February 2017

Richmond Surgery Newsletter
Opening Times:

Premises Improvements

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

Minor Improvements Grant
We are very pleased to confirm that installation of the new replacement
UPVC windows throughout the surgery was completed in early January.
Installation commenced at 0800 on a Saturday and was completed,
amazingly, by 1700.

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

The surgery now looks brighter and modern.

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

Side Extension
There is a small amount of remaining work to be done and then we hope
to say goodbye to the scaffolding currently in place.
New Entrance and Motion Sensor Doors
We have had fun and games, plus frustration, with our new entrance
motion sensor doors, but we believe we have now achieved the correct
solution for these doors taking in to consideration the limited entrance
lobby space.

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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The first entrance doors remain motion sensor. The new internal lobby
doors as you enter and which are required as part of building regulations
are now manual operated doors, however there are ‘push buttons’ at
entry and at exit to auto open these doors should a visitor require
assistance. Whilst they are ‘manual’ doors, because of the available auto
opening they are heavier than you would expect, so a reason pull to enter
and reasonable push to exit manually are required which is confusing
some visitors! If in doubt, press the “push to open” button. We already
have these ‘push buttons’ in place for the doors that lead to the
consultation corridor. These have proven extremely useful for not just
those less able bodied, but parents with youngsters and babies.
We are sure, in time, everyone will become familiar with the new doors.

Additional Premises Improvements
Replacement fascia, soffits and gutters
This is not part of any grants monies, but the fittings are the originals and
in need of change. We hope that this, along with the replacement
windows, will not only visually improve the surgery premises, but ensure
longevity of the building.
We are awaiting installation date which we believe will be over the course
of the next few weeks and are endeavouring to secure a Saturday
installation to avoid any weekday disruption.
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ARE YOU A CARER?
Do you give your unpaid time to
support a relative, friend or neighbour?

Pick up a Carer GP
registration form
at reception today

Let your GP know
you are a carer.

Carers together can provide information, advice, support,
advocacy or a free Carers Information Pack. Ask at reception
for a leaflet.

Please note the monthly Carers Clinic held at Richmond Surgery along with some of the other surgeries in
the area will cease at the end of March. Discussions are taking place for a one stop venue in the area for
these clinics. We will provide more information as soon as available.

Chat Health - A text service for Young People needing help
Chat Health is a secure, confidential and anonymous
texting service for young people. It is a nationally
renowned service monitored by a small team of
trained nurses. No message ever goes unanswered
and automated texts signpost alternative sources of
help out of hours.
If you are a young person in need of help, text
07507332160.
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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.




Please note the following:

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.

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.
This is for strict NHS England Data
Confidentiality purposes.
The application form for Online Services is
available on our website and at Reception.

Surgery Opening Times

4

February 2017

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).

Is your child unwell?
Visit http@//www.what0-18.nhs.uk for a range of resources
for parents to help increase their confidence when
managing acute childhood illnesses.
It is hoped these resources will help reduce unnecessary
GP attendances.
Parents can contact the Health Visiting advice line for
support with using the red, amber and green symptom
ratings and direction to the most appropriate treatment.

NHS 111 - “See your GP”
NHS England have been promoting self-care
for a few years now and the benefits to using
alternatives for care such as NHS 111 for
advice or when it is not a 999 emergency, but
also to visit your local pharmacy for more
minor ailments.
It is good to receive feedback from patients
that this is being followed for the more minor
ailments or when just advice is required.
On occasion however a patient will come to the
surgery and request immediately a GP
appointment with the comment “NHS 111 told
me I had to have an appointment with a GP”
or “the pharmacist told me to see my GP”.

May we please advise that there is no
arrangement between NHS 111 or any local
pharmacy for an emergency GP appointment to
be provided on demand.
If we have an
available appointment then you will be offered
this, but if we do not, then we will recommend
a GP telephone consultation.
After speaking with a GP if the decision is that
you urgently need to be seen, the GP will make
arrangements to see you.
This is not a
decision that can be made by our reception
team, therefore please accept the Telephone
Consultation and speak to a GP.
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GP Telephone Triage - Why do we offer these?
Telephone Triage Calls/Consultations were
introduced as another form of patient access
to care several years ago at Richmond
Surgery. They are offered when all emergency
on the day appointments have been taken or
for lesser medical matters where a patient
decides they do not require a face to face
consultation.

We will advise you of a time to come to the
surgery if required. This is NOT a decision that
can be made by our reception team.

We often hear a patient insisting or even
complaining that a telephone triage is no good,
that they need to see a GP. We appreciate
this, but when there are NO available face to
face consultations left with us, the next step
should be to accept a Telephone Triage Call
with a GP. We work through these as quickly
as we can, often in between face to face
consultations, and once we have spoken with
you, only we can make that clinical decision
that we need to see you.




A telephone triage with a GP is not required to
order a repeat prescription. You can request
a repeat prescription by one of the following
methods:



Register for EMIS Web online services
Send your request by email to
nehccg.richmondsurgery-scripts@nhs.net
By completing a Repeat Prescription Slip
and handing in to reception.

Thank you.
Drs King, Sinclair, Hatley, Gossage & Lingham

6

February 2017

7

February 2017

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.
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 do not offer a discussion in
person. 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.
We aim to acknowledge receipt of
your written complaint within 3
working days and where necessary,
will respond again as soon as a full
investigation has been performed.

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.
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.

In December 2016 we had a total of
90 missed appointments
That is an average of 4 wasted 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 appointments 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
8

February 2017

Patient Participation Group
You can learn more about us and our role on
Richmond Surgery’s website
www.richmondsurgeryfleet.com/patient-group
Our Suggestion Box is in the patient waiting area
located by the digital information television. It is
opened every 6-8 weeks when we meet with the
Partners for our 6-8 weekly meeting.
Please therefore be careful NOT to post anything
urgent or requiring immediate attention in the PPG
Suggestion Box.
We occasionally find repeat prescription requests in
the Suggestion Box. We do not deal with these. We
occasionally find an anonymous complaint. We do
not deal with complaints and, if anonymous, the
Surgery cannot address it either.

We do find suggestions or questions, again they are
anonymous. We do deal with these and indeed we
welcome suggestions.
We are also happy to
answer questions and would ask that you provide
your name and contact details, either tel number or
email, so that we can respond to you. Thank you.
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 Practice Manager.
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

Staff News

Patient Feedback
Always very helpful and I
have always been able to
get advice on the day.
Thank you and keep up
the good work.

As I have moved house, I
will be registering to
a new surgery. Please
can you pass on my
thanks to Dr King for
many years of excellent
care, and also to all the
Surgery staff.

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

Congratulations to our
medical secretary Lisa
Marie on her marriage
to Andy Covey.
Wishing you both a lifetime of love
and happiness.

Richmond Surgery Opening Hours
Mon - Thurs:
Fri:

7.30am-8.00pm
7.30am-6.30pm

7.30am opening is for Nurse commuter pre-booked
appointments - no reception service before
8.00am or after 6.30pm.
Closed Saturdays, Sundays and Bank Holidays
Midday Telephone Closure
Our reception team work several shifts during the
day. The main change of staff occurs at midday and
in order to ensure a smooth change with handover
discussions, our telephone lines will be closed for a
brief period between 1245-1315.
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What Can Hypnotherapy Do For Me?

are actually just bought, ‘affiliations and
associations’. It is also worth noting that there are
Nowadays, almost everybody knows someone who very few ‘full time’ hypnotherapists in the UK,
has successfully used hypnotherapy to help them most ‘practice’ as a ‘part-time’ job for a secondary
stop smoking, lose weight or get rid of a fear or income.
phobia, and many know about its usefulness for
those with anxiety, panic, depression or There is a voluntary register (which is approved
confidence issues, but you may be surprised to for use by the General Medical Council (GMC) in
learn of some of the other areas where the UK kept by The Complementary and Natural
hypnotherapy may be able to help you.
Healthcare Council (CNHC). They only admit
members with a certain amount and standard of
For example, The National Institute for Health and training. However, it is worth noting that the
Care Excellence (NICE) advocates hypnotherapy minimum requirement is still quite low.
for the treatment of IBS.
I am a highly experienced, full time
The NHS note there are studies showing its use hypnotherapist available at Richmond Surgery. I
with skin conditions (such as eczema), anxiety, am one of only six practitioners in the UK to hold
pregnancy and childbirth.
an MSc in Clinical Hypnotherapy. I am also one of
the few hypnotherapists, who, in certain
It is also becoming more widespread for those circumstances, is contracted to the NHS (he
with unexplained infertility, as well as with hypno- practices weekly at a major hospital working with
birthing. There is even a study from Israel oncology patients).
indicating that those undergoing IVF treatment
can effectively double their chances of a I regularly receive GP referrals (on a private basis
successful outcome by employing hypnotherapy only) and receive many referrals from other
alongside the standard treatment!
healthcare professionals, along with the more
difficult cases sent from other hypnotherapists. My
Hypnotherapy is being used in pain control (and peers in the industry voted me onto the Profession
as seen on television recently, has even been used Specific Board (PSB) of the CNHC, where I advise
successfully to carry out operations without on training and ethics relating to the
anaesthetic!).
hypnotherapy industry. I also train and mentor
other hypnotherapists and I am in demand
It is unusual in this modern age for a sportsman internationally as a speaker and lecturer of
or woman to not have a sports psychologist to hypnotherapy.
assist them, many of whom will employ hypnotic
techniques. The same techniques can also be Being one of the highest qualified therapists in the
employed to help enable performers and business country I regularly offer help with all the issues
people to perform at their very peak when highlighted above, along with many others,
required.
including recently; help with excessive drinking,
sleep issues (which is an area which appears to be
Is Hypnotherapy Safe? Are there any growing rapidly), nail baiting, hair pulling,
downsides?
anorexia and OCD.
Hypnotherapy is perfectly safe when carried out
by a properly trained and experienced
practitioner; unfortunately, that is where problems
can be encountered because hypnotherapy
currently is completely unregulated in the UK.
Anyone can legally call themselves a
hypnotherapist even with no training at all, and
sadly many do! A great many ‘so called’
qualifications you see advertised by practitioners

How can I help you in 2017?
Please contact me for more information via email
at info@ReleaseHypnotherapy.com or phone on
01252 687260
Garry Coles
www.ReleaseHypnotherapy.com
www.Facebook.com/ReleaseHypnotherapy
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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:








Cryotherapy
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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