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Middle Chare Medical Group

Patient Information Brochure and Welcome Pack

Comprehensive information about our General Practice for new and existing patients 

Welcome to Middle Chare Medical Group

Dr Geoff Crackett, Dr Karin Hubbard and Dr Sarah Leese welcome you to our practice and we hope that we offer an atmosphere that puts you at ease when you visit the surgery.  

Middle Chare Medical Group is made up of one GP practice run by the 3 GP partners, and 1 Salaried GP – Dr Rhodes, based over 2 sites. 

If you are registered with Middle Chare Surgery & Woodlands you can be seen at either of these sites as this is where your medical records are held.

In addition to everything you need to know about the practice you will also find a wealth of health-related information on our website www.middlecharemedicalgroup.co.uk  Please have a look around and do send us some feedback, especially if you want something adding.

Kind Regards
Rebecca Hutchinson

Practice Manager 
Welcome to Middle Chare Medical Group

We wish to thank you for registering with us our Practice. The Partners and staff of this long – established practice are committed to providing the highest level of patient care. 

The booklet contains information about the Practice from our website www.middlecharemedicalgroup.com
Our Practice aims
To provide the best possible health care for our patients.

To promote better physical and mental health by offering a planned programme of health promotion and preventative care.
To ensure that services are easily accessible, efficient and responsive to the needs to patients. 

To maintain a pleasant, safe and effective working environment for everyone using the practice.

To include all members of the team in decision-making by encouraging teamwork and good communication. 

To involve our patients in how our services can be improved.
To ensure that practice income is maximised so that services can be improved and partners and staff are fairly rewarded.
The Doctors 

As part of the commitment to more personalised care for patients, NHS Employers and the General Practitioners Committee of the British Medical Association have agreed that all patients will have a named accountable GP

The ‘named’ GP will:

Take lead responsibility for ensuring that all appropriate services required under the contract with the practice are delivered to you.

Where required, based on the professional judgement of the ‘named’ GP, work with relevant associated health and social care professionals to deliver multi-disciplinary care package that meets your needs. 

Ensure that your physical and psychological needs are recognised and responded to by the relevant clinicians in the Practice. 

Middle Chare Medical Group – will ensure that there is a named accountable GP assigned to each patient. 

New patients will be allocated a GP at the time of registration.
Your named accountable GP may be the same as your registered GP however this does not affect your ability to see any GP of your choice as you currently do.

If you have a preference for a particular doctor, please inform our Reception Staff.

All GP’s are registered with the General Medical Council. 
Practice Manager

Rebecca Hutchinson is Practice Manager. She has overall responsibility for the day to day running of both sites. 

The Nursing Team
Andrea Watson – Nurse Practitioner
Claire May –RGN - Nurse Supervisor

Andrea Hunter – RGN
Marina Dempsey – Practice Nurse 
Helen Herbert - Health Care Assistant
Helen Marshall – Health Care Assistant
Liz Brown – Health Care Assistant

District Nurses Team
You can contact the District Nurse Team by telephoning Single Point Access on 03000 267 269

Health Visitors

The Team can be contacted on 03000 268 643. They are available to help with health matters relating to the under 5’s. eg. sleep, and feeding problems. 

Practice Administration
Helen Herbert is the Reception Supervisor working between Middle Chare and Woodlands Surgery  
Susan Burns is the Medication Manager based at Middle Chare Surgery.
If you have any questions, comments or concerns you can always address them to our reception staff in the first instance as they are able to signpost you. 
GP Registrar Training / Training Surgery

What does this mean? 

It means we are officially approved to teach and train GPs, Nurses and Medical Students. By fulfilling the criteria needed and incorporating this into the way we work we expect to improve and maintain a higher standard of care for our patients. 

How did we achieve this? 

The practice is examined to ensure that it provides an appropriate learning environment. It must provide a good example both of clinical care and of management. The infrastructure must be sound, the records of high quality and the team committed to learning. The surgery achieved this accreditation in 2013. The trainer is examined independently to ensure that they have sufficient knowledge of practice and of education, skills appropriate to one-to-one teaching and educational management, and attitudes supportive of learning. Dr Leese is the trainer in the surgery.

How are these standards maintained? 

Every 2-3 years the practice is visited and inspected by a team of representatives from the Deanery who review the practice and interview the staff to ensure standards are being maintained. There is also feedback from the GPs who have been trained at the practice. Dr Leese is also formally assessed during this visit.  

What is a GP Registrar? 

This is a qualified doctor who has decided to embark on a career in general practice, much like a surgeon or physician in the hospital. Like these doctors part of their training involves them spending a total of 18 months working at a teaching practice. By the time you see a GP registrar they will have spent at least 5 years at medical school to qualify as a doctor. Then they will have done 2 years working in hospitals (previously known as “house jobs”). They will then start a 3 year training program to become a GP, during which they will spend 18 months in a training practice. Often the GP Registrar will have more up to date knowledge on hospital treatment and service than we do as they have just come from a hospital job. So by the time you see this doctor they may well have been working as a doctor for 4 years.  

Why do they have to ask other GPs in the practice for advice? 

There is a vast difference in the range and types of clinical cases and patients seen in general practice compared to hospital medicine. In a surgical job at the hospital a doctor will only see surgical cases every day, in general practice an average surgery may consist of a general medical case, then an ill child, then patient with a skin rash then a patient with depression etc. So there is a wide variety which can be quite challenging when you start in general practice. The GP registrars are encouraged to ask for help whenever they want for your safety and benefit so please be patient. 

When we are open

Middle Chare Surgery

	 
	Times

	Monday
	08:00 – 18:00

	Tuesday
	08:00 – 18:00

	Wednesday
	08:00 – 20:00

	Thursday
	08:00 - 18:00

	Friday
	08:00 - 18:00

	Saturday 
	08.00 – 11.00

	Sunday 
	Closed


Telephone lines are open from 08:00 - 18:00 hours Monday to Friday

The doors will open at 08:10 and shut 15 mins prior to closing time for administration purposes.

Woodlands Surgery

	 
	Times

	Monday
	08:00 - 18:00

	Tuesday
	08:00 - 18:00

	Wednesday
	08:00 - 13:00

	Thursday
	08:00 - 18:00

	Friday
	08:00 - 18:00

	Saturday 
	Closed 

	Sunday 
	Closed


Telephone lines are open from 08:00 - 18:00 hours Monday to Friday

The doors will open at 08:10 and shut 15 mins prior to closing time for administration purposes.

Both of the surgeries are closed one afternoon per month for our Protected Learning Training days, these are usually on the 3rd Thursday of the month. 

Before 8.00am or after 6.00pm and at evenings/ weekends and bank holidays should you require medical advice please call 111.  
For emergencies such as:

Severe bleeding

Suspected Stroke

Collapse or unconsciousness

Chest pains

………..Telephone 999 for an ambulance IMMEDIATELY 

Making an appointment
If you wish to see a Doctor, please make an appointment either by calling at the surgery or telephoning 0191 5947654 and selecting the option you require. A number of pre bookable slots will be available on request up to 1 month in advance. All emergency cases will be seen on the day of contact. You may be offered a triage telephone appointment prior to seeing the GP with our Advanced Nurse Practitioner to help you been seen quickly, and by the most appropriate person.

Our receptionists will care navigate you to the appropriate clinician or service. This means they will ask you some questions as to the nature of your call. 
Please help us by being punctual: if you are late there is no guarantee you will be seen. Remember: one appointment for one patient. Please do not bring other patients with you and expect the doctor to see more than one patient when only one appointment has been made.  Our appointment slots are 10 minutes; if you feel you need longer to discuss your current medical problems please ask for a double appointment slot. We will always try to see our patients within 20 minutes of their booked appointment time.

Home Visits
In a real emergency, please dial 999 and request an ambulance.

Patients whose illness prevents them from visiting the surgery can be visited in their own homes. Requests for visits should be made between 8.00 and 10.30am. Please be ready to give the receptionist your name, address, telephone number, age and brief detail of what is wrong. The doctor may ring you back to ask you about your condition.

Please remember that the Doctor can see several people at the surgery in the time it takes to do a home visit. Lack of transport, or looking after children, is not a reason for a home visit.
Telephoning for Advice

Telephone the receptionist and tell her your needs. If she cannot help, she can arrange for you to speak to a Nurse Practitioner or your Doctor, though they may not be immediately available as they may be consulting with a patient. The doctors will not take telephone calls during surgery times, other than in an emergency.

Prescriptions (Middle Chare & Woodlands Surgery)
Please do not make an appointment with a Doctor for repeat prescriptions and allow sufficient time to order your prescription before your current medication runs out, especially on Public or Bank Holidays. 

Please allow a minimum of 2 working days if ordering your prescription on line

We also offer an on line prescription service, however patients will need to obtain a password and patient number from reception to use this service.

Your script will normally be ready within 24 hours. If your request needs to be authorised by the doctor it will take longer. If you enclose a stamped addressed envelope we can post your prescription to you. 

Urgent Prescription Policy

Due to an increasing number of requests for repeat prescriptions to be issued urgently, priority will only be given for medication that cannot be missed.

Electronic Prescription Services

If you are a newly registering patient you will be asked to nominate of a pharmacy of your choice to have your prescriptions sent to. Our existing patients can at any point nominate their chosen pharmacy. 

Newly registering patients will automatically be signed up for this service
Services available at the surgery
Vaccination Clinic

These are run by the Practice Nurse. Children who are behind with vaccinations should catch up as soon as possible. We feel it is very important to ensure that all children are vaccinated against potentially serious illnesses.

Family Planning Services/Contraception

Comprehensive confidential advice is available during normal surgery times. Prescription for oral contraceptives (“the Pill” or “the Morning After Pill”) can be given. Intra-uterine devices and Contraceptive Implants can also be fitted.

Antenatal Clinics

Minor Surgery

We have facilities for removing small lumps etc. which would normally be done at hospital. Operations are performed under a local anaesthetic in an equipped treatment room at Middle Chare Surgery.

Smoking Cessation Clinic

Daily clinic by appointment with a specially trained Health Care Assistant. She offers support and advice to anyone wishing to stop smoking. Free nicotine replacement therapy and/or drug therapy may be available for patients who are eligible.

Warfarin Clinic

Located at Middle Chare Surgery to avoid hospital attendance.

Well Woman/Man Clinic

The practice is continually promoting good health. Questionnaires will often be offered to patients. The Practice Nurse will see anyone who wants to attend.

Cervical Smear Tests

These can be carried out by either the qualified Practice Nurse or a Doctor. We follow the local policy of recommending a repeat smear every three - five years depending on age, until the age of 65 years, unless you have had a hysterectomy for a benign condition. You will be offered a smear once you reach the age of 25 years. If the cytologist recommends repeating the smear more often, you will be called at intervals appropriate to you. You can opt out of this service, if you wish to do so, contact the surgery as you will need to sign a number of forms. 

Dietician Clinic

A dietician is also available for diabetic patients referred by the Doctor. Located at Middle Chare Surgery. 

Weight Control Clinics

Weight Control Clinics by appointment with the Health Care Assistant. All aspects of a healthy diet and lifestyle affecting weight problems may be discussed. 

Adult Immunisation (Including Travel Immunisations)

Routine protection against tetanus is advised for all patients. All travel immunisations, except yellow fever, are available within the practice. Depending what travel immunisation is required you may be charged as not all are free under the NHS.

Influenza and pneumococcal immunisations are available from September until January for those patients aged over 65 years of age and anyone with heart and lung or kidney disease, diabetes and residents of nursing and residential homes. On occasions the guidance on who may have these immunisation changes, please ask at reception if you are unsure.

New Patients

To register at any of our Practices, complete a registration form obtained from our Reception Staff. Proof of residence is essential (utility bill, bank statement). 

You will also be given a new ‘Patient Health Questionnaire’ to complete. 

If you have a child you must complete our new ‘Childrens Health Questionnaire’.

Your medical records often take a considerable time to arrive from your previous doctor and this gives us the opportunity of recording some basic information about you and offering you any immediate care you may need.

Online Services 

We offer a service to our patients whereby you can: 

Book appointments online

Order Prescriptions online

View part of your medical record
If you wish to sign up for On Line services you can do by either 

Visiting our website  www.middlecharemedicalgroup.co.uk
Click on the link – On Line Prescriptions ……. Learn More
Then click on Order your repeat prescriptions On Line

You will then be redirected to Patient Access Website when you can register your details.

Or alternatively you can call into the Surgery and ask a member of our Reception team to print out all the relevant information you will need to set this up.

Once registered, the Surgery will be alerted and we will contact you and ask you to come in to the surgery to fill out an application form to grant your access. You will be asked to bring 2 forms of identification with you, 1 of these must be photographic.

We will then provide you with a Patient Leaflet. 

We aim to process all application forms within 14 days, however, how quickly they are processed will depend on the level of access you require.  

The Surgery does have the right to refuse access should we consider it to be not in the best interest of the patient. 

New patients will automatically be signed up to be able to book appointments and order prescriptions online. Should you require access to other online services you will be required to fill out the relevant application for (please ask at reception)

Access to patient records
Requests for access to medical records must be in writing to the Practice Manager,  and a subject access request form filled out
Additional Patient Services & Health Care Information

The practice is committed to provide relevant information to people who use its services and the following methods will be used to provide this information

During the consultation

Information leaflets

Posters displayed in patient communal areas

Information and health promotion boards within the patient waiting areas

Practice leaflet

Practice Website

Carer’s Register

The practice has a carer’s register for people who care for a relative/ friend. Carer’s information Packs are available from our Reception Staff.

Change in Personal Details

Please inform the Reception Staff if you change your name, address, marital status or telephone number, so we can keep our records accurate.

If you move out of the area it will be necessary for you to register with a doctor at another Practice which covers that area. 

Our reception staff will help you with queries about practice boundaries. 

Chaperones 

Our practice is committed to providing a safe, comfortable environment where patients and staff can be confident that best practice is being followed at all times and the safety of every-one is of paramount importance. 
All patients are entitled to have a chaperone present for any consultation, examination where the feel one is required. This chaperone may be a family member or friend.
On occasions you may prefer a formal chaperone to be present.

Your healthcare professional may also require a chaperone to be present for certain consultations in accordance with our chaperone policy. 

If you wish to have member of the Practice staff present during your consultation please mention this to our Reception Staff on arrival and it will be arranged. 

Comments and Complaints 

We welcome constructive suggestions which will help us improve our services to you. There are comment sheets available at the front desk. 
Making a complaint

If you have any complaints or concerns about the service that you have received from the doctors or staff working for this practice, please let us know. 

We hope that most problems can be sorted out easily and quickly, often at the time they arise and with the person concerned. If your problem cannot be sorted out in this way and you wish to make a complaint, we would like you to let us know as soon as possible – ideally within a matter of days or at most a few weeks – because this will enable us to establish what happened more easily. If it is not possible to do that, please let us have details of your complaint:

•Within 6 months of the incident that caused the problem; or 

•Within 6 months of discovering that you have a problem, provided that is within 12 months of the incident.

The Practice Manager will be pleased to deal with any complaint. She will explain the procedure to you and make sure that your concerns are dealt with promptly. 

You can make your complaint:

In person  –   ask to speak to the Senior staff member on duty.

In writing  –   some complaints may be easier to explain in writing - please give as much information as can, then send your complaint to the practice for the attention of the Practice Manager as soon as possible.

If you feel your complaint has not been handled to your satisfaction you can proceed to have your case heard by the Health Service Ombudsman. 

Tel: 0345 015 4033 

Email: phso.enquiries@ombudsman.org.uk
Write: Millbank Tower, Millbank, London SW1P 4QP.

Contacting the Care Quality Commission

If you have genuine concern about a staff member of regulated activity carried on by this Practice then you can contact the Care Quality Commission on 03000 616 161, or alternatively visit the following website www.cqc.org.uk
Confidentiality

All staff in the practice are bound contractually to maintain Patient Confidentiality and any proven breach of this will be treated extremely seriously. 
We respect your right to privacy and keep all your health information confidential and secure. Confidentially also extends to Patient’s family member. Medical Information relating to you will not be divulged to a family member or anyone else without your written consent.

We are a computerised Practice, all our patient records are kept on computer and we can assure patients of complete confidentiality. 

Your rights are protected as we are registered under the Data Protection Act 1998.

It is important that the NHS keeps accurate and up-to-date records about your health and treatment so that those treating you can give you the best possible advice and care. 

However, for the effective functioning of a multi-disciplinary team it is sometimes necessary that medical information about you is shared between members of the practice team.

All patients’ rights in relation to disclosure of such information are covered by the Practice’s registration under the Data Protection Act and we follow the guidance issued by the GMC in ‘Confidentiality: Protecting and Providing Information’ which explains circumstances in which information may be disclosed. 

This information is only available to those involved in your care and you should never be asked for personal medical information by anyone not involved in your care. 

Consent for Childrens Treatment (under the age of 16)
Where it is considered appropriate by parents, or where an adolescent does not wish the presence of an adult, a child may give the legal consent to their own treatment.
Under these circumstances, the clinician must be satisfied that the child has a full understanding of the advice and treatment being provided. 

Freedom of Information – Publication Scheme 

The freedom of Information Act 2000 obliges the Practice to produce a Publication Scheme. 

A publication scheme is a guide to the ‘classes’ of information the Practice intends to routinely make available. Details are available through our reception staff who will signpost.

Interpreters

If required an interpreter can be organised for the patient needing for consultation with the doctor.  It is our helpful Reception Staff who will arrange this. 

Patient Participation Group

Are you interested in having a say in how our Practice is run?

Do you have some free time to attend meetings, usually every 3 months? 

New members are always welcome to join our active PPG – please ask our Reception Staff for more details. 

Sickness Certificates

Under current legislation a patient can ‘self certificate’ for the first 7 working days of any illness. The self certificate is available from the DSS office or your employer. We do not normally issues doctor’s certificates for the first week. 

After the first week, if you require a Free Statement of Fitness for Work (FIT note) please make an appointment as these are obtained as part of a consultation with the doctor. 

Temporary / Short –Term Resident

We proved a Temporary Patient service for individuals staying within out Practice Area (eg whilst on holiday, staying with relatives etc) who require immediate or necessary medical care. If you are not an EU resident there will be a charge for our services. 

Just call into the surgery, obtain a Temporary Resident Form from our Reception Staff, return it to us and we will be happy to assist you.

Test Results 

Please allow 5 days for test results to come back (smear tests usually take about 3 weeks)

Please telephone after 1.00pm to obtain details of your results. 

To ensure confidentiality and security, test results will only be given to the patient direct and not to relatives or friends unless alternative arrangements have been agreed in writing 

We will of course, make every effort to contact you should your return result need urgent action. However, it is your responsibility in all cases to find out the result of your test. 

The doctors check the results before our Reception Staff are able to give any information to you. Our Reception Staff will only be able to state that the result is normal or that you will need to see / speak to a doctor. 

Please do not expect our Reception Staff to relay any other information regarding the test results. 
Young Persons

Confidentiality 

We offer a confidential service which means we won’t tell anyone else what you say, the only time this may happen is if we think you may be at risk, even then we will always try to get your consent first. 

Smoking Cessation 

We can provide you with help and advice on quitting smoking; this can be with information leaflets or things like nicotine patches or gum. If you are under 18 years of age we can refer you to one of our specialist smoking cessastion advisors.

Spots and Acne 

Most young people get spots, and they do always seem to break out when you really don’t want them to. They are caused by your glands producing too much sebum - a substance that your body produces naturally to stop your hair drying out. Too much sebum makes your skin oily and causes spots. Antibacterial face washes and creams can help, and it’s important you try not to squeeze as this can make the spots worse.

Acne is different from getting a few spots. It can appear on your back, shoulders and chest as well as your face and can sometimes be painful and cause you to feel self-conscious or embarrassed. Acne usually needs treatment with products only available on prescription, if you are finding your spots a problem come along and discuss with a doctor or our Nurse Practitioner.

Sexual Health  

Chlamydia is the most common bacterial infection sexually transmitted infection (STI) at least on in ten young people who are having sex will have chlamydia. Most people have no symptoms so are not aware they have got it. If you have ever had sex we can do a test from a urine sample (pee into a pot) Treatment is free and simple, a short course of antibiotics. If you would like a test please speak to the nurse or ask at reception for a test kit.

Contraception is free to all men and women of all ages. There are many different methods of contraception and different methods will suit people at different times of their lives. If you want to talk about this or any other sexual health issue make an appointment with a nurse or doctor, you do not have to tell the receptionist why you want the appointment.
Confidentiality Policy for Patients under 18 years of age

The Practice recognises that the principles of confidentiality apply equally to all patients, irrespective of age. 
The Practice will ensure that its staff recognise that all patients under 18 are entitled to the same level of confidentiality as all other patients, including being respectful of any request to withhold information from their parents or guardians and take all necessary steps to ensure that this right of confidentiality is not inadvertently breached. 

Where a young person requests a consultation at the Practice premises, they will be booked in to see a clinician in the normal way. 

In the event that a young person attends the surgery without a pre-booked consultation and without adult support, the normal procedure for providing them with a consultation appointment will take place. 

Should the young person independently request medical advice or treatment (including  contraceptive advice, abortion, other treatments and surgical procedures), the Practice clinician involved in the consultation with the young person will determine their competency and capability to understand the choices of treatment available and the consequences of such treatment. 

When such competency and capability is deemed to exist, the Practice clinician will provide appropriate medical advice or initiate suitable treatment. 

Sharing your data 
This is to let you know about a change to the way we share information from your medical records within the NHS please read below: 
https://www.greatnorthcarerecord.org.uk/
https://understandingpatientdata.org.uk/national-data-opt-out
Keeping your records safe

Electronic records will be viewed through a secure encrypted system, protected by stringent NHS security standards. Your record will be used only when healthcare professionals are caring for you. You will always be asked for consent before professionals can view your records, for example when you visit a hospital.
We are keen for all our patients to benefit from this improvement in NHS care, so you will be automatically included unless you contact us to opt out. If you are happy with the new arrangement, you do not need to take any action.
Zero Tolerance

We will treat our patients with the respect, courtesy and will not discriminate against them in any way on the grounds of age, sex, colour, race, nationality origin or disability, sexual orientation, religion or religious philosophical belief. 

Physical violence and verbal abuse is a growing concern. GP’s, Nurses and other Practice Staff have the right to care for others without fear of being attacked or abused. We ask that you treat your GP and Practice Staff properly without violence or abuse. 

We strongly support the NHS policy on zero tolerance. 

Anyone either phoning or attending the Practice who abuses any staff member or patient, be it verbally, physically or in any threatening manner whatsoever, will risk removal from the Practice list. 

