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I have recently joined Kingswood Health Centre as Practice Manager and was keen to introduce 
myself to our patients as quickly as possible. Unfortunately due to the restrictions imposed by the 
Covid-19 pandemic I’ve not had much opportunity to see patients in the building or be involved 
much with our Patient Participation Group. So I felt a short newsletter in which I can also update 
our patients on how the surgery has coped during the pandemic might help a little!  
 
My name is Robyn Clark, and I live in East Bristol. I’ve lived in Bristol my whole life and I’ve 
worked in the NHS across different organisations for the last 14 years. Before coming to 
Kingswood Health Centre I was Practice Manager at Close Farm Surgery, who are also a member 
practice of our Primary Care Network. I was also a patient at Kingswood Health Centre before 
coming here, and was always very impressed by the service provided by the team here.  
 
Since coming on board I have been really pleased by how well the practice works, and the 
commitment of our staff to provide a top quality health service to our approximately 12,600 
registered patients. During the pandemic the staff have worked exceptionally hard to maintain 
continuity of care and to ensure that we are available and responsive to patient needs.  
 
Let’s be honest – it has been really tough. We – and all other practices in the area – have had to 
change our ways of working in order to keep our patients and staff safe from the virus. We are 
now operating a telephone-first model, which means all patients requiring clinical input are triaged 
by a clinician first over the phone. We are still seeing people face-to-face if it is necessary. Our 
nursing team have continued seeing patients for bloods, dressings, injections etc. since the first 
lockdown and we are so very proud of the support they have provided to the patients and their 
clinical colleagues. I am honoured to be working with such dedicated staff.  
 
As restrictions eased and we continued to encourage patients to contact us with their health 
concerns we have seen our workload increase substantially. In order to maintain a service we have 
had to reduce the amount of appointments that we can pre-book for patients. This is to help us 
manage the workload – if a clinician has to self-isolate or becomes too unwell to work, we would 
have to cancel large numbers of appointments. Our administrative teams are also under pressure 
and at risk of catching Covid too, so we are doing what we can to manage the workload for them. 
We are currently therefore aiming to offer a same-day appointment model, as many of you may 
have experienced.  
 
This still however has an impact on the availability of our clinicians, and so we have been looking 
at ways that we can most effectively manage patient demand whilst maintaining a high level of 
service. We are blessed with a multi-skilled clinical workforce here, and we want to make the best 
use of our clinicians so that people are seen by the right person and given the right care, first 
time.  
 
Therefore, from January, we are about to embark on a new method of receptionist signposting. 
Over the last few months we have reviewed how many appointments were booked with a GP 
where they could have sought advice from someone equally qualified about their health problem. 
Our care navigation team are undergoing training on how to effectively signpost patients to the 
most appropriate service for their health need. They will be using protocols created by our doctors 
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and nurses to ensure that patients are safely signposted, or where appropriate are booked in with 
a GP.  
 
So from January, when you call the surgery to make an appointment, the care navigator will ask 
you the reason for your call. Based on your response they will consult the protocols to determine 
who is the most appropriate person for you to see. A lot of conditions that patients request an 
appointment for can be dealt with by the local pharmacy, self-care or by seeing a member of the 
wider clinical team. By signposting these patients to the most appropriate service, we can then 
free up GP appointments for those whose problem can only be dealt with by a GP.  
 
We will also be able to refer patients to local chemists where they will be able to have a 
consultation with the pharmacist for a range of common conditions. The pharmacist will also be 
able to prescribed medications for some of these illnesses – including urinary tract infections and 
skin problems like impetigo. Our care navigators will send your details – with your consent – onto 
the nearest participating chemist who will then contact you to discuss your problem.  
 
We have also developed our own administrative protocols so that GP’s are able to spend less time 
on paperwork that they don’t have to action. We have three members of staff whose role is to 
process all incoming documentation and direct to the GP what needs actioning, and file and code 
appropriately anything that is for information only. This allows us to free up GP time for 
appointments. 
 
We also ask patients to think about what type of appointment they are booking and when. If you 
are confident that the health problem you have will require you being seen face-to-face at the 
surgery, please ensure that you will be available to come up that day. We need to ensure that 
social distancing is possible within the practice at all times, and therefore cannot risk having too 
many patients attending and sitting in the waiting room at once.  
 
We will be using our social media presence on Facebook, our website and text messaging system 
to communicate with patients a lot more in the future. All major updates will be communicated via 
these systems, so please do follow us or visit our website. If we don’t have a mobile number for 
you and you would like to receive any updates, please contact us with your details.  
 
Feedback on developments is always welcomed, and can be sent to 
kingswoodhealthcentre@nhs.net  
 
Below is a list of conditions that can be managed via self-care, by contacting NHS 111 for advice 
or by visiting a community pharmacy. Please help us keep GP appointments for patients who have 
no other available option, and help us to help you.  
Acne Athletes Foot Back Pain (<6 weeks onset) 
Chickenpox Colds Cold Sores 
Conjunctivitis Constipation Emergency Contraception 
Coughs (<3 weeks) Croup Diarrhoea  
Diarrhoea & vomiting Ear Ache Eczema 
Flu Haemorrhoids Hayever/Allergies 
Headaches Head Lice Insect Bites/Stings 
Menstruation Problems Rashes Sore Throats 
Styes Sun Burn Threadworm 
Thrush Nail Issues/Fungal Infections Viral Illnesses 
Warts & Verruca  Heartburn/Indigestion Mouth Ulcers 
 


