“Good Practice”
Fleet Medical Centre December 2020
- Where your health is our business

TELEPHONE: 01252 613327 or 619000

Hello and welcome to our latest
practice newsletter, packed with
information and news. Our 100
staff and colleagues at Fleet
Medical Centre wish you all a
Merry Christmas.
Christmas opening times
Friday 25th December CLOSED
Monday 28th December CLOSED
Friday 1st January CLOSED
The practice will be open as usual on
all other days as per the normal
opening hours of the Practice.
When the Practice is
closed, Please contact
either 111 for medical
advice or call 999 for an
emergency service if
required.

Christmas Prescription Requests
Please ensure you have enough repeat
medication ready for the Christmas
Break. Please make sure you allow
plenty of time to order and collect your
prescriptions before Christmas.
Any requests received after
FRIDAY 11th DECEMBER
cannot be guaranteed to be ready for
collection before Christmas.
Find us at: www.fleetmedicalcentre.co.uk
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We are still able to provide flu
vaccinations for all ages. Please call
the Practice on 01252 619000 to
book your appointment.
On Saturday the 12th of December
from 8am to 11am we will hold a
dedicated Flu clinic for ALL patients
aged 50 to 64 years old and in “at
risk” groups; stocks are limited so
book your appointment NOW.
You may have noticed the large
MARQUEE at the front of the building.
This is part of our infection control
strategy to keep our patients, staff and
visitors safe. It will be in place for the
next few months. The marquee is
currently being used as a waiting area
for Fleet Medical Centre, Heath Dental
Suite and Lloyds Pharmacy. As the
weather becomes colder and wetter, it
will provide some shelter from the
elements. The marquee contains
socially distanced seating, lighting,
hand sanitiser and a speaker that is
used by our reception teams to call you
for your appointment. Future uses for
the marquee could include flu and
Covid vaccinations or new clinical
space while new solutions are found.
PLEASE use the marquee and keep
the front entrance and intercom
area CLEAR for social distancing
purposes, thank you.
”Good Practice” Issue Number 39

Dear Patient,

TO ALL OF OUR PATIENTS

We are all excited to hear that there is progress on a Covid vaccine and that this
should improve the quality of life for all of us.
We know that you, like us, are struggling with the confines imposed upon us all due to
the Covid-19 pandemic.
Everyone is trying to make the best of the situation
and, as a practice, we are committed to caring for you
in the best possible way whilst keeping both you and
our team safe.
To keep you as informed as possible, we will update
these messages frequently as we become aware of
more information from NHS England. Currently we are
informed that:


The vaccine is new so all the answers are not yet
known – but as soon as we know more, we will tell you.



The Covid Vaccines are not yet licensed to be used on patients in the UK – but we
are expecting them to be licensed very soon.



It has not yet been decided which patients will get the vaccine first and where they
will need to go to get it but we expect that those most clinically at risk of the virus
will be prioritised.



The expectation is that the vaccinations will not start for most people until 2021
and it will take some time to vaccinate everyone who is eligible.



Lots of doctors and nurses are volunteering to come back into the workforce to
enable the vaccinations to be given over a quicker time span to patients

Meanwhile, we all need to keep to the advice of hand-washing, face masks and social
distancing but we all look forward to the time when we will return to life as normal.
Thank you for your patience,
Dr Nina Durasamy and Partners and
James Perrin, Executive Manager
Fleet Medical Centre
01.12.20

THE MARQUEE
Some of you may have noticed the
temporary marquee that has been
erected in our car park.
We apologise for the loss of the
disabled parking area however
increased use of non-face to face
appointment services has led to a
reduction in traffic so we hope that
the reduction in 6 parking bays will
have minimal impact for our visitors.
Fleet Medical Centre will be remaining open as we have throughout the
pandemic. Offering our waiting room resource at this time adds a risk of infection
control to our facility. It is essential to ensure the safety of our patients, visitors
and staff at this difficult time; and the protocols we have in place means we have
had no outbreaks within our team. We are sure you have seen in the press that
some GP practices have closed completely (temporarily) or reduced their
resources and services due to COVID absences; we are keen to avoid this and
update our staff and review our processes regularly as the pandemic develops.
As part of these ongoing efforts, we have installed a large marquee in our main
car park to use as a waiting room for patients of Fleet Medical Centre, Heath
Dental Suite and Lloyds Pharmacy.
The structure protects our visitors from the weather and enables us to have a
central location to call you from to see our staff via an intercom. Socially
distanced seats, hand sanitising gel and a one-way foot traffic system is provided
This resource could in theory also play a part in providing vaccinations or testing
for a variety of clinical services should the need arise. We ask that ALL patients
and visitors respect our equipment and that you support us in our efforts to keep
everyone and the facility of FMC safe.
PLEASE use the hand sanitiser when arriving and
leaving the site. This can be found inside the marquee.
Please also use the marquee as a waiting area once you
have checked in via our intercom system to keep the
main entrance to the practice clear.
We ask our patients to use telephone and electronic
appointments where possible and to understand that the
most vulnerable and high-risk members of our patient community need our face
to face resources. Thank you to everyone to keep us safe.

Thank you everyone for your support to us and to the wider NHS.
Find us at: www.fleetmedicalcentre.co.uk

”Good Practice” Issue Number 39

COVID-19 & Vaccinations update
Covid Vaccines
At the time of printing, we are still not sure how the Covid vaccination
program will be carried out. We are awaiting further guidance and will of
course let patients know when we have more information via all available
media. The most vulnerable and “at risk” will be targeted first to receive
the vaccination. We hope any impact on existing usual services will be
limited during the vaccination program but await NHS guidance on this.
————————————————————————————————
How our Practice has dealt with Covid
We are please and proud to say that no staff members at Fleet Medical
Centre have tested positive for Covid 19. Should staff members need to
isolate as per national guidance, we have the ability for our staff to work
from home. Our GPs, for example, would still be able to do telephone
calls and deal with e-Consultations and electronic prescriptions.
Clinicians wear Personal Protective Equipment (PPE) when seeing
patients and staff also wear face masks when working together, always
maintaining a 2 metre distance where possible. We have had lots of
positive and encouraging feedback about how we have been doing
things, keeping our visitors, patients and staff safe and as importantly,
feeling that they are safe. Thank you for this amazing feedback.
————————————————————————————————
Seasonal Flu and flu vaccinations - eligible patient list widened
The government has announced that from 1st December, all patients
aged 50-65 will be eligible for a flu vaccine for the first time. We have a
flu clinic on the morning of Saturday 12th December.
Please call reception to book an appointment NOW. The marquee will be
used outside as well as clinic rooms inside with a one way system in
place to ensure infection control compliance. Stocks are limited and we
cannot guarantee supplies will last so please book your appointment as
soon as possible to secure a vaccine. Thank you.
EPS Prescriptions
All patient prescriptions are now sent securely and electronically to your
chosen Pharmacy. Please note that in the event of a technical glitch, you
may be asked to collect your Prescription from the Practice and the
chemist will have to dispense it manually. We will let you know if you need
to do this. Thank you.
Find us at: www.fleetmedicalcentre.co.uk
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Operational update
The Hot Hub
The Hot Hub is a regional centre where patients with suspected COVID
symptoms are seen in a secure and safe environment. It has been in
place since April 2020 and most local GP practices contribute staff to
run it. We at FMC send on average one GP a week to staff the Hot Hub
at Farnham Hospital. We have extra clinics in place throughout the
winter here at the practice with a mixture of our own GPs adding more
appointments to their schedules and also some locums helping to
ensure there is a sufficient number of appointments available to meet
demand.
We currently share staffing of the hot hub with the local area including
Farnham, Aldershot and Farnborough. FMC GPs work remotely for 7
days if they have been working at the Hot Hub to minimise the risk of
bringing infection with them from the hub. These GPs are still able to
have phone calls, deal with e-consultations and do their admin such as
prescriptions.
————————————————————————————————
Telephone system
We have had our new telephone system in place for a few months now.
We have noticed increased calls through to our administration and
secretarial team. Patients are now able to get through to the correct
department much quicker via a direct selection process. Mornings from
8am are still our busiest time for the phone lines and are probably best
avoided.
————————————————————————————————
E-Consultations
Since March, we have noticed an increase in the use of “e-Consults”.
This is often a much quicker way for patients to speak to their GP as a
response is guaranteed within 48 hours (or 72 hours for administrative
help). This is a great way to submit your blood pressure readings, ask a
medication query or complete an asthma review. We saved an
estimated 489 appointments for the month of October with the use of
e-Consults. Please do not use e-Consults for prescription requests. We
have a dedicated email for prescription requests which is
fmc.scripts@nhs.net. Thank you.

Find us at: www.fleetmedicalcentre.co.uk
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Life after COVID
What is life after COVID?
In due course, we all hope life will return to “normal”. However it is
suggested that face masks and heightened infection control measures
may in place for some time. General Practice remains as a key part of the
local community and we hope that our patients feel supported that we
have continued to provide resources during COVID and have made plans
to be sustainable for the future during this unsettling time.
In the future, video consultations and E-consultations will continue as
they have proven to be a popular appointment type and have saved
incredible resources and improved access for many of our patients.
Electronic prescriptions will also become the norm as in due course
pharmacists will cease to accept manual paper requests for mediation.
Indeed over 95% of our prescriptions are now managed electronically
saving the environment and improving accuracy and efficiency of this
important area of our work.
————————————————————————————————Future plans post Covid - Personal GP lists
FMC is still using personal GP lists where possible to promote continuity
of care. When you call to make an appointment with your GP, you will be
offered an appointment with your own named doctor. This is to help
maintain continuity and helps build a relationship with your GP. You can
still book with the Duty GP or Nurse Practitioner if you have a problem
that needs to be dealt with on the day. Currently our GP weekly
availability is as follows:
Dr
Dr
Dr
Dr
Dr
Dr
Dr
Dr
Dr
Dr

Durasamy
Sharma
Fletcher
Pathiranage
Matson
Chetcuti
Cartwright
Wright
Bull
Salmons

Tuesday, Wednesday, Friday
Monday, Tuesday, Wednesday, Friday
Monday and Thursday
Tuesday and Thursday (& Mondays from 1st February)
Wednesday and Thursday
Monday, Tuesday, Thursday
Wednesday and Friday
Monday, Tuesday, Thursday
Wednesday, Thursday and Friday
Tuesday, Wednesday, Friday

Find us at: www.fleetmedicalcentre.co.uk
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Patient feedback
June to December 2020
E-Consultation feedback: 79% overall satisfaction and 93% contacted in time
"so much easier when you are busy to raise an e-consult out of working hours"
"I was able to get the same advice about my condition as I would have had with a
face to face appointment"
"The service worked well. I tried it reluctantly but it was very efficient - will be using
again!”
"The format of the questionnaire / e-Consult service is easy to navigate around,
you can appreciate why the respective questions have been asked and one of the
most beneficial parts is that you are able to download a copy of the questionnaire
on completion for your records. In addition you also receive an very prompt
acknowledgement to your submission which puts your mind at rest and a
commitment to respond in a timely fashion."

You are an excellent
team and congratulations
to the whole FMC team
for the overall care you
give to your patients.

What a great service
by my practice
throughout COVID.
Many thanks indeed.

A massive thank you to FMC
today for such a brilliant service.
A quick call to the surgery this
morning followed by a call from
the doctor and a speedy visit
from a wonderful paramedic. I
know its easy to post about bad
experiences, but often we forget
when there has been great
service. So thank you to fleet
medical centre for everything that
you do.

“Fleet Medical Centre were brilliant when I called them a couple of weeks ago”
“We’ve been with FMC for a few years now and I think it depends on who your GP
is really. I recommend Dr Cartwright and I think the fact that FMC has a great
manager helps a lot too”
“I have always found FMC to be very good and have been with them since we
came to Fleet”
“I’ve been with FMC for a few years and they do their best but just have too many
patients leading to frustration”.
Find us at: www.fleetmedicalcentre.co.uk
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Patient Participation Group
Fleet Medical Centre has had a Patient
Participation Group for the last 10
years. In that time, many considerations
have been given regarding its format
and function, membership and
development and we have tried and
tested several approaches over the
years.
Currently the PPG is working well, the best it has ever been in fact - we
have 3 members (one of whom is the Chairman) who work alongside
our management team and a GP Partner. They meet with the practice
periodically both in person (where rules allow) and virtually.
The role of the PPG is currently to feedback to the practice on ideas and
challenges from the view of “the patient”. They bring their own opinions
and that of their peers and the can be contacted directly via the
fleetmedicalcentre@nhs.net email address for any ideas to discuss with
the practice management.
The PPG get first sight on new proposals for the practice and are
appraised of operational changes with an open invitation to have a voice
and communicate with our wider patient community via this newsletter
and our website. Our PPG is a great support to FMC and they add
significant positively and value with their ideas.

————————————————————————————————————--

Social media and practice complaints management;
a follow up from the last newsletter
In our May newsletter we included an article about complaints and the
use of social media with worrying views about our practice by some of
our patients. Thank you for reading this and taking the point of view from
the practice and for the actions you have taken. In the last 6 months
complaints to the practice have decreased significantly; tolerances have
improved regarding our resources and facility limitations and for your
appreciation of the efforts we are making at a time of reducing
resources, added COVID pressures and local, regional and national
requirements over-shadowing our usual practice level processes.
If you have cause for complaint then of course we will listen and act
accordingly. Thank you for not taking to social media or NHS feedback
websites so quickly and for giving us the opportunity to respond to your
concerns locally; we cannot help you or take action unless you tell us
and allow us the chance to respond. Your support is much appreciated.
Find us at: www.fleetmedicalcentre.co.uk
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Clinical Services Updates
An update from Dr Sharma, clinical lead for family planning
Cervical Smear
If you are due your smear test, please phone the surgery to book this
with our nursing team. However if you no longer wish to participate in the
Cervical screening programme either permanently or temporarily (you
can defer up to 18 months), please book an appointment to discuss this
with your GP so we can amend your records accordingly and you do not
get reminders.
Contraception
There are many contraceptive pills which are currently out of
manufacture. If you are having difficulty sourcing your contraceptive pill,
please book an appointment with our clinical pharmacist Sue Murden
who will be able to assist you.
————————————————————————————————-

Extra demand means extra capacity

Please be aware that ALL of our usual services have always been
running throughout the pandemic and currently we have been asked to
ensure we maintain all clinical services. Please
still contact us to arrange childhood vaccinations,
smears, blood tests, health checks, diabetes
checks and any other medical requirements you
may have.
Since some of our local community have been
furloughed from work or find themselves working
from home, self isolating etc, our demand for
appointments has increased significantly. Many patients seem to have
felt that without their commute or pressures of work that now may be
the time to get that medical worry they've had for some time looked into.
This is excellent and we encourage that EVERYONE seeks medical
advise WITHOUT DELAY should you find or feel anything of concern.
Please be aware that we have recruited extra staff and have created
more appointments to meet this increased demand and we thank you for
your patience while we have secured these extra resources.
Find us at: www.fleetmedicalcentre.co.uk
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Blood Test appointments online
Did you know you can now book your blood
tests at one of the local NHS sites online?
Fleet Medical Centre still offer blood tests and
phlebotomy services but for quick access at a
location convenient to you, use the following
website to create an account and manage your
own bookings online. It takes just a few
minutes to set up.
Find more information at;
https://www.fhft.nhs.uk/services/blood-tests/booking-your-bloodtest/

Find us at: www.fleetmedicalcentre.co.uk
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Staff Updates
We have some exciting news about some changes to our staffing.
We are thrilled to announce that Dr Henry Matson will be joining us as a
new GP Partner from January 2021. Dr Matson will
be with us as a locum throughout December and
then joins us as an additional GP Partner to improve
our capacity and sustainability for the future. He will
do 2 days per week and will carry his own list of
patients. He brings a wealth of experience and will
compliment our existing team well, taking our
permanent GP team to 5 GP Partners and 5 salaried
GPs.
We also have two new Practice Nurses who have
joined us in recent weeks; taking over from Nurse Michelle Jupp who
leaves us for pastures new. Helen joins us from a practice in Surrey and
Alex has come to Fleet Medical centre after several years working as a
Community Nurse in the local area. We also welcome back Sister Carol
Squibb who retired at the end of the Summer but will now re-join our
nursing team part time. Sister Emma Shurben also leave us for maternity
leave in January and we wish her all the best for safe arrival of baby.
To keep up with demand on the telephones and in main reception we
have recruited a new receptionist called Karen. Sandra and Debbie also
joined our admin team as increased capacity to meet demand from new
patients and back-of-house administration. We also welcome back Rosie
with warm hearts to our reception team; Rosie went to work at another
practice for 8 weeks recently but has come back to us and is relieved to
return as part of our FMC family.
We are also exploring more holistic medical
colleagues as part of the national NHS process to
meet increasing demand for clinical care. 2020
has seen FMC engage well with a new Social
Prescriber role and a Clinical Pharmacist. We are
also trialling a Physician Associate role currently
and have plans for GP Assistants and other
clinical support staff as new budgets are available
to us hopefully in the coming months.
Find us at: www.fleetmedicalcentre.co.uk
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GP Patient Survey results
Thank you to 113 patients who completed the National Patient
Survey for Fleet Medical Centre 2020. 281 surveys were sent out at
random by the NHS to patients who have used our services at
some point during 2020.

YOU SAID
We are pleased to report the following response figures (thank you!):

82% of respondents felt they had a “GOOD” experience or better
when using our services

95% they had trust and confidence in the clinical care received

94% felt their clinical needs were met during their appointment

94% of patients felt the clinician listened well and treated them with
respect

48% now use online appointment booking services, 44% order
repeat prescriptions online and 19% access their medical records
online

83% feel receptionists at the GP practice are helpful

Fleet Medical Centre is the biggest user of e-consultations in our
Clinical Commissioning Group representing 20 practices and nearly
250,000 patients across 5 local towns

WE DID
Things to improve upon have been actioned as follows:

44% of respondents were offered a choice of appointment.
Fleet Medical Centre has recruited two new GP Partners and two new
nurses to increase capacity to meet demand and expectation.

54% of respondents say it is easy to get through by telephone
We have installed a new telephone system with direct access to
non-reception staff, a better queue system and have recruited three
new receptionists to meet an increase in phone call traffic and support
with patient tolerance for length of time in call queues

27% wanted to speak to their own GP and 44% wanted a choice of
appointment times
We have increased our clinical team size and have improved access to
electronic GP contact services via video calls, text message, email,
e-consults and telephone. All patients now speak to their own GP in the
first instance unless an on-the-day duty GP case.
Find us at: www.fleetmedicalcentre.co.uk
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Special messages
A fond farewell from DR BARBARA TOLLETT
Thank you to all of my patients; it was a privilege
to get to know you and your families over the
years. Many of you became friends, and I miss
you and think of you often. I have so many
special memories of my time at Fleet Medical
Centre that I will always cherish.
I am still enjoying working, but closer to home.
The recent challenges facing the whole Country
by Covid has necessitated a great change in the
way we now deliver General Practice; FMC has
a wonderful team of Medical Staff whose aim is
to deliver the best medical care to you all. I am
so glad I was able to leave you all in their very
capable hands. I am very hopeful that we will
see the end of this pandemic in the not too
distant future with the recent wonderful news of the vaccines.
I hope you keep safe and well, take care.
Dr Barbara Tollett

Christmas Treats for our local community
This Christmas, the FMC staff are very aware we have some patients
who may need a few extra treats this Christmas. We have been
collecting and donating boxes of chocolates, biscuits, crackers,
poppers, and food staples for several weeks. Although we can’t reach
out to everyone in need, our medical team have provided some
nominations whom we will be contacting to offer a delivery of “that little
extra something” as a treat this Christmas.
Although we cannot ask our patient community to donate food, we ask if
anyone has any hamper baskets or clean wicker baskets that we can
use to gift these hampers? If you would like to take part, please donate
via main reception by the 10th of December; we would be truly grateful.
We will update you on our efforts and the response to this idea in our
next newsletter. Thank you in advance to anyone who can help us.
James Perrin, Executive Manager.
Find us at: www.fleetmedicalcentre.co.uk
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General Practice
regional service update

Find us at: www.fleetmedicalcentre.co.uk
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