sore throats
and conjunctivitis can be treated with over the
counter remedies in the first instance. Speak to
your qualified Pharmacist for advice.
This clinic is available every weekday morning
except Tuesday from mid March. Appointments
are available both on the day and 2 days to book
ahead. An appointment is often more readily
available than with a GP and should be used for:
Persistent Coughs/colds
Persistent Sore throats,
Tonsillitis
Persistent Conjunctivitis
Earaches
Diarrhoea, Vomiting

Stomach upsets
Minor cuts, sprains
Appointments are available to book online via our
EMIS online services.
The minor illness clinic is NOT for general
nursing, travel or non minor illness. You will have
a wasted journey and will be asked to re-schedule
your appointment to a nursing one.
If you are unsure if your ailment is a minor
illness, please speak with our reception team.
PLEASE reserve our GP appointments for
serious issues and illnesses.
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Spring is in the air, but autumn won’t be far away…
And the last thing any of our patients are probably thinking about is flu and vaccination.
We however start planning in January for the next flu season and are very pleased to announce that
we will be offering a NEW ‘Quad-Vaccine’ (covers 4 strains) for the 2017 flu season, in addition to the
usual ‘Tri-Vaccine’ (covers 3 strains).
We will provide more detailed information as the year proceeds, but our recommendation is to book
early as soon as we announce the Clinic dates to ensure you have an opportunity to receive the limited
stock of ‘Quad-Vaccine’.
Drs King, Sinclair, Hatley, Gossage & Lingham

And Summer is just around the corner - Treating Hay Fever
Which for some people means
the discomfort of hay fever.
Before going to see your GP, you
could visit your pharmacist and
try to treat your hay fever
symptoms with over-the-counter
medications,
such
as
antihistamines.
If your symptoms don’t improve
after using antihistamines, make
an appointment to see your GP.
You may need treatment with
prescription medications, such as
n a s a l st e r o i d m ed i c a t i o n
(corticosteroids).
There are various treatments for
hay fever:
Antihistamines
Antihistamines treat hay fever by
blocking the action of the
chemical histamine, which the
body releases when it thinks it's
under attack from an allergen.
This stops the symptoms of the
allergic reaction.
Antihistamines are usually
effective at treating itching,
sneezing and watery eyes, but
they may not help with clearing a
blocked nose.

You can use antihistamines as:
 an
"as-required"
treatment – you take them
when you first notice you're
developing the symptoms of hay
fever.
 a preventative treatment –
for example, if you know there's
going to be a high pollen count,
you can take them before leaving
the house in the morning.
Corticosteroid nasal sprays
and drops
Corticosteroids (steroids) are
used to treat hay fever because
they have an anti-inflammatory
effect.
Your GP may prescribe
corticosteroid nasal sprays or
drops instead of antihistamines
if:
 you have persistent hay fever
t hat doesn't respond to
antihistamines
 your main symptom is a
blocked nose
 you're pregnant or
breastfeeding
Corticosteroid

nose

drops

(containing betamethasone and
fluticasone) are more powerful
than corticosteroid nose sprays
and shouldn't be used for
prolonged periods of more than
two to four weeks.
Corticosteroids are better than
antihistamine tablets at
preventing and relieving nasal
symptoms, including sneezing
and congestion. They can also
relieve itchy, watery eyes.
They're most effective if you
start using them a couple of
weeks before your symptoms
begin, and work best when used
regularly.
Corticosteroid tablets
If you require rapid short-term
relief from severe symptoms –
for example, if you have an exam
or driving test coming up – your
GP may prescribe a course of
corticosteroid tablets for five to
seven days.
Nasal decongestants
Hay fever can cause a blocked
nose. A decongestant, in the
form of a nasal spray, can relieve
this.
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Treating Hay Fever
Your GP can prescribe a nasal
decongestant, but there are
many available from your
pharmacist.
Eye drops
Eye drops are available from
your pharmacist to treat the hay
fever symptoms that affect your
eyes, such as redness, itchiness
and watering (allergic
conjunctivitis).
Immunotherapy
If you have persistent hay fever
symptoms that aren't relieved
by the above treatments, your
GP may refer you for
immunotherapy treatment.
This involves gradually
introducing you to small
amounts of the allergen (the
substance you're allergic to),
such as pollen, and monitoring
your allergic reaction in a

controlled environment.
Immunotherapy is only carried
out in specialist medical centres,
in case a serious allergic
reaction, known as anaphylaxis,
occurs.
The allergen can be given to
you as:
 an injection into your skin
– this is known as systemic
injection immunotherapy
(SIT)
 a tablet that dissolves
under your tongue – this is
known as sublingual
immunotherapy (SLIT)
To work in the first year,
treatment should be started
three months before the pollen
season. As you get used to the
allergen, the amount used will
slowly be increased. You'll
gradually start to build up

immunity to the allergen, and
your allergic reaction to it
should get less severe. Three
years of treatment is
recommended to achieve longterm pollen desensitisation.
Immunotherapy can improve
your tolerance of the allergen,
which can improve your quality
of life and have long-term
results. However, if you don't
see a significant improvement in
your symptoms during the first
year, then the treatment is
unlikely to help and shouldn't be
continued.
From an article on NHS Choices
Page last reviewed: 27/10/2015
Next review due: 31/03/2018

Are you aged 18-24?
If you are aged 18-24, you are eligible for the free
MenACWY vaccine. This vaccine protects against
meningitis (inflammation of the brain) and
septicaemia
(blood
poisoning)
caused
by
meningococcal groups A, C, W and Y.
It is being offered in response to a rapidly growing
increase in cases of a highly aggressive strain of
meningococcal disease group W. This disease can
cause meningitis and septicemia that can kill in
hours and those who recover may be left severely
disabled. The vaccine also protects against three
other meningococcal groups too – A, C and Y.
Are you going to university?
You are at more risk of meningitis and septicaemia
in the first weeks at university when you mix with
lots of new people, some of whom may
unknowingly carry the meningococcal bacteria,

which is usually spread through prolonged close
contact.
As the vaccine will also boost your
protection against MenC, it replaces
the “Freshers’” MenC programme.
Further information on the vaccination programme
and meningococcal disease can be found on NHS
Choices at: www.nhs.uk/Conditions/vaccinations/
Pages/men-acwy-vaccine.aspx
Dear Parent
If you have an 18-24 year old in your household, we
would be grateful for your help in actively encouraging
them to have their MenACWY vaccine. We will also
be writing to the 18-19 year old age group inviting them
to have their MenACWY vaccine.
Drs King, Sinclair, Hatley, Gossage & Lingham

4

April 2017

Cancer Screening Programmes
Richmond Surgery, along with a few other surgeries
in our locality, took part in a 6 month pilot scheme
for NHS England to increase the uptake of Bowel
Cancer Screening.
Due to its success, it is being rolled out from 1st
April 2017 by NHS England and will include not just
Bowel Cancer Screening, but Breast Cancer
Screening and increasing/encouraging uptake.
Breast cancer screening
Breast cancer screening is offered to women aged
50 to 70 to detect early signs of breast cancer.
Women aged 70 and over can self-refer.
Breast cancer screening uses an X-ray test called a
mammogram that can spot cancers when they are
too small to see or feel. There's a good chance of
recovery if the cancer is detected in its early stages.

Bowel cancer screening
There are two types of screening for bowel cancer.
A home testing kit is offered to men and women
aged 60 to 74.
Bowel scope screening uses a thin flexible tube with
a tiny camera on the end to look at the large bowel.
It is offered to men and women at the age of 55 in
some parts of England.
The invitations for the above screening programmes
(and home testing kits for the bowel cancer
screening) are issued centrally by NHS England and
whilst they may appear to come from us, they do
not.
We are notified of non responders and would
actively encourage any patients in receipt of an NHS
England screening invitation to accept.

STAFF NEWS
Lorna Pepper RGN joined the Richmond Surgery as Senior Nurse in March 2017. She will
oversee our excellent nursing team providing support and training, and will specialise in
chronic diseases. She will work closely with the Managing Partner and GP Partners to
drive the practice forward in both efficiency, incomes, reduced costs together with
innovative changes.
Reception:
We also welcome new receptionists Kathy James and Debbie Cain to our existing team. As with all new
reception team members, they will be undertaking a variety of duties therefore please allow them a little
extra time as they both get to grips with their new role. There is a huge amount to learn.
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In March 2017 we had a total of
22 missed GP appointments
38 missed Nurse appointments
That is an average of 3 appointments
per working day
Some of these appointments were 20-30 minutes
with our nursing teams.
That is a lot of wasted appointment time.
Could you have used that appointment?
As a patient, please help your surgery
AND your access to care by
CANCELLING your appointment if you no
longer need it or cannot keep it.
Someone else will ALWAYS need the appointment.
Thank you
Drs King, Sinclair, Hatley, Gossage & Lingham

Do you look after or support someone?

Do you look after, help or support a relative,
friend or neighbour?
Do you regularly visit someone and give
support with their personal affairs?
Do you support someone with their personal
care, health or their finances?
Let your GP know you are a carer
GPs would like to know about the carers who
attend the surgery so they can offer the right
help, support and information.
Ask for a Carers GP Registration Form or talk
to the receptionist TODAY
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Avoid the Queues and Book Your Appointment Online
Online Patient GP Services
We realise it can be frustrating sometimes when
the surgery reception phones are busy and there is
a long queue at the reception desk.

This is for strict NHS
Confidentiality purposes.

England

Data

The application form for Online Services is
available on our website and at Reception.

Have you considered signing up for the online
services?
The benefits include:
 Booking appointments with your GP up to 6






weeks in advance. You don’t have to wait for
the surgery phone lines to open at 8am - you
can make your booking online whenever it suits
you, including evenings and weekends.
Emergency on the day appointments are
available online from 7am on the day.
Appointments with the Minor Illness Clinic can
be booked online 48 hours in advance.
Ordering your repeat prescriptions online.
View your summary care record online.

Please note the following:




Registration for Online Patient GP Services is
for patients aged 16+.
All online services users must have their own
individual email address.
Family/shared email addresses cannot be used.

Who Can Deal With Your Enquiry?
Reception Tel: 01252 811466
 To make an appointment to see a doctor or
nurse.
 To speak to a doctor (telephone triage & follow
up consultation).
 For test results (after 10am).
 Fit (sick) Notes.
 Prescription enquiries but NOT requests over the
phone (prescription requests can be made via
EMIS Patient online services, or by email:
nehccg.richmondsurgery-scripts@nhs.net or
complete a prescription request slip in
reception).
 Death Certificate enquiries.
 Care home visits.

Ask for our Admin Team
 For EMIS online queries.
 Patient record transfers.
 General enquiries that are not dealt with by our
reception team
 nehccg.richmonsurgery@nhs.net
Medical Secretaries Tel: 01252 811477
 For information about your referral.
 Insurance forms and reports.
 Non-NHS work eg Fit to travel letters, travel
cancellation forms, HGV/taxi licence medical
appointments.
 Subject Access Requests (requesting a copy of
your medical record).

8

April 2017

Patient Participation Group
The Electronic Prescription Service (EPS)
Richmond Surgery recently introduced the
Electronic Prescription Service (EPS). If you get
Regular Prescriptions, EPS should save you making
unnecessary trips to the Surgery.
EPS sends your prescriptions electronically to the
Pharmacy of your choice. All Fleet pharmacies and
many others throughout the UK offer the service. If
your prescriptions are already sent to the
Pharmacy of your choice then the EPS will do the
same. Otherwise you just need to Nominate the
most convenient place for you, which does not
have to be in the Fleet area but needs to offer the
EPS service. Advise Surgery Reception of your
preferred Pharmacy or sign an EPS Nomination
form, available at your Pharmacy, and they will
inform the Surgery on your behalf.
If given a new prescription, during a GP
appointment, you can ask your Doctor to transmit
it to your Nominated Pharmacy or to the in-house
Pharmacy to take advantage of collecting it whilst
you are at the Surgery.
Ordering Repeat Prescriptions
Prescription requests can be made via our EMIS
Patient Access online services. It has your GP
approved Repeat items listed – all you need to do
is click-on the ones you need. A space to include a
message is also available to request changes or
manage over stock situations etc.

Not already an GP Patients Online Service
user?
Please complete a Registration form available from
reception or on our website. You will need two
forms of ID – one photographic and one proof of
address. E.g. a Utility Bill.
Alternatively tick the items required on your
previous prescription counterfoil or add them to a
Prescription Request Form to go into the
prescriptions box in Reception. Also requests can
be made by email: nehccg.richmondsurgeryscripts@nhs.net

Your Prescription will be sent
by EPS to your Nominated
Pharmacy. You should allow a minimum of three
full working days for the Prescription to be
processed by the Surgery plus whatever time is
required by your Pharmacy to make it up. Some

medications are excluded from the EPS system.
E.g. Controlled Drugs.

Most Pharmacies offer a Prescription request
service. Tick the items you need on your previous
Prescription Counterfoil. Take it to your Pharmacy
and they submit it to the Surgery for the new
Prescription to be issued via the EPS system.
Alternatively most Pharmacies also offer a
telephone ordering service.
Most Pharmacies also offer an Automatic Standing
Order service. Every 4 or 8 weeks, or other preagreed period, they will request a Repeat
Prescription from the Surgery for the same items
as you had before. Then make it up and have it
ready for you to collect on a pre-arranged date.
When picking up your medicines always make a
note of the date for your next collection. Please be
aware that your Standing Order will be cancelled if
not collected after a period of time. NOTE: Since

not all medicines are prescribed to be taken
regularly please inform your Pharmacist of which
ones you only need now, and which ones you don’t
need this time, to avoid wastage.

It is a good idea to ask your Pharmacy what other
services they offer. These might include texting
you to say when items are ready, free delivery,
blister packs (for controlling daily dosages) and
medication reviews etc.
Free & Paid for Prescriptions
There are many reasons why you may qualify for
Free Prescriptions including age, medical condition,
affordability and being in education etc. Please
click on the link below for details: http://www.nhs.uk/NHSEngland/Healthcosts/
Pages/Prescriptioncosts.aspx
If you don’t qualify, the current Prescription costs
are £8.60 per item or £29.10 for a 3 month
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prepayment certificate (PPC) and £104 for 12
months PPC. See link above for details.
Your Prescriptions Responsibilities as a
Patient or Carer
 Plan ahead to allow sufficient time for
prescriptions to be checked, issued and
dispensed, especially around holidays.
 Make sure you understand the Repeat ordering
system and what help is available.
 Check what you need before placing an order for
a Repeat Prescription.
 Place your order for your Repeat Prescription
using the most up to date Counterfoil or current
on-line list.
 Medication cannot be returned. So before you
leave the Pharmacy check that the medicines you
collect are those that you need, especially after
recent changes or periods in hospital.
 Let the Pharmacist know if you have a stock of
medicines building up, and what you won’t need
to order for a while.
 Speak to your Doctor if any medicine is not
suiting you and to your Pharmacist if you are not
sure how and when to take it.
 Don’t miss any medication reviews. Ask questions
so you fully understand each medicine, how and
when to take it, if you still need to take it and
about how the Repeat prescribing process works.
Why has the Name of my Medicine Changed?
The names of medicines can often be confusing, as
the same medicine can sometimes be called
different things.

name – this is given to a medicine by the
pharmaceutical company who developed it and the
scientific or Generic name – named for the active
ingredient of the medicine.
For example, Ibuprofen is the generic name of a
medicine commonly used to treat pain and
inflammation. There are many branded versions of
Ibuprofen, such as Nurofen and Hedex. However, it
is also sold under the generic name Ibuprofen, but
made by different manufacturers, such as Boots or
Tesco.
Doctors are encouraged to prescribe medicines by
their generic name. This is because generic
medicines are as effective as the branded versions,
but can cost up to 80% less. It also gives the
Pharmacist the widest choice of products to
dispense. This can be important, particularly if
there is a shortage of a particular product.
When you pick up your prescription, the medicine
may look different and there will be a different
name on the label. However, it will contain the
same active ingredient as the medicine you used
before. The generic name will always also be on
the pack as the main ingredient.
In rare cases, it is important for a patient to stay
on the branded medicine rather than changing to a
generic medicine. In such cases your Doctor will
prescribe the branded medicine as it is the most
suitable product.

Malcolm Irwin, PPG Member

Many medicines have two names: the Brand

You can learn more about us and our role on
Richmond Surgery’s website
www.richmondsurgeryfleet.com/patient-group
If you are interested in working with the PPG,
please email me in the first instance. Please note
that potential members are discussed with both
existing PPG members, and the Surgery Partners
and the Managing Partner.

Please note, the PPG remit is NOT to deal with
patient complaints. These should be addressed
directly to the Surgery in writing.
Barry Goring | PPG Chairman
Email: ppg@barryg15.plus.com
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Patient Feedback
I managed to get an appointment with my
new Doctor at the surgery on the same day.
They were 10 minutes later than the
appointment time but apologised for this as
soon as I walked in. They had a lovely manner
and I felt that I could talk to them without
being rushed. They were very approachable
and showed empathy. I felt as if I was in safe
hands with them as my Doctor.

I would like to express appreciation to all
concerned in the smooth running of Richmond
Surgery appointments. Re my appt. I was able
to self check in easily. I found it reassuring that
I would both be able to see my name/hear my
name/see on the screen which room to go to,
and in fact I was out of the Surgery and on my
way home before even the time of my
appointment.
Additionally, the atmosphere was calm.
The
experience was as positive one as one could
wish for.

The newsletter the Surgery emails to patients
is very useful and keeps us informed of
surgery times etc. I also like the new
computer system that allows patients to book
appointments in advance without phoning
reception, and also allows repeat prescriptions
to be ordered and then picked up at the onsite pharmacy.

Concerns or Complaints
If you have concerns, complaints or wish to make a
suggestion we request that you 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.

We do not offer a discussion in person.

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.

We aim to acknowledge receipt of your written
complaint within 3 working days and where
necessary, will respond again after we have
investigating further.

Speaking to a member of staff will not record your
complaint or concern and therefore our reception
team will request that you put your complaint or
concern formally in writing.

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 number has replaced the old Out of Hours number and 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
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Private Complementary Therapies

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







Cauterisation
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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