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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

From 1st May 2019 - Changes to our Available Online
Appointments
We regularly review systems to improve and enhance where possible.
Available appointments to book online will therefore be changing from the
1st May 2019. There are additions and removals. Please do read the
following carefully to ensure that you DO NOT BOOK an appointment
incorrectly as this will be cancelled and it will be your responsibility to rebook appropriately.

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

Continuing – The Minor Illness Clinic for 5 Years + ONLY
The appointments are 10 minutes, for patients aged 5 years and up and
are NOT for routine nursing i.e. blood tests, injections, travel, repeat
prescriptions, or any aspect of women’s health such as contraception,
smears, problems with periods etc.

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

More appointments will be released for booking online, available 48 hours
in advance. The reason we offer 48 hours in advance is that these
appointments are for minor illnesses that have not responded to self-help
or over the counter treatments and continue to persist:

Church Crookham Pharmacy
157 Aldershot Road
Church Crookham
Hants GU52 8JS
Mon-Fri 0900-1800
Sat 0900-1200
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Changes to our online appts
(cont); Fleet Locality GP/Nurse
Extended Access Clinic Services
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Travel Clinic; N Hants Arthritis
Support Group; Register for GP
Online Services

Persistent Coughs/Colds and Infections
Persistent Sore Throats
Persistent Eye Infection/Conjunctivitis
Earache (not ear syringing)
Diarrhoea, Vomiting
Stomach Upsets
Minor Cuts & Sprains not requiring x-ray or stitches
Please ensure your appointment is appropriate for the M.I. Clinic. If it is
not, it will be cancelled or you will have a wasted journey and it will be
your responsibility to re-book with the correct practitioner.

NEW – GP Telephone Triage Consultation on the Day
When all the face 2 face on the day emergency appointments have been
4
booked, we have offered the above to ensure you still have access to
medical care. We will be releasing a proportion of these GP telephone
Emailing Your GP; Debit Card
triage consultations on line for you to book. We ask that you add a brief
available at
5 payments
Richmond Surgery; E-Consult
reason for your telephone triage request and ensure you provide a
survey results
telephone number that you can be contacted on at any time. These are
Patient
Feedback;
Staff
training
not for repeat prescriptions, order online, email your request or complete
6 dates; Missed appointments
a repeat prescription slip and not for minor illnesses.
Recovery College; NE Hants
Carers Hub; Weight Watchers 12 weeks free; RHL; Need a
Medication Review?

7

Earwax build-up

8

Stop Domestic Abuse

9

PPG

Complementary
10 Private
Therapies

NOTE: These appointments are NOT TIME SPECIFIC. Whilst you will see
a time listed, this is purely for system booking purposes. It is not the time
of your telephone call back. Our GPs will endeavour to call you at the
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From 1st May 2019 - Changes to our Available Online Appointments (cont..)
earliest opportunity.
Please
ensure you provide a telephone
number that you can be reached
on at any time.
You can still book face 2 face on
line appointments with your
Registered GP up to 6 weeks in
advance however like many other
surgeries, we will no longer offer
the on the day face 2 face GP
appointments online. Replacing
this will be the Telephone Triage
Consultation in the first instance.
Following this call, if your GP
needs to see you they will arrange
an appointment time directly with
you.
NEW – PHLEBOTOMY CLINIC
(Blood tests) 18 Years +
ONLY
If your GP has asked that you
arrange a blood test, you will now
be able to book an appointment
online with our phlebotomist. You
cannot book an appointment for a

blood
test
without
prior
agreement or request from your
GP therefore please do not book
just because you want something
checked! The test will not be
performed as approval for the test
is required from your GP first.
When booking your appointment,
please ensure you add the reason
for your BT i.e. thyroid, PSA,
diabetic check etc. This will help
our phlebotomist prepare your
paperwork in advance of your
appt.
NEW – Specialist Orthopaedic
Practitioner for Muscular &
Joint Pain 18 Years + ONLY
This service has been offered by
us since November 2017. It has
been extremely successful and we
will be releasing the appointments
on line.
If you have muscular aches or
joint pain or an injury, you can

book an appointment directly
with our in-house Specialist
Orthopaedic
Practitioner
avoiding the need to see your
GP first to facilitate the
assessment referral.
When
booking, please ensure you
provide information as to the
related problem.
If you have any queries
regarding the new availability
please speak with a member of
our reception team. You can of
course
still
book
these
appointments by calling the
reception team.
We hope these additions and
changes prove to be successful.
We will monitor, review and
adjust as required.
Donna
Brennan,
Managing
Partner
Drs King & GP Partners

Fleet Locality GP/Nurse Extended Access Services
In September 2017, three of the Fleet
locality practices started working
together to share the provision of GP
Extended Access.
These practices
were Richmond Surgery,
Branksomewood Surgery and Crondall
New Surgery. From April 2019, Fleet
Medical Centre will join and
participate in this shared cared.

patients from the other practices.

Clinical System.

You will have the opportunity to be
seen either at Richmond Surgery
midweek and/or Saturday mornings
outside of Core Hours or at another of
the participating practices dependent
on the rota duty.
Speak to our
reception team for more information.

The Fleet locality practices continue
to work and review on establishing
the best way to offer Fleet patients
GP and Nurse Extended Access taking
in to consideration the available
resources. We continue to share this
workload by offering a partially fixed,
rotating system of evening and
Saturday morning clinics (not Sunday)
with both a GP and a nurse.

This does not mean Richmond
Surgery’s patients have to be seen at
another practice by another GP, but if
they are seen at another practice, the
GP/nurse has access to view the
medical records for non-registered
patients. This access to the patient’s
clinical record is limited to the GP/
nurse with whom you have booked
your appointment, for the
appointment itself, and for 28 days
afterwards. All of the practices in our
CCG Locality work with EMIS Web

As with any new system there have
been periods of adjustments, ongoing
reviews and tweaks to ensure we
offer the best system for our patient's
needs. We thank all our patients for
their support since launch and would
ask that you consider this alternative
method for access to care if an
appointment is not immediately
available for you, at your own
surgery, or at a time that suits.

Each participating practice sees a
combination of their own patients and

Remember you also have access to:
- GP Telephone Triage/Consultation
Calls – on the day and book ahead
- eConsult – Introduced in July 2017
accessed via our website homepage
www.richmondsurgeryfleet.com
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Richmond Surgery Travel Clinic
With the ongoing significant cuts in
NHS funding, Richmond Surgery is
no longer able to offer a free travel
research and advice.
The vaccines Hepatitis A, typhoid and
diphtheria,
tetanus
and
polio
vaccinations can still be provided in
line with our contract for NHS
vaccine provision, but for all other
travel vaccinations and advice the
new service will apply.
If you require travel advice and
vaccinations we have a private
travel clinic with a specialist travel
nurse for both registered and
unregistered patients.
To use this service: Please complete
the Travel Vaccination Agreement for

a Private Travel Clinic Appointment

(see our website/ask at reception)
and give to reception, together with
the private consultation fee.

with our specialist travel health nurse
is £35 per trip, per person.
Our private travel nurse will research
and review your available past
immunisation history. The nurse will
then contact you in due course to
book
a
private
travel
clinic
appointment and advise you of the
vaccines recommended. They will
also advise you of the vaccination
fee.
During busy travel seasons let us
have your completed questionnaire
as soon as possible and, if possible, 3
-6 weeks before travel.
If
you
require
just
the
vaccinations you can research the
required/recommended
vaccines
yourself by visiting the following
approved sites:
www.fitfortravel.nhs.uk
travelhealthpro.org.uk

The fee is payable by personal debit
card at Richmond Surgery. We are
unable to accept cash or credit cards.

Enter your destination and view the
advice.

The fee for a private consultation

If the advice is that you need

vaccines, please contact the surgery
and book a 10 minute travel injection
appointment.
Please ensure you
complete the Travel Vaccination

Agreement (For Administration of
Vaccine Only) and pass to reception
at least 3
appointment.

weeks

before

your

To check your immunisation history
sign in to GP Online Services and
view your summary care record or
come to the surgery and ask
reception to print a list of your
immunisation history that we have
on our computer records (this will
not include any paper only records).
During busy periods, it may not be
possible to provide a printout
immediately.
Vaccine prices are detailed on the
immunisations price list. Payment of
any vaccines must be made before
your travel injection appointment. If
you plan to pay on the day please
arrive 20 minutes earlier to ensure
payment is made before your
appointment.

GP Online Services
Book appointments
Order repeat prescriptions
View your GP record
_________________
Pick up an application form
in reception
Or visit:
https://
www.richmondsurgeryfleet.c
om/
and click on:
‘Register for online services’
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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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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.

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.

Were your patients satisfied with eConsult?
83%

patients who were satisfied with the service

100%

patients who would recommend the eConsult service to family and friends

What were your patients' care outcomes after using eConsult?
50%

patients who said their issue was completely resolved seven days after using the service

83%

patients who did NOT have to contact the GP practice or any other health service for the same
problem in the week after consulting online

Did patients say they were contacted in time?
100%

patients who said they were contacted by the stated response time

How did patients hear about eConsult?
100%

"From the GP practice website"

Patient satisfaction: comments
"EConsult is excellent "
"Time saving and very easy to use"
"There were certain questions which your firm wouldn't let me complete. I was completing it for my father whom I
have LPOA for. I had to declare he was female as it wouldn't let me say he was male! Also no facility to say it was being completed on someone else's behalf. Not a dementia friendly form"
"Excellent help and very quick "
"So easy to use and saves the GP's valuable time "
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Patient Feedback
Excellent Surgery
Have been with this surgery for 18 years. They
always look for improved ways to do things,
whether that is alternatives to traditional
appointments to keeping us informed via
monthly newsletters. There's also a really
helpful pharmacy onsite.

NHS Online Jan 2019

108 missed appointments in March
5 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:

RATE US PLEASE!
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.
To 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

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 Dates 2019
Richmond Surgery will be closed 12.30-2pm on
the following dates for essential staff training:
Mon 29 Apr 2019
Mon 17 Jun 2019
Mon 22 Jul 2019
Mon 9 Sept 2019
We have no training room and use the waiting
room for this. We would ask that patients do
not enter the waiting room during this time.
Forms will be at our reception desk.
Wellbeing Pharmacy is not affected
and will be open as normal.
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Earwax Build-up
Earwax normally just falls out on your ear hasn't cleared after 5 days
its own. When it's blocking your your ear is badly blocked and you
ears, a pharmacist can help.
can't hear anything (you can get an
infection if it isn't cleared)
Important - Don't use your fingers
or any objects like cotton buds to Not all GP practices remove
remove earwax. This will push it in earwax
and make it worse.
Some can:
 flush the wax out with water (ear
Earwax usually falls out on its own. If irrigation)
it doesn't and blocks your ear, put 2  suck the wax out (microsuction)
to 3 drops of olive or almond oil in
your ear twice a day for a few days.
These treatments are usually painless.
Over 2 weeks lumps of earwax should You might have to pay to have them
fall out of your ear, especially at night done privately.
when you're lying down.
Preventing earwax build-up
There's no evidence that ear candles You can't prevent earwax. It's there to
or ear vacuums get rid of earwax.
protect your ears from dirt and germs.
But you can keep using ear drops to
A pharmacist can help with soften the wax. This will help it fall out
earwax build-up
on its own and should prevent blocked
They can give advice and suggest ears.
treatments.
They might recommend chemical Causes of earwax
drops to dissolve the earwax. The You might have earwax build-up
earwax should fall out on its own or because:
dissolve after about a week.
 you just have more wax in your
Don't use drops if you have a hole in
ears – some people do naturally
your eardrum (a perforated eardrum).  you have hairy or narrow canals
See a nurse at your GP practice if:
(the tubes that link the eardrum

and outer ear)
 of your age – wax gets harder and
more difficult to fall out
 of hearing aids, earplugs and other
things you put in your ear – these
can push the wax further in
How to tell if your ear is blocked
with earwax
You can have:
Earache difficulty hearing 
itchiness dizziness an ear
infection sounds such as highpitched tones coming from inside the
ear (tinnitus)
Once the earwax is removed, these
symptoms usually improve. If they
don't, see the nurse at your GP
practice.
Page last reviewed: 21/12/2017
Next review due: 21/12/2020
Call 111
If you can't speak to your GP and
don't know what to do next.

For the full article and information
about health conditions and
support visit the NHS website
(www.nhs.uk)

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

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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PPG - Richmond Surgery’s Patient Participation Group
PPG Suggestion Box
This is located in the patient waiting
area to the side of the large digital
information screen. It is not opened
daily, in fact, only opened by our PPG
on an irregular basis often when they
join us for a meeting.
Please
therefore do not post anything that
you require an answer to quickly in
particular if you have a
concern. These should be emailed to
us or passed to our reception
team. We also routinely find repeat
pre s cr ipt io n re qu e st s in our
Suggestion Box too! We would like to
answer just some that have been
passed to us recently by our PPG –
please note a few were several
months old and not relevant now due
to changes at the surgery:
Q: Taller chairs for ease of
elderly patients getting out
of. A: Whilst our 3 x treatment
rooms have these chairs, space is
very limited for these larger chairs in
the patient waiting area.
We
therefore have 3 chairs that have
arms on them to help with rising
up.
Please may we remind our
patients NOT to use these chairs if
they are able bodied. Please leave
these free for those less able. Thank
you.
Q: A water machine or fountain
in the waiting area. A: As a GP
surgery and not a hospital where you
may have to wait a considerable time,
we would hope your attendance is
short. Again, space is limited in our
waiting area. Water machines run
the risk of potential spillage and mess
and of course there is a not only an
initial cost implication but ongoing
cost. Linking to the main water
system would be extremely expensive
therefore the bottled styled water
machine would be required. This then
attracts H&S issues. We have always
maintained that if you require a glass
of water, please simply speak to our
reception team who would be very
pleased to provide you with this.
Q:
Please provide bike
storage.
A: A few years ago a

member of our PPG obtained funding
for metal bike racks.
These are
located fixed to the small wall in our
front car park, by the tall tree. Bikes
can be placed there and locked with
your own chair/padlock. We will ask
our maintenance to check these are
still in good working order.
Q: A Ticket queue service for
b o o k
o n
t h e
d a y
appointments:
A: We have
considered this before and will
continue to discuss.
Whilst a
potentially good suggestion, concerns
and negative feedback to this idea
have also been raised. The surgery
premises opens at 0700 because of
our 100hr Pharmacy. One concern is
arrival at 0700, taking a ticket then
disappearing for a while. This would
disadvantage those unable to arrive
sooner. There would need to be a
system of stopping the ticket service
at 0800 and of course, there is a cost
implication. There are pros and cons
to every possible new system, but we
are considering this.
Q: Change the system so I can
see any GP especially if my GP is
away. A: This is not a simple system
to change. We officially run NHSE
Registered Patient Lists, not the
alternative system whereby you have
a named GP, but can see anyone in a
pooled system. Many years ago we
did run this Pooled System.
Unfortunately this did not work well
for us. We also have only 1 x female
GP. We receive a high percentage
request from female patients to see
her.
Logistically and from a
professional perspective this is not
best practice.
If your GP is not
available, yes you are offered a
Telephone Triage Consultation with
the covering GP Partner. Please be
assured that after this, if that GP
needs to see you, they will arrange a
time for you to be seen.
Q: My GP is never here when I
want to see him so I want to
change to another. A: All our GPs
are away from the Surgery for the
same level of time for annual leave;

training; CCG and other professional
work. Changing to another is unlikely
to ensure you can see a GP when you
wish to.
Q: I asked for details of a private
consultant only to find when I
rang them they no longer worked
there. A: Unfortunately, unless we
are kept up to date with changes at
the many private hospitals and clinics
locally and nationally, we will not
know if a consultant has ceased
offering services there.
Q: I asked your reception team
about a community service and
they knew nothing about
it.
A:
There are dozens of
community services in our locality,
some are approved by our Clinical
Commissioning Group, many are
not. We will not know every one of
these services especially if voluntary
or not approved by our CCG. If we
have been informed about an
available service, we will always
endeavour to include information in
one of our monthly pa tient
newsletters. These are emailed to
patients who have provided us with
an email address, or you can read
them from our website
www.richmondsurgeryfleet.com
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
Drs King & Partners
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
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Private Complementary Therapies
Not all minor surgery is available on the NHS

Fleet GP Limited
with Drs Hatley, Gossage & Lingham
offers a private service for:
The following procedures are available:
Skin tags  Moles  Papilloma  Plain/
Seborrhoeic Warts  Campbell de Morgan
spots  Other skin blemishes
Full details of treatments and fees are
available from Reception
Telephone 01252 811466 to book an

appointment

The Odiham Clinic
Osteopathy with
Christina Hood
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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