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Practice website: www.oldroadwestsurgery.co.uk

Please refer to our website for up to date information about the Practice

	IN AN EMERGENCY

	In an emergency during surgery hours please telephone: 

	01474 352075

	WHEN THE SURGERY IS CLOSED PLEASE TELEPHONE THE 

OUT OF HOURS SERVICE ON
111
NHS 111 IS AVAILABLE 365 DAYS A YEAR 24 HOURS A DAY 
CALLS TO 111 ARE FREE FROM MOBILES AND LANDLINES
All calls are recorded

	NHS 111 

HAS REPLACED NHS DIRECT AND AS WELL AS PROVIDING THE OUT OF HOURS SERVICE YOU CAN CALL 111 FOR MEDICAL ADVICE


As an alternative to going to the Accident & Emergency (A&E) Department, where you could have a very long wait, you can go to:

The Minor Injuries Unit at Gravesham Community Hospital, Bath Street, Gravesend DA11 0DG
OPEN 365 DAYS A YEAR FROM 8AM-8PM

Telephone 01474 360816
OR

The White Horse Walk-in Centre, Vale Road, Northfleet DA11 8BZ
OPEN 7 DAYS A WEEK FROM 8AM-8PM

Telephone 0300 0300 000

	HOME VISITS

	Old Road West patients: Tel: 01474 352075 

	Mackenzie Way patients: Tel: 01474 566497 

	PLEASE REQUEST A HOME VISIT ONLY IF YOU FEEL 
TOO ILL TO ATTEND THE SURGERY

	If a visit is considered necessary please try and telephone us by 10.00 am 
We will ask for some information about the reason for the visit request. This information will help us to arrange visit requests in order of priority and location. The doctor may also phone to further determine the need for a home visit.  
If you are expecting a home visit, please ensure someone will be able to let the doctor in if you cannot.


	Need to be seen soon?

	We will always do our best to offer you an appointment the same day or the next day if you feel you need to be seen this soon – this may be with a doctor or a practice nurse. 
We may offer you a telephone call from a doctor in the first instance so please have your best contact number/s available for us to note.
GP REGISTRARS AND MEDICAL STUDENTS


We are a training practice and a King’s College School of Medicine and Imperial College London teaching practice. We regularly undertake the training of fully qualified doctors wishing to become GPs and also host medical students. If a medical student is going to be present during your consultation, your prior consent will be sought. 

We do not have a GP Registrar at present
PRACTICE NURSES (PN)
Mandy Mowat 

Deirdre Coomber 

Lindsay Anderson     
Valerie Gamble
Claire Howell Health Care Assistant

Our nursing team is available for appointments for: dressings; minor accidents and illnesses; travel, flu and childhood immunisations; blood pressure checks; health checks; cervical smear tests and general health education and advice.
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	TELEPHONE CALLS

	Telephone lines into the surgery are generally busiest in the morning (particularly on Monday mornings and any day following a Bank Holiday) so if your call is non-urgent, please make it after 1.00 pm. If Mackenzie Way branch surgery is closed and you need assistance before it is due to open again, please contact the main surgery.
MAIN SURGERY:    01474 352075

MACKENZIE WAY: 01474 566497


	ONLINE SERVICES

	We offer Vision Online Services so you can book or cancel routine appointments with a doctor and order repeat prescriptions online. 

Please ask at reception for further details: you will need to be registered by us in the surgery and then complete your registration online. 


	PATIENT PARTICIPATION

	The Practice has an active Patient Participation Group (PPG).
Our PPG meets regularly and interacts with the Practice to provide a voice for patients who are registered with us. If you are interested in finding out more about the PPG please pick up a leaflet in the surgery, ask at reception or call the Practice Manager on 01474 330180


	CONFIDENTIALITY / DATA PROTECTION: All information about you is held in strict confidence. Details will not be disclosed to any third parties without your prior knowledge, e.g. when you are being referred to hospital, or without your verbal and/or written consent in the case of medical reports, access to your records, etc.


REPEAT PRESCRIPTIONS: 
Written requests for repeat prescriptions can be handed in or posted to the surgery or faxed to: 
01474 333952 (Old Road West) 01474 532981 (Mackenzie Way) 
Please allow 48 working hours for prescription requests to be processed and supply a stamped self-addressed envelope if you want it returned by post.
	WE NOW OFFER ONLINE PRESCRIPTION ORDERING 
AND THE ELECTRONIC PRESCRIBING SERVICE 

PLEASE ASK AT RECEPTION FOR DETAILS: 
For online services you will need to register for the service in the surgery before then completing your registration online.  


PRIVATE PRESCRIPTIONS: 

For prescriptions issued at private consultations, please note that you are responsible for any costs of the prescription and that this Practice will not issue a NHS prescription in the first instance under any circumstances.

Fit for work certificates: 
Doctors do not have to issue a NHS sickness certificate for an illness lasting seven days or less. A certificate for an illness of less than seven days’ duration is provided as a private service and will be charged for. You may need to be seen first.
TEST RESULTS:
If you wish to know the results of a test (blood, X-ray, ultrasound, biopsy, etc.) please telephone us (preferably after 2.00 pm). Please note that some results may take some time to return to us.  
	CLINICS & HEALTH CHECKS


DIABETIC CLINICS: 
Dr. Sumner and PN Deirdre Coomber hold weekly diabetic clinics at the main surgery. We also offer podiatry (foot care) and retinopathy (eye care) screening for diabetic patients, as needed.
CHILD HEALTH: 
We offer health checks and immunisations appropriate to a child’s age. We will let you know if immunisations are due.
ASTHMA / COPD CLINICS: 

Our PN Mandy Mowat sees patients with asthma/COPD for assessment, advice/support and medication reviews.
FAMILY PLANNING: 
We hold weekly family planning clinics alternately with Dr. Kent or PN Lindsay Anderson providing family planning and contraceptive advice and provision.
SMOKING CESSATION:

If you are a smoker and would like help to stop, please make an appointment to see our smoking cessation advisor, Claire Howell. 
TRAVEL IMMUNISATIONS: 
All our nurses can give travel advice and administer any recommended travel vaccinations for your destination/s, including Yellow Fever, you need. You can also get further advice and download a Travel Questionnaire from our website – please bring the completed questionnaire to your appointment. 
NB: some vaccinations, including Yellow Fever, will be charged for.
MINOR SURGERY: 
Most of our doctors can perform minor operations. Dr Halem also uses cryosurgery where this is appropriate. 
Please make an appointment for assessment by any doctor and you will be advised if you require a further appointment for minor surgery or cryosurgery.
FLU VACCINATIONS: 
Flu vaccinations are usually available between October and January. You may receive written details of an appointment or our Saturday clinic, otherwise please ring to book your appointment from mid-September.
Anyone aged 65 or over or in an “at-risk” category is recommended to have a flu vaccination (please ask if you are not sure if you are eligible to have the vaccination)

LOOK OUT FOR DETAILS OF

OUR ANNUAL SATURDAY FLU CLINIC IN SURGERY (POSTERS, LEAFLETS & NEWSLETTERS) OR ON OUR WEBSITE: 
Website: www.oldroadwestsurgery.co.uk 
HEALTH CHECKS: 

We may write to invite you for a health check – this could be because of an existing medical condition you have, or related to your age. Please do take any opportunity to have a health check-up (you should request a home visit if you are unable to get to the surgery). You can also make an appointment with a nurse for a general health-check if you have not attended the surgery for some time.

	 GENERAL INFORMATION


DISABLED PATIENTS: 

Access for wheelchairs 
is available at both 
surgeries. We have a 
disabled-access toilet 
at Old Road West Surgery but not at Mackenzie Way Surgery. Please ask for assistance if needed.
SURGERY CLOSURES: 

Please be aware that we occasionally need to close Old Road West Surgery for staff meetings or training. It is also sometimes necessary to close Mackenzie Way Surgery at short notice due to staff absence. 
We try to keep any disruption to our normal surgery hours to a minimum. 
Please check our website for up to date notices re any forthcoming closures or other changes to surgery hours.
APPLYING TO REGISTER:

If you live within our designated practice area, you can register with the Practice. Please ask at reception (main or branch surgery) for an application pack, or download an application form from our website and return the completed forms to us. 
We may ask for proof of your identity and address if you have not previously been registered with a doctor in the UK. 

Acceptance of applications from anyone living outside our practice area is discretionary. We also reserve the right to refuse applications from patients previously removed from our practice list or where there is any history or fear of violence or abuse (physical or otherwise) involving the person(s) applying to register with the practice. 

If your application to register with this Practice is refused, you will be informed in writing of this decision and reasons why your application has been refused, within two weeks of your application.

PATIENT RIGHTS AND RESPONSIBILITIES: 
As a patient, you have the 
right to access your medical records and requests to do so should be made via the Practice Manager or medical secretaries.

All of our doctors and nurses can be seen by appointments of at least ten minutes’ duration and it is your responsibility to keep any appointment you have booked:

	CANCELLING APPOINTMENTS

	We know that sometimes you might not be able to keep an appointment you have booked, but please let us know so we can offer the time to another patient. You don’t even have to speak to us to just cancel an appointment: call 01474 352075 (during normal surgery opening hours); press option 2 and leave your message when prompted.
Please note: patients who repeatedly waste appointment time may be removed from our Practice list



	WE ENFORCE A POLICY OF ZERO TOLERANCE WHEN…

	…any act of violence is threatened or conducted towards any member of our staff or any practice property;
…any of our staff are subjected to intentionally abusive or foul language;

…patients repeatedly fail to attend pre-booked appointments without notifying 
the surgery that they will be unable to attend their appointment;

…any practice services are obtained by deliberately fraudulent / deceptive means;

…any patient is known and/or witnessed to be guilty of wilful or malicious damage to, or theft of, any property of the practice or that of any practice staff.

	Usually a written warning will precede any action taken to remove a patient from our Practice list


	PRACTICE COMPLAINTS PROCEDURE


If you wish to complain about any aspect of your care or our service, please ask at reception for details of our Practice Complaints Procedure or ask to speak to the Practice Manager, Karen Hoadley.  Alternatively, you can contact the Commissioning Complaints Service on 03000 424244
	CLINICAL COMMISSIONING GROUP


We are part of the Dartford, Gravesham & Swanley Clinical Commissioning Group (DGS CCG):

DGS CCG, Floor 2, Gravesham Civic Centre, Windmill Street, Gravesend   DA12 1AU    Telephone: 03000 424903 
	OUR PRACTICE TEAM


PRACTICE MANAGER:
Karen Hoadley
The Practice Manager is responsible for all Practice administration. If you have any comment or feedback regarding the Practice, your care or our service, Karen can be contacted at the main surgery in person or as follows: 

Email: karen.hoadley@nhs.net or
oldroadwest@nhs.net 
Telephone: 01474 330180
Main Surgery Staff

Medical Secretaries:

Joanne Goodwin

Diane O’Connor
I.T. Manager:

Ricki Wittenbaker    

Computer Input Operators: 

Nicola Chawner

Debra Latter 
Hazel Jones
Janet Burden

Lisa Deadman

Receptionists / Administrators:
Judy Griffiths
Lyn Hardy
Lynn Buckland
Janis Mackie
Karen Graham
Tracy Hogwood-Jones
Pamela Carter
Kay Willard
Kim Gibbins


Branch Surgery Staff
Hazel Jones   Deborah Brennan

PRACTICE AREA
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OLD ROAD WEST MAIN SURGERY








30 Old Road West, �Gravesend, Kent DA11 0LL


Telephone: 01474 352075 


Fax No: 01474 333952


Please note that calls into and from the main surgery may be recorded.





MAIN SURGERY (RECEPTION) OPENING HOURS:  


Monday to Friday: 8.30 am to 6.30 pm














264 Mackenzie Way, �Gravesend, Kent DA12 5TY


Telephone: 01474 566497 


Fax No: 01474 532981





BRANCH SURGERY (RECEPTION) OPENING HOURS:


Monday to Friday mornings: 


8.30 am to 12.30 pm


Monday, Tuesday, Friday evenings:     3.45 pm to 6.00 pm


BRANCH SURGERY IS CLOSED Wednesday and Thursday evenings























BRANCH SURGERY





BRANCH SURGERY





Practice website: www.oldroadwestsurgerygravesend.com
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