[image: image1.emf]
[image: image2.jpg]



















How to register





If you live in Waltham Abbey and would like to register with us please complete one of our registration forms online or from reception. You will be offered a health check on registration.
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The Market Square Surgery                                          �Waltham Abbey Health Centre


13 Sewardstone Road�Waltham Abbey�Essex EN9 1NP�Tel: 01992 260002�


www.marketsquaresurgery.co.uk











Complaints





We aim to provide the best possible service to our patients, however if you feel you have cause to complain you will be dealt with discreetly and sympathetically by our Complaints Officer, Karnika B Edwards.


We operate an informal, in-house complaints procedure to deal with your complaints. We believe this will give us the best chance of putting right whatever has gone wrong and give us an opportunity to improve our practice.


If you are dissatisfied with the result of our investigation you may contact the


Patient Advice & Liaison Service (PALS):


Tel: 01279 827 211


Email: � HYPERLINK "mailto:pals@pah.nhs.uk" �pals@pah.nhs.uk�





My Care Record





The people caring for you need access to your health and care record in order to make the best decisions about your diagnosis and treatment. For this to happen more quickly and to improve the care you receive, a new process has been put in place. With your permission, My Care Record will provide health and care professionals directly involved in your care, access to the most up-to-date information about you.  If you wish to opt out of this scheme please request a form from our reception desk. To find out more please go to � HYPERLINK "http://www.mycarerecord.org.uk" �www.mycarerecord.org.uk�





� 














Medical records





Patients are able to request to view their medical records. Please send us your request in writing and we will endeavour to send you your records within 4 weeks and at busier times, we may need longer. This is a free service.








Doctors


Dr N. Dhawan – M.B., B.S., L.R.C.P., L.R.C.S., L.R.C.P.S.


Dr D. Dabas – M.B., M.R.C.G.P.


Dr J. Dhawan- M.B.,B.S., M.R.C.G.P., B.Sc Business Management.








Nurses


Lorraine Callison – Practice Nurse


Karin Barford – Healthcare Assistant





Practice Manager – Shobha Dhawan





Secretary/Complaints Officer – Sare Green





Test/Radiology results





Following a blood test, smear test, x-ray, MRI scan or ultrasound scan please contact the surgery for results after 11.00am. 


Blood test results are usually sent to us within 7 days from the day of the test.


Results for other tests/x-rays etc may take up to three weeks.





Chaperones





When being examined by the doctor, some patients feel more comfortable with a chaperone. If you wish someone else to be present during an examination please tell the reception staff so that this can be arranged.





Allocated GP





All patients have an allocated GP. If you would like to know your allocated GP please contact the surgery.


You are still able to see or speak to any doctor of your choice.

















Monday�
8.00am – 6.30pm�
�
Tuesday�
8.00am – 6.30pm�
�
Wednesday�
8.00am – 6.30pm�
�
Thursday�
8.00am – 6.30pm�
�
Friday�
8.00am – 6.30pm�
�









West Essex Clinical Commissioning Group telephone number: 01992 566 140





Please log onto our website for further information about our services.











Evening & Weekend Appointments





We now offer evening and weekend GP and nurse appointments at this health centre.


To book an appointment, please call the surgery.





Telephone Advice





Doctors and Nurses are available for telephone advice when absolutely necessary, but clinicians cannot be disturbed during consultations. If you wish to request a telephone consultation you should contact our reception staff who will pass a message to the Doctor or Nurse.


The Doctor or Nurse will contact you at the end of the current surgery, usually between 12 noon and 1pm.





Texts


You will routinely receive texts regarding appointments and Health Check Reviews*


If you do not want to receive texts from us please let reception know.


Safeguarding & Protecting Service Users


We are committed to a best practice which safeguards adults, children and young people, irrespective of their background, and which recognises that a service user may be abused regardless of their age, gender, religious beliefs, racial origin or ethnic identity, culture, class, disability or sexual orientation.











Fees





Our fees and charges for non NHS work are displayed on our website or you can request a leaflet from our reception desk.








GP online services


For any patients wishing to access GP online services for booking appointments, requesting repeat prescriptions and accessing their records please ask for a form at reception.





Rest of the team





We work with many NHS community staff including District Nurses, Macmillan Care Nurses, Health Visitors, Midwives, Community Physiotherapists and Psychiatric Nurses.








Out of hours – NHS 111 Service





When the surgery is closed and you need medical help fast but if  it’s not a 999 emergency you can call 111. Calls to NHS 111 are free from landlines and mobile phones.





Primary Care Network


The Practice has joined Epping Forest North Primary Care Network. This consists of six practices in Waltham Abbey, Epping and Ongar. We will be working in collaboration with these practices to develop services across this locality.








Home visits





The Doctor will normally only visit house-bound, infirm and bedridden patients. These should be requested before 10.00am. Children should normally be brought to the surgery. This is in accordance with the current national guidelines.








Confidentiality





All staff are trained to work in complete confidence when dealing with your problems, passing messages, prescriptions and so on. At times callers may be asked to identify themselves so that we keep private information private. It is a legal requirement that confidentiality of patient’s records is maintained at the highest level by all staff.














Up to date patient details





We request that patients inform us of any change of name, address or telephone numbers so we can contact you from time to time. The practice sends text messages as reminders for pre-booked appointments and occasionally if a health review is due. If you wish to opt out of this please let us know.





Repeat prescriptions will be ready for collection from the surgery (or pharmacy if you have an arrangement in place) within two full working days


Patients wishing to collect their medication from Lloyds Market Square, Lloyds Sun Street or Glennons Chemist must ensure that the re-order slip shows this information otherwise the repeat prescription will be held at reception for collection by the patient.


To maintain patient confidentiality and to prevent prescriptions going into the wrong hands our staff may ask to see identification prior to handing out prescriptions. 


If you ask somebody else to collect a prescription on your behalf the surgery must have your consent.


Please do not be offended if any member of our staff refuses to hand out a prescription without the above measures having been taken.











Prescriptions





Practice staff are not allowed to accept requests for repeat prescriptions over the telephone as this is open to both error and prescription fraud.


Repeat prescriptions are produced by computer and when re-ordering you must ensure you use the repeat slip issued to you at the chemist when you collected your previous medication.








Patients who fail to attend their appointments on three occasions may be requested to explain their reasons for non-attendance. The practice reserves the right to remove patients from its list if satisfactory explanations are not received.








We try to make sure all emergencies are seen on the same day. If all the appointments have gone then the requests are triaged by the GP’s and they may decide to give an extra appointment as per clinical need.








Appointment policy





Advance Bookable Appointments:


Monday to Friday: 30 appointments available per day. Can be booked up to 4 weeks in advance.





Urgent & Other Routine Appointments:


Up to 50 appointments available each day.











