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Richmond Surgery Newsletter
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

APPOINTMENT REQUIRED

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

New Quad Vaccine
We are very pleased to confirm that
we will be offering the NEW ‘QuadVaccine’ (covers 4 strains) for the
2017/18 flu season, in addition to
the usual ‘Tri-Vaccine’ (covers 3
strains).

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

Help us, so we can help you
The surgery purchases flu vaccines
on your behalf so please have your
vaccine with us.

Church Crookham Pharmacy
157 Aldershot Road
Church Crookham
Hants GU52 8JS
Mon-Fri 0900-1800
Sat 0900-1200
Tel: 01252 621098

Inside this issue

The news has been reporting the
threat of a flu epidemic this year.
Please ensure you book to have your
flu vaccine as soon as possible. We
have many flu clinics available
midweek at varying times of the day.
Our last Saturday flu clinic on 7
October is now full.
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GP surgeries run like businesses
and in order to survive the flu
vaccine programme helps generate
income by meeting NHS England
targets. If that money goes
elsewhere, surgeries struggle to
survive and can no longer offer the
service.
When we vaccinate you against flu
we also obtain vital data that is
necessary for your medical record
and care.
If you choose to go elsewhere for
your vaccine such as a pharmacy
or supermarket, we cannot gather
this information, and they do not
gather this for us, so please book
in here.
You have the opportunity to be
vaccinated against shingles, or
pneumonia if you are eligible. We
check if you are overdue a review

for areas such as your blood
pressure, medication, asthma,
diabetes etc.
If you are eligible for the free flu
vaccine, please, book your vaccine
at the surgery and help us survive,
gather your data, and ensure your
health is up to date all in one
appointment.
Ages 2 , 3 and 4 year old (nasal
vaccine) / Pregnant / A registered
carer with the practice /
Aged 65 years / 6 months and over
WITH one of the following
conditions:
Chest problems ▫ Chronic heart
disease ▫ Diabetes ▫ Chronic
kidney disease ▫ Chronic liver
disease ▫ Chronic neurological
disease ▫
We work fast and are practised in
vaccinating you, informing you of
updates required and gathering
data so this does not take long.
Mythbusters
· We have not asked ANY
pharmacy or supermarket to give
you the flu vaccine on our behalf
or gather vital medical updates.
· We are NOT running the
vaccination programme with any
pharmacy or supermarket
· You are NOT doing us a favour,
or saving us time by getting your
flu vaccine somewhere else.
· The pharmacies/supermarkets
are NOT doing us a favour by
giving you the vaccine. Quite the
opposite.
· No pharmacy or supermarket has
access to your medical record.
Thank you. Drs King & Partners
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eConsult - Online GP Consultation Tool
If you are not yet aware of what eConsult is,
eConsult is an online GP consultation tool.
It enables you to request medical advice from your
GP online without having to telephone the surgery
or book an appointment with your GP.
You will receive a response no later than the end of
the next working day. In addition, you have
access to reliable and trustworthy self-help content
and other local healthcare services that may help
you to avoid an appointment altogether.
It is already successfully used by surgeries in other
parts of England. Richmond Surgery and our fellow
3 Fleet practices are undertaking a pilot of this new
innovative tool for our CCG. We shall pilot this for
approximately 3 months and after that time, it will
be rolled out to the remaining 20 practices within
our North East Hants & Farnham CCG.
We are extremely pleased to advise that the launch
went ahead successfully and within the first week
alone we had received almost 50 eConsults from
patients.
It continues to be extremely popular and is working
very well, ensuring our patients have a further
method for accessing medical advice and care that
is flexible and interactive at a time that suits you.

We have however received some eConsults that are
not for online medical GP consultation for. Please
do note that eConsult is NOT for administration
requests such as the following:
To
To
To
To

request a prescription
request a sick note
request a referral
book an appointment

eConsult is for patients aged 18 years +. You
cannot submit an eConsult in your name for
your child if they are under 18 years.
eConsults received for these reasons will not reach
a GP and in most circumstances, the sender will
receive a response advising the eConsult has been
rejected and to contact the surgery by the usual
methods to arrange.
To access eConsult simply visit our website http://
www.richmondsurgeryfleet.com 24 hours per day,
seven days a week and click on the banner on the
home page.
Click on the following link to see a
short 2 minute video about eConsult: https://youtu.be/
tbg1AhkmZkU

There are currently 87 GP practices using e-Consult across Hampshire and Isle of Wight. We were very
pleased to be informed that all of the Fleet practices are in the Top 50% regionally with
Richmond Surgery and Branksomewood Surgery at #6 and #14 respectively.
In view of the fact that we have been using e-Consult for only just over two months, we are very
pleased with this usage from patients.

Car Park Closure for Repainting
Over the weekend of Saturday 21st October our car park line markings are being
reconfigured and painted, both front and rear, to include disabled bay parking and some
reserved parking.
Please note therefore that the car park will not be accessible on Saturday 21 October and
Sunday 22 October whilst the work is undertaken. We are aware that vehicles are often
parked at the surgery from Friday evening/over weekends. Please do not leave your vehicle as the lines
that are being painted are NOT replacement lines. We would not wish for your vehicle to be removed and
will not be held responsible for any damage.
Wellbeing Pharmacy will be open, but vehicles will need to park outside of the grounds. Thank you.
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A Look Behind the Scenes - Reception
We have a team of 11 part time receptionists who
cover a rota of 2 shifts per day overseen by our
Reception Manager, Jan Fulcher. Jan is first point
of contact for all issues relating to reception,
appointments and prescriptions and works very
closely with our Managing Partner.
Within these shifts, our reception team not only do
the most obvious duty of front of house and
booking appointments, but a range of other duties
many of which require additional and ongoing
training.
These duties range from new patient registrations,
prescriptions, pathology and other test results,
clinical stationery, online systems daily maintenance
and new registrations, maintenance of patient
records, queries from patients, pharmacies, nursing
and care homes, funeral directors etc. They are also
involved in the research of information and data for
the GPs together with advising and supporting
patients on how to access information to other
relevant care services.
Most of our patients will, at some time, have met
our receptionists, but perhaps many do not realise
that there is far more involved in their role and that
they deal with a variety of other duties than just
reception time.
The receptionist takes the blame:
We are an extremely busy surgery and our
receptionists have very busy roles. They are the
first point of contact both face to face and via
telephone. As previously mentioned, they do not
just answer the phone & book appointments. Their
role is extensive and varied.
Interestingly, the surgery is affected by seasonal
trends. For example, July to September is often
quieter with not just schools on holiday but many
taking the opportunity of a late summer holiday in

early September once
the
schools
have re-started. We then routinely see that from
the 3rd week in September onwards demand
increases and we are extremely busy. This also
coincides with university students requiring checks
and vaccines before returning and of course the flu
season. Therefore mid September through to late
November is extremely busy for the surgery, in
particular our reception team.
Get more staff:
We have 5 receptionists on duty during each
shift. Regretfully we cannot increase this as we do
not have the space at present to accommodate
another in the reception area. One receptionist will
focus on the front desk, one on raising the 500+
prescription requests each day and the others focus
on test results, GP requests, answering the phone
and the vast array of administrative duties and
emergency calls every day.
Our busiest times are between 0800-0930, midday
and late afternoon. During these times you will
experience a delay on the telephones if you are
calling the surgery. These busy periods will often
find our receptionists leaving their desks to deal
with queries, look for items being requested, to
retrieve documents or prescriptions your GP may
have raised and asked you to collect; they may
need to speak to a nurse on your behalf or they
may be dealing with a queue of several people at
the front desk etc.
We would ask wherever possible that if your call is
not urgent that you please avoid these busy
times. It is not only frustrating for you, but for our
receptionists too when the phones are ringing and
yet they are unable to answer due to dealing with
other demands.
Thank you.
Drs King & Partners
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GP Referrals
Specialist
referrals
and
services
your
GP
may
recommend .
You are entitled to ask for a
referral for specialist treatment
on the NHS. However, whether
you will get the referral depends
on what your GP feels is clinically
necessary in your case.
If you wish to be referred to a
specialist in a particular field,
such as a surgeon, or a
gynaecologist (a specialist in the
female reproductive system), you
should see the GP you are
registered with. This is because
all your medical records are held
by that practice. Your GP also
generally understands your
health history and treatments
better than anyone and will base
any decision for a specialist
referral on this knowledge.
If you ask your GP to refer you to
a specialist, they will probably
suggest that you first try various
tests, or treatment options, to
see whether your condition
improves. Generally, you cannot
self-refer to a specialist within the
NHS, except when accessing
sexual health clinics or accident
and emergency (A&E) treatment.
A specialist will only see you with
a letter of referral from your GP.
The letter will give the specialist
essential background information,
such as your medical history, and
it will also contain details that the
specialist needs to pay particular
attention to.
If you want to see a private
specialist, you are still advised to
get a letter of referral from your
GP. However, whether you see a
private specialist, with or without

a GP referral, or are referred to
an NHS specialist, your GP is not
obliged to accept the specialist's
recommendations. For more
information, read: Do I need a
referral for private treatment?
Choosing a hospital or
consultant
If you are referred to a
specialist by your GP or other
health professional, such as
dentist or ophthalmologist, you
may have the right to choose
which hospital in England to go to
for your first outpatient
appointment.
You can also choose which
consultant-led team will be in
charge of your treatment. This
means that if you choose a
particular consultant for a
procedure, you can choose to
have your first outpatient
appointment at the hospital
where the consultant works and
be treated by that consultant's
team. Learn more about
consultant choice.
Once you have decided on a
hospital, you could book your first
outpatient appointment through
the NHS e-Referral Service. This
can happen in the following
ways:





Your GP can book it while
you’re at the surgery
You can book it online using
the Appointment Request
letter your GP gives you.
You can phone the NHS eReferral Service line on 0345
6088888 (open MondayFriday, 8am to 8pm and on
weekends and bank holidays
8am to 4pm).

Under the NHS Constitution, if
your GP refers you for a condition
that isn’t urgent, you have the
right to start treatment led by a
consultant within 18 weeks from
when you are referred, unless
you want to wait longer or
waiting longer is clinically right
for you. For more information,
read our guide to waiting times.
Other services you may
access through your GP
As well as specialist referrals,
your GP can help you find the
right stop smoking services,
weight loss service or other selfmanagement programmes that
help to prevent or manage a
condition. Self-management
programmes are not simply about
educating you about your
condition. They also let you take
control of your health by learning
new skills to manage your
condition on a daily basis. These
services may, however, not be
available on the NHS and you
may have to pay for them
yourself.
Some areas may offer local
schemes that allow patients to
have subsidised access to gyms
or weight loss services such as
WeightWatchers, Slimming World
or Rosemary Conley. It is worth
asking your GP if there are any
schemes available in your area.
You can also look for services in
your area via the NHS service
directories.
For the article:
http://www.nhs.uk/NHSEngland/
AboutNHSservices/doctors/Pages/
gp-referrals.aspx
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NHS E-Referral Service
What is the NHS e-Referral Service?
The NHS e-Referral Service (previously known as Choose and Book) is a national electronic referral service
that allows you to choose the place, time and date for your first outpatient appointment.
Book your appointment
If you have been referred to a hospital or clinic
through the NHS e-Referral Service, booking your
appointment online is easy, safe and secure.
You will need:
 The booking reference number stated on the

booking letter
 The password you received from your referrer
(e.g. GP practice)
If you have been referred but do not have your
booking reference number or password, please
contact the person or organisation who referred
you.

hospital to choose from. The list of options will be
the same whether you decide to book online or over
the phone.
Before you select your clinic and appointment slot,
consider all the options such as:
 How long do I have to wait for my first

appointment?

 How quickly can I start my treatment?
 How far away is the hospital or clinic?

In most cases you have the legal right to choose the
hospital or service you'd like to go to. This will
include many private hospitals, as long as they
provide services to the NHS. Learn more about your
choices in the NHS.
What to do if you have not been referred yet

You can also use the 'Start now' button to:





Check your appointment details
Change your appointment
Cancel your appointment
Cancel your referral

How to choose your hospital or clinic

If you want to be seen at a hospital or clinic you will
need to speak to your GP. They will help you decide
what care is best for you and make any necessary
referrals. Find out more about GP referrals.
For more information visit NHS Choices:
www.nhs.uk/NHSEngland/appointment-booking/
Pages/about-the-referral-system.aspx

In some cases you will have more than one clinic or
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Starting next week,
Richmond Surgery will have
a dedicated smear clinic on
Tuesday and Thursday
afternoons.
Smear test appointments
are also available at other
times, Monday to Friday.
7
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NHS Breast Screening Programme
All women aged 50 to 70 are invited for breast
screening every 3 years with the NHS England
National Breast Screening Programme. Some
older and younger women are also invited as part
of a study of screening in different age
groups. These invitation letters are issued by the
NHS Central Screening Office.
The National
Screening Office has asked all GP Surgeries to
contact their eligible patients and actively
encourage the acceptance for screening.
If you have received an invitation recently and have
not yet arranged your screening, we would like to
encourage you to take the opportunity to be
screened. Breast cancer is the most common
type of cancer in the UK and the risk of getting
breast cancer goes up as you get older: about 4 out
of 5 breast cancers are found in women over 50
years old. Most women with breast cancer do not
have a family history of the disease. Breast
cancer screening saves lives because cancers
are diagnosed and treated earlier than they would
have been without screening.
Millions of women around the world have been
screened for breast cancer and continue to be

screened regularly as it helps to save lives. This is
why we are encouraging all eligible women at
Richmond Surgery to accept the invitation for
breast cancer screening when they receive it. If
you have recently been screened, thank you. Your
medical record will be updated shortly.
If you have not yet received an invitation you are
likely to receive one in due course. The invitations
are issued periodically and will be automatically
issued when you become due for screening, every
3 years.
If you have received an invitation, but did not
attend for screening and would like to reconsider
taking part, please contact the NHS Breast
Screening Programme on 01483 783211 or
www.breast-screening.surrey.nhs.uk.
They
will advise you on arranging an appointment and
can also answer any queries you may have
regarding breast screening.
Please also remember that, if you have any
symptoms or signs of concern, you should contact
the surgery to make an appointment with a GP.

Staff News
Senior Nurse Lorna Pepper - after just 6 months with the practice, Lorna has decided it is time to leave
general practice and move back in to the community so she can focus on her passion which is diabetes.
She will be taking on the role of a Diabetic Specialist Nurse from the beginning of October. It has been a
pleasure having Lorna with us albeit a short period.
Locum Practice Nurse Megan Lawrence joins us from early October. She will primarily focus on cytology
and all forms of dressings, including ulcer dressing and compression however she is also a Lead Diabetic
Nurse and so will support our team in this area. Megan already works within our NEHF CCG so she is very
familiar with all aspects of our clinical system and the many requirements of general practice in our
locality. We look forward to her joining us.
Receptionist Debbie Daly joined our team of receptionists from mid September. She has worked briefly at
a general practice in Sandhurst, but lives locally. She comes to us with a good level of starter knowledge
however, as with all our receptionists, their duties are vast so she still has much to learn including the
systems used within Richmond Surgery, so please allow her some additional time if she is helping with
your enquiry. We look forward to working with Debbie.
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In September 2017 we had a total of

Staff Training Dates 2017

76 missed GP appointments
113 missed Nurse appointments
That is an average of 11
appointments per working day

Regular training is an essential part of a GP
surgery. All staff will be training on the following
dates. This does therefore mean reduced
availability between these dates/times:

Some of these appointments were 20-30 minutes
with our nursing teams.

Monday 13 November 12.15 – 2pm
Monday 20 November 12.15pm - 2pm

That is a lot of wasted appointment time.

Wellbeing Pharmacy will be open as normal.

If you would like a text reminder for your
appointment, please let reception know or send us
an email at nehccg.richmondsurgery@nhs.net
As a patient, please help your surgery AND your
access to care by
CANCELLING your appointment
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

Concerns or Complaints
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 and will cause delays.
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 discuss in person or by telephone.
Speaking to a member of staff will not record your
complaint or concern and therefore our reception
staff 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 after we have
investigated further.
Please ensure you provide
your full name and contact details. Anonymous
complaints are not dealt with.
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Aged 65+?
Have you had your free Pneumonia jab?

Out of hours help

This vaccine protects you against serious and potentially fatal
pneumococcal infections. It is known as the "pneumo jab" or
“pneumonia vaccine”.

Patients in this area of
Hampshire are able to call just
one number - 111, for
medical advice when the
surgery is closed.

Pneumococcal infections are caused by the bacterium
Streptococcus pneumoniae and can lead to pneumonia,
septicaemia (a kind of blood poisoning) and meningitis. At their
worst, they can cause permanent brain damage, or even kill.

The staff on 111 are able to refer you
on to the Out of Hours team if they
decide that is required.

A pneumococcal infection can affect anyone. However, some
people are at higher risk of serious illness and can be given the
pneumococcal vaccination on the NHS. These include:
 babies
 adults aged 65 or over
 children and adults with certain long-term health conditions,
such as a serious heart or kidney condition

For Life-threatening
Emergencies
DIAL 999

Telephone reception 01252 811466 to book your
appointment or ask for it when you have your flu jab.
For the full NHS Choices article go to: http://www.nhs.uk/
Conditions/vaccinations/Pages/pneumococcal-vaccination.aspx
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PPG - Patient Participation Group
In September and October, the PPG Members will
once again be supporting Richmond Surgery during
the Saturday morning flu clinics. We will be in
attendance guiding patients on quickly to the next
available clinician and will be available for any
questions you may have. We wear our PPG ID
badges so are easily identified if you would like to
stop and talk to us about the valuable work and
support we provide to the Surgery as patient
representatives.
If you are interested in working with the PPG, please
email me in the first instance. We are always keen
to hear from interested patients in particular those
younger patients. Being a member of the PPG is not
time consuming, but our opinions matter and we are
regularly consulted about new systems and ideas for

increasing our access to medical advice as patients.
Please note that potential members are discussed
with existing PPG members, the GP Partners and the
Managing Partner.
You can learn more about us and our 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
Email: ppg@barryg15.plus.com

Patient Feedback on the Friends and Family Questionnaires
“very good service from Senior Nurse
Lorna, very helpful and efficient”
“excellent
consultation…very
reassuring and helpful”
We try extremely hard to give
all our patients a positive
experience, but at times, for
whatever reason, be it
staffing restraints, limitation
of budgets or NHS funding
cuts, external restrictions, we
can’t always offer what a
patient may want.
It is a great moral boost for
our extremely hard working
staff and GPs to read the
Friends & Family comments,
especially in such an
inc re a si ngl y dema ndi ng
environment.
We would also very much
appreciate our patients taking
a few minutes to post their
positive experiences on NHS
choices.

As with any feedback service
it is human nature that
people tend to use feedback
services only when wishing to
give negative feedback. This
can be hugely misleading so it
would be great to see more
of the positive feedback we
receive being posted to NHS
Choices.

“brilliant surgery, all staff
are fantastic and feel so
lucky to have such an
amazing service”

RATE US ON NHS CHOICES:
Google ‘NHS Choices’
Click on ‘Services Near You’
Search for Richmond Surgery or GU52 7US
Top right, click on leave a review

There are some incredible
postings on there already
from patients, but more
would be fantastic.
Thank you.
Dr King & Partners
http://www.nhs.uk/Services/
G P / O v e r v i e w /
DefaultView.aspx?id=44203

After some worrying symptoms I phoned the
surgery and was told I could be seen in half
an hour. I was examined and referred for
hospital for tests. I did not have long to wait
as this was all completed within 2 weeks. I am
impressed by how rapidly the NHS progressed
this and very grateful.
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Private 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
available:






procedures

are

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
Fleet Acupuncture & Wellness
Judy Shipway Acupuncturist
Judy will be returning from maternity
leave in the New Year 2018
More information to follow
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