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Friday, 20 March 2020 

 
Dear Patient, 
 
I know that these are worrying times, and that you’re probably trying to do your best to carry on as 
normal whilst looking after friends, family, and yourselves. 
 
 
As a healthcare provider in the community, I am aware of just how important our role is in making 
sure that we can continue to provide our services for the population of Kendal. We are taking our 
responsibilities to help in the management of COVID-19 very seriously, and are working under 
pressure to meet our increased patient needs with reduced staffing levels. Thank you for your 
patience and support during these very challenging times.  
 
 
I assure you that we are doing all that we can to protect our patients and staff. We need to ensure 
that we can continue to provide healthcare services for the community, during these challenging 
times. We have put in measures to try to ensure that staff can remain at work so we can continue 
to provide you with quality care under exceptional circumstances. This means that there are some 
changes to the service which we provide which you need to be aware of. 
 
 
In line with Government advice, all GP surgeries are operating ‘total triage’. This means that from 
Monday (23rd March) we will assess every patient request by telephone, or online, before we can 
offer you a face to face appointment.  
 
 

 Please call, click, DO NOT COME IN. IMPORTANT - If you turn up at the surgery without having 
an appointment we will be unable to deal with your request.  
 
 

 Please help us to help you by registering for Patient Access if you haven’t already done so. This 
will allow you to access and manage your medication requests (Prescriptions), medical 
information including results, and any documents including Fit Notes, from your medical record. 

 
 

Continued… 
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Accessing the buildings 

 From Monday morning, you will no longer be able to enter either of our buildings without 
an arranged appointment. If you need to contact us, please call us on 01539 718080 or use 
AskMyGP online (https://my.askmygp.uk/?c=A82026#/intro).  

 If we have asked you to come in, the door will be locked. Please use the new intercom to let 
us know you have arrived. When you enter, you  will find tape barriers at a 2 metre distance 
from the Care Navigator; this is to promote a safe aerosol distance between patients and 
staff on the Reception Desk.   

 If you require a sample bottle, or if you need to drop a sample bottle off, you will be able to 
do this at our Helme Chase Dispensary during opening hours. The doors will be closed 
between 10-11 and 3-4, the sample box will be in the lobby during these times. 
 

Telephone calls 

 As I’m sure you can understand, we are experiencing a large number of calls, and it may 
take us a little longer to answer the phone. As the telephone infrastructure is now under 
increased pressure, you may experience an engaged tone when you try to contact us. 
Please be patient and bear with us, if your query is not urgent please try again at a later 
time, or use AskMyGP during our opening hours. 
 

Online 

 AskMyGP is now closed when we are closed, and will be open from 7.00am – 6.30pm 
Monday – Friday, with the exception of bank holidays and training afternoons. We are 
receiving a large number of queries related to COVID-19; we hope action that this will help 
to reduce the number of requests, helping us manage patients that need us for other 
reasons related to their health. 

 
Appointments 

 We are triaging every request for an appointment, before anyone attends the Practice. 
We are also advising patients that they need to tell us if they have either a recent onset of 
continuous cough (a cough during day and night) and/or a fever or high temperature 
(greater than 37.8).  

 We are reducing the amount of face to face appointments, and increasing the number of 
telephone appointments available – unless you really need to be seen, you will be offered a 
telephone consultation.  

 We have turned off text message appointment reminders, as this has been causing some 
confusion for some patients. We will turn these back on when the time is right.  

 
Continued… 
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Prescriptions 

 Our dispensing team are working under pressure to meet our increased patient needs with 
reduced staffing levels  

 Please allow a minimum of 4 full working days to process your prescription 

 From Monday morning, prescriptions will only be able to be collected from our Helme 
Chase Dispensary between the hours of 8.00am – 6.30pm, Monday – Friday. 

 Our dispensary at Helme Chase will be closed between 10am-11am, and 3pm-4pm to 
allow us to keep pace with requests. Please bear with us, this is for your safety.  

 Please order your prescription online via Patient Access, or by putting your prescription in 
the box. If you don’t have Patient Access please ask our Care Navigators to set you up. 

 If you do come to the Dispensary at Helme Chase, you will find that we now have a Perspex 
screen at the desk. 

 If you pay for your prescriptions, please use contactless to pay where possible.  

 Our delivery drivers are working really hard to keep up with the number of medication 
deliveries with reduced staffing levels.  This means that we are unable to take on any new 
delivery patients at the moment.  

 If your prescriptions are delivered to you please nominate a safe drop off point or keep a 
distance (2 metres) between yourself and our delivery driver. 
 

Fit notes (Med3) & other letters  

 If you remain unwell with Covid-19 and are unfit to work after seven days, advice is to visit 
www.111.nhs.uk and complete an online self-assessment. You may be asked to call 111 for 
further advice on the next steps regarding your illness/ fitness to work. You do not need to 
contact your GP. 

 Documents are accessible online via Patient Access. If you are not registered for Patient 
Access, please contact us to arrange this.  

 We are also looking at ways to send these out to you using AskMyGP or text message. 
 
Our staff 

 We are protecting our vulnerable members of staff by doing risk assessments and 
considering alternative working for them where possible. 

 We are looking at options for remote working and consulting, and are cancelling any face to 
face meetings that are not absolutely necessary.  
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Keeping you updated 
 

 Please keep yourself updated with developments via 
https://www.gov.uk/government/topical-events/coronavirus-covid-19-uk-government-
response and https://www.nhs.uk/conditions/coronavirus-covid-19/ and  follow up to date 
guidance. 

 We will continue to keep you informed of practice developments using text message and 
email, our Facebook page (www.facebook.com/TheJamesCochranePractice/), Twitter 
account (www.twitter.com/JCP_GP) and website (/www.jamescochranepractice.co.uk/). 
Please read them and keep up to date.  

 We will do our best to circulate this message to everyone, but your help in sharing this 
message with your friends and family would be greatly appreciated. 

 Please help us to communicate with you by providing your current mobile number and e-
mail address.  
 

I would like to take a moment to thank you all for your co-operation and 
understanding, and all of our staff and colleagues for their hard work and efforts. 
 

 

Dr Richard Russell 

 

Partnership Chair  
The James Cochrane Practice  
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