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FRIENDS OF
ADDISON HOUSE SURGERY
THE

Addison House Surgery
Hamstel Road
Harlow
Essex
CM20 1DS
TEL: 01279 621900

Normal Opening Times
Monday - Friday 08.30 - 18.00
Saturday
08.30 - 14.30

Social Media

We have launched our social
media campaign for patients.
Please engage actively - all
feedback and comments are
welcome.
Search the links (right)

Addison House Surgery

@AddisonHouse_

Newsletter Distribution

We urgently need people to distribute our newsletter. If you are able
to do this in your street for about 30-60 deliveries, it would be much
appreciated. The newsletter is published 4 times a year. If you can
help, please contact either a member of the Council (back page) or
notify the surgery. Thank you.

Patient Online

Patient Online is an NHS England programme designed to support
GP practices to offer and promote online services to patients,
including access to records, online appointment booking and online
repeat prescriptions. Digital technology has the power to change the
relationship between patients and their GP practices in the same way
that it has changed our relationships in other areas of life, such as
managing our finances or shopping.
This means you can do almost everything you need without having to
visit the surgery- unless you need to see the Doctor or Nurse.
Further information available on
the Surgery’s website:
www.addison-surgery.nhs.uk
http://www.england.nhs.uk/ourwork/pe/patient-online/
about-the-prog/po-public/

What is the
Friends and Family Test (FFT)?

The ‘Friends and Family Test’
was initially introduced to improve
patient care and identify the best
performing hospitals in England
by measuring patient feedback.
Over the past 2 years, the test has
been expanded by NHS England
to include GPs, NHS dentists and
ambulance services.
We will use SMS polling as the
primary survey tool. It is a proven
communication channel that
patients are familiar with and
consistently provides excellent
results. Patients who attend an
appointment with the practice will

receive the survey invitation on
their mobile phone within 2-3
hours following the appointment.
To complement text messaging
we also provide other response
mechanisms for patients to
choose at their discretion.
A patient will receive a text
invitation a few hours after their
appointment. However, to avoid
‘survey fatigue’ some patients will
not receive an SMS message.
For example, we exclude patients
who have completed the survey
in the previous 90 days.

Telephone Appointments
Addison House actively
encourages use of telephone
consultations towards effective and
prompt GP access. Ultimately, the
telephone triage system enables
GPs to manage patient demand, so
they can take control of their own
working day. It cuts the number of
face-to-face GP consultations by
an impressive 60% whilst
improving patient satisfaction:
• 1/3 of patients asking for an
appointment can get advice on
managing their condition over the
phone.
• Another 1/3 can access
appropriate care from another
member of the practice team such
as a nurse.
• The number of missed
appointments drops to virtually
zero and the appointment process
becomes much more efficient.
• Allows same day and future
access to appiontments.

However, for these benefits to be
realised in full, it has to be a senior
member of the primary care team
who carries out the triage – in other
words, the GP. It doesn’t work as
effectively if the triage is carried
out by another member of the
team, such as a nurse.
Releasing time to improve care
One of the big benefits of the
system, is that it saves time. By
cutting the number of appointments
needed, GPs are freed up to
improve the overall quality of care.
Carrying out the triage takes up
some time. But there are still
significant time savings, which
can be used to provide alternative
services, administration, etc.
Perhaps, most importantly, GPs
get to spend more time with the
patients that really need it, and can
offer longer appointments when
needed.

GP Patient Satisfaction Survey
Some patients registered at this GP surgery will soon receive a questionnaire
about their experiences of local health services. The survey covers issues
that concern patients, such as access to care and satisfaction with treatment.
If you receive a questionnaire, please fill it in and send it back as soon as you
can. It is really important that we hear your views, even if you have received
a questionnaire like this before. Your response will help us to improve the
services we provide for patients.
To find out more visit: www.gp-patient.co.uk

Better access and greater
convenience for patients
Patients benefit enormously from
this system:

Benefits throughout the practice
team
Other members of the primary
care team also benefit. Nurses get
to see patients sooner, without
the delay of going through GP
appointments and receptionists no
longer have to deal with unhappy
or angry patients who are told there
are no appointments with the GP
that day.

• If they can avoid an unnecessary
GP visit, they don’t have to take
time off work or make an
avoidable journey to the surgery.
• When they need to speak to a GP
that day, they can – by phone.
• If they do need to see a GP, they
can normally do so on the same
day if they want.
• If the patient has a particular day,
date or time they want to come in,
this is also easier to accommodate
because the GP controls the diary.
• When a patient needs a
longer appointment or more
particular care, the GP has time to
provide the right levels of support.

The Friends of
Addison House Surgery
are a group of
patients who,
when necessary,
can liaise with the
surgery staff on
behalf of other
patients. They also
raise funds to buy
things which will
make waiting at
the surgery easier
for patients. For
example, more
comfortable chairs
in the surgery
waiting area for
use by disabled or
pregnant patients,
or be of help to them
in other ways.
Recent activities
In mid-February
The Friends held a
Valentine’s week
raffle with prizes
donated by local
businesses.

At the same time we
had a small tabletop sale of handknitted baby clothes
and toys donated
by Rita Cole. The
events added £177
to our funds.
In the week before
Easter we held
another raffle – of
Easter eggs &
chocolates – which
netted a further
£125.
Saturday 2nd May
was a huge success
as we manned the
Charity car park at
Harlow College. We
took £340 on the
gate plus an extra
£21 in donations,
which will be used
for buying more
items to make life
better for patients at
the surgery.

Patient self check-in
In January &
February the
check-in system
failed, on several
occasions, to tell
the doctors that a
patient had arrived
for a consultation.
This was discussed
at the monthly
meetings between
The Friends and the
Practice Managers.
Engineers did many
tests on the system
to seek the faults.
A new self-check-in
system costing over
£1000 has been
ordered, to arrive in
June hopefully.
Meanwhile, the
check-in unit has
been re-sited at the
left hand end of the
reception desk.

If you have any suggestions about what you think our money should be
spent on in the future, please contact the Honorary Treasurer Hugh Bliss
on 01279 300082, or leave a note at reception.
New Advertising Rates
Advertising on the screens in the surgery £1/day or £20 per month. In
the newsletter (which will now reach up to 13,000 patients through social
media) Full page colour £35/issue (4 times per year) b&w £25/issue; ½
page colour £25/issue, b&w £15/issue; ¼ page colour £15/issue, b&w
£10/issue.

HARLOW PHARMACY
Hamstel Road.
(opposite Addison House Surgery)
Available for you every day of the year
Opening times:
8.00am – 10.00pm 7 days a week
Late opening on Sundays and Mondays until 11.00pm
Prescriptions, medicines, advice on medications.
Also Emergency Contraception
Travel Vaccinations,
And much, much more!
01279 626786

Council Members

Chairperson
Vice-chairperson
Secretaries
Treasurer
Members

Les Coben
Daphne Pennick
Geraldine Acraman
Dawn Cunningham
Hugh Bliss
Jean Clark
Margaret Tomkins
Derek and Eileen Manning
Rita Cole
Patricia Kent
Naeem Chohan

Repeat Prescriptions
When requesting a repeat
prescription, please only ask for
items that you really need. Any
old/surplus medication please
return to your pharmacy or
surgery. Do not dispose of your
medication with your waste.

01279 869141
01279 443265
01279 621900
01279 621904
01279 300082
01279 424668
01279 423474
01279 422165
01279 429150
01279 454794
01279 431111

Advertisement
If you wish to advertise in our
newsletter or on the screens
please contact Hugh Bliss on
01279 300082. The cost for the
screens is £1 per day, or £20
per month. A full page colour
advertisement, per issue, is
£35; half page £25

Designed and edited by Harlow College Journalism student
Greg Glynn. If you have any ideas on how to improve future
newsletters, Contact Hugh Bliss on 01279 300082.

