
Easter Bank Holiday Closure 

The practice will be CLOSED for the  

Bank Holiday weekend 

On 

Friday 30th  

We will re-open on 

Tuesday 3rd April at 8am for   
normal surgery opening hours 

……...Hello and Cheerio…….. 

We have two new members of staff who have joined the team, Janey Lindow will be on reception along with the rest 
of the  Reception and Admin’ team. Adelle Wilkinson is an Urgent Care Practitioner and will be at the surgery 
supporting the Drs and Minor Illness Nurse several day per week. Nurse Helen Kilroy has decided to move on to 
pastures new, with a change to her career. Dr Harrison commences her  maternity leave in March and Dr Roberts 

finished his regular Locum sessions with us on the 2nd February. 

 

The Surgery will be closed over the Easter 
Break . 

From 6.30 pm Thursday 29th March 
 until  

8am Tuesday 3rd April 
A New Appointment System at Pilning Surgery 

After years of promoting open and unrestricted access to reducing numbers of GPs, and thereby making 
the problem worse, the government and NHS leaders have finally recognised that there is a crisis, and are 
now eventually coming round to offering solutions. A significant part of these changes involve a brand 
new emphasis on patient education. This is official NHS guidance, to empower patients to see the right 
person at the right time for their condition and to encourage self-care and self-help wherever possible. 

 

WE ARE FOLLOWING OFFICIAL NHS GUIDANCE BY ASKING YOU TO SEE THE RIGHT  
PERSON AT THE RIGHT TIME 

You can self-care or self-refer for a number of conditions, all without seeing a GP first. With Effect from 
5th March, we will be making changes to the appointment system by removing the telephone triage list. 
We are  encouraged by the positive results that have been observed at Montpelier  Health Centre who 
started this system at the beginning of the year. Be reassured that we will continue to provide the best 
care for our patients by encouraging self-care or advising you to see other more appropriate professionals 
where     required. 
 

In order to signpost you to the correct service for your condition you will be asked to provide the          

receptionist with as much information about your condition as possible. This is not a clinical triage, it is 
a clarification of need and the receptionist will then be able to make you an appointment with the most 
suitable clinician to help you. 
 

With our new system of working, the aim is that there will always be appointments available through 

the day. Patients will no longer need to phone first thing in the morning or phone back the following day 
to book an appointment. 
 

We would ask however, that if you have an urgent condition that needs assessment, that you still contact 
us before 11am if possible. We are aware that it will take some time for the new system to become         
established and no doubt there will be issues along the way which we shall need to overcome. We ask 

you to bear with us during this time.. 
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Why does the receptionist need to ask what's wrong with me?" 

Our receptionists are valued members of the practice team and the doctors here, as with many other     
practices, have requested that they should ask patients 'why they need to be seen'. 

Reception staff are trained to ask certain questions in order to ensure that you receive the : 
• most appropriate medical care 
• From the most appropriate health professional  
• at the most appropriate time 
Receptionists are asked to collect brief information from patients in order to: 
• Direct patients to see the nurse or other health professional rather than a doctor if more appropriate 
• Help doctors prioritise house visits and phone calls 
• Ensure that all patients receive the correct level of care 
Reception staff, like all members of the Pilning Surgery team, are bound by confidentiality rules. 
• Any information given by you is treated with the strictest confidence 
• The practice would take any breach of confidentiality very seriously and deal with it accordingly . 
• You can ask to speak to a receptionist in private room away from the reception desk if you are in the 

waiting room . 
 please do not be offended when our receptionists ask for brief information  

before booking you an appointment with us. 

Support for Carers 
A carer is someone who provides support to family or friends who could not manage without this help.  
This could be caring for a relative, a partner or friend who is ill, frail, disabled or is affected by mental ill-health or      
substance misuse. It also includes young people who may be caring at home. 
 

We would like to encourage all carers to register with the GP surgery. Carers often neglect their own health as they are 
looking after someone else. By keeping a carer fit and well, we can support them to look after the cared for person in 
the best way and also look after their own physical and emotional wellbeing.   
 

If you are a carer please contact the practice and ask to be put on the        
surgery carers register. You will be given a carers pack with information about 
support services and how the practice can help you.   
In most cases we can then: 

• Offer a free flu vaccination 

• arrange flexible appointment times to meet the carers needs 

• share information about the person you care for to help in their caring   
role 

• let you know about other organisations that can help 
 

Bristol & South Gloucestershire Carers Support Centre web site  
https://www.carerssupportcentre.org.uk/ 

Patient Feedback 
Your feedback is very important to us. It helps us to understand what we do well, 
and what things we can do better. There are a number of ways you can give us 
your feedback: 
 Speak with our reception team or any member of staff  
 Go to www.nhs.uk NHS Choices and  leave your comments  
 Leave a comment on our website, www.pilningsurgery.co.uk 
 Complete the Friends & Family Test Survey on the reception desk. 

Pilning  Surgery has been  

approved as a GP training    
practice 

 

 

 

 

 

 

 

Two of the Partners from Montpelier 
Health Centre are qualified GP   

Trainers and will support the trainee 
GPs when at Pilning Surgery. 

Some of you have noticed and commented on the 
 Zero Tolerance Notice at reception 

We value and care for our staff.  We would ask that they are treated 
with courtesy and respect.  Any individual not complying with this     
request will be asked to leave the premises and may be removed from 
the Practice List, in accordance to the Zero Tolerance policy. 

https://www.carerssupportcentre.org.uk/
http://www.nhs.uk
http://www.pilningsurgery.co.uk

