
 
 
 

 
PATIENT NEWSLETTER     SEPTEMBER 2020 
 
 
Dear Patient 
 
In response to the Covid-19 pandemic over the past few months, each and 
everyone one of us has had to face challenging times and adapt to the way in 
which we live and work. We sincerely hope that this newsletter finds you safe, 
well and coping in these difficult times.   
 
As you may be aware, Downend Health Group has had to make some 
significant changes to the way in which we support and treat our patients, all 
the while ensuring that we offer the safest level of care to everyone within our 
community. The changes enforced upon us are no longer short term and this 
has meant evaluating how we look after you and adopting new ways of 
working. Both the safety of our patients and our staff is paramount and in 
depth risk assessments have been completed to ensure that the practice 
complies with guidance and regulations, providing everyone with a safe 
environment. The new wave of changes and practical measures implemented 
include the following: 
 

• Footfall has been reduced to protect patients and staff, and access to 
either surgery is via intercom and on an appointment only basis 

• Perspex screens have been installed at the reception desk areas 
• Chairs within the waiting rooms have been positioned to maximise social 

distancing and patients are asked not to arrive early for appointments to 
therefore reduce the time they are in the surgery 

• The Patient Assistant team regularly sanitise the waiting area in between 
patient visits. Other areas are sanitised by members of the Urgent Care 
team.  

 



• A large proportion of consultations are conducted over the telephone or 
by video rather than in person 

• Green prescriptions are no longer available for collection from the 
surgery and are instead sent to your local pharmacy 

• Clinicians wear protective personal equipment when treating patients  
• Patients visiting the surgery are expected to wear a form of face 

covering 
• Good hand hygiene and the use of hand santiser is requested of both 

patients and all members of staff 
 
 
Special consideration has been given to improving safety, accessibility and 
communication, with the ultimate aim of offering our patients a first class 
service. Initial improvements include increasing the number of telephone lines 
in to the practice, using different ways of communicating with you including 
text messaging, video consultations and email, an online eConsult service and 
regular patient newsletters. Downend Health Group is very much a patient led 
surgery, your thoughts and ideas are very important to us and used in the way 
we shape the practice. The practice runs a dedicated patient participation 
group, these are members of our patient community who meet regularly and 
contribute in terms of ideas to the running of the practice. Previously the 
group have played an important role in projects such as helping to manage the 
flu vaccination programme and extra funding for much needed clinical 
equipment. New volunteers are always welcome, please contact the Patient 
Experience Lead if you would like to be involved in the patient participation 
group. 
 
Downend Health Group is currently looking at ways in which it can improve its 
practice website and would very much welcome ideas and suggestions from 
you. Your comments, where possible, will be utilised in creating a faster and 
more accessible website. Please send your constructive thoughts either in 
writing, for the attention of the Service Quality Lead or via email to 
bnssg.downendhealth.contactus@nhs.net   
 
 
Back in March 2020, at the start of the Covid-19 pandemic, for everyone’s 
safety, it was important to restrict our patient services to only those with the 
most urgent medical needs. This meant that unfortunately routine care was 
temporarily withdrawn and we would like to thank all of you for your patience 
whilst we have considered how to re-introduce these services safely.  A lot of 



thought and attention to detail has been given to how these services can be 
offered to you. We are currently reviewing our patient lists and all patients 
overdue for routine care will shortly receive an invitation from us to attend an 
appointment. In the interim if you have any concerns please do contact a 
member of our Patient Assistant team who will be able to help you.  
  
The practice will continue to adapt and adhere to any further guidance as time 
progresses. We hope to implement any further change with the minimum 
disruption to our patients and we would like to take this opportunity to thank 
you for your understanding. 
 
As the summer is now coming to a close, the practice is focussing its attention 
on the flu season and ensuring all of our eligible patients are protected and 
vaccinated. Our Administration team are busy sending out letters inviting 
patients to book a flu vaccination appointment and we recommend that you 
make your appointment as quickly as possible.  
 
A proportion of our patient list consists of both adults and children who care 
for someone else. As a result of Covid-19, some of you may find yourselves in 
the new position of caring for another person. Although rewarding, caring for a 
relative or friend can at times be stressful, isolating and all consuming. We 
would like to inform you that help is available to all carers, young, old and 
children and the first step to accessing this support is to contact the Patient 
Experience Lead at the practice.  
 
After an incredible 17 years’ service at Willow Surgery and then Downend 
Health Group, Dr Hannah Richmond has decided to leave the practice. Hannah 
will be taking up a new and exciting role at a smaller practice in Bedminster in 
October and we would like to take this opportunity to thank her for her 
invaluable contribution to the practice and wish her all the very best.  
 
Downend Health Group is very proud to work with such a wonderful 
community of patients. Your thoughtfulness in sending donations, 
volunteering, and kind words of support have been overwhelming and we 
cannot thank you enough. Please continue to stay safe and be assured that we 
are here to treat any patient that needs our clinical support.  
 
 
 


