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PATIENT NEWS LETTER NOVEMBER 2011. Edition Two
Dear Patient,
Welcome to the second news letter from the surgery. A great deal as changed at the surgery since we last wrote to you. Firstly a massive thank you for your comments regarding the surgery and how we are doing. Your views do matter, since the last news letter we have received back thousands of replies. We have finally gone through them.  We have answered the major concerns later in the letter. 

New Arrivals:

Dr S Sheik arrived in October to start as the new full time GP. He will be based at the Knebworth surgery. He comes with wealth of experience and skills that we can use to develop the surgery.  Dr Sheik is replacing the long term locum doctors, Dr Cross, Williams and Nagah. This will give us a permanent long term structure to the Doctors and provide a better continuity of service to you. 

We have appointed two Deputy Managers, Jackie will be based at the Marymead Surgery, and Christine is based at Knebworth. They are there to assist you and deal with daily issues about the surgery. Three new reception staff have now been recruited: we welcome Jane, Pamela and Vanessa to the team.

On Line Booking of Appointments and Ordering Medication.

We started the service in September, for those of you that have not yet registered you need to come into the surgery to receive the on line password and unique log in. To date over four thousand patients have registered for the service. 
We have allocated four on line appointments per clinic per doctor, which means patients can book a minimum of 16 on line appointments per day. These are available six weeks in advance.  We hope we have allocated the right amount at the right time. We will of course continue to monitor the service. In the New Year we will be putting on nurse appointments. 

The ordering of medication on line is slowly moving forward. Please have confidence in this service. The order request is sent to dedicated staff to action. We must remind you that it still takes two working days to complete. You can only order your authorised repeat medication. The system will show you what you can order. 

Future On Line Services:
We will soon be using the web site and On Line service for patient surveys and questionnaires. This we help us develop the surgery in the future and ensure we keep you up to date with any changes. 
Text Message Reminders will be starting in December. We now have enough patients registering for the service; we can “turn it on”.  Only those that have agreed to be “texted” will receive a text reminding them of future appointments. If you wish to register for this please contact the surgery. 
Issues Raised by Patients
Phone Lines: We have recently updated the telephone systems to both surgeries. The new systems will be coming into force in December. We did have a major problem with the Phone lines, and without you informing us of the fault we would not have known. The new system will allow you to speak to Reception staff directly and other members of the team.  Please listen to the new messages from 07th December 2011.
Appointments, we are hopeful that you have noticed a difference in booking appointments and the availability. The surgery aims to provide appointments up to six weeks in advance. We have noted a drop in the “morning rush” as more patients book ahead.  As we move into the winter season we will adjust the clinics to allow more on the day appointments, this will assist in the demand. You will still be able to book in advance.  The working day for the doctors and clinical staff in general is:
Morning Surgery 


0830-1200
Home Visits and Nursing Homes 
1200-1400

Administration 


1400-1500

Afternoon Surgery 


1500-1740.

Administration


1740-1830

Additional Clinics The surgery now provides additional clinics outside of the normal opening times. The clinics will be on a Monday evening and Thursday morning. Additional Saturday clinic will be advertised. 

Who works were: Comments were made that it was difficult to know who, mainly doctors, were where. I have listed where the doctors work. This is subject to all doctors being present and with full availability. Holidays, training or meetings will effect the days shown and it may change for some of the doctors.

Based permanently at Knebworth

Based permanently at 
Marymead
Dr S Sheik (Tuesday to Friday)

Dr K McManus (Monday and Tuesday)
Dr C Keen (Monday and Tuesday)

Dr E Loeffler (Monday and Tuesday)

Dr S Dawes (Monday and Thursday)


Working at both sites:  (Dependant on the availability of the doctors)
Dr J Kuruvatti (Monday, Wednesday, Thursday and Friday)


Dr R Shah (Monday, Wednesday, Thursday and Friday)
Dr E Loeffler (Wednesday and Friday)

We are hopeful that the surgery can provide full cover without the need for locum doctors. However at times we do have to appoint locum doctors; you will be notified when you make an appointment that a locum is covering. We also assist in the training of new medical students; this happens four times a year. The medical students do hold their own fully supervised clinic. You will be notified of this at the appointment booking. 
Nursing Staff:  We are pleased to announce that Nurse Wendy can now prescribe medication as an Independent Nurse Prescriber. She is now holding regular Minor Illness Clinics. Please book in to see her if the condition is “acute” rather than a long term condition. This will assist us and you in being treated quickly for minor aliments that do not necessarily need a doctor’s appointment. All our nursing staff have dedicated clinics to look after those with long term conditions and more general nursing duties. Please seek advice from Reception as to who can deal with you rather than waiting for a doctor.  Alison, our Nurse Practitioner deals with all home visits and emergencies. She works from 1000hrs every day and contacts all the patients that require a visit or emergency advice. 
We also provide the following nurse lead clinics:

Minor Illness, Chronic Disease Management, Child Immunisation, Travel Vaccinations, Contraception Service, Stop Smoking, General well being, Cryotherapy (Limited), Dressing Changes. When contacting the surgery please ask about the services and the staff will “point you in the right direction” so you are seen.  
Surgery Improvements: We are starting to improve the environment in the surgeries, over the next year we will improve the waiting areas and décor in the buildings. Thank you to those that have made the suggestions. We know it is an area that needs attention. 
Contacting you: We do make every effort to contact you if we have to cancel an appointment. This is dependant on your contact details being correct. Please contact the surgery if you change your phone number as this is often the main way we contact you. 
Email Facility: The surgery will not have a patient email facility, we will be providing news letters and updates via a web based service and emails. However the email cannot be replied to. 
Patient Participation Group: Due to the high interest in this, we have been delayed in formatting a Group. Those that have expressed an interest will be written to shortly. We aim to start a Patient Representative Group (PRG) via the surgery web site. Full details will be sent out before the New Year.

And Finally,

We would like to thank all of you for your continued support and assistance during the past year, the surgery is moving in the right direction and we believe has improved the service we offer. If you wish to make suggestion or comments the Practice Business Manager will be happy to hear from you. 
May we take this opportunity to offer our best wishes for the festive season. 
The Partners’

Knebworth and Marymead Medical Practice.







Practice Business Manager Nigel Sweeney


