
                                                                 

  

 27.08.20 
 
Dear Patients 
 
I hope you are all keeping well and observing the social distancing rules. I am happy to say that we 
have had no cases of covid amongst the staff and hope to keep it that way. I am now looking to gear 
up towards what will be a very busy and difficult winter period. Over the last couple of weeks we 
have been looking at changing systems to allow for this and I wanted to share them with you now. 
I would like to thank you all for the understanding and support you and the wider Shepperton 
Community have given us over the last 6 months. I apologise now for the length of the newsletter 
but it contains a lot of important information. 
 
NHS 5 YEAR FORWARD VIEW PLAN 
I know a few of you will recall my talking about this at the Resident’s Association meetings and we 
did switch to the total triage system last summer. After three months we tweaked the system to 
allow a hybrid system. It was therefore easier for us and our patients to switch back to total triage 
when covid hit. 
 
A lot of practices struggled but for us the transition back was fairly seamless. The NHS 5 year plan 
has now been pushed through in effectively 6 months. It has been a steep learning curve for patients 
and staff alike. If I put my hand on my heart I don’t think we will be going back to how things were, 
just adapting and moving on. 
 
THE LAST SIX MONTHS 
During lockdown we were fairly quiet, demand dropped as everyone stayed at home and didn’t want 
to come to see us. This enabled us to take some time to plan for the practice to be a hot site. The 
overall NHS plan was to utilise the hospitals first and when they were full to have local hot sites. 
Within our Primary Care Network we would have then had all those with covid symptoms from 
Sunbury , Studholm and Upper Halliford seen at Shepperton and all our non-covid patients being 
seen at Sunbury, Studholme and Upper Halliford. Thankfully this was not needed in the first wave 
and the hospitals were able to manage.  
 
During this time we also worked out ways of keeping patients and staff safe and installed a lot of 
new technology to enable us to work in different ways. Like many of you we had to work out how 
Microsoft Teams, Zoom and other virtual platforms worked along with several virtual consultation 
packages.  
 
PHONES 
As soon as lockdown ease, all those stored up problems needed to be dealt with which has led to 
increased demand on our telephone system.  
 
With all doctors now undertaking phone and video consultations this has put further pressure on the 
telephones, a common problem to all surgeries.  In North West Surrey the developers of our website 
found a solution which has been adopted by many surgeries over the last few months, including 
those in our Primary Care Network (Sunbury and Studholme Practices). We will be switching to this 
website based appointment request system on 2nd September which will free up the phones in the 
longer term. 
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NEW WAY OF REQUESTING AN APPOINTMENT 
If you require assistance from 2nd September you will need to request this on line in the following 
way: 
 
In your browser type www.sheppertonmedicalpractice.co.uk 
 
Click on the Consultation Room box: 
 

 
 
 
Next follow the boxes below and remember that Livi also offers video consultations and this may be 
even quicker. The bottom box will lead you to the appointment request form: 
 

 
 
 

 
 
We are in the process of asking the website developers to change the wording to “Get help for any 
health problem” so this might be slightly different by the time you need to use it. 

http://www.sheppertonmedicalpractice.co.uk/


 
If you phone in you will be directed to the website to complete the on-line form. For those patient 
who are elderly and do not have internet access, or those who are vulnerable and cannot cope with 
technology, our staff will pull up the website and complete the form for you while you are on the 
telephone. This means that getting through on the phones will take longer. During this time there 
will be lots of frustration at getting through on the phones so the main message is that if you do it 
on-line you will get a quicker resolution. 
 
PLEASE ONLY SUBMIT YOUR FORM DURING OUR OPENING HOURS WHICH ARE MONDAY TO 
FRIDAY 08.00 – 18.30. OUTSIDE OF THESE HOURS YOU SHOULD CALL 111 OR USE THE LIVI APP 
 
Initially you will see a banner which will check to see if you should be calling 999. It will look 
something like this: 
 

 
 
You will then be asked some covid screening questions: 
 

 
 
There will then be a series of questions similar to those below, I am unable to be exact as we are 
waiting for the developers to tweak the form. 
 



 

 
 
Once submitted, the form will appear on our dashboard and be sent to the most appropriate person 
for example the doctor if you need an appointment, the pharmacist if a medication query, a nurse or 



one of the reception team. We will text or e-mail you back to let you know that your form has been 
passed to the doctor, nurse or pharmacist.  
 
NHS England has suspended on-line booking of all appointments during covid. 
 
FLU VACCINATIONS 
In September each year, practices order their flu vaccinations for the following year. I have therefore 
ordered sufficient for our normal cohort of over 65’s and “at risk” patients who will be in our first 
wave of vaccinations.  
 
The reason for us ordering a year in advance is so that the distribution network can work out their 
delivery slots and prepare sufficient doses.  At the time of ordering covid wasn’t around. On 24th 
July, the government announced that they had purchased vaccines sufficient to vaccinate the 50-64 
year olds. However, practices are yet to hear how and when they will be distributed.  The guidance 
suggests that we will be vaccinating the 50-64 year olds around December time. This group of 
patients will be vaccinated in our second wave. Our normal flu season typically starts in Jan/Feb. 
 
FLU CLINICS 
We are unable to run our flu clinics as we have done in the past as we need to accommodate social 
distancing and PPE. This year all flu appointments will be timed and we will be prioritising and 
contacting all patients by text or phone. Please do not call us to book until you have received a text 
from us. For those without mobiles, we will be phoning and booking your appointment. Due to the 
logistics of this, you will be given the next available date and time.  Texts will go out for the first 
clinics over the next week.  
 
SATURDAY CLINICS 
We will be using the card system as in previous years but cards will be kept here at the practice in 
alphabetical order and our staff will find them and give then to you on the day. For the Saturday 
clinics patients will be split A-H and I – Z. Slots will be time specific and each entrance will have 3 
patients with the same time slot. We will be using the Health Education and Waiting rooms as they 
are the biggest and can accommodate 3 clinicians and 3 patients at a time. On a Saturday we would 
normally do 500-600 vaccinations in four hours with three clinicians. This year we will get through 
288 patients with 6 clinicians.  
 
A-H Patients  
We will be using the entrance under the pram shelter (as you look at the building to the end on the 
right) and they will then exit via the main entrance.  
 
I-Z Patients 
Will use the entrance at the back with the ramp and exit via the “HOT” entrance further up towards 
the bank. 
 
WEEK DAY CLINICS 
Obviously with covid and flu doing the rounds at the same time it is going to be important to 
vaccinate as quickly as we can and given the additional numbers this year (an extra 3000), I am 
looking at running afternoon clinics Monday to Friday which will mean a reduction in nursing and 
HCA appointments to accommodate this. 
 
Please do come and have your flu jab with us, we would love to see you and it is a great way of 
seeing what we have done and how we are keeping you safe. 
 
STAFFING 
 
Doctors 
We have two new doctors starting in September. Dr Komil Sawar will be here on Mondays and 
Tuesdays and Dr Maduraa Yoharajan on Mondays and Fridays. 



 
Nurses 
We are currently looking for a Lead Nurse to replace our lovely Lynn MacDonald who is leaving to go 
back into sexual health. We are also looking for another Practice Nurse to increase our nursing 
capacity. 
 
Healthcare Assistants 
We have two new Healthcare Assistants starting in September, one undertaking phlebotomy and the 
other assisting in minor operations. 
 
Reception/Administration 
We are in the process of increasing our reception and admin team to enable us to cope with 
increased demand and have taken on a Lead Receptionist with a background in customer services to 
help improve and implement policies. Shirley starts next week and Natasha started on reception last 
week. 
 
Cleaners/Infection Control 
Over the summer we had several students in cleaning the isolation rooms between patients. Sadly 
they have now left and gone back to their universities now leaving myself and some of the admin 
team cleaning the rooms. In readiness for the winter, we would like to take some more cleaning staff 
on. I am therefore advertising for 2 full time or 4 part time positions. The candidates should not be in 
a risk group in respect of covid. If you know of anyone please ask them to give me a call, they should 
not be registered with the practice. 
 
LIVI 
The LIVI app has really helped us manage demand over the last few months, please do continue to 
use it, especially between 18.30 and 22.00 and Saturdays and Sundays when we are not open. 
 
INCREASED/EXTENDED ACCESS CLINICS 
These clinics were suspended earlier in the year as they were pre-bookable face to face 
appointments. This has created pressure on surgeries as it helped us manage demand and gave 
patients flexibility with their appointments. Reduced Physio appointments are back up and running 
but being done via video consultation only. 
 
WHAT ELSE IS NEW? 
Whilst our doors are still closed and will remain so through September, we are still open and in 
readiness for the bad weather we are now using the waiting room for non-covid symptom patients.  
We have screens between each chair and can socially distance a few. If you have an appointment 
with a nurse, HCA or have been told by a doctor to come to the main entrance, the following will 
happen: 
 

• You will be asked through the glass if you have a cough, temperature, loss of taste and smell 
or flu like symptoms.  If the answer is YES you will be told to go home and arrange via the 
government website to book a covid test. 
 

• If you are symptom free we will check your temperature. If your temperature is under 37.5 
you will be shown to the waiting room and a vacant chair. Please do not move from the chair 
you are shown to as each chair needs cleaning between patients and the receptionist on the 
door won’t know you have moved. You could therefore be putting another patient at risk.  
 

• The person you are booked in to see will come and collect you from the waiting room and 
will clean the chair prior to taking you to their consulting room. This is the only safe way we 
can ensure it is cleaned and ready for the next patient. 
 

• All our clinicians will be wearing PPE whether seeing hot or cold patients.  
 



 

• For patients with a temperature of 37.5 or over, we will message the person you are seeing 
and confirm you are clear to enter through the main entrance or whether they wish to see 
you in the isolation room. If this is the case you will be directed to the “HOT” entrance. 
 

• If you have been told to go to the “HOT” entrance you should sit in your car until your 
appointment time and then present yourself at the “Hot” entrance round the back of the 
health centre. Your doctor will have told you they will meet you there at the appointed time. 
Please do not check in at the main entrance. If you do so we will need to clean it and all the 
other patients attending their appointments will be late or worse will be cancelled to allow 
for cleaning. Cleaning the lobby takes at least 15 minutes. 
 

• We would like to request that where possible you do not use the toilets and if you do, this is 
at your own risk. We do not have sufficient staff to undertake cleaning between each 
patient. That said if you are seen in the isolation area and need to use the toilet there, we 
will clean between patients. A deep clean of the isolation room takes on average 2 people 15 
minutes so it is labour intensive but necessary to keep everyone safe.  

 
It seems I have written a novel this time round but I hope it has filled in a few blanks. I do know that 
there will be some upset over the new system of requesting help on-line but this has been a 
collaborative decision amongst our PCN Partners and is being supported by our CCG who has 
ensured we all have the same web based ability. 
 
We can argue and complain about it but this will have the effect of slowing us down in dealing with 
your requests. Once bedded in the new system should allow easier telephone access for the elderly 
and vulnerable whom we will help by completing the on-line forms for them. If you know of 
someone who might need help completing the form, you can complete it for them and tick the box 
that says you would like a telephone contact rather than an e-mail/text. 
 
Stay safe and know that we are here if you need help you know where we are. 
 
Kind regards 
 

Caroline 

 
Caroline Self 
Practice Manager 


