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Welcome to our practice newsletter; we hope you find it
useful, and that it gives you a little insight into the life of
surgery. This month we will discuss
General Data Protection Regulation (GDPR).
Reflections upon our patient survey
Future planning in General Practice
Staffing news
Health information and Advice

General Data Protection Regulation (GDPR)
The General Data Protection Regulation (GDPR) (Regulation (EU) 2016/679) is a regulation by which the European
Parliament, the Council of the European Union and the European Commission intend to strengthen and unify data
protection for all individuals within the European Union (EU).
What does this mean for me?
This regulation is intended to build upon, and strengthening existing legislation and guidance around data protection.
Part of this involves letting people know how their data is being used.
You have received this newsletter as at some point we have received your email address from yourself, a family
member, or guardian. We use your email address in two ways
• It underpins our online services for ordering prescriptions and booking appointments
• We use it to circulate practice newsletters such as this one, or to let you know of significant developments in the
practice.
Using your email in this way helps us in providing a stronger, more efficient service to our patients by facilitating
access, and making sure our patients are aware of surgery arrangements so they can access care effectively.
It is also a valuable means of communicating Public Health Information, for example around Flu Vaccination. We do not
share your email outside the practice eg. for marketing purposes. We generally aim to send around four or five
newsletters a year so you are not overloaded with information.
We hope you find our newsletter useful and interesting, and as always, welcome feedback on it. If you do not wish
to receive it, please let us know by replying “UNSUBSCRIBE”.
We also keep a record of your phone-numbers.
• These enable us to get in touch with you with matters regarding your care, for example to invite you to a clinic, or to
provide advice, or in an emergency.
• Text-messaging can be a very effective means of reaching a large number of patients quickly; eg. To invite for flu
vaccinations.
• Holding an accurate mobile phone numbers means you can receive a reminder about an upcoming appointment, and also
allows you a convenient means of cancelling this appointment, if you wish.
Maintaining this information again helps ensure we can continue to deliver an effective service to you. Again if
you wish not to receive communication by text, please speak to reception, who can flag your record accordingly.

Do you, or any of your
family, use inhalers?
Many of our patients will use inhalers for the
treatment of Asthma, and COPD.
Studies have shown that many of us could improve
our technique in how we use our inhalers, and
hence get a greater benefit out of them.
Please click upon the top right picture for a selection
of resources, including videos and leaflets to help you
improve your inhaler technique.
When attending for your asthma or COPD review,
it is crucial you bring your inhalers with you, as
assessing your technique is a very important part
of this review.
If you have concerns about your asthma or COPD,
please do not wait to be called for your next routine
review, but seek advice from the surgery; for example
if you notice you are using more of your reliever
(generally this is a blue inhaler) than you normally
would.
If invited for an asthma or COPD review, please make
sure you do attend; this gives us a chance to assess
if there are any problems or concerns.
Did you know you can also ask your community
pharmacist for a Medicines Use Review? They will
be happy to check your inhaler technique with you,
make sure you bring your inhalers.
Further information can be found at the websites of
Asthma UK, and the British Lung Foundation - please
click on the pictures.

As the weather improves, this is a great time
to consider how we might get out and
become a little more active. Even small
changes can have a significant benefit.

Reflections from our annual patient survey
We have now completed our analysis of our patient survey for the year. It is important we consider these results in the context that our NHS is
under unprecedented pressure like never before.
Please be assured all our staff work extremely hard to deliver your care, and we will continue to do so. The Practice is greatly
encouraged by many of the very kind comments that we have received. However there are challenges we face, which have been raised in our
survey, often these challenges are common to all GP surgeries, not just your own. From time to time we will meet with our neighbouring GP
practices to discuss good practice, and find out what works well.
Demands upon our services continue to increase year on year. Below we will discuss feedback received – but we must emphasise,
medical care is a partnership, and to effectively continue to provide quality care to all our patients, we need your support and
cooperation.
“I can’t get through on the phone!”
• A common theme of feedback was that at times there can be difficulties in getting through on our phones. This is not unique to our surgery
by any means, but it is something that can be addressed.
What we will do – and have been doing
• We have recently recruited a number of new staff, to build capacity in reception, at key times of the day.
• We are have been closely examining all reception tasks, and our staff profiling, to see if it is possible to free up additional resource to assist in
answering phones at the busiest time.
• We are examining overhauling our physical telephone system, to make it easier to understand how many other people are waiting to speak to
our receptionists, so you can make an informed choice as to whether you wish to wait, or phone later.
What we need you to do
• We audited all phonecalls received in a typical day (on the day examined there was over 400 incoming calls) and listened to a portion of each
of them. Out of this 400, a significant number of these phone calls could, or should have been dealt with by other means, and in some cases,
the phone-calls were unnecessary. If we can reduce the number of incoming phonecalls, this will improve the service to you. Please also be
aware that if the phone is not answered immediately, it is likely our staff are assisting are another patient. So we respectfully ask:
o Over a quarter of our phone-calls were prescription requests. There are a number of other ways you can order your prescription, which
following guidance from our Health Board, are preferred options, as there is a risk of details being misunderstood from a phone request. The
surgery does not wish to be too prescriptive about this, as we appreciate everyone’s needs are different, but please order your
prescriptions online, by dropping a written request into the surgery, or via your pharmacy wherever possible. If we reduced telephone
prescription requests by half, this would free up significant capacity on our phones. Previous difficulties with our online system have been
resolved; please speak to the surgery about setting up your account.
o Please book appointments online at possible; this means you can also see what days doctors are on duty, and have available
appointments, without having to phone in. At this time, it is only possible to book GP appointments online; it is not possible to book
appointments with the Nurse or Treatment Room online. This is because different procedures take different lengths of time, and we want to
make sure our patients receive the correct length of appointment.
o 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. Phoning up prior to this time, ties up the phone lines, and takes up time that the receptionist could be
spending dealing with immediate queries. If your pharmacy helps facilitate your prescription, please allow them additional time to do so.
o 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. It is not necessary to phone in to see which Doctor’s are on the open surgery – open surgery is for urgent queries that need to be
dealt with quickly, whilst we appreciate there is benefit in seeing the GP you are most familiar with, especially when managing long term
conditions, if it is an urgent problem, any GP should be able to help. If booking online, you will be able to see what Doctors are available for
bookable appointments, and when.
o If phoning in for blood results, or if ordering a prescription if unable to do so by other means, please phone after 11am.
o When phoning in, please keep your phonecall brief and to the point. We believe it is very important to be a warm and friendly surgery…
but we do receive a lot of phonecalls!
• We hope this helps you understand how a few simple measures can be taken to help the system work better for everyone. We thank
you in anticipation for your support in this regard, and we have already found that some of the steps we have taken have made it a
little easier to get through on the phones, and we hope you agree.

Reflections from our annual patient survey
“I felt a bit rushed in and out”
• Some patients noted that they felt a little rushed during our emergency open surgery at Donegall Road, or that they had to wait for some time
once checked in. The surgery strongly believes that our Open Surgery is a valuable service provision for our patients, as it enables
quick access should there be a more urgent need, which needs to be addressed promptly. As this emergency provision is available, it
is generally possible to obtain a bookable appointment within a week or so for a less urgent matter. We know this compares very
favourably with our peers.
• On occasions, particularly at busy times of the year, our Doctors could see over 20 patients each in a morning.
• If this service is to be provided in a safe and sustainable manner, it is important our patients understand how the open surgery
works, and the context in which it is intended.
• The open surgery is for more urgent, single issue problems, rather than less-urgent long-term problems, or more complex problems.
Typically the amount of time is shorter than a bookable appointment. This is to ensure we can see all the patients who present on the
day.
• 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. If your problem is less urgent, please seek a bookable
appointment, where the GP will have more time to consider your issue. This is to your benefit, as you will have longer to spend on your
issue, and good for the practice and your fellow patients, as it protects prompt access for those who need it most.
What we will do – and have been doing
• We will continue to make the Open Surgery available – as we feel it is an important role to play in delivering quality care to you.
• On days where a significant number of patients present, the surgery may ask you to return at a later stage if your query is not urgent.
What we need you to do
• Please use the Open Surgery appropriately. If we can reduce pressure on our open surgery, everyone benefits, as you will receive a better
service.
• Please be patient if you have to wait. An open surgery system allows us to see a greater number of patients, with a greater degree of
flexibility, than a bookable appointment system would.
• 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. Please note, aggressive or rude behaviour will not be tolerated.
“When will appointments be available in Finaghy?”
• Some of our responses indicated dissatisfaction about arrangements in Finaghy, where we had, by necessity, consolidated our appointments
at our main site in the afternoon.
• The trigger for this was when Dr Frew left in October 2017, there were insufficient GP sessions available to adequately cover both sites, in a
way that enabled us to provide a safe and effective service. Subsequently we would have had a period where locums had been used, and we
were delighted to welcome Dr Heron to the team in January 2018. We thank you for the warm welcome you have extended to him.
• However despite Dr Heron joining the team, we still have three less clinical sessions per week available for appointments than we did
this time last year. We must also consider the possibility of unexpected absence of a GP, for example at a time of sickness.
• The practice is continuing to explore options as to how we can provide additional GP capacity, but as you will be well aware Northern
Ireland is facing a crisis in GP recruitment – there are numerous vacancies for GP surgeries across the UK and not enough available
GPs to fill these vacancies.
• The practice has always tried to be as accessible and as convenient as possible; for example through our open surgery provision, not
closing for lunch etc. – but this convenience cannot be at any cost. It is of primary important we maintain a safe, effective,
sustainable and resilient GP service, this is to the benefit of all patients.
• This is why the surgery reluctantly had to take the steps it has. Simply put, were full services at Finaghy to be restored at present –
the GP resource would be spread too thinly, and this would affect the quality of the service we could provide. This is not in the
interests of our patients, as our patients deserve a good service, and we must take a balanced view considering all patients on our list.
• The main site at Donegall road is better placed to handle this consolidated activity, as there is more clinical rooms, more parking, good
transport links and a greater level of administrative support.

Reflections from our annual patient survey
What we will do – and have been doing
• We will continue to provide full GP cover at Finaghy in the morning times – overall, we have more appointments available in the morning times
in Finaghy than we did previously.
• We will continue to explore all options as to how additional GP resource can be sourced, and we will keep this situation under continual
review.
• Several surgeries in the Belfast area, and further afield, have in recent times closed, or restricted services at their branch or second sites, for
very similar reasons as ourselves. Please be assured we have no plans to close Finaghy at this time and remain fully committed to the
area.
What we need you to do
• We continue to seek your understanding as to why we have had to take these measures. Please be assured it is in your best
interests that we maintain a safe, effective and resilient service, and by resilient, we mean a service that can continue to function,
and deliver a high quality of care if a GP is unexpectedly absent, or on leave. We are conscious the new arrangements are less
convenient for some, we fully appreciate that, and we apologise if you feel we have been less able to meet your needs.
• Please ensure you are aware of the various steps we have taken to mitigate against this restriction of service. These can be found in
a previous newsletter, available on our website.
In terms of gauging overall satisfaction, we asked…
I am satisfied with the overall level of care provided by the surgery.
This year, 76% agreed or strongly agreed. This is a good score, which holds up well against our peers, although is a little down on last year.
I would recommend the surgery to a family member or friend who had just moved into the area.
This year, 72% agreed or strongly agreed, again a little down on last year.
On splitting the results into patients who primarily used Donegall Road, and patients who primarily use Finaghy, scores were improved upon last
year for those who primarily used Donegall Road, but down with regards to our Finaghy patients – and as discussed above we can understand
why.
We would have received several comments indicating that where an unfavourable survey response was provided, this was not intended as a
reflection on the clinical care provided, which appears to continue to be held in good regard, but due to the new arrangments in Finaghy being
less convenient for these patients. Again, we can fully appreciate why some our patients would feel this way.
Please be assured the surgery will continue to work very hard to provide you with good care, but we need to work in partnership with
you so we can effectively do that.
Leaving issues relating to Finaghy and our telephones aside, the feedback received relating to all staff, both clinical and non-clinical,
is significantly improved on last year. There are less negative comments relating to staff attitude, and communication skills than before;
the practice continues to reflect on it’s performance and we the staff are delighted by some of the comments received, the below is just a
small selection of the positive comments.
Relating to our reception staff...
* On one occasion which I was waiting at reception, I was very impressed at how a staff member dealt with a person who was distressed and
needing reassurance
* Excellent service from all staff who are under relentless pressure
* Having just been diagnosed as diabetic I have found the reception staff very helpful We are new patients to Kensington Practice. All
reception staff have been efficient, pleasant and respectful.
* This is such an important part of the patient experience. Staff are supportive and propose possible solutions to problems. Thank you.
* The staff is fine , but very busy.
* The reception staff at Finaghy are particularly friendly. When I'm in the light up my day.
* Always very professional and helpful, under the pressure
*The reception staff are always extremely courteous & helpful. A lovely team.
* very efficient and if I'm kept waiting they have apologised.
* At all times your reception staff are pleasant and helpful and really strive to do their best for you.
* The staff are managing a lot of demands from many areas and I experience them being helpful given the demands placed on them. I don't
know how I would manage
* I just moved to the Kensington Group on the Donegall Road recently (October 2017) and I can honestly say that the reception staff have been
very helpful and welcoming in all my interactions with them, either in person or via phone.
* I have a significant stammer and your staff are always patient and helpful.
* Always pleasant and helpful. Dislike that they get abuse!
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Relating to our nursing staff...
* Staff are more motivated, better organised , prioritise workloads. no time wasting.at the same time nursing care is to the forefront, have
noticed Nurses are good multi-taskers, if required will help patient with an additional problem Excellent,
* Very pleasant nurses a credit to the surgery. Could not be better.
* A wonderful team who work extremely hard in such a busy environment.
* I think they are professional, competent, caring and good at their work. It is terribly complex
* Efficient, concerned and good humoured.
* Have found both Valerie and Jackie very easy to talk to as I have just been diagnosed diabetic and as my mum went blind through this illness I
have found Valerie very understanding as she dealt with my mum on a regular basis
* Sister Boucher rocks!!!
Relating to our GPs...
* First class care provided by Dr. Killiner whom I attend - attentive, professional and efficient and effective. I can only liken it to private care.
* Each and every time I have interacted with the doctors at Kensington, I have had a very pleasant experience. The doctors have been very kind,
sensitive and have shown more-than-significant medical knowledge and insight. At times, they have discussed with me (relevant) recent
research, and it is always comforting to know that doctors are paying attention to the most current medical insights.
* Have dealt with Dr Conway recently as he diagnosed I was diabetic, he has arranged further appointments and even rang me at home to
explain treatment
* Great service, very professional, despite pressures clearly on them. They are patient and take the time to listen.
* Dr Canning is very kind.
* I think that all the doctors work very hard and long hours and that they are only human and at times it must be very difficult for them at times
* My experience of Dr Gunning and Dr Canning is exemplary. I could not ask for more. Thank you
* Dr heron a very caring doctor
Relating to our practice pharmacists...
* Always very helpful and pleasant
* As with the nurses, reception staff and doctors, the pharmacist was fully focused on my tests and treatment, and at the same time very
friendly and informal. I had total confidence in the pharmacist's professionalism.
* very nice person
* very professional

Pressures upon our health service continue to grow – how do we
plan for the future?
As we have reflected above, the NHS as a whole is under unprecedented pressure like never before; the GP surgery network is under
considerable strain. We must look to the future and seek to understand how we can work in a way that protects provision of GP
services into the future.
We ourselves alone cannot solve all the problems that face our NHS. What we can do is try to work efficiently wherever we can, to
build a stronger GP surgery, so we can continue to meet your needs.
Figures available in the public domain show that our surgery is one of the fastest growing surgeries in the Belfast area; it is of course a
matter of patient choice as to where patients choose to register, and GP surgeries are not allowed to refuse registration to patients who
reside within their practice area, unless there are some very clearly defined exceptional circumstances.
We need to ensure the surgery is sustainable – the surgery has undertaken a lot of work as to how we can adapt our systems and
procedures to protect and build capacity, and we have met with other local GP surgeries to compare procedures and share good
practice. Some of these measures have been discussed above in the reflections upon our surgery.
However we need to work in partnership with you as to how our patients access our services.
In summary, if patients follow the below guidance, and going forward we hope you will, this will free up significant clinical and nonclinical resource, to enable us to provide better care to you. These are clarifications and explanations of current guidance, but in the
interests of maintaining quality care to all, this guidance will be more robustly reinforced, going forward.

Help us protect our administration 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. Enquires prior to this
take up a considerable amount of reception time, as is the prescription is being processed, there is
several places that need to be checked. 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.
• If phoning in to check blood results, or to order a prescription, please do so after 11am.
• When phoning in, please keep your phonecall brief and to the point.
• 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.
• If you are considering ordering a prescription, or attending in relation to a minor ailment,
such as sore throat, hayfever etc. please consider purchasing this medicine from your
pharmacy, who can also give advice. Pharmacies may also be able to provide you treatments
for the following conditions, if appropriate, free of charge, with advice under the Minor
Ailments Scheme; currently - Athletes foot; Diarrhoea; Headlice; Jock itch; Threadworms;
Vaginal Thrush; Cold Sores; Ear Wax; Mouth Ulcers; Oral Thrush

Help us protect 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.
• 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.

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. Currently many
patients are attending 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.
• 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.
Please visit www.nidirect.gov.uk/articles/how-use-your-health-services

Why must we take, and enforce, these steps?

• Please be assured the surgery is not trying to be unhelpful or
obstructive – our aim is purely so we can provide you with a better,
safer, more sustainable service.
• Where we have discussed wider pressures throughout the NHS,
it is not to gain sympathy, or use as an excuse, but rather as a
practice we believe it is important our patients understand the
pressures we are under and the environment we are working in,
and to reinforce why your support and cooperation is so
important, so that we can continue to provide you with good care
into the future, and you have our assurance all staff continue to
devote every effort to do so; but we can only do so with your
support.
• We all have a responsibility to effectively and responsibly use all
aspects of our Health Service, we all have a part to play in helping
ensure it is fit for purpose into the future.
Staffing news
In the last number of months, several of our staff have moved onto new projects; Kym, Sara, Kate and
Emma. The practice would like to place on record their appreciation for all their hard work, and wish them
every success in their future endeavours.
The practice is excited to welcome to the team several new members of staff; Robert, Catherine and
Jorden will be joining our reception team; also Megan will be joining us as a Healthcare assistant, as well as
providing additional support to the reception team. Each of them bring a range of experience from working
in general practice, and allied fields of healthcare. We trust you will make them feel very welcome.

