
 

NEWSLETTER January 2019 

Dear Patients 

Wishing you all a belated Happy New Year. The flu season is upon us and there are some nasty bugs 

around. These have been hitting our doctors, nurses and staff as well which has led to a few 

cancelled clinics for which we apologise. We do still vaccinate against flu up until March, so if you are 

over 65 or at risk please do make an appointment. 

 Working with other surgeries 

The NHS as we know it is changing and as patients, I include myself, we have to change as well. 

Shrinking budgets are forcing practices to work together to try to find ways of continuing to provide 

care to a growing population. Our practice has formed a Network with Sunbury, Studholme and Dr 

Kamil’s practices. Between us we look after 55,000 patients and we will be looking at ways of 

improving and delivering new services to you.  As with the extended access clinics, some of the 

services we introduce may mean travelling to a different surgery. For instance, you can access a 

Physio First appointment through the extended access clinic as it is not cost effective to have that 

service in all surgeries. 

Accessing GP appointments 

I’m sure you have all heard of the pressures on primary care (GP Surgeries) in the news. It is true 

that money is being given to primary care but it isn’t necessarily being given to your GP Surgery. The 

NHS has come up with some amazing new ways of accessing a GP and with the technology we all 

have beginning to talk to each other care is becoming a lot more joined up.  

North West Surrey Clinical Commissioning Group have been supporting two new initiatives which 

run alongside our extended hours clinics to give patients access to GP’s in the evenings and 

weekends. 

Extended hours Clinics 
These are available and bookable at the practice and run on the following days: 
Monday  18.30 – 19.00 
Tuesday 07.00 – 08.00 & 18.30 – 19.00 
Wednesday 07.00 – 08.00 & 18.30 – 19.00 
Thursday 07.00 – 08.00 & 18.30 – 19.00 
N.B it looks like the contract for this service will end at the end of June this year. I will let you know 
more when I know. 
 
Extended Access Clinics 
To enable more of us to be able to see a GP at a time convenient to our own schedules 
appointments have been created in extended access clinics. The most cost effective way of doing 
this is to have one clinic serving several practices. The nearest extended access clinics are at Sunbury 
and Studholme.  Appointments are available in the evenings up to 8pm and at weekends. Please ask 
reception to book an appointment. If our extended hours clinics or urgent on the day appointments 
are full you will be offered an extended access appointment. 
 
 



LIVI 
Livi is an app designed to give you access to a GP by video phone call. It is currently used in Sweden, 
Germany and France. It was introduced in North West Surrey at the end of last year and is going 
from strength to strength. To access these appointments you will need a smart phone and be 
registered with a North West Surrey Practice. You will need to download the LIVI app to use this 
service. When calling you will need to upload some photo ID such as a driving license or passport 
and then take a picture of yourself. This is how they identify you and ensure privacy is maintained. 
You can either access a GP there and then or arrange a call back at a convenient time. You will be 
asked a series of questions so that the GP taking your call will have an idea of what the problem is 
and the GP can link in to your notes here at the practice. They can prescribe and if they do will ask 
you where you want the prescription to go, they then text confirmation which you can show the 
pharmacy when you collect. 
 
LIVI took calls on Christmas Day and Boxing day this year, it is becoming very popular with patients 
of all ages and in the few instances where further investigation is needed they will book you into an 
extended access clinic on the same day. 
 

Complaints 

I am getting complaints almost daily over the length of time it takes to get an appointment. Most of 

these are because the appointments we have offered do not fit a patient’s own schedule. We will 

always try to accommodate you at a time convenient to you but cannot promise to do so. If you 

want a specific time, date or clinician, there may be a wait for that appointment, especially if that 

doctor works part time. Currently there is a wait for routine appointments this is down to a variety 

of reasons, staff sickness, flu crisis, and in the wider surgery, recruitment has also proved 

challenging.  

If you require an emergency appointment, this should be for a medical condition that needs treating 

on the day and therefore you should be able to come down and sit and wait for a doctor to see you. 

If you are able to or intending to go to work we would not class the appointment you require as an 

emergency. However, we do realise that it might be something that needs sorting sooner than 

booking  a routine appointment. For people finding themselves in this situation we would suggest an 

extended hours clinic appointment or use of the Livvi app would enable you to have access to a GP 

the same day.  

I am always happy to talk through your complaints, resolve them or try to improve things when they 

go wrong.  I have no answer to give those patients who complain about not getting an appointment 

of their choice other than to say we will do our best to accommodate you but cannot guarantee it. I 

would ask for your understanding in this regard. 

District Nurses 

This service is run by Central Surrey Health who at working at 40% and have real recruitment 

problems at present. This means that some of their work is being done by general practice, 

increasing our workload. 

Staffing  

Like Central Surrey, we too are suffering from recruitment problems, having lost two of our three 

nurses in September.  We are happy to announce that  nurse  Hannah joined us in September. 

Hannah is an experienced nurse but comes from outside of General Practice and therefore needs to 

undergo a period of training to enable her to undertake all that is required in general practice. Nurse 



Lynn joins us on 11th March and like Hannah comes with a District nursing background. Lynn has 

been a practice nurse for 2 years so is able to undertake a range of primary care nursing tasks. Nurse 

Sue joins us on Fridays for the next 6 months. An experienced practice nurse she will help Hrisima 

provide the experience to the newer members of the team.  

This month, Cheryl  and Katie join us. They are both experienced Healthcare Assistants and will 

undertake phlebotomy, public health checks, ECG’s and 24 hour BP monitoring. 

The reception staff have also changed in recent months which has put pressure on all staff whilst 

training is underway. In this regard, I feel we are turning the corner and within a couple of months 

we should be up to full speed, please bear with us whilst we are training our new receptionists. 

We have had a period of long term sickness and where possible GP’s have been coming in on their 

days off to cover so that there is continuity. Given the relentless pace of primary care we have also 

had to use some locum doctors to plug holes. Our locums are all experienced and in the main work 

in the North West Surrey area so whilst known to us they may not be known to you. 

I hope this has given you a brief outline of the current status both at the practice Primary Care in 

general.  Keep warm and well and I will write again soon. 

 

 

Caroline Self 

Practice Manager 


