
 
NOVEMBER 2019 

 
Dear Patients 
 
I have to start with a big apology to you all. I wrote and published this newsletter in September and then had 
to withdraw it for reasons I will go into later. My window for a rewrite was lost as the flu campaign hit a few 
snags. I was lucky enough to be invited back to speak at the residents association meeting again last night and 
for those who weren’t present, there is a snapshot of what was discussed. 
 
The New Triage System 
As you all know we triaged our new system over the summer and evaluated it in September.  
 
What worked well: 

 The patient navigators got the patients to the right place first time 
 We dealt with more patients and sorted out problems on the day.  
 We met demand. 
 Patients who didn’t need to be seen were dealt with on the phone or directed to more appropriate 

services 
 Appointments were freed up for those that needed seeing 
 If a doctor was off sick or called to a meeting, patients weren’t cancelled, saving admin time and 

patient frustrations 
 The Website took 1858 requests which led to 860 phone calls avoided, 601 visits avoided and 104 

appointments avoided 
 Patients used the LIVI app and we are now a gold standard user of Livi 
 Patients used the extended access appointment, including physio first 

 
What didn’t work well: 

 Patients were angry and upset about not being able to book appointments 
 Doctor’s felt that whilst more patients were dealt it was less personal and there was less job 

satisfaction  
 
Conclusion: 
Both patients and staff found elements of the new system tough so we looked at ways we could compromise. 
This resulted in us reducing our triage slots and making them immediately necessary appointments only and 
putting back some bookable appointments.  These will also be available on-line from December. As our 
appointment book  usually runs 2 months at a time, we had to do a few tweaks to accommodate an immediate 
change and this led to a few problems which is why the newsletter was pulled. Bookable appointments will be 
available on a ten day rolling basis which will reduce non-attended appointments and enable everyone to have 
a fair chance of booking.  
 
Early Morning Appointments 
Early morning appointments are now available with Ahmed our Pharmacist for medication reviews. These can 
be booked at reception. Phlebotomy, INR, ECG’s where indicated and 24 hour BP Monitoring where indicated 
can all be booked from 7.30am on a Monday, 7am Tuesday to Thursday. Hopefully this will help those that 
want to get things done before work. Please book at reception. 
 
 
Staffing 
Our current biggest challenge is staffing and in particular clinicians. We started advertising in August for a 
maternity locum to cover Dr Mogford who went on Maternity leave on 7th November and to date have not had 
one applicant.  
 
Drs Bellamy, Atkin, Kullar and Sidhu dropped some sessions during the year and our Registrar, Dr Victoria 
Hodge joined the practice as a salaried GP to replace sessions lost. 
 
Dr Llewellyn-Davies leaves us at the end of December to go to work at her husband’s practice. 
This leaves us 9 sessions short and means that you will be seeing a few locums at the practice until we are able 
to recruit a new GP. This will not be easy as the younger, newly qualified GP’s are moving abroad to work and 
the older ones are retiring. We also need to plan for the retirement of 3 of our GP’s within the next couple of 
years.  
 



It is very likely we will like other surgeries need to broaden our skill mix to manage demand and will be looking 
at taking on a Paramedic and or Advanced Nurse Practitioner to bridge the gap between doctors leaving and 
joining the service. This really should be viewed as a positive as they are specialists in their fields. Paramedics 
are new to general practice and will therefore need to have some training as they are used to assessing life 
threatening emergencies and we would be using them to help with our home visits where it is often a case of 
managing chronic illness. Advanced Nurse Practitioners can prescribe medication and are very good at looking 
after minor illnesses that need help on the day. 
 
Experience shows that introducing these new specialities takes around 18 months for patients to accept them. 
I think Shepperton is very special and hope you will accept them as you have Ahmed our Pharmacist. He 
arrived in May and there has been no resistance, in fact he is so over worked, we have employed a second 
Pharmacist, Sandeep Lyall who joins us in January.   
 
LIVI 
I have touched on LIVI and just before the meeting, I had a call from our LIVI Account Manager who happens to 
be a Shepperton resident. She has offered to come and speak at a residents meeting if you would like her to 
and I will pass details on to Richard Hewitt in case you want to take her up on her offer. 
 
Complaints  
A complaint is something that has fundamentally gone wrong with the provision of a service, that has affected 
the medical care of a patient. I really need to know and investigate these problems and where possible put 
measures in place so that they don’t happen again. 
 
Grumbles 
Grumbles are born out of frustration, they aren’t complaints, though they disguise themselves as such. 
Currently we have two such grumbles: 

 “I can’t get an appointment”  
 “I can’t get through on the phone” 

I will answer them now collectively and any further grumbles will be dealt with at the reception desk. They are 
currently taking a lot of my time and I would really rather spend that time on improving services. 
 
“I can’t get an appointment” 
My first example would be that the appointment we have offered does not fit in with the patient’s schedule. 
We will always try to fit in with our patient’s schedule but it is not always possible and in these instances you 
will have been offered an appropriate appointment. 
 
My second example is where the patient has indicated that they need to see a GP urgently and that the 
condition needs treating the same day. The patient will have been offered the most appropriate appointment 
but can’t come because they are at work or the child they want to book in is at school.  Urgent appointments 
are for medical conditions that need dealing with on the same day and therefore the patient should be too ill 
to go to school or work. If it turns out that the condition is not so urgent, they will have been offered an 
appointment either at the practice on another day, an extended access appointment or been advised to try 
Livi. 
My final example would be where the patient says, that they can’t make that appointment because I work. I 
have to admit I am in that category too! For people like myself, routine appointments can be made in the 
evening and at weekends in our extended access clinics, we can use Livi or if like me  can plan to go in ne our 
weeks off.  
 
“I can’t get through on the telephone” 
Our new phone system has thrown up some interesting facts: 

 We answer between 9,000 and 10,000 calls a month 
 During the first couple of months we received between 200-300 calls at 8am so patients were hanging 

on a long time before they were answered. 
 Initially, there was only one spike at 8am with the rest of the day relatively steady. 
 We encouraged patients to call later in the day during this time and are now seeing a more even 

spread of calls  though the day 
 Between 5pm and 6.30pm are our quietest times  

 
 
 
 
August: 
 



 
 
Week commencing 11th November: 

 
 

 
The new system is good but like the old one suffers from BT not upgrading Shepperton. As soon as the upgrade 
goes through there will be a marked difference in quality of calls but there are no details as to timings from BT 
on this. Sadly, we have no control over this. Like all new systems it is internet based and the internet around 
our practice isn’t always good and does seem to be affected by weather. 
 
We had wifi put in for patients and visitors last year but it is hit or miss as to whether it works. 
 
“I have been holding on for 2 hours” 
We can tell exactly how long it took to answer a call and how long a patient was holding on for. If you provide 
reception with your telephone number and the date of your call we can track it and the phone company can 
then see if there is a problem and fix it. 
In this particular case the patient had tried a couple of times in a 2 hour period and held on for less than 5 
minutes. 
 
We now record all calls which will allow us to monitor how reception deals with calls. 
 
Website 
Between May and September the website took a total of 1858 requests 
This led to: 

 860 phone calls avoided 
 601 visits to the practice avoided 
 104 appointments avoided 

 
Morale 
Staff morale is at an all-time low and I would guess that the community’s moral is pretty low too with 
everything happening in the country and wider in the world. We seem to have lost the ability to smile and be 
kind to each other. 
 
I needed to call a couple of my fellow Practice Manager’s this week and it was easier to google their phone 
numbers than look them up. In doing so, I started to read their reviews. Sadly they were all similar to ours. 
Patients venting their frustration because for some reason the practice was unable to give them what they 
wanted, but none alluded to what had been offered and turned down. 
 
I can understand the need to vent frustrations on social media or NHS Choices, but it doesn’t help with morale, 
negatives breed like a disease. These posts usually fall in to the categories I have mentioned and answered 
above in the “grumbles” section. If however, they relate to a wider issue and you think that your visit to the 
practice could be improved, then I would far rather you fed these back to your patient participation group so 
that the practice and patient representatives can look at the issues and try to resolve them by improving 
service delivery. If of course they are a genuine complaint which has affected your care then please do come 
and talk to me. 
 
These posts affect everyone, GP’s, Nurses, HCA’s, reception & administration staff and of course our patients 
who don’t want to be feeling the service we offer is poor. In recent months it has led to us questioning why we 
are doing this as the enjoyment of helping someone is replaced with unrealistic expectation and bad 
behaviour. 
 



One practice in Staines has handed back their contract and their patients have been assigned to another 
practice. That practice, like us was only just coping with its own patients. GP Practices are very vulnerable at 
the moment and we would like to continue to serve our patients which we will do amongst the many 
challenges we face. 
 

 Please trust in our navigators, they will get you to the care you need as quickly as possible. They can 
book physio appointments for you as well without the need for a referral! 

 
 Please use our Pharmacists for your medication reviews, this does not need to be done by the doctor 

and we have early morning appointments for those of you who work. 
 

 Please let us know when you are unable to attend an appointment as we can use that appointment 
for someone else. 

 
Flu 
Another year of chaos surrounding flu deliveries. Thankfully our under and over 65 years of age flu arrived on 
time. We put on additional clinics in the week alongside our Saturday clinic. When we have two different types 
of flu, which we have had in the last couple of years, it means that there is a greater degree of administration. 
We have to ensure the right vaccine for the right person and record it. It is always quicker to record and give 
from the same batch and therefore it makes the wait at the Saturday clinics a little longer. We still have 
vaccines and can book them into Mon-Fri clinics, so please do book an appointment if you are in an “at risk 
category” or over 65. 
  
Vaccinations for the 2-3 year olds 
Practices do not buy these vaccines in, we order them centrally from a government website. We should have 
been able to order from beginning of October but there were supply issues. The first time we could order was 
at the beginning of this month and then only 50 per week. Clinics are now being put on as soon as we receive 
vaccines. 
 
There has been rumours that GP Surgeries will vaccinate school children but to date we are struggling to get 
supplies to fulfil our own contract and this will come first. The powers that be are in consultation over this at 
present and I will update you should things change. 
 
Finally, thank you for being such a lovely community, I may well have to do a post-election newsletter but for 
now keep health, keep fit, come for your flu jabs and enjoy the festive season. 
 
Kind regards 

 
Caroline Self 
Practice Manager 

 
 
 
 
 
 
 
 
 
 
 
  
 
 


