
Dear Patient

We thought it might be interesting for our patients, with so much going-on, to hear a bit about how
things are at their GP Surgery at this stage of the pandemic.  

It has been a very strange time for just about everyone since March last year and as you might
expect, this has certainly been the case for all those who have been trying to look after the health
of our community. 

We understand that with the front-door of The Surgery being closed, the care that is being provided
is so much less visible. It might be easy to conclude that there isn’t actually much work being done
at all. This definitely isn’t the case, but it is certainly true that we are having to work in very different
ways, while offering at least as many appointments as before the pandemic. In order to protect
people from Covid-19, we have to bring all patients who are attending The Surgery in from the car
park, either by phoning them and waiting for them to walk from their car, or by fetching them in
person.  After seeing them, the room and any equipment used needs to be cleaned with
disinfectant. As you can imagine, this all significantly increases the time required to see people in
person and so reduces the time available to care for everyone else. In order to be able to continue
to look-after all of the people who need our attention, we are trying, for now, to do as much as
possible on the phone and electronically. This also means that, with less physical mixing in the
building, it remains safer for all the people who do need to come in.

We worry that the patients who we are able to care-for remotely will think that we have concluded
that they are in some way less important to us than others, but that really isn’t the way we think of
it. It is about trying to find a way to look after everyone who needs it and keep people safe at the
same time.
Many of you will have noticed the work being done to the front of the building. There is more work
occurring internally. The hope is that when we are able to re-open the front doors, this will result in
an improvement to your visit to the practice. We are also creating more efficient work areas for our
dispensary and administration teams, who are busier than ever before. Meanwhile though, it
means that we don’t have a waiting room. We had hoped to be further along with it by now, but
unfortunately the speed of the building work has been badly impacted by the availability of
materials and the difficulty of continuing the work while the building is still being used.
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As well as the physical changes to the building, we have also made substantial changes to our
phone and computer systems in the last year. The idea of this is to strengthen our ability to
respond to future crises, by being able to work from other sites and to support, or be helped-by,
our neighbouring surgeries. It also means that we can more easily offer electronic consulting, via
the “E-consult” button on the front page of our website. The E-consult is best used for those
questions that can be answered without the need to talk to a doctor or nurse and includes the
option to up-load photos.

The pandemic has created enormous pressure throughout the health service, both from looking
after people with Covid-19 and from having to operate in much less efficient ways to care for
everyone else at the same time. This is just as true for GP surgeries as it is for hospitals. You may
be interested to know that nationally in March, GP Surgeries conducted 20% more consultations
than in March 2019, the last non-pandemic month with figures for comparison. This is at the same
time as conducting the largest vaccination programme in British History. GP Surgeries are
responsible for 75% of the Covid-19 vaccinations that have been administered. Here at Carnon
Downs Surgery our reception team have been receiving an average of around 1000 phone-calls
per week for the last 6 months, with enquiries and requests for appointments. That is about 17% of
our total patient list every week.  This level of need is completely unprecedented in the history of
General Practice.

Given all these ongoing pressures, we are grateful to you for continuing to assist us in caring for
you. We continue to encourage you to self-care for very minor illness and injuries. There is helpful
information on nhs.uk for many minor symptoms. Purchasing a thermometer and automatic blood
pressure machine can also help us to help you.

We hope that this gives some insight in to how your surgery continues to manage during these
very difficult times. We have been so grateful for the understanding and kind wishes of our patients
and look forward to better times, when we will be able to get back to something a bit more like
normal.

Yours faithfully

Dr Simpson, Dr Cook, Dr Teff and Dr Embling and all the staff
Carnon Downs Surgery
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