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Flu Season
Our Flu Season Clinics are underway and already we have vaccinated
in excess of 2000 patients, many during our Saturday morning clinics.
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Mon-Thurs 08301800
Fri 0830-1830
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If you are eligible for the flu vaccine and have not yet received this,
please contact the surgery as we do have appointments available
midweek and regularly review if we need more weekday flu clinics.
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Mon/Tues: 0830-1830
Weds: 0900-1830
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Sat: 0830-1730
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Saturday Flu Clinics
would like to take this
opportunity
to
thank
the
members of our PPG (Patient
Participation Group) for their
assistance once again during our
Saturday flu clinics. Without their
support, our clinics would not
operate as smoothly as they do.
We

Church Crookham Pharmacy
157 Aldershot Road
Church Crookham
Hants GU52 8JS
Mon-Fri 09001800
Sat 0900-1200
Tel: 01252 621098
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We
endeavoured to
check
patients in using an older system,
but as the queues increased we

stopped
and
simply
asked
patients to continue through to
the treatment rooms.
Unfortunately, this problem was
then exacerbated by a very high
percentage of patients arriving
outside of their appointment time
increasing queue times.
Whilst we have 5 staff vaccinating
18-20 patients every 5 mins, with
admin staff entering clinical
details, additional arrivals will clog
this efficient system.
Despite all this, the clinic finished
on time with some 600 patients
vaccinated.
This is the first time we have
experienced a problem at our
weekend flu clinic, but the vast
majority of patients who know
how slick our operation has
always been in the past were
patient
and
extremely
understanding for which we say
thank you very much.
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Patient Waiting Room
Health and Safety, in particular the need to
reduce the risks of passing on infection is of
great importance not just within the Surgery, but
to all our patients.
One of the main areas of increasing concern is
the high level of magazines that appear in the
patient waiting area. These are not provided by
the Surgery, but very kindly by other patients.
Unfortunately, the magazines will often fall to the
floor with slippage then becoming a risk. Shared
magazines will also pose the risk of passing on

infection.
We have therefore taken the decision to
significantly reduce the level of magazines from
the patient waiting area and would ask patients
that if they wish to have reading material whilst
waiting for their appointment, to bring their own
and take it home with them.
We will make available our Surgery Newsletter in
their 3 individual folders so that patients may
continue to be kept informed of surgery news
and limited other reading material.

Patient Information Leaflets
Translations of health related patient information
is available in a range of foreign languages via
the NHS Choices website www.nhs.uk
Navigate to the relevant web page then click the
‘Translate’ button (top right) and select the
required language from the drop down menu.

The page content automatically changes to the
foreign language selected.
If you require further assistance or other
documentation that requires translations i.e.
patient notes, please speak to reception as NHS
England are available to assist with this.

Are you eligible for an Opportunistic Health Check?
You may automatically receive a formal written
invitation from NHS England. These are prepared
and issued quarterly to eligible patients.
Alternatively, you can check if you are eligible on
the next page by reviewing the NHS Health Check
Form.

checks followed by a review at a later date with
your GP.
We would be grateful if your date of birth and full
address could also be added to the NHS Health
Check Form, together with a daytime telephone
contact number.

If you are eligible as per the form, please print
this, complete and return to our reception team.
An appointment will be arranged for you with a
member of our clinical nursing team for the initial
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NEW The Emergency Patient Clinic
This new approved NEHFCCG clinic commenced
from early October 2014. It operates weekday
mornings except Wednesday, but we hope to
expand this in the near future.
This clinic is for emergencies that are NOT 999
and is a triage consultation with our experienced
Senior Practice Nurse. This clinic is not available
to book ahead as it is specifically for emergencies
on the day when a GP is not available.
If you believe you require medical assistance in
the morning and it is NOT a 999 emergency,

then please arrive at the surgery by 8am and you
will be seen in the Emergency Clinic.
Your
medical issue will either be dealt with during this
Clinic or you will be triaged on to the Minor
Illness Clinic or, if required, an emergency
appointment with a GP.
Do please help us to ensure this clinic works
efficiently and is used only for emergencies. The
NEHFCCG will be looking at regular audits of the
clinic for the appropriateness of use and, of
course, demand to ensure funding for this will
continue in future years.

The Minor Illness Clinic
This Clinic has been available at Richmond
Surgery for many years, but has only recently
started being used by patients.





To increase patient awareness of this Clinic it is
promoted not only within our Newsletters, but via
our Digital Information Screen and is also
mentioned in our new telephone system hold
message. Our Senior Nurse Lynn Brock has
undertaken specialist training to run this clinic
and has in excess of 30 years nursing experience.

A recent internal survey has demonstrated that
many appointments booked with a GP could have
been dealt with at the Minor Illness Clinic. This
Clinic is not however for general nursing. Please
help us to help you and reserve GP face to face
appointments for non-minor illnesses.

The Clinic is available every weekday morning
except a Wednesday. Appointments are often
more readily available than with a GP and are for
minor ailments such as:





Coughs and colds
Sore throats and tonsillitis
Conjunctivitis, earache

Diarrhoea, vomiting, stomach upsets
Infections
Minor Sprains

The Minor Illness clinic IS NOT FOR routine
nursing services such as ECGs, Blood Pressure,
Ear Syringing, Women’s Health etc.
If your booking is not appropriate for the MIC,
then you will be asked to re-book. Routine
nursing services should be booked via reception
as time required varies for from 10 minutes to 40
minutes.
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Wasted Appointments - also known as ‘DNA’
“DNA” the term used for “Did Not Attend”. We
regularly show the monthly total of wasted
appointments in our Newsletter and put notices
up in our Surgery, but still it continues and we
see very similar levels month after month.
We occasionally receive feedback from patients
asking what can be done to prevent this. In
August’s newsletter, we printed an excerpt of an
article discussing the possibility of general
practice charging patients for wasted clinician
time.
It is a daily occurrence and as a surgery it is
extremely frustrating for us when we are
constantly striving so hard to increase your
access to care, working long hours which affects
not just the clinical team but the additional
work from an administration.

Monday 22 September
GP 1 x 10 min appt | Nurses 4 x 10 min appts
Wasted appointment time: 50 mins
Tuesday 23 September
GP 3 x 10 min appts | Nurses 6 x 10 min appts
Wasted appointment time: 1 hr 10 mins
Wednesday 24 September
GP 5 x 10 min appts | Nurses 1 x 10 min appt
Wasted appointment time: 1 hr
Thursday 25 September
GP 1 x 10 min appt | Nurses 5 x 10 min appts
Wasted appointment time: 1 hr
Friday 26 September 2014
GP 1 x 10 min appt | Nurses 9 x 10 min appts
Wasted appointment time: 1 hr 40 mins

It’s even more frustrating when we then deal
with patient complaint and negative feedback
regarding the surgery for "never being able to
get an appointment".

Total wasted appointment time: 5 hrs 40 mins

Below is just one week in September. This is not
a one off, this is a regular occurrence:

Did you try to get an appointment that week
without success?

34 patients could have had used those missed
appointments.

In October 2014 we had a total of
147
appointments wasted because the patient simply did not turn up.
That’s an average of 6 wasted appointments per working day in October.
MANY ARE 20 - 30 MIN APPOINTMENTS WITH OUR NURSING TEAMS.
Could you have used that appointment?
As a Surgery we find it very frustrating & wasteful when a patient simply does not turn up and then
another patient complains they could not get an appointment. We are stretched to the maximum with
appointments. We have introduced, and continue to trial, new methods for increased access to care.
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 it.
Thank you. Drs King, Sinclair, Hatley & Sharma
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Staff News
New Practice Nurse Kimberley Johns joined us in
October 2014. Kimberley is an experienced ITU nurse
and has eagerly joined the Surgery to expand her
career and move in to general practice nursing. She is
currently undertaking extensive training in all areas of
practice nursing duties to bring her up to speed with
general practice.
Kimberley is also studying to become our Dementia
Lead Nurse and is also keen to take over as our
Infection Control Lead Nurse.

Thank you to all my patients
who very kindly completed a
Patient Feedback Questionnaire
for my recent GP Appraisal. I
received far more than I
expected and appreciate the
high level of compliments and
thanks for the care you receive
from me.
Dr Karuna Sharma

All of the staff and Partners welcome Kimberley to our
expanding Surgery.

Citizens Advice Bureau - available at Richmond Surgery
Advice on
Prescription
AVAILABLE AT RICHMOND SURGERY
Citizens Advice provides free, independent,
confidential and impartial advice to everyone on
their rights and responsibilities.
It values
diversity, promotes equality and challenges
discrimination.

experiencing situations that may be affecting
their health. They are concerned as to how
much time GPs are spending listening to the
problems that are facing their patients and
sometime are unaware of the help and support
available to them from external agencies.

The service aims to:

Your GP may recommend and/or can direct you
to the CAB for free, confidential advice and
practical help. Alternatively you can contact
them directly on:

Provide the advice people need for the
problems they face.
Improve the policies and practices that affect
peoples’ lives.
Hart District Citizens Advice Bureau has received
funding from the Big Lottery to transform
access to advice and information across Hart
District. They are very keen to work with GP
surgeries to help and support clients that are

Tel no:01252 878435
Email: yateley@hartcab.cabnet.org.uk
The CAB can be seen at Richmond Surgery on a
Tuesday morning but by appointment ONLY.
Information leaflets are available in the patient
waiting area.
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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.

your call from a number with a prefix
different from “01252”, you will not be
connected. You should hang up and
redial:
01962 718961

Remember:
999 is reserved for Serious

Life-threatening Emergencies

If you are registered with us but make
7
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Patient Participation Group
Meet our newest members:
Sandra Redman has been a patient at
Richmond Surgery since moving to the area
about 15 years ago. Now retired having been a
Civil Servant, she has joined the U3A and takes
part in its activities. She also enjoys supporting
The Basingstoke Canal Society, in particular the
John Pinkerton (a charity trip boat on the Canal),
and playing bridge.
Patricia Thorns has lived in Fleet since 1987
with her husband and two daughters and has
been a patient at the surgery since then. Before
retiring, she was Head of English in the
Humanities Department at Farnborough College
of Technology, and has taken an active part on
the committee of Farnham U3A since 2011, as
Membership Secretary for 3 years and currently
as magazine editor and PR officer. She has

always been impressed by the high quality of
medical services provided by The Richmond
Surgery; this has inspired her to volunteer to
support the PPG.
You can see a bit more about us on the
Richmond Surgery website
http://www.richmondsurgeryfleet.com/patientgroup
If you would like to make suggestions or
any relevant PPG areas, please email me.
note, the PPG remit is NOT to deal with
complaints. These should be addressed
to the Surgery in writing.

discuss
Please
patient
directly

Donald Hepburn | PPG Chairman
Email: donaldr.hepburn@gmail.com

From the suggestion box:

smile, eye contact and courtesy go a long way.

1. Can we have a mole clinic?

Answer. If you have any comments of this nature
it is always best to make them in writing
immediately either by letter to the Practice
M a n a g e r
o r
e m a i l
using
NEHCCG.RichmondSurgery@nhs.net as
leaving it till later can make it harder to identify
the situation and follow up.

Answer. If you have a mole which concerns you it
is better to see your own GP as it is important for
there to be continuity in tracing any development
of the mole. A mole clinic staffed by GPs on a
rotating basis would not offer the same continuity
of care.

2. When booking on line, could the option of a
telephone appointment be offered?
Answer. Thank you for this very useful suggestion
which the Partners and Practice Manager will are
currently investigate for compatibility with our
online system.

But do also please bear in mind that our
receptionists have to cope with varying situations,
demands, and often stressful scenarios and it can
be very hard sometimes to switch from one
patient to the next. Our receptionists attend
Customer Service Training, but they are subject
to emotions like us all.

3. I have been into the surgery twice recently and
the receptionists are not welcoming at all. A
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Patient Feedback:
Our family have been patients at Richmond
for 30yrs plus. We have always been treated
with courtesy by all the staff. All the Doctors
are "listening Doctors"and offer reassurance
even if the problem turns out to be minor,
you are never made to feel that you should
not have bothered them. Even if your own GP
is not available it is usually easy to see
another GP if you feel you cannot wait. An
example of how effective Richmond is went
on line at 0740 and got a same day
appointment with my chosen GP at 0830,
arrived early (as usual) for appointment,
booked in on screen, just sat down and got
called in. Doctor requested a chest X Ray.
Went to Fleet hospital and got there before
dept opened at 0900, sent for a cup of tea in
cafe, went back to dept at 0900, called in
straight away, X Ray taken, back home
before 0930. Cannot complain about that.

Patient Feedback:
Poor service, asked them
whether they have a lady
doctor or not, receptionist
said no, in a very bad tone,
without look at you, then
turns out to be they have one.
poor poor poor!!!!

Surgery Response:
Thank you very much for your feedback. We
are very pleased to hear that you use our
online services and achieved such a positive
outcome. As with any surgery, outcome is
dependent on the level of patient demand on
any given day. We recently introduced GP
telephone consultations for patients that may
not necessarily require a face to face
consultation, but also as an additional access to
care once all emergency on the day
appointments have been taken.
Internal
reviews and patient surveys have both
confirmed that the telephone consultation
works extremely well in particular as the GP will
arrange for you to be seen if he/she decides
this is required. Thank you again for your
positive feedback.

Surgery Response:
It would assist us greatly if patients who are
unhappy about any aspect at Richmond Surgery
to address this directly to the surgery as soon
after the incident as possible. We cannot help if
feedback is anonymous. There appears to be
confusion here and we would have very much
liked the opportunity to investigate, clarify and
explain any misunderstanding to this patient. We
do of course have female GPs, but if a patient is
not registered with a female GP and wishes to
see one, then we make arrangements for this at
the next opportunity. If we have a lady locum
GP available then a patient can see this GP.
Alternatively, if the patient requests a reregistration to a female GP we will always try to
accommodate this subject to availability.
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Colds, coughs, sore
throats,
head-aches,
hangovers,
upset
stomachs,
winter
vomiting and aches and
pains should all be
treated at home or with
the advice of your local pharmacist, with pain
killers, rest and plenty of fluids.
By doing this not only are you helping to reduce
the spread of winter viruses to other vulnerable
patients in NHS waiting rooms – you are also
keeping appointments available for people who
have serious health conditions that must see a
doctor or nurse.”

The campaign message of ‘keep calm and look
after yourself’ runs across themes including:

 Keep calm and ask a pharmacist
 Keep calm and call 111
 Keep calm and antibiotics are not always
the answer
For more information please visit
www.keepcalmthiswinter.org.uk

Keeping you in touch
We have over 6500 (and rising)
patient email addresses and 7500
mobile telephone numbers as a
result of our Vision Online System
and Text Reminder system.

We believe emails are an excellent way of
keeping our patients well informed of any new
systems, clinics or services that we are planning
and text messages are ideal for fast
notifications.

These totals include shared addresses/numbers
so we are actually reaching a greater number of
patients.

If you would like to be kept up to date, please
ensure you notify us of ay changes to your
email address or mobile telephone number so
that your records are up to date.

Contacting us
We have TWO email addresses for you to contact the surgery:
Repeat Prescriptions
NEHCCG.RichmondSurgery-scripts@nhs.net
General patient enquiries, notifications of name or address changes etc.
NEHCCG.RichmondSurgery@nhs.net
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WHY TIMING IS EVERYTHING
By acupuncturist Judy Shipway
It is often said that timing is everything, but you
might not have realised how important this can be
when it comes to protecting your body against illness.
You probably already know your best and worst
times of day - the classic example is the post-lunch
slump, or waking up at the same time each night. But
you might not know why this is, or what your body is
trying to tell you.
Let me introduce you to the Chinese Body Clock, a
24-hour cycle that reflects the body’s daily activities.
Understanding the clock can help you take control of
your own health and wellbeing by understanding how
to work with your body’s natural rhythms.
Here’s how it works. Energy is constantly flowing
through your body over a 24-hour period. The
Chinese body clock shows when the energy is at its
highest and lowest in various parts of your body – a
bit like high and low tides with the sea.
So, using the diagram below, we can take the
example of the Stomach, which is at its peak time
between 7am and 9am. Twelve hours later, between
7PM and 9PM the Stomach’s energy would be at its
weakest. Given that the main job of the Stomach is
to digest food, clearly the best time of the day to take
on board your largest food intake is Stomach time, 79am.

In our culture, we often miss breakfast, and our
largest meal is typically in the evening, when the
Stomach is at its weakest – the complete opposite to
what your body naturally wants.
Whilst your body can easily handle occasional
disruptions to its natural rhythm, over the long-term
working against the natural system will slow down
and deplete the whole cycle, leading to illness.
So what is the best time of day to do particular
things? Heart time is a good time for meetings and
talking, Spleen time for working and thinking,
Kidney time for taking exercise and Pericardium time
for relaxing, socialising (and flirting).
As an acupuncturist, understanding the time of day
when someone’s symptoms are at their best or worst
can be very helpful in directing me to where to focus
treatment.
For example, if someone was consistently waking up
between 1am and 3am, the Chinese body clock would
lead me to investigate imbalances in the Liver in
more depth. And let’s not forget the emotions, much
as we often prefer to ignore them - the Liver is
associated with anger and frustration, so if you wake
at Liver time it’s worth reflecting on whether some
underlying anger or frustration is the real cause.
Once the imbalance is identified, I would use fine
acupuncture needles inserted into specific points on
the body, to adjust the imbalance and nudge the body
back into its natural rhythm.
For more information about how the wisdom and
knowledge of Chinese medicine can help you to
restore balance and promote physical and emotional
harmony, go to www.fleetacupuncture.co.uk or
phone me to discuss your health needs on 07985 765
612.
Fleet Acupuncture & Wellness is available at
Richmond Surgery, Fleet.
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Complementary Therapies
Kipp Clark

Fleet Acupuncture &
Wellness

Advanced Massage Therapist
Kipp incorporates a wide variety of
therapies and specialises in the
treatment of chronic pain. He also
offers

Judy Shipway
Acupuncturist

 Sports Injury Treatment
 Thai & Eastern massage techniques
 Reflexology

Experience an effective natural and
safe way to restore and sustain
good health and wellbeing.

Please contact Kipp on
07769 666448
Or by email
kclark@altonadvancedbodywork.co.uk
www.altonadvancedbodywork.co.uk

Contact Judy on
07985765612 or see website
www.fleetacupuncture.co.uk

Whitewater Clinic
Chartered Physiotherapist

The Odiham Clinic
Offers a range of treatments:
 Osteopathy - Christina Hood
 Hypnotherapy - Garry Coles
 Counselling - Aileen George

Sports Masseur

Please contact Claire Weeks on
Tel: 07890 388937
www.whitewaterclinic.co.uk

Please see their leaflets and business cards
in our waiting area.
Contact The Odiham Clinic on
01252 459040
To arrange treatment
www.theodihamclinic.co.uk

Fleet Minor Surgery
Minor surgery is available at the surgery on a private basis where the surgery is
performed by Dr Ed Hatley. The following procedures are available:
 Cryotherapy
 Skin tag removal
 Ingrowing toenail
 Histopathology

 Cauterisation
 Wart and mole removal
 Steroid joint injection

A price list is available at Reception.
To book a consultation
please call 01252 811466
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Non NHS Service Fees - revised May 2014
PLEASE NOTE - WE REQUIRE PRE-PAYMENT
FOR ANY PRIVATE WORK UNDERTAKEN BY THE DOCTORS
PLEASE ALLOW AT LEAST 2 WEEKS FOR THESE FORMS TO BE COMPLETED
Patient pays for:
Completion of Health Claim Form
£ 35.00
Holiday Cancellation Form
£ 45.00
Medical Certificate for University
£ 30.00
Camp America Health Declaration
£ 50.00
Passport Form
£ 45.00
OFSTED health declaration (child minding)
£ 87.50
Shotgun license form declaration
£ 50.00
To Whom It May Concern letters
£ 35.00
Letter to local authority re housing benefit
£ 35.00
Private ‘freedom from infection’ for school
£ 35.00
Travel or employment
£ 35.00
Health club
‘fitness to exercise’ certificate
£ 30.00
Private Prescription
£ 15.00
Private G.P. consultation
£100.00
Private sick certificate
£ 25.50
Private ante-natal & 6 week check £100.00
Private consultation with Nurse
£ 25.50
Blood grouping
£ 45.00
Diagnostic blood test
£ 20.50
Private ECG
£ 56.00
HIV testing
(incl counselling & blood test)
£ 76.50
HIV report only
£ 76.00
Form/letter for reduction of Council Tax
£ 35.00
Sharps Form
NO CHARGE

Army Family moving abroad medical
(paid by the family)
adult £ 85.00 children £ 45.00
Seafarer Medical exam
£110.00
Adoption/Fostering Medicals
SET FEE BY AUTHORITY

MEDICALS:

Disability Allowance Form
£
Completing DS1500
£
DVLA medicals
£
DVLA questionnaires
£
CICA medical report (criminal injuries)
£

Medicals for HGV/Taxi driver (PCV) £110.00
Tick box questionnaire medical form £ 85.00
Medicals for the Army (Army pays)
SET FEE BY THE ARMY

LEGAL ADMINISTRATION:
Power of Attorney
(including home visit & assessment) £150.00
Written Report
£150.00
Lasting Power of Attorney G.P. Signature
£ 75.00
Medical Report for Court
£150.00-£180.00
Photocopy of medical records
£ 50.00
Photocopy of reports
from £ 10.00
Summary of computer printout
£ 10.00
INSURANCE FORMS PAID BY COMPANY:
G.P. Reports (after 6 months)
Report within 6 months
Report within 3 months
Report within 6 weeks
Report within 2 weeks
Supplementary Report
Targeted Report

£104.00
£160.00
£180.00
£250.00
£350.00
£ 40.00
£100.00

GOVERNMENT FORMS (paid by depts)
33.50
17.00
88.00
42.00
30.00

Pre-payment is required.
Payment by cheque is preferred and will be held until the work is completed.
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