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Free Flu Vaccination!!!     

Our first flu clinic will take place on Saturday 24th September, with more 
clinics on the 8th and 15th October (in good time before the flu season 
starts!). 

We will write to all patients who are eligible for the vaccination under the 
NHS, inviting them to attend one of the clinics.                                                                 
You will not need to call the surgery to make an appointment. 

We advise all eligible patients to take advantage of the protection that the 
flu vaccine offers and encourage patients to have the vaccination          
administered  by a doctor or nurse in one of our flu clinics. 

As your family doctor, we have been providing flu vaccinations for many 
years; and this is an important part of the coordinated package of 
healthcare we provide for our patients. 

 

Patients eligible for the flu vaccine include:  

 Anyone aged 65 or over      Diabetics      Pregnant women 

Anyone who has a long term condition of the: 

Lungs (asthma or COPD)     Heart            Brain /nervous system                                      
Kidneys                                  Liver             Immune System                   
Spleen   

                                                                                            
Children and the flu vaccine               

The flu vaccine for children is a nasal spray and is available each year on 
the NHS for two-, three- and four-year-olds. 

Children with a long-term health condition should also have a flu           
vaccination because their illness could get worse if they catch flu.          
This includes any child over the age of six months with a long-term health 
problem such as a serious respiratory or neurological condition.  

In addition, ALL children in school years one, two and three may now    
receive the flu vaccine (nasal spray) through their child’s school.            
Unfortunately, we are unable to vaccinate this group of children at the   
surgery unless they have a long-term health condition as described above. 

Over the next few years the programme will be extended to children in  
other year groups. 

Carers                                                                  

If you are the main carer for an elderly or disabled person, 
whose welfare may be at risk if you fall ill or if you receive 
a carer’s allowance, then you are entitled to a FREE flu 
vaccine.  

Flu Facts 

Flu is a common infectious 
viral illness spread by coughs 
and sneezes. Most people will 
begin to feel better after about 
a week, but for some people, 
particularly the elderly and 
those considered to be ‘at risk’ 
due to a medical condition, flu 
can be a very severe illness 
and can even cause death.  

You can catch flu all year 
round, but it’s especially    
common in winter, which is 
why its also known as        
‘seasonal’ flu. It's not the same 
as the common cold. Flu is 
caused by a different group of 
viruses and the symptoms   
tend to start more suddenly, 
be more severe and last    
longer. 

Some of the main symptoms 
of flu include: 

●a high temperature (fever) of 
38C (100.4F) or above       

●tiredness and weakness 
a headache                   

●general aches and pains a 
dry, chesty cough 

Flu can make you feel so    
exhausted and unwell that 
you have to stay in bed and 
rest until you feel better. 

 

http://www.nhs.uk/Conditions/vaccinations/Pages/child-flu-vaccine.aspx
http://www.nhs.uk/conditions/Cold-common/Pages/Introduction.aspx
http://www.nhs.uk/conditions/headache/Pages/Introduction.aspx
http://www.nhs.uk/conditions/cough/pages/introduction.aspx
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Thank You! 

Fernville Surgery would like to say a huge thank you to The Oddfellows for their generous donation of two new    
nebulisers. The nebulisers are valuable pieces of breathing equipment which will benefit many of our patients for 
years to come. 

Pictured: Malcolm Allum, District Chairman of The Oddfellows presenting the nebulisers to Dr Keith Hodge from Fernville 

Customer Care Team 

This month we have made some important changes to 
our customer care team. 

Marie Lahiffe has left the practice to resume her clinical 
career; and Mandy Curtis has been appointed as our 
new Patient Services Manager. Mandy's primary role is 
to ensure we deliver an excellent overall service to     
patients, which includes the management of patient  
complaints. 

Chrissie Totman has been appointed to the role of      
Reception Manager. Working closely with Mandy,   
Chrissie is responsible for the work of the Reception 
Team. Chrissie is supported by two very capable       
deputies, our senior Receptionists Lorna Phillips and 
Jackie Morrice. 

Mandy and Chrissie both report directly to our Managing 
Partner, Mark Jones.  

Mandy, Chrissie, Lorna, Jackie and Mark form our      
customer care team, dedicated to ensuring that patients 
receive great service from the practice, as well as       
excellent clinical care. 

GP News 

You may have noticed a number of changes to our GP 
team recently.  Dr Whiteford and Dr Barton have left 
the practice after taking maternity leave; Dr Smith and 
Dr Rasul have concluded their temporary                 
appointments at Fernville.  

We are delighted that two of our maternity cover     
doctors - Dr Varma and Dr Power - have both          
accepted permanent posts at Fernville.                    
Two further doctors - Dr Versluys and Dr Britto - joined 
the practice during August, along with Registrars (fully 
qualified doctors who are completing extra GP       
training), Dr Rauf and Dr Gordon.  

Finally, Dr Asquith will return to Fernville at the end of 
her maternity leave in November and Dr Beck and Dr 
Willard continue to be engaged as locum (temporary            
cover) doctors to provide some extra appointments. 

During the past year we had 4 doctors taking         
overlapping periods of maternity leave.  This           
extraordinary situation posed significant operational 
challenges.  We have worked very hard to plan and 
manage the deployment of doctors, within the         
constraints of our funding.  We now emerge from this 
period with a very capable and enthusiastic team in 
place, working together effectively. 
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How can you help your GP run to time? 

A common complaint by patients is ''Why is the GP running late?’' It’s a source of frustration 
and inconvenience for patients AND doctors alike.  

In fact, we don’t ALWAYS run late with our surgeries and quite often our patients are seen 
on time and even early.  

Dr Duggal gives an insight into why delays happen and how you may be able to help.  

Arriving Late                                                                                                                            
The GP is ready to start consulting at a set time. If the first patient of the day is late, for   
instance due to traffic or difficulty parking, your doctor is already running at least 10 minutes 
late before the surgery has started. This delay can persist through the session, especially if the GP has some difficult 
consultations in the rest of the   surgery.  

10 Minute Intervals                                                                                                                                                    
Believe it or not, it’s a push to fit 1 problem in that time frame let alone 2 or 3. Most surgeries provide 10 minute    
appointments. This was deemed to be the ideal time frame when the government considered how GPs should    
practice. If we provided more time that this, there would be fewer appointments to offer.                                           

The ten minutes doesn’t  necessarily mean that you have 10 minutes face-to-face with the doctor, this time doesn't 
include speaking to specialists for advice, organising an emergency admission to hospital or frequent interruptions by 
paramedics, palliative care nurse or consultants wanting to speak to the GP urgently. Your doctor may also need to 
bring in a chaperone, or read relevant documentation from a specialist and check previous blood test results        
This all consumes valuable time, but is necessary to do.  

There really isn't time for a list or 'just a quick one'. So in practice, your face to face time is about 7 minutes.           

‘TheList’                                                                                                                                                                        
The most common reason why GPs run late is that patients often bring ‘a list’ to the GP or mistakenly believe that 

doctors appreciate you saving it all up so you don’t need to come back again and again. Not only is it 
unfair to you and the doctor to rush through the problems, but it’s is also VERY UNSAFE.  

We have a one appointment, 1 problem policy. If the doctor deals with every problem on the list, the 
patient will be content, but it means that subsequent patient in the surgery will be seen late. A doctor                     
can run up to an hour late if several patients present with a list. 

Complex Problems                                                                                                                                                    
Another common reason why a GP may run late is due to a COMPLEX MEDICAL PROBLEM which 

may require more time questioning, examining and perhaps further in house tests such as an ECG/blood taking or 
even a discussion with a specialist or sudden referral to hospital which again takes time such as a  
worrying chest pain, a child who cannot breathe or a suspected burst appendix. Certain patients      
require some sensitivity and extra time; for example a bereaved relative, a patient who is feeling      
suicidal or a mum who is worried about her new-born child.  

How you can help your GP to run to time.  

 Please respect our one appointment, one problem policy. Do not bring a list to the doctor.                                     

 We request one patient only per appointment. We cannot discuss other family members.                                         

 Please do not ask your doctor for repeat prescriptions in the consultation. We have a process for this. Obviously if 
you have problems attending regularly then please let your doctor know first.                                                                

 Please inform your doctor at the beginning what the problems are, and your doctor can help you decide which to 
discuss first and what can be brought back at a later date.                                                                                             

 Please attend appropriately dressed and remove your outer wear. Especially for babies and patients attending for    
their chest to be listened to or for blood pressure taking/blood tests.                                                                                               

 Please switch off your mobile phone.                                                                                                                                      

 Please ensure you have checked in using the computer screen or at the reception desk. Your GP will not know you 
are here unless you do.                                                                                                                                                    

 Please arrive on time for your appointment and let us know in advance if you are running late.                                                    

Please remember our Receptionists have no control over delays 

We will not tolerate any aggression towards our staff 



Did You Know? 

£43 Is the average cost 
of a single GP visit. 

£112 Is the average cost 
of a single visit to A &E. 

14 Days is the length of 
time a common cold can 
last. 

 

2016 Self Care Forum  
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For medical assistance that 
cannot wait until the surgery   
re-opens, please dial 111.  

Calls to this number are free 
from both landlines and        

mobiles.                                 
For life threatening conditions, 

continue using 999 

Our Usual  
Opening Hours 

 

Monday       8am-6.30pm 

Tuesday      8am-8pm 

Wednesday 8am-6.30pm 

Thursday     8am-8pm 

Friday          8am-6.30pm 

Saturday      8am-12noon* 
 
*For booked routine  
appointments only 
 
Tel: 01442 213919 
Fax:01442 216433 
E: Contact.Fernville@nhs.net 
www.fernvillesurgery.org 

Friends & Family Test 

Since January 2015 we have been asking patients    

“How likely are you to recommend our GP 
practice to friends and family if they needed 
similar care or treatment?”        

More than 1,300 patients have responded.           
Of these, 57% say they are extremely likely to      

recommend us, and 23% say they are likely to do so.  7% say they are neither 
likely nor unlikely, 7% say unlikely and 7% extremely unlikely. 

The friends & family test also provides informal comments, which we compile each 
month and circulate to the whole practice team.  Most of these are compliments 
regarding specific members of the team. Positive feedback like this is very         
motivating, and encourages us all to aspire to the highest standards. But we also 
take notice of negative comments, and take action where possible, which helps us 
to improve the service. 

You can get involved by completing a card in the waiting room (you don’t need to 
give your name), selecting the option on the automated check-in machine or via 
our website www.fernvillesurgery.org 
  

Patient Complaints 

We take patient complaints very seriously.  
We have well over 100,000 “customer     
contacts” every year.  It is unfortunate, but it 
is inevitable that some of these will be         
considered unsatisfactory.  All complaints 
are recorded, and – after a thorough   investigation – we will provide a written re-
sponse. Complaints are reviewed by the practice team on a regular basis, to en-
sure any necessary lessons are learned. 

Some complaints are clearly unjustified – and in rare cases even malicious.                
We do, however, identify cases where we have failed to provide good service.   
Very occasionally, we see that the clinical care given to the patient has fallen short 
of our usual high standards. We will always acknowledge mistakes, provide a   
sincere apology and correct any error as far as possible. 

Each year, we file a report on complaints received with NHS England and patient 
complaints are also reviewed by the Care Quality Commission (CQC) when they 
inspect the practice. 

If you have any questions regarding our complaints process (displayed in          
reception and on our website) please ask for Mandy Curtis, our Patient Services 
Manager. 

Whilst we do value your feedback, we will not tolerate abusive behaviour towards 
any of our staff. Patients who abuse our staff may be asked to find another     
practice.  

Doctor, Doctor...                                  

Doctor Doctor, they've dropped me from the cricket team - they call me butterfingers  
                                                                                 

                                                       —  Don't worry, what you have is not catching! 


