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Opening Times

News Regarding Dr Steven King, Senior Partner

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

After almost 28 years with
Richmond Surgery, Dr King will be
reducing from full time to part time
with effect from the 1st January
2020.

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-Fri 0830-1800
Sat 0900-1300
Tel: 01252 615582
Boots The Chemist Pharmacy
225 Fleet Road
Fleet Hants GU51 3BN
Mon-Fri: 0830-1800
Sat: 0830-1730
Sun: 1000-1600
Tel: 01252 613698
Church Crookham Pharmacy
157 Aldershot Road
Church Crookham
Hants GU52 8JS
Mon-Fri 0900-1800
Sat 0900-1200
Tel: 01252 621098
Please check the pharmacy websites for
Christmas and New Year Opening Times
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He will continue as our Senior
Partner and will be working 2 days
per week at the surgery, continuing
to see his patients and other
clinical duties already undertaken.
We are delighted to advise joining
Richmond Surgery, and assisting Dr
King with the care of his registered
patient list and duties will be Dr Ani
Pal (m) with effect from the 1st
January 2020.
As a practice we believe the
regularity of Dr Pal jointly caring
for Dr King’s patients will remain in
keeping with our Registered Patient
lists.
Other patients may also find
themselves speaking or seeing Dr

Pal as he will be involved in Doc
Away duties.
Dr Pal has a specialist interest in
cardiology and has been a full time
GP Partner in Farnborough since
2014. Prior to that he had many
years’ experience at both Frimley
Park Hospital and The John
Radcliffe Hospital.
We appreciate this change may
take some patients a little time to
adjust, but we wish to reassure you
all that a great deal of thought has
been put in to ensuring our
standards of excellent care
continues.
We are sure all our patients will
welcome Dr Pal and we look
forward to working with him.
Donna Brennan, Managing Partner
Drs King, Sinclair, Hatley, Gossage
& Lingham

Do we have your current mobile number and email address?
We know at times these change.
Please ensure if you change your
mobile number or email address
that you let us know.
It is your responsibility to advise us
of any changes to avoid missed
health reminders and notifications
regarding the surgery.
We would also remind all our
patients that you should not be
providing us with shared mobile
and emails for your own security
and confidentiality.

If you are unsure whether we have
your correct details, then please
call in to the surgery to check with
reception.
A form of ID such as photo licence
will be required. We cannot check,
confirm or take corrections over the
telephone.
Please note if we are unsure if
communication received is from
you, then we will not respond with
the information requested.
Drs King, Sinclair, Hatley, Gossage
& Lingham

December 2019

2

December 2019

How to Avoid the Telephone Queues - Sign Up for GP Online Services
As demand for the NHS has grown so the surgery has MSK Muscular & Joint Pain Clinician
been required to adapt and offer alternatives to just You do not have to see a GP first to be referred to
the traditional face to face appointment.
this clinician. These appointments can be booked
online
We have also introduced many clinics and alternatives
that can be dealt with via our online services.
The Minor Illness Clinic appointments are available
with a qualified minor illness nurse to book online up
We would please ask our patients, where possible, to to 48 hours in advance. We increase the number of
try the online services and reduce the number of calls available appointments during the winter period, Dec
in to the surgery.
through to Apr, to cope with demand.
with a qualified minor illness nurse
eConsult
Online GP Consultation with response by 6pm the Extended Access, evenings and Sat mornings
next working day
Appointments are available with a GP and/or nurse at
one of the 4 x Fleet practices.
GP Telephone Triage call on the day
This is a shared locality service.
Following your telephone triage call with the GP, the
GP will arrange to see you if required
GP Telephone Consultation
Book in advance for reviews, updates etc
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GP Online Services
Start using online services
If you are registered with a GP surgery, you can access
online services. Online services may allow you to:

numbers
 using registration details
from your GP surgery

 book, check or cancel appointments with a GP, nurse or
other healthcare professional
 order repeat prescriptions
 see parts of your health record, including information
about medicines, vaccinations and test results
 see communications between your GP surgery and
other services, such as hospitals

For other providers of online services, you can only sign
up using registration details from your GP surgery.

Online services
Different GP surgeries use different providers of online
services. Your GP surgery might use more than one and
give you a choice.
Ask your GP surgery, check their website, or check the
information about your GP surgery if you do not know
which provider you can use.
How to register for online services
To use online services, you need to sign up and prove
who you are.
For the NHS App you can do this in 2 ways:
 by taking a photo of your ID (passport, UK or EU
driving licence, or European national identity card) and
recording a short video of your face while you say 4

To sign up using registration details from your GP surgery
you will need to:
 Tell your GP surgery that you want to sign up for their
online services. You may be able to do this over the
phone, or you may have to go to your GP surgery. If
you have to go, take a photo ID (passport or driving
licence) and proof of address (such as a utility bill) if
you have them.
 Fill in the short registration form you are given or sent.
 Log in using the registration details and instructions
your GP surgery gives or sends you.
Changing online service provider
The letter with your registration details should tell you if
you can choose from more than one provider of online
services.
If you want to change provider, you can use the same
registration details.

For the full article and information about health conditions
and support visit the NHS website (www.nhs.uk)
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Steady & Strong Class in Farnborough
Please request your prescriptions early
We are approaching the busy holiday season.
Please check that you have a sufficient supply
of your regular medication to last you over
Christmas and New Year.
We may take longer to process prescription
requests over this time due to staff holidays
and sickness.
Need a Copy of Your Medical Records?
Did you know that as well as booking
appointments and requesting prescriptions
online,
you can now also view your medical record
online?
Application forms for GP online services are
available on our website
https://www.richmondsurgeryfleet.com/
Or ask at reception.

Do You Think You Have A Urine Infection?
In the past, we simply asked our patients to
bring in a urine sample for our nurses to
test.
Unfortunately they are now being
swamped with samples for any reason, not just
possible urine infection, but patients just
wanting to have it checked! Regrettably this is
not possible as our nursing team are now seeing
up to 20 samples almost daily!

the first instance. Following discussion with the
GP they will advise accordingly of the next steps
required which may require a sample being
brought to the surgery.

Going forward, patients who believe they may
have a urine infection please book a telephone
triage call with their GP or the GP covering in

Thank you
Drs King & Partners

We will no longer accept urine samples unless
they have clearly been asked for by a GP and
notified to reception by the GP to expect one.
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Have You Had Your Flu Jab?
We have a whole range of midweek flu clinics and some
evening appointments.
Please just speak with our
reception team who will help book an appointment to
suit.
Please check you are eligible from the criteria list
below. NHS England have made changes to the eligibility
criteria and unfortunately you may no longer be eligible.
We will continue to send reminders to those patients who
fall within the "at risk" categories listed below.
 Aged 65 and over
 chronic heart disease, such as heart failure

PARKING ON THE SURROUNDING
SURGERY ROADS
May we remind patients visiting the surgery
that parking on the pavement causes
difficulties for pedestrians, particularly those
with pushchairs, wheelchairs and those
needing the assistance of another person
walking beside them. Parking on pavements
should be avoided unless absolutely

 chronic liver disease
 chronic (long-term) respiratory disease, such as severe
asthma, chronic obstructive pulmonary disease (COPD)
or bronchitis
 chronic kidney disease at stage three, four or five
 chronic neurological disease, such as Parkinson’s
disease or motor neurone disease, or learning disability
 diabetes
 splenic dysfunction or asplenia
 a weakened immune system due to disease (such as
HIV/AIDS) or treatment (such as cancer treatment)
 morbidly obese (defined as BMI of 40 and above)
 All pregnant women
 Frontline Health & Social Workers

necessary, for example to allow room for
emergency vehicles to pass if there is a car
already parked on the opposite side of the
road.
If parking on the pavement cannot be
avoided, please ensure there is sufficient
room for pedestrians and wheelchairs to
pass safely on the pavement.
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Staff Training
Richmond Surgery will be closed 12.30-2pm on
the following date for essential staff training:
Mon 2 Dec 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.

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.

Patient Registrations & Your Named GP
Richmond Surgery does not operate on the basis of
'Pooled Patient Lists' i.e. you have a named GP but
you see any available GP. We operate on the basis
of ‘Registered GP’ i.e. our GP Partners hold individual
registered patient lists. This enables a GP and
Patient relationship to be established over time, and

The GPs and staff of

For Life-threatening Emergencies
DIAL 999
provides you with continuity of care. In the absence
of your Registered GP, you will be offered a
telephone consultation in the first instance with the
covering GP Partner. Following this, if that GP
Partner decides you need to be seen, they will ask
for you to attend at a given time.

Richmond Surgery

Richmond Surgery will be closed:

wish you all the best for

Wednesday 25 December 2019
(Christmas Day)

the Christmas season
and the New Year

Thursday 26 December 2019
(Boxing Day)
Wednesday 1 January 2020
(New Years Day)
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Paying for a service at Richmond Surgery?
Payments can be made by personal debit card
Please note we no longer accept cash.
Chaperone Available
Unable to keep your appointment?
Please let us know
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

The following two
members of our staff
are qualified, trained
chaperones:
Jan Fulcher
Reception Manager
Janet Watson
Receptionist
If you believe you
would benefit from
this service, please ask
at the time of booking
your appointment so
that arrangements can

be made.
This advanced notice
is
particularly
important
if
you
require
a
male
chaperone.
There are fewer male
staff members in our
team and we would
therefore need to
ensure that one is
available for your
appointment.
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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

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

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

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

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

Top right, click on
‘leave a review’.
We value your opinion.
Thank you,
Drs King & Partners

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 (repeat prescription
requests should be made via EMIS Patient online
services, or by email: nehccg.richmondsurgeryscripts@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.
 Registration queries.
 nehccg.richmondsurgery@nhs.net
Medical Secretaries Tel: 01252 811477
 For information about your referral.
 Insurance forms and reports.
 Non-NHS work (fee payable) eg Fit to travel
letters, travel cancellation forms, HGV/taxi licence
medical appointments (see our website/PPG
notice board for details of our fees).
 nehfccg.richmondsurgery-secretary@nhs.net
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PPG - Richmond Surgery’s Patient Participation Group
Our PPG are valuable members of the Surgery,
provided voluntary support and feedback on
potential new systems and services. They also act as
a point of contact for our patients, should one be
required.
You can learn more about our 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

Patient Feedback
Dear All,
Just to let you know that from my point of view I
think your appointment system works very well. If
there is a hiccup which can happen, it is resolved
quickly and efficiently.
I believe the majority of your patients appreciate
Richmond. They just may not tell you! It must be
good team work, good training and organisation.
Thank you and best wishes to you all. Keep smiling,
there are many of us out here, who think this!

The telephone system is awful. The message says there are 15 or more people in the queue
then after a while you are cut off! I understand it is busy but please a more friendly message.
It is extremely frustrating and I do feel in busy times more people to man the phones.
A: This system was introduced approximately 2 years ago as a replacement to a much older
system. It does not at present allow for a cost effective “queue place” notification and until
the cost for this reduces, the surgery cannot include.
For now, the current messages give patients the choice whether to remain on hold, or call
back. Indeed, during very busy times such as Monday morning, this cloud based system can
only hold so many callers. If you are cut off, we apologise, but that is probably because the
system cannot cope with the high volume of callers which has been reported as over 100 on
one occasion at 0800 when the phone lines opened.
Routinely our reports show on average 65 callers at 0800 most mornings. We have all 5x
reception stations answering calls between 0800 – 0930, an d one team member at the front
desk. Regrettably, we cannot logistically accommodate more. Our surgery was built in 1986
for 7500 patients. We are now 14200 and growing with no immediate solution to expansion.
Drs King & Partners
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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

15

