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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

Pg Inside this Issue
2

What’s Upstairs?
MS Specialist Practitioners

3

The Importance of Washing
Hands

4

Exercise & Rehabilitation
Classes

5

eConsult Patient Feedback

6

The Minor Illness Clinic

7

Patient Feedback
N Hants Arthritis Support
Group

8

Patient Participation Group
Debit Card Payments Accepted
at Richmond Surgery
Emailing Medical enquiries to
GPs

9

Carers - Your invitation to
football match
Missed Appointments - Please
cancel if no longer needed

Complementary
10 Private
Therapies

Maternity Hub at Fleet Hospital - Coming Soon
In line with the Better Births
national
strategy
for
the
transformation
of
maternity
services, Frimley Local Maternity
System are proposing piloting
Community Maternity Hubs. The
plan is for maternity services, to sit
alongside other family-orientated
health and social care. Community
Maternity Hubs will offer women
more flexible appointment times
and facilitate support with smoking
cessation, infant feeding, diabetes
and other care.
From late February 2019 there will
a community pilot hub based at
Fleet Community Hospital.
The community hub’s aim will be to
provide antenatal and some post
natal care as a ‘One Stop Shop’ and
to reduce the time that midwives
spend travelling between the
different locations, enabling them
more time to see women and
implement
the
Better
Births
initiatives.
Women will be able to see multiple
health professionals at one location
saving
them
time
and
appointments.

Benefits for Women
 One stop shop for women able
to see multiple health
professionals saves them time
and appointments.
 In reach support e.g. diabetes

will avoid trips to hospital

 Flexibility for women to have

appointments in the evenings
and at weekends at their
convenience.

 Group

sessions including
education as requested by
Maternity Voices Partnership.

 Women will be able to interact

with other women and babies
providing opportunities for peer
support.

 Women will not have to wait in

for half a day for a visit.

 Increased continuity of carer.

The Pilot Hub will be evaluated and
developed during autumn/winter
2019/20

We Are Recruiting
Due to retirement, we are looking for a
part-time receptionist 16.5 hrs/wk over 3 days fixed shifts.
For further details and to apply visit the NHS Jobs website:
https://www.jobs.nhs.uk/index.html
Job Ref: J180-A-19-273274
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‘What’s Upstairs’ at Richmond Surgery
“What’s Upstairs?”

A question we often hear asked by our younger
patients and invariably followed by screams of
dismay when asked to come down off the
stairs!
Well, upstairs there are:




Offices for all aspects of administrative
work and meetings
Consultation room for private therapists
Consultation room for counsellors

All areas upstairs are private and are not open
to patients or visitors who should report to
reception please. If you have an appointment
with one of the private therapists or counsellors,

once you have checked in at reception please
take a seat in the patient waiting area.
There is no waiting room upstairs and for
confidentiality reasons, we ask that you wait
downstairs in the waiting area. You will be
collected by your private therapist or
counsellor.
We are not vast upstairs and so we can hear
conversations if you are stood at the bottom of
the stairs on your mobile or just generally
chatting and we can certainly hear upset
children at the foot of the stairs which can be
very distracting in particular for therapists who
may be present.
Thank you.

Multiple Sclerosis Specialist Practitioners
We have been advised that there are now two
Multiple Sclerosis Specialist Practitioners
available to support people with MS who are
registered with a GP in Aldershot, Farnborough,
Fleet or Yateley (they also cover Ash and
Camberley).
Liz Wilkinson and Caz Bullen, both Multiple
Sclerosis Specialist Nurses, are available to
provide specialist MS support and advice.
People with MS can benefit from having access
to their specialist knowledge and support,
including:
picking the patient up from point of diagnosis
on their personal MS Journey and working
closely with Frimley Neurological Consultants
 providing advice on managing symptoms
(which vary from patient to patient as they
are entirely dependent on where in the
central nervous system the sclera form)
 providing advice on and/or monitoring

disease modifying therapies prescribed by
their consultant
 signposting/referring patients to specialist
community and hospital-based services
 signposting to charities like the MS Society
and MS Trust who can provide support,
information and (MS Society) means-tested
grants for equipment and services not
available through statutory providers
th
 On Wednesday 13
February, Liz and
Caz will have a stand on High Walk in
the
Wellington
Centre,
Aldershot
between 10am and 3pm Everyone is
welcome to drop in to meet them, ask
questions and pick up information



Liz and Caz can be contacted via the MS nurses’
contact details:
MS Nurse generic email: vcl.msnurses@nhs.net
MS Helpline: 01483 782214
Address: Farnham Hospital, Hale Road,
Farnham, GU9 9QL

Do you take regular medication? Are you due a medication review?
For a medication review you can book an advance telephone appointment with your GP,
it does not have to be a face to face appointment.
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The Importance of Washing 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
technique?

the

best

handwashing

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.
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.
"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/howto-wash-your-hands-properly.aspx

For the full article and information
about health conditions and support
visit the NHS website (www.nhs.uk)
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eConsult Richmond Surgery Patient Feedback
eConsult is an online electronic GP consultation
tool for new GP consultation relating to medical
issues. It is not for existing health checks or
reviews,
for
submitting
routine
health
information, for requesting repeat prescriptions,
for querying existing medication or for acute/
urgent medical issues that require urgent
medical attention. Subject to your answers,
eConsult may advise you on line that it is not
appropriate to use eConsult for your issue.
eConsult automatically requests a patient’s
feedback once the service has been used. This
is collated and reports are sent periodically to
Richmond Surgery for our information. Below
are some of the patient feedback comments that
have been made, positives and negatives, since
eConsult was made available at Richmond
Surgery. We do review and take note of
these comments and are informed that
eConsult does the same.
















It worked well, but the on-line form was
long and repetitive, and I'm not sure the GP
had seen it before telephoning
It is quick to get help
Anything that relieves the front line clinicians
of 'trivial' consults and leaves them time for
the more demanding work has to be a bonus.
The advice given was to book a face to face,
couldn't get a face to face appointment and
was advised to use eConsult
It was easy to use and saved me bothering a
doctor as it was not life threatening
Excellent advice Care and kindness from
Richmond Surgery
It gives you immediate peace of mind that the
doctor will adhere to my request and will make
the decision to either see me, phone me or
give me medication. Although it achieved the
result.
Less time consuming
It took rather a long time for me to explain my
problem answering all the questions, a phone
call would have been much much quicker.
Had to do it twice because the first response






















wasn't helpful or fully explained. It was one
line. My Dr took the trouble to respond
properly.
The consult service enabled me to contact my
GP quickly when I realised I had jaundice. He
acted promptly and efficiently.
Answer was too brief, and made an
assumption that is not correct
No idea of time scale for the referral.
I didn't need to waste the Dr's and my time to
get the necessary appointment
Fast and effective service for minor issues
Really convenient, as appointments are hard
to get and this also saved me lots of time.
Nothing has happened. Surgery comment:
eConsults arrive with Richmond via the
eConsult platform. It is not sent directly to us.
If you have not heard anything, please
contact the Surgery and query. It may be
it never arrived due to an eConsult issue.
 Just absolutely excellent care and
advice from Dr Lingham and Staff.
 The service is very efficient in directing
me to an effect solution. Every time.
I did the e-consult on a Thursday evening and
I didn't hear from anyone until the following
Monday afternoon.
Convenient and felt like I was taking less of
the NHS time than if I'd seen a GP and then
been referred.
A prescription was sent to the pharmacy the
same day. Surgery comment: eConsult is NOT
for repeat prescription requests, but if upon
review of your eConsult a prescription is
required, this is part of the consultation and
will be arranged.
Very good, useful not wasting a face to face
appointment.
I feel happy that a simple question was
answered very quickly without the need to
take up a whole appointment slot.
It is a very lengthy form for completion
I would like to have had a follow up
suggestion/conversation/appointment as it
was new medication for an ongoing condition
ep is something other than blood tests
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It is a great service
Seemed efficient process and responses were
efficient
Found the form very stressful to fill in, some
questions totally irrelevant
My particular issue was to find a replacement
for medication. eConsult's questions were not
generic enough. Initial response was that I
should not have used the service for this type
of issue. However, I did end up having to
speak to the GP.
Selfishly, it removes the need for a visit to the
surgery. It guarantees a timely response; and
more importantly (I presume) it frees up a
doctor for more pressing needs.
A quick and helpful response to my query
Very clear questioning and resolved issue
quickly.
Saves me having to make an appointment
and work around childcare/school runs etc
but ensures that I am able to get advice from
the doctor for something which I may have
left/put off going about
The eConsult half worked but there was no
follow up to inform us that the Dr had issued
a prescription.
I received an answer to my problem without
spending time either visiting the doctor or
waiting in for a phone call. However I still feel














in many circumstances I would still want a
face to face consultation
Useful not to have to book an appointment
although there were a lot of questions to
answer which may put me off using service if
time is short
Quick, easy, done in your own time
The service worked well and is ideal for busy
people who can't get to the surgery and
hopefully will lessen the burden on the GPs a
little.
The response was quick and I was able to
have diagnostic test (x ray) prior to seeing
the GP.
It asked all the relevant questions allowed me
to fill it out in my own time. Also very easy to
use and has many benefits : if you unable to
get an appointment, find it hard to get out an
about to the doctors etc
Very quick turnaround. Wouldn't be suitable
for everything but worked well for what I
needed it for on this occasion.
It allowed my GP to take necessary action
earlier than would have been the case
without any contact until I could have spoken
with my GP.
Dec 2018

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.

We do unfortunately continue to see
appointments booked online that cannot
be dealt with in the minor illness clinic.
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.
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Patient Feedback
Thank you, as always the service you provide
is nothing short of superb. I just checked my
call log. 17 minutes from leaving a message
requesting information to receiving the email
with vaccine history and that included you
calling me to confirm what was needed and
where to send it!
Email Jan 2019

RATE US ON THE NHS WEBSITE
www.nhs.uk

It’s not just for moaning!
We would really like to see all the positive
feedback we have received reflected on
the NHS website too.
For rate us, visit the NHS website (www.nhs.uk)
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 - Richmond Surgery’s Patient Participation Group
Our PPG Members kindly volunteer to support the
Surgery during seasonal clinics, or when their
opinions and views are required for not just the
Surgery, but proposals within the local community.
You can learn more about the PPG and their 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
directly to the Surgery in writing.
Barry Goring | PPG Chairman
Barry can be contacted by email via Richmond
Surgery:
nehccg.richmondsurgery@nhs.net

Debit Card Payments now accepted at Richmond Surgery
Richmond Surgery is now able to
accept payment by Debit Card
instead of via our on
site
Pharmacy
Wellbeing.

Please note if you need to make a
payment this will need to be done
in person via our reception team
during normal surgery hours when
reception cover is available 08001830 Mon to Fri.

Please ensure you pay before
your appointment to avoid delay.
ONLY personal debit cards are
acceptable, not company cards
and we do not accept credit cards
or cash.

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

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.

Concerns, Complaints, Suggestions etc - IN WRITING PLEASE
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.
For this reason, we do not
discuss in person or by
telephone.
Speaking to a member of staff will
not record your complaint or
concern and therefore you will still
be asked to put your complaint or
concern formally in writing
BEFORE it can be dealt with. Not
every issue is dealt with by the

GPs or Managing Partner.
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.
Drs King & GP Partners
Donna Brennan, Managing
Partner
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99 missed
appointments in
January
4 appointments per
weekday could have been
offered to other patients.
If you would like a text
reminder for your
appointment, please send
your name, date of birth
and mobile telephone
number to:
nehccg.richmondsurgery
@nhs.net
A cancelled
appointment can be
offered to another
patient, a missed
appointment cannot.
Drs King, Sinclair, Hatley,
Gossage & Lingham

Staff Training
Regular training is an
essential part of a GP
surgery.
All staff will be training
on the following day.
This does therefore
mean
reduced
availability at this time:
Monday 25 February
2019
12.15pm-2pm
Wellbeing Pharmacy will
be open as normal.
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Private Complementary Therapies
Private GP Services
Minor surgery is available at Richmond
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

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

Fleet Acupuncture &
Wellness
Judy Shipway, Acupuncturist
Experience an effective natural and safe
way to restore and sustain
good health and wellbeing.
Contact Judy on

07985765612 or see website
www.fleetacupuncture.co.uk

20% Introductory
Discount
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