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Welcome to our practice newsletter. This time
we will discuss
* Results from our recent patient survey - and
how we can work in partnership with our
patients to continue to build a stronger surgery
* Appropriate prescribing of Pregabalin (Lyrica)
and Gabapentin, and some general medicines
advice
* We are now a Parkrun Practice! Have you
considered giving Parkrun a try?
* Public health information - we all have a part
to play in protecting and improving our health
* Getting the most from our health service

many of our patients have told us taking up a
new physical activity has been profoundly
transformative in terms of both their physical
and mental health.
Our practice is proud to support Parkrun - please click on the
picture above to find out more. You do not have to be an
experienced runner to participate, and it can be taken entirely
at your own pace, in a supportive enviroment.
Of course, great benefit can be had in become more
physically active with any sport or activity - the key is finding
something that is right for you, and that you will enjoy. Click
on the pictures below for more information.

Chair-based exercises

getting the most from our health service
* The Royal College of General Practitioners, Northern
Ireland has put together a really useful resource - this has
been developed with patients, for patients, about how we can
get the most of our health service. The practice endorses it's
content, and we would strongly encourage you to read this
resource, as all will benefit from the guidance enclosed, as
well as giving you, our patient, an idea of the environment in
which general practice operates.

Prescribing of medications - pregabalin (lyrica)
and gabapentin
* These are medicines that can be used for Epilepsy, but in many
instances are used for painful conditions, and certain types of
anxiety.
* As responsible prescribers, you will understand we are dutybound to follow good clinical guidance, which is underpinned by
sound evidence. This is a key part of safe and effective
prescribing, improving safety in prescribing is an ongoing focus of
all medical practitioners. Guidance relating to prescribing of
medications can change over time, so what was once common or
accepted clinical practice, may now be less appropriate.
* It is no longer deemed appropropriate to continue
prescribing of these medicines on a long-term basis without
strong clinical justification, given that there are other
alternative treatments that do not carry as much risk,
associated with safety, tolerance, and abuse/misuse.
* Where these medicines are to be stopped, or dose reduced, this
dose reduction will be done slowly to minimize withdrawal.
* These medicines, due to the concerns outlined above, have
recently been reclassified as controlled drugs.
* Where it is felt there are more suitable treatments and therapies
available for our patients who may be on these, these patients
will be invited in for a review with the Doctor; the intention of this
review is to outline the most suitable, and safest course of action.
* Pregabalin and Gabapentin have been associated with
many problematic side-effects, including:
Death or signficant harm when used alone, or alongside
other medications, or alcohol; Drowsiness; Confusion; Dry
mouth; Insomnia; Irritability; Malaise and vomiting; Weight
gain; Blurred vision; Addiction
* Every practice in Northern Ireland is being asked to adhere
to the same evidence based guidance, and as such we are
fulfilling our obligation to assess each and every case as
you would expect.

prescribing of medicines
* Medicines prescribing is one of the most common interventions
that medication practitioners will make.
* There are a number of steps you can take, to help you get
the best benefit from your medicines, and minimise the risk of sideeffects and other problems.
- If you are concerned about side-effects from your medicines,
please discuss with your community pharmacist or GP.
- Many medicines require monitoring from time to time - this may be
because routine blood tests are required, or you may need to see
the GP to ensure this is still the best treatment for you. If invited to
attend, please make sure you do.
- Sometimes medicines are prescribed, with the intention of it being
in the short-term; for example; stronger painkillers following an
operation; sleeping tablets, or certain medicines for anxiety such as
Diazepam. Longer-term use may be reviewed, to reduce the risk of
you experiencing side-effects from these.
- Never take medications which have not been prescribed or
recommended for you by an appropriate healthcare professional.
Please do not share your medications with other people, even if it
seems like their symptoms are the same as yours.
- Please keep medications out of reach from children.
- When re-ordering medications, please only order what you need,
and don't stockpile medications. If you have medicines in the
house you no longer need, please return to your pharmacy so they
can dispose of them safely. Do not dispose of medicines in the bin,
or down the toilet.
- Please ensure you carefully follow the directions; if a medicine
needs to be taken regularly to have a full effect, please make sure
you do; other medicines only need to be taken "as required"; if this
is the case, please only use them when you need to.
- Please take care not to run out of your regular medications,
especially around bank holidays when the surgery may be closed.
- If you have any queries or concerns about any prescribed
medications, please speak to your community pharmacist - as
medicines experts, their advice can be obtained without
appointment; or your Doctor.

patient survey 2018-2019
* We have recently undertaken our annual patient survey. We would like to
thank all those who participated in our survey, several hundred responses
were received, which provides us with rich feedback to inform our future
strategy.
* This year has been challenging in that we have continued to make efforts
to recruit extra GP capacity, but given the acute shortage of GP's across
the UK, we have been unable to recruit this extra capacity, although we
have been very capably supported by an excellent team of locum GPs.
* Behind the scenes, significant efforts have gone into recruiting additional
administrative capacity, reorganising processes, improving efficiency of
tasks, in order to continually improve our service to you, our patients, and
improve safety. This is against a backdrop of ever increasing demand and
pressure on all areas of the health service.
* Accordingly the practice is very pleased that it's patient satisfaction
scores have increased this year, and an increased number of positive
comments received; 80% who undertook the survey report they are
satisfied with the overall level of care provided by the surgery, a
notable improvement on last year. This compares well with our peers.
In particular, strong praise has been given relating to the continued
availability of our open surgery, and the efforts made by all our staff.
* It is however still very clear there is strong feeling about our temporary
reduction in services in Finaghy. and it is clear this is why our satisfaction
rate is marginally less than it had been historically, prior to the Finaghy
reduction. As alluded to above, this is because of insufficient clinical
capacity to safely run both sites on a full time basis, and despite best
efforts, this capacity issue is not yet resolved. As a surgery we are not
unique in this circumstance; many surgeries across Belfast and further
afield have needed to take similar steps, or other actions such as merging
with other surgeries, for the same reasons. We remain committed to our
patients in Finaghy, but please understand we must prioritise a safe
and resilient service rather than one that provides convenience at any
cost.
* Analysing where we can improve services, much work has gone on
behind the scenes to improve our processes, but as our patients, we need
you to also play your part - and you can do so by undertaking some of the
simple steps outlined in the next few pages.
* Be assured all your practice team remain resolutely committed to
providing the best possible service we can with the resources we
have at our disposal, and we are here to help you.

Dr Kilner is the only doctor i have seen in the last year or so and I can only say thank you for the amazing work he does.
I value his time and appreciate the time he gives to me as a patient. He always focuses on me the patient and i never
feel rushed. That is so important to me and a big thank you for that
I think the doctors have a very big surgery to deal with but they get on very well with it
Dr Conway is a great asset to the practice and is very thorough
Always on the money when the patient has a medical condition ie sent to the hospital for investigation asap if a
prescription is not the answer at the time another case to be most thankful for
The doctors in Kensington are the best in the world? love them. So helpful and caring
.Have been with this practice for over 40 years and it's ust excellent when I hear from friends about other places
Dr heron is a fantastic doctor who listens and it feels he genuinely cares for patients
Dr Canning has been instrumental and vital to my return to good mental health. She invested much professionally in
treating me holistically and seeing the person behind the illness. I am indebted to her, her care, expertise and
professionalism.
Following my pregnancy this year, I have had more health issues than usual and Dr. Gunning has always taken them
seriously, dealt with them immediately and made urgent referrals, where necessary.
They do appear stretched at times, but cope admirably. You can be very proud of them , they are so helpful . Very
efficient and friendly. Always helpful and to the point.
Reception staff are always so helpful and lovely at Kensington - never disappointed with any of them.
Always polite and friendly. Willing to help where they can.
Very very helpful going beyond what is required at times to sort out my care a brilliant team of girls.
I find the reception staff all very helpful and pleasant and do the job very professional at all times by phone or in person.
I have a significant stammer and your reception staff are always patient and helpful.
They are pleasant, good understanding manner, professional, helpful.
Always helpful and to the point.

My elderly mother and I both have total confidence in your nursing staff and we are most grateful for their help and
kindness.
Nurses are very good and talk you through what they are doing.
Valerie, Megan and Jacqui are always so pleasant and helpful.
The nursing staff work extremely hard but are always very courteous. Always very pleasant.
These comments refer to Finaghy Health Centre Nursing Staff, new arrangements seem to be working better, place
seems better organised faster turnover less time wasting, very efficient.
The nurse was extremely kind and caring when I took ill while having bloods taken. I couldn't have asked for better care
and have nothing but the highest praise for her.
Alan the pharmacist has helped me get my asthma back under control and is always available if you need to see him. I
think its brilliant pharmacists can see asthmatic patients and prescribe them medicine for it as it frees up the doctors
time and gives patients more control and insight over their treatment.
Reassuring to know the practice pharmacists are observing the scripts requested.
The man who gave me the flu vaccine was super nice and helpful.
We can never take Open Surgery in the mornings for granted - such a blessing.
With limited resources I appreciate that I can attend the open surgery and get seen that day. This has been a life saver
over the years. I value this service and I'm very lucky that I can avail of it as most surgeries don't offer this.
I find all of the staff extremely supportive, patient & professional in everything they do. Particularly as they are operating
under extremely stressful situations. They really provide an excellent service for the patients & can be relied on at all
times.
They are very good at seeing young children in an emergency. They’re good at phoning
back if need to speak to them.
They do their best but it’s clear to see they are trying to do lots of work under pressure.
I have already had one family member move to this surgery and a friend is also moving. Very grateful to the entire staff
at the practice. Be proud of yourselves, credit to the nhs in difficult times. Thank you!

help us protect our gp capacity
* The open surgery is for more urgent, single issue problems,
rather than less-urgent long-term problems, or more complex
problems. Before attending the open surgery, please consider if
it is indeed an urgent problem. The open surgery is so we can
meet urgent needs quickly, rather than being provided simply as
a convenience. Please ensure that the open surgery is used in
the spirit in which it is intended.

However many patients continue to attend with
non-urgent issues
* This threatens the sustainability of this valuable service, as
there are only so many patients the GP can safely see in a given
period. To give a few examples, open surgery appointments to
manage repeat prescriptions, sick line requests, managing long
term conditions (unless there has been a significant change or
concern) are less appropriate uses of Open surgery; we
respectfully ask you do not use open surgery in this manner.
* The nature of open surgery means patients will need to check
in, and wait. Feedback suggests not all patients are happy to
wait in open surgery, however this must be balanced by the
opportunity it provides to see our patients who genuinely need to
be seen urgently on the day.

it is in everyone's interests to use open surgery
in the manner in which it is intended.
* If you cannot attend an appointment with the doctor, please
make sure you cancel in good time, so this appointment can be
given to someone else. These appointments can then be used to
meet the needs of your fellow patients.
* Before attending the GP – please consider if you are accessing
the most appropriate healthcare provider. For example,
suspected heart attack or stroke, serious head injury or
accident are better served by visiting A&E; minor ailments can
often by treated by your local pharmacy, or by self-care.

help us protect our adminstrative capacity
* Please order your prescriptions online, by dropping a
written request into the surgery, or via your pharmacy
wherever possible, rather than by phone.
* Please also consider using the online access to book
prescriptions.
* Please do not phone up to check if your prescription is
ready, in all cases except for the most urgent. We will turn
your prescription around within 24 working hours.
Enquiries prior to this take up a considerable amount of
reception time. Please allow extra time if your pharmacy is
collecting your prescription, so they can process it.
* Please do not phone in to see “what Doctor’s are on
today?” This is on our website, although
this is subject to change due to holidays and sickness.
* When phoning in, please keep your phonecall brief and
to the point.

following the advice given above is key to
unlocking the difficulties around being able
to get through on the phone when you really
need to.
* When waiting for your appointment, please do not
approach the desk to find out how many people are ahead,
or how long it will take you to be seen. This takes our
receptionists away from other duties; the nature of open
surgery means that there is a wait, and this wait is
dependent on whatever situations present on the day; other
patients ahead of you may have required a little more time,
or there may have been an emergency. If it appears other
patients have been seen ahead of you, there may be a
genuine reason for this. Please note, aggressive or rude
behaviour will not be tolerated.

* When you attend for an appointment, please ensure you check
in; if you do not check in, the
health professional may not know if you are here, and hence you
may not be called.
* Please use the self-check kiosk to check yourself in.
* Please make sure we have an up-to-date contact number so we
can contact you easily if any query. You can now update these at
the self-check in kiosk.
* If you regularly use a local pharmacy, they may be able to assist
you in facilitating collection of your prescription, saving you time.

protecting our nursing capacity
* If you live within the Finaghy area, please seek an appointment
with the Finaghy Treatment Room for your nursing needs if at all
possible. Treatment Room provision has NOT been restricted in
Finaghy – and is currently underutilised; whereas our nursing
provision in Donegall Road is under considerable pressure.
* If you have bloods taken, please do not forget to phone in after
11am to get your results. It is your responsibility to phone in for
these, and is really important.
* If you cannot attend an appointment with the nurse or treatment
room, please make sure you cancel in good time, so this
appointment can be given to someone else. In particular, “Do not
attends” is an issue with regards to Diabetic, Asthma and COPD
reviews.
* When booking a nursing appointment, please make sure you let
the receptionist know what the appointment is for. This is to
ensure you are given the correct length of appointment to meet
your needs.

