
Borough Road 01642 243668                          email STCCG.A81030@nhs.net  Nunthorpe 01642 315390 

Borough Road and Nunthorpe Medical Group 

 

   Practice and Patient Forum Newsletter 
May / June 2018  

 

 Practice Telephone System 
In recent times some patients have experienced considerable difficulty getting through to the Practice on the phone. 
Many have heard confusing queueing messages, had to hold for extended periods of time, or have heard the 
engaged tone. The practice has taken several steps to improve everyone’s experience, including: 
 

• Increasing the number of staff available to take calls at peak times; 

• Increasing the number of phone lines available for both incoming and outgoing calls; 

• Working with the service provider to improve the call queueing system and eliminate meaningless messages; 

• Using the provider’s system to monitor closely the call-by-call load on the system for better understanding. 
 

It has become clear that because of the actions, access has improved significantly, and many fewer 
complaints have been made. You can do your bit to help: 
 

• If your call is routine in nature please avoid calling between 8 - 10am when telephone lines are extremely busy 
with urgent calls.   

• Should you hear the engaged tone, please wait for several minutes before trying to call again. Numerous rapidly 
repeated calls make the situation much worse for everyone.  

• Please register for online services. You can book, cancel and amend appointments online, order repeat 
medication and view test results and other parts of your medical record. You can completely avoid any potential 
delays on the telephone lines by going online. 

 

Improved Children’s Area at Borough Road 
 

The children from 
Abingdon Road Primary 
school kindly drew 
pictures for us all centred 
around our theme of 
“How can I be healthy?”. 
We have added a couple 

of little interactive things for the children to do in the 
area such as: “Can you make a healthy plate?”; “Can 
you sort the fruit and vegetables?” There are cut outs of 
fruit and vegetables that the 
children can play with. We 
wanted to do something 
that was in keeping with our 
environment. Children will 
also be able to add to our 
wall of art. 

The Doctors  
 

In this newsletter we want to 
introduce another doctor who joined 
the Practice in the relatively recent 
past. Meet Dr Ian Humble who joined 
in 2017. He says this about himself: 
 

“I was born and bred in Billingham, 
where I still live with my fiancé Laura and her son 
Daniel, as well as two guinea pigs and two chickens! I 
studied at Newcastle University and qualified in 2009. 
 

“In my free time I like to get out on my bike or climb a 
mountain, though we are due a little girl in September, 
so I may have to develop some new hobbies, such as 
changing nappies and staying awake all night!” 
 

We wish Ian and Laura every happiness when their 
daughter arrives, and await news of the new habits! 
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Do you need that prescription: SELF CARE? 
 

The NHS has introduced a Self Care project to remind us 
all that there are many ailments which either go away 
naturally, or can be treated with inexpensive, over-the-
counter medication from the Pharmacy (who will 
provide supporting professional advice). It is seasonally 
appropriate to think of Hay Fever in this respect. Please 
follow the advice below! 

You will have heard in the news that in many cases we 
tend to visit the doctor and seek a prescription when 
none is necessary. This takes up valuable appointment 
time and can cost a lot less if we go straight to the 
pharmacist. There is a detailed notice on display in the 
waiting rooms. We will feature more on this critical 
subject in future newsletters. 

 
Are you a Carer? 

 

The Practice wants to ensure that carers are well 
supported. Please let reception know if you are a carer 
so that the fact can be recorded in your medical record 
and additional support given to you if necessary.  
 

 

A reminder, always very important: 
 

If you no longer need your appointment, please 
cancel it. Thank you! 

 

 PATIENT FORUM 

 

The Patient Forum is a group of 
patients who work with the 
Practice on your behalf to help 
improve everyone’s experience as patients. 
 

Our most recent meeting was held on Wednesday, 4th 
April.  We have another one on the 23rd May. If there 
are things that you would like us to discuss, or 
experiences that you feel deserve praise, please get in 
touch by the Patient Forum Email address at the foot of 
this newsletter or by Twitter. We need input from as 
many patients as possible. Patients of the Borough Road 
surgery are under-represented at present, and we 
believe the Forum would improve with members from a 
wider age range, and of more ethnic diversity. Meetings 
last for one hour, every two months: it’s a terrific 
opportunity to make a difference for all patients. The 
Practice really values our time and input! 
 

Please contact reception or use the contact details 
below if you would like to join us. 

 

 
Need to see a GP after 6pm or on a weekend? 
Patients at this practice can now directly book 
appointments into the STAR extended access 

service. Please go to the following page to be taken 
to the web booking system. 

http://www.starappointment.co.uk/booking/ 

 
Don’t forget: SMS Text Messaging Service 
 

As a registered patient at this practice we would like to 
communicate with you by SMS text message to your 
mobile telephone. This would allow us to send you 
appointment reminders and let you know about 
important things that are happening in the surgery. We 
never send patient identifiable information via SMS text 
message. 
 

Before we can do this, we need your consent. If you are 
happy to receive text messages, then please ask a 
member of our reception team to update your record. 
Many patients take advantage of this service – if you’re 
not on the list yet, please think about it! 
 

It is very important that you tell the Practice about any 
changes to your mobile telephone number. 

 
  

Website: www.boroughroadandnunthorpe.nhs.uk 
 

Patient Forum email: patientforum.brnmg@gmail.com 
 

Follow us on Twitter  @PatientForumBRN 

http://www.starappointment.co.uk/booking/

