
 

The impact of Covid has seen a dramatic shift in how we have provided care to our 

13,000 patients in a safe way during the last year.  It was a challenging time as a whole 

new service was introduced overnight as we moved to a system of clinically-led tele-

phone triage with face to face appointments remaining available for all patients where 

this was clinically indicated.  We had teams staffing the “red hub” where covid symp-

tomatic patients were seen, leaving our surgery sites as “green sites” for non-

symptomatic patients.  We started a “drive through” clinic so our clinicians could see 

patients in their cars, where blood tests could be taken, and where vaccinations could 

be given.  Our whole way of working had turned on its head, but the whole team 

came together as one and the support we had from our patients was incredible. 

  Throughout the pandemic we have continued to offer increasing levels of service to 

our patients to meet demand.  We are now offering 28% more consultations than we 

were pre-covid - we are now offering on average 2250 appointments per week of 

varying types with all members of the expanding healthcare team – both remote and 

face to face.  You may have already come across a lot of new faces from our frailty 

team, social prescribing team, pharmacy team and returning soon our first contact 

physiotherapy team – all of these teams support the work we do in general practice 

to ensure we get the right care to our patients as needed. 

Our patients were wonderfully accepting of the changes and we are thankful to you 

for adapting to meet these changes, learning how to use online services, how to use 

the technology – it’s not been easy but you helped to make this a success! 

This has been an incredibly sad year.  To see so many unwell, so many hospitalised, so 

many deaths, so many bereaved, it’s utterly heart-breaking.  Hope came with the vac-

cine.  In December, we started to plan our vaccination clinics – it was a challenge but 

we needed to get the vaccines into arms, to save lives.  Every member of the team 

was involved in the planning and delivery of the covid vaccination clinics for our pa-

tients, delivering over 9,000 vaccinations in just 5 months. 
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Demand for our services are still increasing exponentially.  We are currently seeing a 33% 

increase in phone calls coming into the Practice each day today compared to the levels we saw 

coming in just three months ago.  On average reception are now dealing with around 3,000 

phone calls per week compared to the 2,000 per week they were previously dealing with, this is 

a significant increase in demand.  We do appreciate that sometimes it can be difficult to get 

through to the surgery on the phone, especially between the hours of 8am – 10am.  There are 

various options available to you in order to gain access to our services other than by phone: 

Online Consult … Why not access our Online Consultations service where you can get infor-

mation, help and support from us.  Responses will be within two working days. 

https://www.online-consult.co.uk/org/spencer-street-surgery 

GP online services ... allow you to access a range of services via your computer, mobile or tab-

let. Once you have signed up, you will be able to: 

 book or cancel appointments online 

 renew or order repeat prescriptions online 

 view parts of your GP record, including information about medication, allergies, vaccinations, 

previous illnesses and test results etc 

 

We promote self-care where that’s the best option as it keeps services and support available for 

people with a more critical urgent need.  Your local pharmacist can help with many minor ail-

ments so do remember to speak to your pharmacist – they have a wealth of knowledge that they 
want to utilise to help you.  https://www.nhs.uk/nhs-services/prescriptions-and-pharmacies/

pharmacies/how-your-pharmacy-can-help/  

 

Please visit our website www.spencerstreetsurgery.co.uk which has a wealth of information relat-

ing to self-care and also how to self-refer to services such as physiotherapy, counselling etc.   

So my final thoughts are those of thanks…… 

I could not be more proud of my team, of all of the volunteers and retirees who returned to 

Practice to help us during the pandemic and during vaccination clinics – all of whom have worked 

a huge number of hours, over and above what they usually do, at evenings, at weekends all to 

make sure we continued to provide general practice plus also get Covid vaccines into arms.  To 

all of you – thank you, thank you, thank you.  I have been humbled by your positivity and enthusi-

asm to help wherever you can.  We could not have survived the past year without such a good, 

strong, committed, caring team. 

And a special thanks goes to you, our patients.  You have supported us immensely during this 

past year, sending us your kind words of thanks and encouragement – even a poem or two – all 

of your wonderful comments have meant the world to us and certainly have given us the boost 

we so often needed. 

Julie Swan—Managing Partner 
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 Dr Lyn Burnett is moving onto pastures new. We wish her all the very best for her future. 

 We welcome Dr Katie Robinson to the team. Dr Robinson spent time with us previously as a GP 

Registrar and will be joining us in August working 7 sessions per week. Dr Elena Saw is returning 

from maternity leave also in August.  Welcome back to you both—we look forward to working 

with you again. 

 Dr Emmanuel Agbarakwe and Dr Rebecca Scott will be joining us in August to spend 6 months 

with us during their 3 year GP Registration Course. 

How we contact you 
We are increasingly using SMS texts and email to contact our patients with appointment information, 

recalls, initiatives etc.  Please keep us informed of your most up-to-date contact information to allow us 

to communicate with you in this way. 

You can also follow us on Twitter and Facebook to keep up to date with all our  latest news and infor-

mation: 

 

@SpencerStreetGP  

 

@SpencerStSurg 

  STAFF 

We have employed a social prescribing team at Spencer St…. 
 

“As Social Prescribers we believe and have a passion about patient needs, what matters to them 

is central and  important to receiving the best possible care. Everyone’s circumstances can be 

different, we help patients build their confidence, assist with their self-esteem and help them 

manage their anxieties, it enables them to proceed to the possibilities of new ideas and makes 

their lives worthwhile again.  

We want to offer patients support from start to finish, this could be a simple “signposting” or 

“link” to 3rd sector agencies and organisations or even encourage 

them to start something new for themselves and others.  The social 

prescribing team can support patients with complex social needs 

such as debt, unemployment, bereavement, isolation and loneliness. 

We are happy to support for short or long term interventions 

should the need be there. As Social Prescribers we fully endorse 

“Making Every Contact Count” 
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“We welcome your 

feedback—please visit our 

website, write to our Assistant 

Practice Manager or drop a 

note in at the desk” 
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COVID-19 VACCINATION PROGRAMME 
As a practice, Spencer Street Surgery have given to date close 

to 9,000 vaccines to our patients. We were commissioned to 

vaccinate our over 50’s and those under the age of 50 with a 

Health Risk. Our team worked their socks off to ensure we 

delivered safe and effective clinics for staff and patients.  

If you are under 50 and still require a vaccination, please call 119 

who will direct you to a clinic nearby. 

PRACTICE STATISTICS 

Calls: 

Jan = 8668, Feb = 8665, Mar = 

12200, Apr =11966, May = 

11312  

There has been a significant 

increase this year in calls to the 

surgery! 

 

Online Consultations: 

Apr = 74, May = 67 

 

DNA’s (did not attend ap-

pointments) 

May = 28 

 

Friends & Family 

May = 92% of our patients 

would recommend our service 

to friends & family 

NHS Data Opt Out 

Your health data 
Your GP holds your health record, and it is used by them and other parts of the NHS for 

your direct care. 

 

NHS Digital also uses some of this data for research, planning, and improving the NHS for 

everyone. 

 

To  opt out of NHS Digital sharing your data from GP Health Records for RESEARCH & 

PLANNING for Secondary Use,  you do so centrally by calling  0300 303 5678 or visiting 

https://www.nhs.uk/your-nhs-data-matters/  before September 1st 2021. 

 

Please treat our Staff with Respect 

Although we always aim to do our very best for our patients, it’s obviously diffi-

cult to keep every patient happy all the time.  We are busier now than ever and 

we are trying our very best to accommodate patient requests and make sure 

each patient is seen and treated by the most appropriate healthcare professional 

at the right time.  Sadly, as we come out of the pandemic and demand for our 

services increases, we are experiencing a significant increase in patients behaving 

disrespectfully towards our staff, especially our reception teams.  The surgery 

was also vandalised recently which was very upsetting for us all, it takes time and 

money to remedy this which detracts from providing care to patients. I would 

urge people if they are unhappy with our services to speak or write to one of 

the managers to see how we can help to resolve any problems you may have.  

Our teams are working hard to help you so, please do treat them with respect. 

P A G E  4  



A section of the website highlights ‘Ten Footsteps to Living Well with Pain’. This is an interactive 

guide to get you back on track for living well, despite your chronic pain. Its an online resource devel-

oped by live well with pain and Durham University. Here is a snippet 

 

Ten Footsteps has been created by a group of clinicians who specialise in working with people with per-

sistent pain. After many years of working with people with pain, they have recognised that one of the 

keys to living well with pain is self-management. 

 

When people self-manage their pain, their quality of life improves. Eventually it stops dominating their 

day and they begin to get more out of life. Managing your pain is not automatic – but it is something 

that can be learnt. 

 

That’s where Ten Footsteps comes in. It's designed to help you learn the skills you need to become an 

effective 'self-manager' of your pain. It's full of tried and tested ideas – many suggested by people 

who are themselves living well despite their pain. 

 

We've called each section a ‘footstep’ to reflect the fact that you will be going on a journey as you 

first come to terms with, and then gradually learn the skills of self-managing your pain. Each footstep 

is recognised by clinicians working with chronic pain to be a vital component in the ‘toolkit’ of people 

who have learnt to manage their pain effectively. 

 

Feel free to explore each footstep in order, or simply dip into the ones that you find most helpful. 

And don't be afraid to come back to certain footsteps – learning new skills takes time. 

 

Share what you learn with your pain specialist and other supportive people around you. Share too with 

your clinical support, GP, physiotherapist or other health care workers. They’ll be able to give you 

more encouragement, so that your journey is a successful one and you can truly live well with pain. 
 

SELF HELP….from our medicine management team 
With more available evidence showing non-pharmacological intervention being useful in pain 
management, please read on... 

Visit https://my.livewellwithpain.co.uk/ 

the website for people who are living with persistent pain. It’s completely free to use and full of 
trusted techniques that people have found useful in helping them get on with their lives – despite the 
pain. 
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