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Richmond Surgery Newsletter
Patient Direct Access Physiotherapy Assessment

Opening Times:
Richmond Surgery
Mon-Fri 8am-6.30pm
(see our website for
details of clinics outside of these hours)
Mon 25 Dec - Closed
Tues 26 Dec - Closed
Mon 1 Jan - Closed
Wellbeing Pharmacy
Richmond Surgery
Richmond Close
Fleet Hants GU52 7US
Mon-Sat 0700-2230
Sun 1000-1700
Tel: 01252 447001
Mon 25 Dec - Closed
Tues 26 Dec - Closed
Mon 1 Jan - Closed

Previously, when you had aches,
pains or an injury, you booked an
appointment with your GP who
would then refer you for an
assessment and thereafter
physiotherapy treatment if
necessary.

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

You can now book an assessment
appointment with our in-house
Premier MSK Specialist Orthopaedic
Practitioner directly with our
reception team avoiding the need
to see your GP first to facilitate the
assessment referral.

Boots The Chemist Pharmacy
225 Fleet Road
Fleet Hants GU51 3BN
Mon-Fri: 0830-1800
Sat: 0830-1730
Sun: 1000-1600
Tel: 01252 613698
Mon 25 Dec - Closed
Tues 26 Dec 10.00-16.00
Mon 1 Jan 10.00-16.00

If you believe you require this
service, speak with our reception
team who will have access to the
Specialist Orthopaedic Practitioner
appointment book. They will ask

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

Inside this issue

As part of increasing patients’
accesss to care, patients now have
direct access to a Premier Therapy
Specialist Orthopaedic Practitioner
for an initial physiotherapy
assessment at Richmond Surgery.

you some questions to ensure this
direct service is appropriate for
your needs. Therefore do please
ensure you provide them with as
much information as possible.
Our reception team have completed
essential training for this service
and the questions they may ask you
are required by Premier MSK to
ensure appropriateness for you. An
appointment will be offered, you
attend for your initial assessment
and any ongoing treatment will be
discussed with you.
If the
Specialist Orthopaedic Practitioner
decides you do need physiotherapy
you will be referred for this.
We will continue to host the weekly
clinics with Healthshare
Physiotherapy at the Surgery two
days per week. It is therefore likely
that should you require
physiotherapy, Premier MSK will
refer you to them for treatment at
the Surgery.
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We are approaching the busy holiday season. Please check that
you have a sufficient supply of your regular medication to last you
over the Christmas and New Year period. We may take longer to
process prescription requests over this time due to staff holidays
and sickness. Please therefore request your prescriptions early.

Portable Induction Hearing Loop System
At the recommendation of our PPG (Patient
Participation Group) the surgery now has
available at the main reception desk this discreet
aid to hearing loop system. For those requiring
help with hearing, please simply turn your hearing
aid to the “T” position.
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Zero Tolerance Policy
As a Practice we are very aware that visiting
your GP can, at times, be stressful and
concerning for patients. Delays in obtaining
appointments and delays in surgery times, due
to unforeseen emergency appointments, can
also add to these concerns.
We always strive to meet patient expectation
and deliver the highest standards of healthcare.
For the vast majority of our patients we achieve
this, despite the finite resources and steadily
increasing demand for services that exists
today within the NHS. At times we cannot
achieve what you may desire and it is equally
as frustrating for us, as it is for you.
In line with the rest of the NHS and to ensure
this is fully observed we have a Dignity at Work
and Zero Tolerance policy whereby aggressive,
abusive (including swearing, shouting, raised
voice) or violent behaviour towards any of our

staff will not be
circumstances.

tolerated

under

any

Anyone who behaves in any of the above
manners to a member of practice staff will be
sent a letter from the GP Partners and
Managing Partner confirming that this
behaviour will not be tolerated and where
necessary, the actions that will be taken. This
can include removal from the Surgery’s patient
list in severe cases and where violence, or
threats of violence occur, we will call the Police.
The Partners thank you for understanding that
appropriate behaviour is absolutely necessary
for our staff, our patients and visitors to the
surgery. Non observance will not be
accepted.
Dr King & Partners

NHS Counselling at Richmond Surgery
TalkPlus - FREE NHS primary care mental
health service
TalkPlus is part of the Improving Access to
Psychological Therapies (IAPT) programme,
providing support to people with common
mental health problems in North East
Hampshire and Farnham.
TalkPlus offer a
range of treatments to people who are
experiencing symptoms of stress, anxiety, low
mood, depression, panic, phobias or OCD.

TalkPLUS have returned to Richmond Surgery
and will be hosting the following clinics.
Appointments are required, these are not
drop in clinics.
Monday 1400-1700 Amanda Roberts,
Psychological Wellbeing Practitioner
 Tuesday 1400-1700 Sarah-Jayne Hartley,
High Intensity CBT Therapist


You can self-refer to TalkPlus or discuss with
your GP for further information and referral.

Car Park Re-Painting
This has now been completed and looks much
fresher. The original lines had all but
disappeared and clear disabled bay parking was
not present. We now have a space for disabled
(please be courteous and not use this space if
you are not disabled), there are clear yellow
hatching for no stopping/parking due to
pedestrians and the potential
blocking of vital areas.

There are 4 spaces allocated out front for staff
car parking. These are reserved for specific
staff who arrive at 0700 and work long days
until the evenings. As they are at the surgery
for long hours, and during winter arrive and
leave in the dark, their safety is paramount.
We also do not consider it appropriate for them
to be parked in the unrestricted parking areas
at the shops or outside our neighbour’s homes
the entire day. Dr King & Partners
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Need to See Your GP? There Are Alternatives
We occasional receive feedback and sometimes
complaints from patients when they have not
been able to book a face to face appointment
immediately or that we don’t offer enough face
to face appointments.
Our GPs offer the maximum number of face to
face general appointments every day before
then dealing with appointments for medicals;
health checks; post baby checks; minor
surgery; home visits etc. They do this every
morning and afternoon.
When we dig a little deeper, it becomes clear
that the patient is not aware of the other

access to care/medical advice methods that we
now offer and that they can choose from.
General Practice has moved forward and in
order to keep up with increasing demands,
there are other options available to all of us as
patients. There are alternatives to the
traditional face to face consultation. When one
of these alternatives is suggested to a patient,
we routinely hear “but it can’t be dealt with
unless I’m seen”. Please be assured that if you
select one of the alternative access to care
methods and the GP or nurse needs to see
you, they will contact you and make
arrangements to do so.

Our Opening Hours
Richmond Surgery will be closed
on the following days over
Christmas and New Year:
Monday 25 December 2017
Tuesday 26 December 2017
Monday 1 January 2018

The Partners and
Staff of Richmond
Surgery wish you a
Merry Christmas and
a Happy New Year
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Staff Training Dates 2018

In November 2017 we had a total of
92 missed GP appointments
177 missed Nurse appointments

Regular training is an essential part of a GP
surgery. All staff will be training on the
following day. This does therefore mean
reduced availability at this time:

That is an average of 11
appointments per working day

12.15pm-2pm Monday 29 January 2018

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

Wellbeing Pharmacy will be open as normal.

That is a lot of wasted appointment time.
If you would like a text reminder for your appointment,
please send us an email at nehccg.richmondsurgery@nhs.net
with your name, date of birth and mobile telephone number.
Please help your surgery by
CANCELLING your unwanted appointment
if you no longer need it or cannot keep it.
We can then offer the appointment to a patient in need.
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@n
hs.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 we 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.
We are unable to respond
to anonymous complaints
are not dealt with.
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Five Ways to Stay Healthy This Winter
It may be cold outside, but winter needn't be
the unhealthiest time of year for you and your
family.
Here are five ways to make sure that, even
when your body is telling you to hibernate, you
can keep healthy and fit, no matter what the
weather's like.
Banish winter tiredness
Many people feel tired and sluggish during
winter. This is due to the lack of sunlight,
which disrupts our sleep and waking cycles.
Try these tips:

get outdoors in natural daylight as much
as possible

get a good night's sleep – go to bed and
wake up at the same time every day

destress with exercise or meditation –
stress has been shown to make you feel
tired
Eat more fruit and veg
When it's cold and dark outside, it can be
tempting to fill up on unhealthy comfort
food. However, it's important to ensure you still
have a healthy diet and include five portions of
fruit and veg a day.
If you find yourself craving a sugary treat, try a
juicy clementine or satsuma instead.
Winter vegetables such as carrots, parsnips,
swede and turnips can be roasted, mashed or
made into soup for a comforting winter meal
for the whole family. Explore varieties of fruit
and veg that you may not normally eat.
Drink more milk
You are more likely to get a cold in winter, so
make sure your immune system is in tip-top
condition.
Milk and dairy products such as cheese,
yoghurt and fromage frais are great sources of:






protein
vitamins A and B12
calcium, which helps keep our bones
strong
Choose semi-skimmed, 1% or skimmed
milk – rather than full-fat – and low-fat
plain yoghurts.

Try new activities for the whole family
Don't use the cold winter months as an excuse
to stay in and lounge around. Instead, get out
with the whole family to try out a new
activity –maybe ice skating, or taking a bracing
winter walk on the beach or through the park.
Regular exercise helps control
your weight, boost your
immune system, and is a good
way to break the tension that
can build if the family is
constantly cooped up inside
the house.
Have a hearty breakfast
Winter is the perfect season for porridge.
Eating a warm bowlful on a cold morning isn't
just a delicious way to start your day, it also
helps boost your intake of starchy foods and
fibre.
These foods give you energy and help you feel
fuller for longer, stopping the temptation to
snack mid-morning. Oats also contain lots of
vital vitamins and minerals.
Make your porridge with semi-skimmed, 1% or
skimmed milk, or water, and don't add sugar or
salt. Add a sliced banana, berries or other
fruit for extra flavour and to help you hit your 5
A Day target.
For the full article and useful links:
https://www.nhs.uk/Livewell/winterhealth/
Pages/Healthywinter.aspx
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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 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
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PPG - Patient Participation Group
Seeing The Same GP
The Daily Mail Health recently
published an article on ways to
see a GP, the growth of electronic
online consultation and more
specifically the benefits of seeing
the same GP.
Below is an excerpt from this
article with a link to the full article
should you wish to read this.

Researchers found that among
older patients, those who were
unable to see the same GP were
more than twice as likely to end
up in hospital compared to those
who regularly saw the same
one. It is thought this is because
patients have to repeat their
medical history, which wastes
valuable time and means
symptoms of serious illness go
undetected.
A few years back, I developed
acne and rosacea out of the blue
and went to the GP a number of
times. Each time I saw a different
doctor. Each time they asked the
same question and suggested the
same things, which I then had to
explain I’d already tried. It was
incredibly frustrating, and it struck
me that if I, as a fairly articulate
doctor, experienced it like this,
what must it be like for someone
less able or older, without a
medical background?

with chronic or complex conditions
are all too often ignored anyway,
and they’re the ones who have
the most to lose from a lack of
continuity of care.
In fact, research has also shown
that continuity of care can cut
hospital admissions. At its best,
general practice is about far more
than just medical knowledge. It is
about continuity and consistency;
ab o ut med i ci ne wi t hi n a
community delivered by people
who are experts in that
community, who know the people
they serve and are able to see a
patient holistically.
It is interesting to note that
Richmond Surgery is within this
group and holds Registered GP
Patient Lists whereas the
alternative scheme is an allocated
named GP, but you do not see the
same GP each time.
Of course each patient will have
their own preference and we
often hear of those patients who
state they wish to see any
GP. Usually this is because they
believe this ensures they can
receive clinical advice at a time
that suits them, in particular, if
they call on the day or have a
preference for a male or female
GP.

One of the great things about
general practice is that a doctor
gets to know you over years. It
gives them a unique
understanding and perspective.

Equally, we are aware that there
is indeed a high percentage of our
patients that prefer the Registered
GP P atient List and the
relationship that builds between
them and their GP, as stated in
the Daily Mail’s article.

Those who benefit from this most
- people with mental health
problems, the elderly and those

In the absence of their own GP,
the duty GP does of course have
access to their medical records

and history, but will of course
need to ask questions.
As with any system, no one
system will suit all, but there can
only be one system. The full
article is available here: http://
www.dailymail.co.uk/health/article5094821/The-best-medicine-seeingGP.html
***
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
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Patient Feedback

Lower reception
counter. Far too high
for wheelchair users.
Intimidating.

We have considered the lowering of the reception desk,
however, for H&S reasons we have decided to retain this. Not
all our visitors to the premises are polite and friendly. The
height of the desk is for the safety of our staff. Staff will stand
of course when needed. To the side of our reception desk is a
private patient room with a much lower desk. Should you
prefer this room, please ask.

Why are there
no locum GPs?

We no longer have regular locum GPs due to significant cost
cuts to general practice. A locum GP costs in the region of
£95.00 per hour. Research has shown that usage of a locum
GP is primarily for issues that could be dealt with in a Minor
Illness Clinic. We now offer appointments with our Minor
Illness Clinic 5 days per week with increased availability for the
winter months commencing December.
We offer unlimited telephone triage calls/consultation with a GP
and in the case of your own GP being away from surgery, a
triage call with a duty GP. For those with access to a PC we
have eConsult, an online GP consultation.

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

Do it online

Organ Donation

Give blood

Register as an organ donor

Register to give blood

Get a European Health Insurance Card
Book a GP appointment
e-Referral Service
Buy a prescription pre-payment certificate
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Private Complementary Therapies

Fleet GP Limited
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

9

Richmond Surgery

Newsletter
December 2017

Please do not remove from waiting room

