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THE DOCTORS

Dr C Malpas Bsc BM BS(London 1980) DRCOG MRCOphth
FP Cert

Dr T Mansfield MBBS(Lond 1986)DRCOG MRCGP FPCert
Dr N Taylor BM(Soton 1987) MRCGP FPCert

Dr N Allanson MBBS MRCGP

Dr | Vetrivel MBBS DRCOG DFSRH MRCGP

Dr L Badrinath MBBS DFFP DCH MRCGP

PRACTICE NURSES

Linda Jordan RGN BSc(Hons) SRN FPCeéitirse Practitioner
Angela Norton RGN BSc(Hons) Practice Nurse
Clare Germany RGN Practice Nurse
Helen Rengert RGN BSc District Nursing Practice Nurse
Toni Palgrave Nursing Assistant

Sarah Deards Phlebotomist

PRACTICE MANAGER

Nikki Crawford

PATIENT CHARTER

Staff work hard to deliver the highest standards of health-
care to all patients at Coltishall Medical Practice.

We provide safe and effective care to thousands of people
every year but sometimes, despite our best efforts, things
can and do go wrong.

If a patient is harmed as a result of a mistake or error in their
care, we believe that they, their family or those who care for
them, should receive an apology, be kept fully informed as
to what has happened, have their questions answered and
know what is being done in response. This is something
that we call Being Open and we make a commitment to our
patients to:

. Apologise for the harm caused;

. Explain, openly and honestly, what has gone wrong;

. Describe what we are doing in response to the mis-
take;

. Offer support and counselling services that might be
able to help;

. Provide the name of a person to speak to;

. Give updates on the results of any investigation.
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A Temperature

A temperature occurs commonly even with mild infections.
In small children it is important to stop the temperature

rising too quickly and children should be given Paracetamol
syrup, which may be bought from the chemist. If they still
appear hot they should be gently sponged with tepid water
in order to cool them. A child or adult with a temperature
will not come to any harm being wrapped up and brought by
car or by pram to the surgery.

THE FUTURE OF HEALTH NEEDS YOU

Anyone registered with this Practice could help shape the
future of health care by considering and helping with
Research Projects that you may be invited to participate in.

You may be approached by a member of this Practice to
help participate in a Research Project. Please consider
patient information about the research carefully. This
information may be sent to you or given to you by your
Nurse or Doctor or other Health Professional to consider.

This Practice is part of a network of General Practices in the
East of England who host medical research on a regular
basis. The network it called

Primary Care Research NetwdrlEast of England.

Participation in any research is voluntary.

You may refuse to take part in research without it affecting
your usual medical care.

All network research has been approved by a Research
Ethics Committee and has Primary Care Trust Approval.
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You can contact Reception

Coltishall Surgery - 01603 737593

Monday - Friday 8.00am - 6.30pm

Dispensary Opening Times

Monday - Friday 08.30am 6.00pm
Spixworth Surgery - 01603 898583

Monday - Thursday 08.30am5.00pm
Friday 08.30am4.00pm

Spixworth Surgery closes for lunch Monday 12.45 13.15pm
Tuesday- Friday 13.00- 13.30pm.

Please note both Surgeries are CLOSED between
1.00-2.30pm

The 1st Tuesday of every month for staff training.

FOR URGENT MEDICAL ASSISTANCE

01603 737593

Out of hours please be prepared to take down the number of th

Messaging Service.




SURGERY TIMES

The Following is a guide to when the Doctors are available. It will
according to holidays and study leave.

ary

COLTISHALL SURGERY

MON TUES WED THURS FRI
Morning Malpas Malpas Taylor Allanson  Mansf

Mansfield Mansfield Allanson Vetrivel Taylor

Taylor Allanson  Vetrivel Badrinath Badrina

Allanson Badrinath

Badrinath

Afternoon/ Mansfield Malpas Malpas  Badrinath Malpa
Evening Vetrivel Taylor Vetrivel Taylor
Vetrivel

eld

1°2J

SPIXWORTH BRANCH SURGERY

*Practice Nurse and Nursing Assistant
Appointments available.

MON TUES WED THURS  FRI

Morning Vetrivel Taylor Badrinath Vertri
Afternoon/ Malpas Taylor Vetrivel Mansf
Evening

el

ield

German Measles or Rubella

The rash appears during the first day of the illness and usually
covers the body, arms and legs in small pink spots abéut 2

mm wide and does not itch. There are usually no other symp-
toms apart from occasional aching joints. It is infectious from 2
days before the rash appears until the rash disappears in about 4
days. The only danger is to unborn babies and it is important to
avoid people who are pregnant. Immunisation can prevent this
disease.

Measles

The rash is blotchy and red and appears on the face and body on
about the 4th day of feeling unwell and is often accompanied by
a cough. It is most infectious from 2 or 3 days before the rash
appears until 7 days afterwards. Immunisation can prevent this
disease.

Mumps

The symptoms are welling of the salivary gland in front of one
or other ear, often followed a few days later by a swelling in
front of the other ear. It is infectious for 2 or 3 days before the
swelling starts until the swelling subsides. Immunisation can
prevent this diseas€Usual pain killer 158 20 minutes

before a meal helps towards more comfortable eating)

All of the above infections are caused by viruses and usually
do not require treatment from the

doctor. However if your child appears particularly unwell
or you are worried, your Doctor will be happy to give ad-
vice.
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Nose bleed

Sit in a chair leaning forward with your mouth open and pinch
your nose just below the bone for about 10 minutes, by which
time the bleeding usually stops. If the bleeding continues
consult your doctor

Backache & Strains

Many acute stains and sprains will respond to a few days rest
and Paracetamol taken for the pain. Backache will usually
respect to a few days spent lying on a firm bed on your back.
If the symptoms continue, you should consult your doctor.

Headlice

These creatures prefer clean hair and are not a sign of poor
hygiene. Medicated shampoos can be obtained from your
chemist without prescription.

Sprain

First apply a cold compress containing ice for 15 or 30 minutes
to reduce the swelling. Apply a firm bandage and give a sprain
plenty of rest until all the discomfort has subsided.

Childhood Infections

Chickenpox

On the first day a rash appears with small red spots 3 or 4 mm
wide. Within a few hours these develop into small blisters at
the centre. During the next 3 or 4 days further spots will

appear and the earlier ones will turn crusty and full off.

Calamine lotion may be applied to help the itching. The most
infectious period is from 2 or 3 days before the rash appears
when the last spots have dry centres. Patients must stay at
home for a minimum of 6 days from the onset of the rash.
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EXTENDED HOURS

One Doctor is available by ptmoked appointments from 7am on
Mon/Tue/Thur, plus Wed or Fri. Appointments can be booketinen
or with Reception. Reception phone lines are open from 8am daily.

OUT OF HOURS

Anglian Medical Care covers the Surgery from 18.30 to 08.00 Monday

to Friday and from 18.30 Friday to 08.00 Monday, also all public and

bank holidays. If you need to see a Doctor during these hours please

ring the Surgery on 01603 737593 and be prepared to take down the
number for the fAOut of Hour so servi
cation is required a prescription will be provided by the service for you

to collect from the Pharmacy.

SURGERY APPOINTMENTS

For routine consultations such as medication reviews, fellpvappoint-
ments or the Doctor/Nurse Practitioner asks to see you regularly, ap-
pointments can be booked up to four weeks in advance either with
Reception or Osbine. It would be helpful if you could telephoaéter
10..30am for these appointments.

Please note that we can arrange for further medication if your current
supply will not last until your appointment. Please ask when making
your appointment.

For medically urgent appointments and if you feel that you need to be
seen without delay we can offer an appointment on the same day.

Telephone lines open at 8am. Please call the Surgery as early as possi-
ble or book oHine.

Phoning for other than an appointment.
It would be helpful if you could phone after 10.30am for results of tests
or routine enquires.



PRACTICE WEBSITE

The Practice now has a website, you can log on at:
www.coltishallsurgery.co.uk

for health information, Surgery news etc. You can
also book

appointments and order your repeat prescriptions via
our website. You will need to register at Reception
before you are able to do this.

REGISTERING WITH THE PRACTICE

Please ask at Reception for the necessary forms for
registering at the Practice. Please bring along your
medical card if possible. Once you have registered
you will receive a new medical card via the post
from Eastern Support Services. When you register
you will be asked for your preferred Doctor, this
does not mean you have to see this Doctor, con-
versely if you need to see a Doctor urgently you will
be fitted in with whoever is available. You will also
be asked to make an appointment for a general
health check with the Nursing Assistant who will be
able to help you with simple lifestyle advice, and
collect basic health information i.e. weight, height,
smoking, exercise, alcohol, diet.

HOW TO PREVENT DEHYDRATION

If your child has gastroenteritis but is not dehydrated:

Keep feeding them as normal (for example breast mild) and
offer plenty of drinks.

Fruit juice and fizzy drinks should be discouraged, because
they can make diarrhoea worse

Your Healthcare processional, for instance your Doctor may
recommend that you give your child a special fluid known as
Oral Rehydration Solution (ORS). This can help prevent de-
hydration from occurring. It is also to treat children who
have become dehydrated.

You may be advised to give and Oral Rehydration Solution
(ORS) for up to six hours, after this time return to normal diet
as tolerated.

Keep the following items in your medicine cabinet ready for
when you may need them:

. Paracetamol Suspension
. Ibuprofen Suspension (caution in Asthmatics)
. Oral Dehydration Sachets

Remember to keep these in date and out of reach of chil-
dren.

Preventing the Spread of Gastroenteritis (Diarrhoea and
Vomiting)

Hand washing is the best way to help stop other people get-
ting gastroenteritis. You and/or your child should wash your
hands with soap (liquid if possible) in warm running water
and then dry them carefully:

. After going to the toilet
. After changing nappies
. Before touching foot

Your child should not

Share his or her towels with anyone
Go to school or any other children facility until 48 hours after
the last episode of diarrhoea or vomiting
Swim in swimming pools until 2 weeks after the diarrhoea
has stopped.
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Diarrhoea and Vomiting in Children 0-5 years
Advice and Prevention

Severe diarrhoea and vomiting can lead to dehydration which is when the body doesn't have enough
water or the right balance of salts to camry out its normal functions. If the dehydration becomes severe Help us to Help YOU
it can be dangerous.

Mast children with diarthoea and vomiting get better very quickly, b_utsome children can get worse. Please try to be as brief as pOSSible on the telephone. PleaseT
You needto reguiarly eheck your child and follow the advice below: telephone befor8.00 amfor routine matters as this blocks the emergency
If your child has signs of dehydration and You need urgent help line and delays the Duty Doctor. TRY ANBVOID ringing before 11.00
B
= Has unusually pale o n : Please phone 999 or go am for routine matters as the telephone is generally very busy between
- :22 gglfgﬂ::;?é:’rmmm skin straight to the nearest p g y y y
. _ g S )
% IS breathing faster than usual : nfgrc;gﬁg; %nedm_ 8.00 am and 11.00 am. Y(_)u_W|II find that our receptionist will ask_the
nature of your problem, this is at the request of the Doctor and will help
If your child Please ri GP her gauge how urgent your problem is and avoid any misunderstanding in
= Appears to be getting worse and you are worried wmﬁ;ﬁgﬂﬁ‘éimm g g g y p . y g
= Is not drinking _ Community Nurse. the event of an emergency. We realise you may at times feel frustrated by
. ;:lassedas ‘”T.?ﬁi‘?ﬁ'ﬂﬁ'&'éﬂ?iﬂl’f?;"L.T&“'L‘iy”;’e;'p";m If your baby’child has our staff questioning you, but try to remember they are only acting on the
has sunken eyes heen a patient in the last A
I_Hmmmmeﬁmmo) o hocra ol CAL on Doctorsd behal f, to help us to helryrg
= Has had 6 or more bouts of diamrhoea in 24 hours or 3 the numbe[ you h_ave . . . . .
or more vomits in 24 hours been provided with. When you make an appointment you will be given a specific time to attend
T e e Bl e for your appomtmgnt. Although the Doctors endeavour j[o stay to t!me this
safely managed at home, however if your child: Please phone NHS Direct is not always possible. We do ask however that you arrive at the time
= Is younger than one year, especially younger than six 0845 46 47 . . . A
months or www nhsdirectnns uk stated by the Receptionist. If the Doctor is running more than half an hour
m Had a low birth weight or phone one of the . . - B
2 Has stopped breastieeding during ilness useful numbers overleaf late the Receptionist will inform you of the delay on your arrival

m Has signs of malnutrition

Please let us know if your are unable to keep an appointment.

Home Visits

A

Home visits should only be requested if the patient is unable to come to
Surgery for medical reasons. Please contact the Surgery before 10.30 am
if possible. Children can usually be brought to the Surgery and we will try
to see them as soon as possible. If you are worried that you or your child
How long will my child be ill? may be infectious to other people please discuss this with the Receptionist.

= Diarrhoea usually lasts up o 10 days We have segregated areas available to minimise any risk
= Vomiting usually does not persist for more than 3 days

= If your child's symptoms are taking longer than this you should contact a healthcare professional
(numbers overleaf)

Prepared by the Norfolk Paediatric Network — 13.12.10 - NPN21/02/10-1 1
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Protection and Use of Your Information

We ask for information about you so that you can receive the best
possible care and treatment. We keep this information, together w
details of you, to ensure that your Doctor or Nurse has accurate and
-to-date information. It also may be needed if we see you agai
There are times when we have to pass on information about you
other people such as Hospitals, Social Services, or the Health Auth
ity. This is always done confidentially or by removing your identify-
ing details when they are not essential.

STATEMENT OF FITNESS FOR WORK

If you are ill and need a certificate you should fill in a S&dirtification
form for absences of up to 7 déythese are available from your Employer.
You will only need to see the Doctor for a certificate if you are away fror
work for more than seven days.

If a certificate is required for absences of less than 7 days a charge is
payable.

AMBULANCE TRANSPORT

If you are unable for medical reasons to travel for a Hospital appointmel
either by your own or public transport, please telephone the Hospital Trar
port line on 01603 289814 giving at least 5 days notice. We are advised t
accompanying escorts will rarely be allowed.

Management of Common Ailments

Burns

Apply large quantities of cold water to the affected area as soon as
possible and maintain this until the pain subsides. This may take
as long as 15 minutes. If the skin is unbroken but blistered, apply
a loose, dry dressing. If the burn is larger than 10 cm or 13 cm in
diameter, or if the skin is broken consult your doctor as soon as
possible. Do not apply creams or lotions.

Colds, Flu & Sore Throats

These usually start with a runny nose, cough, temperature and
aches. They are caused by viruses and antibiotics are of no use in
their treatment. Treatment consists of taking recommended doses
of Paracetamol for the temperature and aches, and drinking plenty
of fluids. Do not worry if you do not eat for a few days, you will
come to no harm.

Diarrhoea & Vomiting

In adults and older children, diarrhoea and vomiting will usually
get better on its own. Treatment consist of replacing the fluid that
you have lost and resting the digestive system by having nothing
solid to eat for 24 hours. Sachets of power such as Dioralyte and
Rehidrat, which can be made into a drink, are available from the
chemist. If the diarrhoea contains blood or there is severe pain or
high fever you should discuss it with your doctor. Diarrhoea and
vomiting in small babies and young children should be treated
with caution and the doctor will be happy to advise you about this
over the phone and arrange to see you if necessary.

Insect Bites & Stings

Most of these need no treatment. AmStamine tablets can be
obtained from the chemist without prescription and will relieve
most symptoms.
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Travel Clinic

To advise on recommended immunisations when travelling abroad and
to administer any necessary protection. This clinic is run by a specially
trained nurse and all advice and injections regarding foreign travel will
be discussed during the appointment. Other erptease refer to Dis-
pensary.

Flu Clinic

We run a flu vaccination clinic every year during October/
November. We generally start booking these around late August/
early September - you will see the publicity material in the
Surgery. Please ask at reception and book early. These are
specifically for 65+ or patients with a chronic disease.

Tetanus

Tetanus is a lifehreatening disease. It is fortunately rare mainly
because of immunisation. Tetanus spores are present in the
environment and may be introduced into the body by trivial or
unnoticed wounds. An initial course of 3 injections at monthly
intervals gives 10 years of protection. Two subsequent

boosters at 10 yearly intervals are required to complete a full
course of vaccinations. It is now believed that if a person has had
5 jabs their immunity is likely to be lifelong. If you think you
may not be fully immunised or that your immunity has lapsed,
please make an appointment with the nurse. Remember that
boosters are still recommended after particularly bad or dirty
wounds.
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Removal of Patients from Practice List

The Practice aims to provide the best possible healthcare. However

there may be circumstances when it would be considered reasonable,

or in the patientsd best intere

circumstances are:

+  Violent or abusive behaviour

. Crime and deception

¢ Irretrievable brealdown in Doctor/Patient relationship.

. Distanc® when a patient moves outside the Practice area and
fails to register with another GP.

. Embarkatio® when a patient moves abroad for a period of 3
months or more.

. Repeated failure to attend greoked appointments.

¢

Disabled Access

Both the Coltishall and Spixworth Surgeries have wheelchair
access, wide doors and toilet facilities for the disabled.

If you are hard of hearing or visually impaired please ask the
reception staff for any help you may require. The Practice also has a
hearing loop to help those who are hard of hearing.

HEARING AID BATTERIES

At the request of one of the Friends the Surgery now has a small
stock of hearing aid batteries. Please ask at dispensary.



CHANGE OF ADDRESS

Please remember to tell us of any change of name, address an
telephone number.

If you move away it may be necessary to register with another
GP.

If you return it will then be necessary tenegister.

Students on vacation or home for the weekend need to register a:
a temporary resident to obtain treatment.

CONFIDENTIALLITY

Any request for information from your medical record from out-
side agenci es, i e Solicitor,
signed consent.

PATI ENT6S ACCESS TO MEDI CAL RI

Under the Data Protection Act 1998 you should make a written request
to the Doctor for access to your medical record. We do required proof
of address ie. Utility Bill and proof of signature ie. passport/driving
license.

Under certain conditions access may be withheld.

A fee will be charged for any copies requested.

10

Family Planning
We provide a full service. Our nurses are specially trained and you
may consult them by appointment for advice.

Minor injury
The Doctor or Nurse will be happy to see and treat any minor

injuries at the surgery. However, depending on the severity of your
injury you may have to attend A& E.

Minor Surgery
Minor Surgery procedures can be performed within the Practice which

will save an appointment at the Hospital. Please speak to your Doctor
who may be able to perform the procedure himself or at our minor

surgery clinics.

Rheumatology Care

We offer monitoring and advice for patients with rheumatology
conditions. This is performed by a specially trained nurse and is
designed to complement the care offered by the hospital, with the aim
of maintaining an individuals webeing and quality of life.

Anticoagulation Care
We offer an irhouse service for those patients who require
monitoring of the anticoagulation therapy.

Smoking Cessation

Are you a smoker? Have you considered giving up? Are you ready to
stop? Then we offer a service run by a specially trained nurse to give
advice, planning and support to help you succeed.

Well-Man and Well-Woman Screening

This is run by our Practice Nurse. Wklan and WelWoman screening
may be appropriate to review or discuss areas of health promotion not
covered by other appointments.
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Asthma Care

This is run by our Practice Nurse. You may need to see the
Doctor at some point, but the Nurse will advise you of this.
Please remember to bring your inhalers along to the appointment
as the nurse will need to check your inhaler technique.

Blood Pressure Appointments

This is run by our Practice Nurse. You may be ag@
to alternate this with<\g
The Doctor/Nurse will advise you of this.

egul ¢

Cervical Smears

Cervical smears are recommended every 3 years for women
from the age of 25 up to the age of 49, and 5 years for women
aged over 50 up to the age of 64. The test is quick and painless
and can pick up abnormalities early, preventing the development
of cervical cancer. The Practice operates a recall system so you
will be sent an invitation to attend when your smear is due. The
smears are usually carried out by our Practice nurses. Smears
are very important so even if you do not wish to have a smear
please come and discuss it with the Doctor or Practice Nurses
rather then ignoring the smear letter invitation.

Diabetic Care

This is run by our Nurse Practitioner. You may be asked to
alternate this with a regular
Nurse will advise you of this.

Childrends | mmunisation

Appoitments are available at Coltishall and Spixworth.

Please make an appointment when you are

notified when your childds i mmt
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CHOOSE & BOOK

If you need to be referred to the hospital your Doctor will refer you and
you will be contacted by a member of the Referral Management Centre
Team. They will be able to discuss the choices available to you
and to help you book your appointment in a location and at a time that
is convenient for you.

If you have any queries relating to your choice of Hospital or the
Process itself please contact:

Referral Management Centre Tel: 01263 710300

NON -NHS EXAMINATIONS, PRIVATE REPORTS & LETTERS

Medical examination for special purposes, eg driving medicals, pre
employment, insurance medicals, sports medicals etc can be arranged
by appointment.

A fee will be payable for these examinations, reports and letters.

A list of private fees is displayed in the waiting room.
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The Practice Staff

GPs with special interests
Dr Malpas 8 Ophthalmology

Dr Nicola Allanson

Dr Allanson is a GP who works 4 mornings per week and is also

responsible for Child Health Surveillance of the under fives. This
Is the routine screening of well children done in conjunction with
the Health Visitor, to whom all queries should be addressed.

The Nursing Team

We have a Nurse Practitioner, three Practice Nurses, a Nursing
Assistant and a Phlebotomist to meet all your nursing require-
ments and more.

Nurse Practitioner

Our Nurse Practitioner has undertaken specialist advanced
education and training and is highly experienced. We are now
offering a Nurse Practitioner service which is intended to offer
you greater access to treatment and advice on the same day that
you call us.

If you ring for a same day appointment you will be offered one
with our Nurse Practitioner. She can see both adults and children
with minor iliness or minor injury. She also specialises in
Diabetes, Rheumatology, Coronary Heart Disease

Examples of ailments are sore throat, cough, earache, urine in-
fection, cystitis, vaginal discharge/thrush, emergency contracep-
tion, rashes/insect bites, diarrhoea and vomiting, any injury, hay
fever, sinusitis.

Practice Nurses

Practice Nurses assist the GPs in the care of patients, they are
highly trained in preventative care screening. They also special-
ize in wound care, travel, asthma, family planning and blood
pressure. 12

Services available during core hours (8.00 am to 6.30 pm)

Core services:

. General management of medical conditions

. Health promotion advice

. Emergency care if appropriate

. Referral for other services, if appropriate

. Urgently required care for temporary residents

Additional services:

. Cervical screening

. Contraceptive services

. Vaccinations and immunisations
. Child health surveillance

. Maternity services

Enhanced services:

. Rheumatology monitoring

. Anticoagulation services monitoring
. Minor injury

. Minor surgery

. Flu vaccination clinics

. Smoking cessation

In addition:

. Registered patient aged-¥6 who have not been seen for 3
years may request a consultation

. Registered patients aged over 75 years who have not been
seen in the previous 12 months may request a consultation

These can be conducted by the Practice Nurse, however please ask

to see the Doctor if you have any specific medical problems,
which you feel need to be discussed with the Doctor.

21



USEFUL TELEPHONE NUMBERS

PALS
Pals is a Patient Advice and Liaison Service who will advise on
all services available to patients. Tel: 01603 307418.

NHS Direct
For information on medical conditions and nurse led telephone
advice Tel: 0845 4647.

NHS Walk -n Centre

NHS WalkIn Centres provide treatment for minor injuries and
illnesses seven days a week. You do not need an appointment
and will be seen by an experienced NHS GP or Nurse.

Timber Hill Health Centre, Level 4, The Mall, Norwich

Open 7arrBpm seven days a week.

FRIENDS OF COLTISHALL AND

SPIXWORTH SURGERIES

This group of fundraisers was formed in 1991. Their objective
is to support the Doctors and raise funds for the benedit of
patients living within the community in and around Coltishall
and Spixworth.

They are always interested in hearing from people who feel
they can offer support. Maybe you could join the group, they
meet every 2 months or perhaps you could offer support at the
fund-raising events through the year.

PATIENT PARTICIPATION GROUP
The Practice Patient Group was established at the end of 2008.

The group was formed to provid

concerns and interests in respect of existing services provided by
the Practice and other NHS trusts. Members also represent the
Practice at the North Norfolk Patient Partnership events.

Please ask to speak to the Practice Manager if you would like
more details about either o%hese groups.

Nursing Assistant

Our Heal t hcare Assistantds rol
These include taking blood, health checks for existing and new
patients, ear care, blood pressure checks, weight monitoring,
pregnancy testing, home BP monitoring. She also assists the GPs
when necessary.

ADMINISTRATION STAFE

Practice Manager

Nikki Crawford is responsible for the smooth running of the Prac-
tice administration. If you have any comments or complaints re-
garding the services we provide, please ask to see her and she
will do her utmost to help you.

Medical Secretaries
The secretaries are responsi bl
private referral letters, medical reports, recalls and sending
invitations for screening.

Receptionists
The receptionists are the link between you and the Doctors. They
are there to help you and will do their best to do so but it is not
easy when appointments are under pressure. It helps her to help
you if you can give specific information about your néeds
you are worried about being overheard, ask to speak privately. If
you want an emergency appointment, she may ask for a brief de-
scription of your problem to help the GP decide who needs to be
seen or phoned first.
For a routine appointment, say whether you would prefer to wait
to see a particular Doctor or Nurse, see the first one available or
wait for a convenient date or time. Tell her if a phone
consultation would suit you better.
The Receptionist can also pass on messages to and from your
Doctor. She can advise you whether a letter, test result or a
report has arrived and/or being actioned, or chase it up if
necessary.
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The Dispensary

Dispensing Staff

We are a dispensing practice and the dispensary staff are
responsible for dispensing medication to those who live over one
mile from the Pharmacy, as well as issuing repeat prescriptions
once they have been authorised by a Doctor.

Repeat Prescriptions

medicines from the Surgery. Unfortunately if you live within one
mile fas the crow flieso of one
service is not available to you.

If the Doctor advises you to have repeat prescriptions, in order
that we can give an efficient service, please giweorking days
notice before collection of the prescription. The dispensing staff
will only issue your medication or prescription sooner in excep-
tional circumstances. Please do try to plan ahead.

You can order your repeat prescriptions by sending in the com-
puter slip, leaving it in the collection box in the Surgery, or you
may phone theColtishall dispensary answer phon@l603
736616at any time, clearly giving your name, address and full
details of medication required. You can also order your repeat
prescriptions o#line see Practice Website on page 4.

Spixworth patients please ringll603 897778
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Telephone advice

The Doctors and Practice Nurses are happy to give
telephone advice but obviously we cannot allow
consultations to be interrupted for this purpose. There-

fore a period is allocated at approximately 11.30 each week-
day morning for this.

When you ring to speak to a Doctor or Nurse the receptionist will
ask for your name, telephone number, the Doctor/Nurse will then
return your call at a convenient time. If it is not an urgent matter
this may not be until the following day, but the Doctor/Nurse will
return your call.

Publication Scheme

The Freedom of Information Act 2000 recognised that members
of the public have the right to know how public services are
organised and run. Details of the Model Scheme and guide to
information is available from the Practice Website. If a paper
copy is required please apply to the Practice Manager. The major-
ity of the information is available in this leaflet.

Complaints

We operate a Practice Complaints Procedure as part of the NHS
system for dealing with complaints. Our system meets national
criteria. Our staff can give you further information if required.
Sometimes you may simply wish to make a suggestion and again
we welcome constructive suggestions which may help to

improve the service we give every one.

LANGUAGES
There is a translation service available provided by
INTRAN. Tel: 01603 257252
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Midwives

The community midwives provide antenatal and postnatal care to
enable you to have a happy, healthy pregnancy and-gefuil
healthy baby. Your antenatal care will be carried out mainly by
the midwife, apart from seeing your GP at 31 weeks.

Please make an appointment with the midwife as soon as
possible and no later than 8 weeks. Please ensure you let the
receptionist know it is a first appointment as these can take up to
an hour.

It would be helpful if you could complete an Antenatal Booking
Questionnaire in advance of your first appointment. These are
available from reception. Clinics are held on a Wednesday
afternoon at Coltishall.

If you need to contact the Midwife, Liz Murphy.

Please telephone Medicom on 481222 in an emergency,
or

the Surgery on 737593 who will take a message.

You can also contact:

Hoveton Maternity Unit on 01603 777928
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THE DISPENSARY cont..

In anemergency:

The Pharmacy is able to supply medication out of hours by
providing full details of the medication including a repeat
slip or medication container with a label from the

Surgery.

A charge may be payable even if you are normally exempt
from paying prescription charges.

If you require a prescription to be posted to you

Please provide us with a stamped addressed envelope.
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NORFOLK PRIMARY CARE TRUST

OTHER ATTACHED STAFF

The Practice is part of Norfolk Primary Care Trust (PCT).

They can be contacted on: 01603 257000. The Community Psychiatric Nursing Team

The Team can be contacted via the Surgery.

The PCT employ District Nurses and Health Visitors

who work from within the Practice. Other Specialities
You can also see a Physiotherapist and a Counsellor at
the Surgery. You will need to be referred by your

o Doctor on a Private basis.
District Nurses

They visit patients at home, when requested to do so
by a Doctor. The Nurses can be contacted by leaving a

message with the Receptionists at the Surgery. Clinics are held at the Surgery every two months on a
Friday. This clinic deals only with problems regarding
hearing aids. Please phone Reception to book an
appointment.

Hearing Aid Clinic

Health Visitor
The Health Visiting service is available to all families Frail and Ol der Peopleds Projec
registered with the Practice. The Health Visitor works
closely with the GPs and Midwives and liaises with a Alex Barden is an experienced Community Nurse
wide range of health a agencies. The Health Visitor attached to the Surgery, acting as an Intensive Case
can help all members of the family but in particular Manger.
0-5 year olds. The Doctor can arrange for Alex to visit patients to
assess and prescribe care packages designed to make it
Please contact Hoveton Health Visitors on: 01603 easier for them to remain at home.
777880
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