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Winter Newsletter-late edition! 

 

 

Hello and Goodbye! 
 

In October 2018 we said goodbye to receptionists 
Helen and Janey. We wish them well for the 
future. 
 
We welcomed Carolyn to the reception team in    
December and still have a vacancy for another 
receptionist. 
 
We are also pleased to welcome back Dr Bethan 
Harrison who has just returned from maternity 
leave. 
___________________________________________ 

 
New to Pilning Surgery-Carers support clinics 
 
Neil McIntosh from the carers support centre will 
be running a carers support clinic the third 
Thursday of each month 
 
Neil can help support carers with: 

 Benefit forms 

 Blue Badge form 

 Housing issues 

 OT referrals 

 Carers assessments 

 Emotional problems 

 Carers support group/training 

 Help signpost to other services 
 
If you are a carer and need help and support you 
can make an appointment with Neil by speaking 
with a member of the reception team. 

 

 

New telephone system 

 
In early March we are having a new telephone 
system installed. This system is now in use in 
many GP surgeries and will give us access to 
some new features. Our main telephone 
number will not change (01454 632393) and 

patients may not notice very much difference 
except that there will be music when holding! 
 
IMPORTANT TO NOTE: The new system goes 

‘’live ‘on 6th March. On that day there will be an 
unavoidable interruption to our telephone 
access. This is necessary as information will 
need to be transferred from the old network to 
the new. Patients will be unable to call the 
surgery during this time. We apologise for any 
inconvenience this may cause and will do all we 
can, with the contractors, to make the transition 
as smooth as possible. 

 

 

Patient appointments-Improved Access 

We are working with other local practices to 
offer more appointments in the early mornings, 
evenings and weekends. Speak to a member of 
the practice team to find out more. 

We are offering the following: 

Monday:      6.30pm-7.00pm telephone consultations                                
Wednesday:7.30am-8.00am  
Thursday:    7.30am-8.00am 
 
Wednesday and Thursday mornings offer both early 
appointments and telephone consultations. 

 



New Audiology service for Pilning surgery 

 
The Outside Clinic have replaced the GP Care 
Audiology service and will be running clinics at 
the surgery once, maybe twice a month on a 
Thursday. 
Patients can be referred to this service if they are 
55years and over and experiencing hearing loss. 
Patient’s ears however must be clear of any wax 
or infection before they can be referred. 
 
The Outside Clinic is providing this audiology 
service on behalf of the NHS. 
___________________________________________ 

 
Help us help you stay well for the rest of the 
Winter 
 
We urge patients to keep an extra special eye on 
themselves and people they care for over the 
winter period so minor illnesses do not become 
more serious. 
 

 Ensure you have your flu jab 

 Seek help from you pharmacy first if you 
have a minor illness. They can advise on 
over the counter medicines which will help 
with your symptoms. 

 Please remember antibiotics are not 
prescribed for viral illnesses.  
If you are prescribed antibiotics for an 
infection ensure you complete the course. 

 Keep warm. 

 If the surgery is closed and you have a 
minor illness you feel you need advice on, 
NHS 111 can help you get the right 
treatment.  

___________________________________________ 
Collecting prescriptions on behalf of someone 
else..... 

Please note that in order to comply with the new 
General Data Protection Regulations it will no 
longer be possible for someone else to collect a 
prescription from the surgery on your behalf, 
without your written consent to do so. 

This does not apply to pharmacies collecting 
prescriptions, for which we have already obtained 
your consent. 

Nepal Update..... 
 

Thank you for the continual donations for the 
books on sale at the surgery. Nepalese Nurse 
Gyanu Gurung has now finished her nurse 
training with the money raised from the book 
sales.  
Monies left over have paid for internet 
connection in a secondary school situated in a 
remote mountainous region in Nepal. 
 
 Dr Mitchell is heading back to Nepal in April to 
seek out his next project.... Please continue to 
donate to support such a worthy cause. 
 
However we do need more books so donations 
would be much appreciated. 

__________________________________ 

 
Surgery Vs Pharmacy 

 
Although the surgery and pharmacy share the 
same building, we are two separate businesses 
Any issues or concerns patients have with either 
business should be reported to the appropriate 
person. 

 Surgery concerns should be reported to 
Anita, Surgery Manager. 

 Pharmacy concerns should be reported 
to Helen, Pharmacist. 

___________________________________________ 

Calling Board in the waiting room 
 

We would like to apologise to our patients as the 
calling board in the reception waiting room is 
currently broken. Clinicians are collecting 
patients for their appointments, from the waiting 
room until we have a solution to the problem. 
 
___________________________________________ 

Medical report/Letter Requests/Form 
completion 

  
Please be aware that medical reports/letter 
requests/form completions will require a 
minimum of 5 working days for completion and 
a maximum of 2 weeks pending on the working 
days of the GP required to action the request. 
Please allow sufficient time when requesting 
one of the above, to meet any deadlines you 
may have. To note this is not classed as NHS 
work so will carry a charge. 
 



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. 

 Complete the Friends & Family Test 

 Survey, found in our waiting room and also 
attached to this newsletter. 

 Put your feedback in the suggestion box in 
the waiting room 

 Go to www.nhs.uk NHS Choices and  

leave your comments  

 Leave a comment on our website, 
www.pilningsurgery.co.uk 

 Contact Albert George, Chairman of the 
Patient participation group. (details on the 
practice website) 

___________________________________________ 

 
Referrals for hospital appointments 

 
Occasionally the Dr will refer you to hospital for 

further management of your condition. We fully 

appreciate that it is frustrating when you hear 

nothing from them for a while.  

However, please bear in mind that we do not 

have access to any special telephone numbers to 

chase appointment information.  

Unless you are physically unable, and have no 

one who can help, then this task can, and should, 

be done by the patient themselves.  

Patients should phone the hospital and ask for 

the department in question. 

___________________________________________ 

 

 

 
Obtaining your test results 

 

Please remember to check your results. We will 
not contact you unless there is a need for urgent 
follow up. Do not assume that if we haven’t 
called you, your results are normal.  
 
Results for tests that your GP requested are 
usually available after one week. Some bloods, 
X Rays and scans can take much longer though. 
The clinician requesting your tests will give you 
an estimate of when the results are likely to be 
available. Your GP will have viewed your results 
and commented on them. 
 
The receptionist/call navigator will only be able 
to provide you with straight forward information 
that the GP has reported on in relation to your 
test result. 
Please be aware that the receptionists are 
unable to expedite your test result in any way, or 
make appointments for patients to be seen 
solely to discuss test results that have not yet 
been reported upon. 
 
Please wait until after 10am if you are unable 
to log in to patient access to see your results. 
You will find this more convenient as lines are 
busy in the mornings. 
 
If tests are ordered by the hospital specialists 
(not by your GP) then the results will be given to 
you by the hospital. This may be by letter or at 
your next out-patient appointment. If you need 
the results sooner please contact the specialist, 
not your GP. Only the specialist will be able to 
tell you what the results mean for your future 
care planning and treatment. 
 

___________________________________________ 

 

Zero Tolerance Policy 
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 with the Practice Zero Tolerance 

policy.  

***************************************************************************************** 
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