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Staff Matters  
 
We would like to welcome our new Office Manager Linda Johnson who joined us in 
August. She has many years’ experience working within the NHS and we are 
delighted to have her as part of our team at Ashwell and Bassingbourn surgeries.  
 
Dr Emma Beeston our registrar has now left to continue her training and wish her 
the best of luck for the future.  
 
We also have a new GP registrar Bhakti Upadhyay working closely with the GPs at 
the surgery. Registrars are fully qualified doctors who are training to be GPs.  
 
We would also like to welcome Jayne Paxton, new receptionist to our Bassingbourn 
Surgery. Jayne joined us in April this year and has fitted very well into the team.  
 
 
 

 

Appointments  
Please can you make sure that you ring on the day for emergency appointments 
only. We often have patients ringing regarding routine problems that could wait a 
few weeks and demand to be seen. If we do not have any appointments on the day 
and you feel that it is an emergency you will be “triaged” by the on call GP who will 
decide whether or not you need to be seen that day or you can be put into a routine 
appointment.  
 
Can we also ask patients not just to “drop in” to the surgery hoping to sit and wait to 
see a GP. If you do present in the surgery you will be told that a GP will ring you 
back. We do not operate a “sit and wait” appointment system.  
 
If you would like to have a chaperone at the time of your appointment, please ask 
the GP and one will be provided.  
 
 
 
 

 

Ashwell Patient Group - A note from Peter Chapman, Chairman  
 
Throughout the NHS, patients’ views and experiences are regularly being sought and 
opportunities found for them to have a say. Our surgeries have had a patient group 
for the last ten years and its members have regular meetings with Dr Jarvis and 
Practice Manager, Mark Pilling to discuss present arrangements and make 
suggestions for future development. The aim is to improve our patient experience.  
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The APG has been involved in both of the inspections which have taken place at the  

surgery. 
  

The group’s members represent the various areas covered by our practice with the 
following members;  
 

Peter Chapman and Mike Pearch (Ashwell)  
 

Harry King (Hinxworth)  
 

Detlev Popp (Guilden Morden) 
 

Andrea Rowland (Steeple Morden)  
 

Tessa Cathcart (Bassingbourn) 
 

A vacancy exists for Newnham and we would welcome a volunteer from that village. 
The group organises periodic health promotion activities in the Ashwell Surgery and 

publishes health information in our village journals. Our Chairman sits on the North 
Herts Patients Group and attends meetings of the East and North Herts Clinical 

Commissioning Group (CCG). Patients often discuss concerns and ideas and with APG 
members which we then raise these with our practitioners. We are lucky to have 
such a close and constructive relationship with our medical professionals.  

 

Private Fees 
Some services provided by the NHS practices are not funded by the NHS. A fee is 
charged to patients which are payable on completion of the work. These include:  
 

• HGV Medicals, insurance claims 

• Sickness or accident claim forms  
• Private  healthcare  forms,  holiday  cancellation  letters,  fitness  to  fly

letters or holiday cancellations letters  
 

Requests for such things as support of housing benefits all fall into this category.  
Requests for copies of medical reports or records under the Freedom of Information  
Act are also chargeable.  We have by law 30 days to process such requests.  
 
 
 

 

Online Patient Access  
 

If you have not signed up to book appointments online, please stop by reception and  we 

can print the information required. You will need to provide proof of ID when you  register. 

We cannot unfortunately register any other family members as you would  need to present 

in person with your ID, such as driving licence or passport.   

 

DO YOU KNOW?  
 

Our heart beat over 100,000 a day or 30 million times a year!  
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Aggression towards staff 
 

We are sorry to report that we are still experiencing aggression towards our staff by a 

small minority of patients. We operate a ZERO tolerance policy and we are fully committed 

to providing a safe working environment for our staff which ensures the physical and 

emotional well-being of all our staff members.    
We understand that patients are frustrated if they are unable to get an appointment 
but this does not entitle you to take this out on the staff who follow the GPs 
protocols regarding appointments, medications etc. If you have a genuine grievance 
you can direct this in writing to our Practice Manager, Mark Pilling who will deal with 
the matter accordingly.  
 

THANK YOU  

 

DNAs (Did Not Attend)  
 

During the summer months the GPs work under immense constraints with 
appointments due to staff holidays and GP holidays. However, we do have a number 
of patients who do not turn up to GP appointments. This is very frustrating as we 
have many patients requiring appointments.  
 

In July  
 

68 patients did not attend appointments at Ashwell surgery. This equates to 
13.5 hours of GP/Nurse time.  
64 patients did not attend appointments at Bassingbourn surgery. This equates 

to 13.4 hours of GP/Nurse time. 
 
 

These figures are truly shocking when you consider how many patients complain to 
the surgery about not being able to see a GP. We are now using a new method of 
communicating called MJOG a text messaging service reminding patients of their 
appointment. Hopefully this will cut down on the amount of DNA’s at the surgeries. 
Please can you ensure that we have your correct mobile number in order for us to 
facilitate this service. If you cannot attend for an appointment you simply text the 
word CANCEL and your appointment is cancelled automatically.  
 

If you are unable to keep your appointment, can you either text if you have received 
one from us or ring the reception team. There is always somebody else that could 
use that appointment.  
 

Many thanks  
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Peter Chapman, Chairman – Ashwell Patient Group  
 

As we all know, either from the media or personal experience, A&E departments all 
over the country have been under great immense pressure for some time with 
patients having to endure a long waits often in far from ideal conditions. This has 
also proved to be very demanding for medical staff who frequently feel 
overwhelmed. However, change is on the way. By Christmas we were told that all 
A&E departments in England will have GPs and nurses stationed at the front door to 
meet incoming patients and to determine which NHS service is most appropriate for 
their needs (a system known as “triage”).  
 

For quite a while this will of course mean continuing into A&E. For others with less 
immediate needs, it could mean a referral to a GP surgery, or an out of hours doctor 
or to non-doctor services such as podiatrists, dentists or opticians. This process 

should relieve pressure on A&E departments reducing waiting times and allowing 
specialist staff to deal with patients in far better conditions. A trial run at The Lister 

Hospital earlier this year proved successful and we expect a permanent service to be 
in place there by autumn.  
 

Peter Chapman  
 
 
 

 

DENTAL TREATMENT  
 

If you need urgent dental treatment and you regularly attend a dental practice, 
please contact your dental practice to request an urgent appointment. GPs cannot 
see patients for dental related conditions. They have little or no experience in 
dentistry and would not be able to treat the problem effectively. This includes pain 
relief. You could contact your dentist in the first instance. Please ring your dentist for 
an emergency appointment.  
 

If you require urgent dental care outside normal surgery hours (If you do not have 
a regular dentist please call NHS 111 or go to the NHS Choices website  
www.nhs.uk  for more information.   
 
 
 
 

 

A day in the life of a GP Admin Team  
 

Have you ever wondered what the GP receptionist does during the day? It might 
surprise you. Contrary to popular belief we are not “dragons” or members of the 
“appointment prevention brigade” we are caring people who are patients ourselves 
and we understand the frustration and concerns of not being able to get a GP 
appointment. We try our very best to offer you appropriate appointments and we 
have to work under strict guidelines from our employers the GPs. Staff arrive at the 
surgery at 08:00 and thereafter and some not leaving until 7:30pm one evening a 
week.  

 

4  



We work long days and we speak to and see a lot of patients throughout the day. Although 

we do have a patient check in so that patients can book in to see the nurse and GP on 

their arrival, we do have patients queuing to pick up prescriptions, rebook  appointments, 

queries, collecting blood results etc. On a typical day we can see over  100 patients and 

speak to many more on the phone. We deal with many varied requests from patients, 

hospital, pharmacies, District Nursing teams, insurance companies, other medical 

organisations and other outside agencies. We are aware that there are times when it may 

be difficult for you to get through on the phone, but these are some of the reasons why.   
 

Behind the scenes we have staff processing prescriptions sometimes hundreds a day; 
they also liaise with other pharmacies, ordering of drugs etc. We spend the majority 
of our time answering the phones, processing specific requests from the GPs such as 
contacting patients with test results, making appropriate appointments and actions. 
We also have other admin tasks such as printing of blood forms, processing letters, 
medical reports, invoicing and checking NHS emails that come into the practice daily. 
Staff scan all letters from the incoming post daily from hospitals, insurance 
companies, patients etc. and forward to the GPs. Our secretary is busy typing 
referral letters, liaising with hospitals, chasing hospital appointments and talking to 
patients on the phone. We also stock and tidy the GPs rooms and prepare them for 
the morning and afternoon surgery. As a team we are responsible for the 
administration of all patient notes, registering new patients and deducting patients 
who have left the surgery. We also have to arrange transport for patients requiring a 
hospital admission and call ambulances when required.  
 

Ashwell and Bassingbourn are busy practices. Each day is different. Sometimes it can be 

challenging for us as a team, sometimes overwhelming but mostly fulfilling. We have great 

teamwork at both surgeries and support each other which is vital to provide a positive 

service for patients and to provide assistance and support to the GPs and nurses.   

 

Ashwell Surgery Flu Campaign 2017  

Saturday 23rd September 

Are you eligible?  
 

• All patients 65 and over  
• Any patient under 65 who suffers from a chronic condition including 

(but not exclusively) respiratory, heart, immunosuppression and 
kidney conditions. 

• All pregnant women 

• Any carers  
 

Children aged 2-3 years old vaccination is given as a nasal spray. Children over 4 years old 

will be vaccinated by their school.   
We will not have the vaccine for children at the surgery until October/November.  
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We are unable to book appointments at present for child flus. Please check with 
reception when the flu clinic for children will be held.  
 

The majority of patients who are admitted to hospital with flu – or who die from the 

virus are under 65 age bracket (including pregnant women) and suffer from a long 
term or chronic condition. Do NOT underestimate flu – it can be an extremely 
debilitating and dangerous illness.  
 

When will the clinic be held?  
We have roughly 2,000 patients to vaccinate and in order to complete these as 

quickly as possible to mitigate the chances of catching flu early in the season.  
 

The Flu clinics for both Ashwell and Bassingbourn will be held on Saturday 23rd 
September. We hope to do the majority of patients on this day between both 
surgeries. Anybody unable to make this date will be booked in with a GP or nurse on 
a flu appointment slot.  
 

All sessions will be by appointment only, so please make your appointment with 
the reception team. Initial reminders to book into flu clinic will be sent by text if you 
have a registered mobile number with the surgery. There will be notifications in the 
parish magazines, Ashwell notice board and our website.  
 

Our request to you  
 

As we have so many patients to vaccinate, the flu clinics are for this purpose only 
and therefore in order to reduce congestion as far as possible, we regret that no 
other issues can be discussed when you attend for our vaccination so please do not 
ask clinicians or reception staff to address any other issues.  
 

Clearly the fact that we have very limited car parking remains a problem so we 
respectfully ask that if you are able to walk or at least share transport that 
you do so please and that as soon as you have had your vaccination (and had a 
few minutes required rest) that you vacate the surgery. We are planning to have 
potentially 100 patients coming per hour at peak times.  
 

Please can you make sure that you wear either a short sleeved shirt or blouse under  
a jacket etc. and that you do not wear multiple layers of clothes that may take some 
time to take off. Due to time constraints and the amount of patients this would be  
very much appreciated.  
 

Flu appointments are available to book now. 
 

Home visits for Flu vaccinations  
 

Home visit are solely for those patients who are totally housebound and unable to 
get a lift in via a relative/friend/taxi. They are not by appointment – clearly if a 
patient is housebound then they should be at home for any time. If you require a 
home flu visit, please ring the surgery and you will be put on a list. We thank you 
very much in anticipation for your cooperation in helping us to deal with this 
exceptionally busy time and workload.  
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Home Visits – a reminder  
 

If you require a home visit, please ring before 10:30am. The Duty GP will assess 
your need for a home visit. Please note that due to work pressures that your visit 
may be from a GP provided by the Acute Visiting In House Service for Hertfordshire 
and not one of our own GPs. Please note these visits are only for those patients who 
are housebound and unable to get to surgery.  
 

Anterior Knee Pain in Children and Adolescents  
 

Adam Mackie Chartered Physiotherapist – Ashwell Surgery  
 

Anterior knee pain in children and adolescents is a common complaint. Symptoms are not 
usually caused by a physical abnormality in the knee, but by overuse or a  training 
routine that does not include adequate stretching or strengthening. Symptoms are often 
related to growth and will usually settle when growing stops. The most common symptom 
of anterior knee pain is a dull, achy pain that begins gradually and is often associated with 
activity. Anterior knee pain in children or adolescents does not usually cause swelling 
around the knee. Symptoms such as clicking, locking, snapping or giving way are 
uncommon and suggest a mechanical problem with the knee. In the event of these 
symptoms or following a traumatic event it is appropriate to consult with your doctor or 
physiotherapist.   
The symptoms of anterior knee pain commonly experienced include: 
 

• Pain on walking for long distances  
• Pain walking up and down stairs 
• Clicking or grinding  
• Knee stiffness after prolonged sitting 

• Pain during activities that repeatedly bend the knee (jumping, squatting, running, 

and other exercise.  
 

Treatment  
 

Symptoms are usually fully relieved with simple measures.   

Activity Changes - Stop doing the activities that make your knee hurt until the pain has 

resolved. Switching to low-impact activities during this time will put less stress  on your 

knee joint. Biking and swimming are good low-impact options.  
 

Physical Therapy Exercises - Specific exercises will help you improve range of 
motion, strength, and endurance. It is especially important to focus on stretching 
and strengthening your quadriceps as these muscles are the main stabilisers of your 
kneecap.  
 

Ice- Applying ice after physical activity may relieve some discomfort. Do not apply 
ice directly to the skin. Use an ice pack or wrap a towel around the ice or a package 
of frozen vegetables. Apply ice for about 20 minutes at a time.  
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FEELING UNWELL – QUICK GUIDE TO GETTING HELP 
 

How your Pharmacy can help  
• Coughs and colds 

• Aches and pains 
• Vomiting and diarrhoea 
• Allergies  
• Minor illnesses 

 

When to see you GP  
• Back problems 

• Anxiety, depression 
• High blood pressure 

• Headaches, such as migraines 

• Diabetes  
• Symptoms that will not go away with over the counter medications.  

When to call 111: 

• If the GP surgery is closed and you need healthcare advice.  
• If you need to contact the GP out of hours service for medical advice. This 

service is available when the practice is closed – this is from 6.30pm each 
weekday evening until 8am the following morning and throughout weekends 
and public holidays.  

 

When to call 999: 
• Severe breathlessness  
• Severe bleeding 
• Loss of consciousness 

• Severe chest pain/heart attack  
• Stroke  

 

When to go to A&E 

• Broken bones 
• Burns  
• Falls  

 

During normal practice opening hours, the practice remains your first 
point of contact for all routine requests.  
 

Just a reminder: Prescriptions  
 
 

 

Our dispensary team are still reporting that patients are asking for prescriptions on the 

same day and some patients have been particularly demanding and rude to the staff in 

both dispensaries. Please note that the dispensary require at least 48 hours notice to 

issue a prescription. This is two working days so any prescriptions that are submitted on a 

Friday will not be ready until Tuesday. The surgery is not open over  
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the weekend to deal with prescriptions. Please can you also call after 10:30am as the 
phones are very busy first thing in the morning dealing with over the counter 
requests.  
 

NHS funding of Eye Operations  
 

A recent article in the media focused on the patients requesting medications such as 

paracetamol, Ibuprofen etc. over the counter at a small cost. The vast majority of patients 
can afford a few pence for a painkiller or other medications but insist  they are on 

prescription. Currently in the UK there are some 385,000 people waiting  for cataract 
operations and in some areas of the UKI individuals who are effectively blind have to wait 

over a year for the operation which costs the NHS £900. This  means that the NHS has 
to look a prioritising services that it currently offers.   
The NHS does not have an unlimited amount of resources and last year approximately £70 
million was spent by the NHS on paracetamol prescriptions alone. Such drugs are hugely 
more expensive when they have to be issued on prescription due to being dispensed by a 

pharmacy. NHS England estimates than £400 million could be saved a year by instructing 
GPs not to hand out “low priority” prescription  items.   
 

The Health Service has been pushing to have this kind of over the counter meds 
removed from the prescription list of what GPs can prescribe. Savings like this 
means that every patient waiting for a cataract operation could be operated on with 
still some savings in the NHS budget for other procedures. This is really food for 
thought indeed.  
 

A note to our patients  
 

Consultations are being put forward by NHS East and North Herts and NHS Herts 
Valleys Clinical Commissioning Groups (CCGs), the organisations that plan and fund 
health services in Hertfordshire. The CCGs are asking for your views on a series of 
proposals designed to make best use of the money available to the local NHS, while 
helping as many people as possible to live healthier, longer lives and avoid 
preventable illnesses.  
 

The proposals are about:  
 

• Tightening up existing rules so that people who smoke or whose weight is 
classified as ‘obese’ are required to make bigger improvements to their health 
before non-urgent surgery – unless a longer wait for surgery would be 
harmful. 

• Limiting the routine prescription of food supplements, as well as medicines 
that can be bought without prescription for short-term conditions and minor 
ailments.  

• Restricting the prescribing of gluten-free foods 

• Stopping NHS funding for female sterilisations procedures 

• Reducing or stopping the availability of NHS-funded IVF (in vitro fertilisation) 
and specialist fertility except in exceptional circumstances. West Essex CCG is 
also consulting its residents on this issue.  
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You can view or download the documents and give your views by going to the  following 

web address: www.healthierfuture.org.uk/nhsletstalk  
 
 

The consultation closes on Thursday 14th September 2017 and as part of the 
consultation there are a series of public meetings to seek your views on these 
proposals and details of those events can also be found on the website above.  
If you need any more information, please feel free to contact the CCG on 01707  685140 

or email engagement@enhertsccg.nhs.uk   
 
  SURGERY OPENING HOURS 

ASHWELL    

Monday 8:00-12:45pm – 1:45-6:30pm 

Tuesday 8:00-1:30pmCLOSED 

Wednesday 8:00-12:45pm – 1:45-6:30pm 

Thursday 8:00-12:45pm – 1:45-8:00pm (extended hours) 

Friday 8:00-12:45pm – 1:45-6:30pm  
 

BASSINGBOURN   

Monday 8:00-12:00pm - 1:30-5:00pm 

Tuesday CLOSED - 12:00pm-6:15pm 

Wednesday 8:30-1:30pm -  CLOSED 

Thursday 8:30-12:00pm - 1:30-5:30pm 

Friday 8:30-12:00pm - 1:30-5:00pm  
 

 

Useful telephone numbers  
 

Ashwell pharmacy – 01462 742250 

Bassingbourn pharmacy – 01763 250660  
Addenbrookes Hospital – 01223 245151  
Lister Hospital – 01438 314333 

NHS 111 – non urgent medical attention  
QE2 Welwyn – 01438 314333  
Spire Lea Cambridge – 01233 636486 

Pinehill Hospital – 01462 422822  
 

 

Helpful websites: 
 

Age UK - www.ageuk.org.uk  
NHS choices – www.nhs.uk 

Diabetes UK – www.diabetes.org.uk  
British Heart Foundation – www.bhf.org.uk 
Dementia UK – www.dementiauk.org  
Alzheimer’s society – www.alzheimers.org.uk  
www.netdoctor.co.uk  
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