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Welcome to Eastham Group Practice. We wish to thank you 
for registering with the Practice. The Partners and staff of our 
practice are committed to providing the highest level of patient 
care. 
 
This booklet contains information about the facilities and 
services at the Practice and we hope you will find it useful and 
keep it handy for reference. 
 
You can also gain updated information about the Practice 
from our website: www.easthamgrouppractice.co.uk 
 
Eastham Group Practice is a purpose built surgery with car 
parking facilities and disabled access.  We are an accredited 
teaching Practice and medical students and fully qualified 
doctors spend time with us gaining experience in general 
practice. 
 
We are a Partnership Practice and we have 7 Partners, 2 
Salaried GP, 5 Nurses, 2 Health Care Assistants and 20 
receptionists/administrative staff which includes our Practice 
Manager. 
 
Patients are free to consult with whichever doctor they 
choose, irrespective of the doctor with whom they are 
registered. 
 
The Practice is a member of Wirral Health Commissioning 
Consortium: www.whcc.nhs.uk  
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Ours Doctors: 
 
Dr Karalie Bush  (Senior Partner)  
Leicester 1984, M.B, ChB., D.G.M., M.R.C.G.P. 
 
Dr Michael Burke (Partner) 
Leicester 1983, M.B., ChB., D.C.H., M.R.C.G.P., Dip Primary Care 
Rheum. 
 
Dr Jane Piggot (Partner)  
Nottingham 1984, B.Med. Sci(Hons), B.M., B.S., D.R.C.C.O.G., 
M.R.C.G.P., Dip. P. Derm 
 
Dr Margaret Porteous (Partner) 
Edinburgh 1983, M.B., Ch.B., M.R.C.G.P. 
 
Dr Karen Cooke (Partner) 
Sheffield 1995, M.B., Ch.B., D.R.C.O.G., M.R.C.G.P. 
 
Dr Paula Cowan (Partner) 
Dublin 1995, M.B., Ch.B., LRCS&PI, D.R.C.O.G., D.F.F.P. 
 
Dr Sam Huddlestone (Partner) 
Sheffield 2003, M.B. Ch.B, M.R.C.G.P., Dip. Sports Medicine 
 
Dr Kelly Fleet (Salaried GP) 
Liverpool 2006, M.B. Ch. B, M.R.C.G.P., D.R.C.O.G. 
 
Dr Alison Hughes (Salaried GP) 
Leicester 2007, M.B. Ch.B (Hons) M.R.C.G.P. 
 
GP Registrars 
 
We are proud to be a training Practice. GP Registrars spend either 
6 or 12 months with the Practice. Our Registrars are fully qualified 
doctors usually with at least 4 years of experience in hospital 
medicine and who have chosen a career in general practice. As a 
patient you may choose, or be offered, an appointment with a GP 
Registrar. 
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Which Days are the Doctors in the Practice? 
 

 Morning  Afternoon  
Monday  Dr Bush 

Dr Burke 
Dr Pigott 
Dr Porteous (alt) 
Dr Cooke 
Dr Cowan 
Dr Fleet 
Dr Hughes 

Dr Burke 
Dr Pigott 
Dr Porteous 
Dr Cooke 
Dr Cowan 
Dr Fleet 
Dr Hughes 

Tuesday  Dr Bush 
Dr Burke 
Dr Pigott 
Dr Porteous  
Dr Cooke 
Dr Cowan 
Dr Huddlestone 
Dr Fleet 
Dr Hughes 

Dr Bush 
Dr Pigott 
Dr Cooke 
Dr Huddlestone 
Dr Fleet 
Dr Hughes 

Wednesday  Dr Burke 
Dr Cooke 
Dr Cowan 
Dr Huddlestone 
Dr Fleet 
Dr Williams 

Dr Burke 
Dr Porteous  
Dr Cowan 
Dr Huddlestone 
Dr Fleet 
Dr Williams 

Thursday  Dr Bush 
Dr Pigott 
Dr Porteous  
Dr Cooke 
Dr Huddlestone 
 

Dr Bush 
Dr Pigott 
Dr Porteous  
Dr Cooke 
Dr Huddlestone 
Dr Hughes 

Friday  Dr Bush 
Dr Burke 
Dr Porteous  
Dr Cowan 
Dr Huddlestone 
Dr Fleet 
Dr Hughes 

Dr Burke 
Dr Pigott 
Dr Porteous  
Dr Cowan 
Dr Huddlestone 
Dr Fleet 
Dr Hughes 
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We are aware that patients sometimes have difficulty in 
getting an appointment when a specific doctor is requested. 
The majority of our doctors do not work every day in the 
Practice as they may have other clinical commitments at the 
Hospitals in our region. This benefits the Practice as these 
GPs bring other levels of expertise for the benefit of our 
patients e.g. Dermatology (skin complaints) Ophthalmology 
(eye complaints) and Musculoskeletal (complaints affecting 
bones and joints). Our doctors also are involved with and 
attend meetings relating to the LMC (Local Medical 
Committee), the Community Trust who provide your 
community services including Nursing, Health Visiting, and 
Therapy services, the GP Commissioning Consortium, who 
commission services on behalf of all our patients (one of our 
GPs sits on the Board)   and Education establishments 
(Mersey Deanery/Liverpool University) with regard to the 
training of future General Practitioners. 
 
All our clinicians, including any locum doctors that we may 
employ, are highly skilled and have access to all your medical 
records, including history and medication. 
 
We endeavour to offer enough appointments each day to 
meet the demand but this means that if you need to be seen 
fairly quickly, then you may be unlikely to be seen by the 
doctor of your choice.  It is important therefore that you view 
all the Clinicians in the Practice as “your” medical team, 
working together to look after your health needs.  
 
This also includes our team of nurses who may be able to 
look after some of the things that you may currently see your 
doctor for, so please ask the reception staff to help you 
decide which clinician would best suit your needs. 
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Practice Team: 
 
Practice Manager:  Diane Moon 
Finance/IT Manager: Fiona McDermott 
Admin Manager:  Rachel Heath 
Reception Manager: Alison Clare 
Medicines Manager: Liz Parkes 
 
We also have 3 Secretaries, 5 Administrators and 10 
Receptionists 
 
 
Lead Nurse:   Sister Angela Dodds 
Nurses:   Karen Atkins 
    Sara Finnegan 
    Emma Ryder 
Health Care Assistants: Shirley Cable 
    Lynn Kelly 
 
Our Practice Nursing Team  consist of a range of multi-
skilled and highly motivated staff. The aim of the team is to 
provide the highest standard of nursing care which includes 
the promotion of heath and helping our patients manage their 
conditions. 
 
Our Nurses consult with patients in the same way as our 
doctors.  They are trained to deal with a wide range of both 
acute and chronic problems. They are qualified to advise and 
treat many minor conditions.  When booking an appointment 
with a nurse our reception staff may ask you the reason for 
the appointment in order to determine how much time to 
allocate. 
 
Our Health Care Assistants  have undergone training to 
enable them to undertake a wide range of duties including:  
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taking bloods, blood pressure monitoring, ear syringing and 
ECGs.  
 
Our Practice Manager , Diane, is in charge of the day-to-day 
organisation and administration of the Practice and premises. 
If you wish to make enquiries about administration or non-
medical aspects of your health or treatment she can be 
contacted by telephoning the practice on 0151 327 1391.  
She is also available to discuss any feedback that you may 
wish to offer about our services 
  
Our Reception and Admin staff  are specially trained to help 
you and assist in making routine and emergency 
appointments to see one of our healthcare professionals. 
They can also answer your various requests and queries.  
When telephoning they may ask for a few details.  The 
doctors have asked them to make these enquiries so that 
they can help you in the most appropriate way as quickly as 
possible.  All our staff have undertaken special training and 
are bound by the same strict rules of confidentiality as the 
doctors and nurses. 
 
Our Secretaries  deal with all the letters dictated by the 
doctors concerning NHS or private referrals. Please note that 
if you decide to be seen privately you would need to arrange 
your own appointment and collect your referral letter from our 
reception desk.  We operate the “Choose and Book” system, 
which aims to provide you with a consultant appointment at a 
time and place best, suited to your needs. If you have any 
queries about a referral you would need to contact our 
Secretaries on 0151 327 9702.  
 
Our District Nurses  are available for those who need nursing 
assistance in their own home. They are based at Eastham 
Clinic and their contact number is: 0151 327 3061 
 
The Health Visitors  are based at Bridle Road Clinic Their 
contact number is: 0151 327 2411. Health visitors are 
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qualified nurses and have additional training in child health 
and development. They will monitor your child’s growth and 
development, answer any child health queries and help 
mothers to cope with children under five. They can also 
advise on hygiene, safety, feeding and sleeping.   They can 
provide you with help and information regarding emotional 
problems, relationship difficulties, family planning and health 
problems 
 
The Midwives  care for and support pregnant women, their 
partners and new babies before, during and after birth.  The 
Community Midwife has two antenatal clinics in the Practice 
on a Tuesday afternoon and Friday morning. Antenatal 
appointments can be made by ringing 0151 327 1391. 
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Access to the Surgery  
 
Practice Opening Hours: 
 
Monday  8.30 a.m. - 8.30 p.m.*  
Tuesday  8.30 a.m. - 6.00 p.m. 
Wednesday  8.30 a.m. - 6.00 p.m. 
Thursday  8.30 a.m. - 6.00 p.m. 
Friday   8.30 a.m. - 6.00 p.m. 
Saturday  8.30 a.m. - 12.30 p.m.* 
 
* We are open Monday evenings and Saturday mornings for 
our extended hours service.  Appointments for these sessions 
can be booked in advance. 
 
Appointments 

 
You can make appointments by telephoning or calling into the 
surgery.  There are 4 telephone lines (0151 327 1391) which 
open from 8.00 a.m. – 6.00 p.m . Monday-Friday. We offer 
appointments on the day as well as pre-bookable 
appointments for up to 4 weeks in advance. 
 
Between 6 p.m. and 6.30 p.m. Monday –Friday, a  Doctor can 
be contacted for urgent care and advice only on 
07806954715.  For urgent care and advice after 6.30 p.m. – 
8.00 a.m. you would need to contact GP Out of Hours on 
0151 678 8496.  
 
As a Training Practice consultations are sometimes videoed 
for training purposes. You will be notified beforehand if this is 
the case and will be asked to sign a consent form. The 
recording will only take place if you agree to this, there is no 
obligation for you to do so. 
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We also teach 1st, 2nd , 4th and 5th year medical students and 
Graduates . You will occasionally be asked whether you are 
willing to see your doctor in the presence of a student. Again 
you are free to refuse. 
 
Book on the day appointments: 
 
These are usually for more urgent matters that cannot wait 
until a routine appointment. We cannot guarantee that you will 
be able to see the doctor of your choice, although we will try 
and accommodate your request. If you would prefer a 
telephone consultation with the doctor, rather than seeing a 
doctor face to face, please make the receptionist aware of this 
at the time of your call. The receptionist will take your 
telephone number and a doctor will ring you back. 
 
Pre-bookable/Routine appointments: 
 
These are for non-urgent matters and for patients who prefer 
to have continuity by seeing the doctor who has been looking 
after an going problem.  These can be pre-booked up to 4 
weeks in advance if available. 
 
You may be asked by the doctor to arrange for a telephone 
consultation to discuss your results or medication.  This type 
of appointment may be available on the day or can be pre-
booked in advance 
 
Telephone Consultations: 
 
If all the “book on the day” face-to-face appointments have 
been filled, and you feel that you are unable to wait until 
another day, you may be offered a telephone consultation 
with one of the doctors.  The receptionist will take your 
telephone number and a doctor will ring you back. The doctor 
will either offer advice or give you an appointment to be seen  
later in the day, whichever he or she feels is appropriate. 
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The surgery has a simple to use self check-in touch screen. 
This enables patients to check themselves into our 
appointments system. Should you feel uncomfortable using 
this system, you can obtain help or book in with our Reception 
staff in the traditional manner. 
 
Home Visits: 
 
Home visits should only be requested for those who are 
unable to come to the surgery because of serious illness or 
infirmity.  They should be requested before 11.00 a.m. if at all 
possible.  The benefits of being seen in the surgery are that 
we have access to more information about your condition and 
have the equipment on hand to undertake a variety of tests. 
 
Golden Rules for Appointments: 
 
• If you decide that your appointment is no longer 

needed, please ring up and cancel so that someone 
else can have the appointment instead. 

• An appointment is for one person only; if a family 
member attends with you and needs to consult the 
doctor a separate appointment is required. 

• If you have several different problems to discuss, 
please make a longer appointment or separate 
appointments. Your doctor has only 10 minutes for 
each routine consultation. 

• If you are more than 10 minutes late for your 
appointment you MAY be asked to rebook 
 

We offer over 1000 appointments per week and of these 5% 
are wasted because patients do not attend.  All non-attenders 
are monitored. If you non-attend on a regular basis, you may 
be removed from the Practice list. 
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When the Surgery is closed: 
 
The Practice does close occasionally for mandatory training 
sessions.  On these occasions we put notices up around the 
surgery in advance to notify our patients and in the event of 
an emergency you will be directed to the GP Out of Hours 
service. 
 
Practice patients who have urgent medical problems that will 
not wait until normal working hours should ring the Wirral GP 
Out of Hours Service on 0151 678 8496.  This service is 
available to patients after 6.30 p.m.  – 8 a.m. Monday – 
Friday, 24 hours weekends and on Public Holidays. 
 
The GP Out of Hours Service , after taking a full history, will 
either: 
• Give advice on the telephone 
• Arrange to assess the patient either in their home or at 

a GP base 
• Admit the patient directly to hospital 

 
The GP Out of Hours service is provided by NHS Wirral and 
any queries, comments or complaints should be directed to 
them. 
 
For assessment, treatment and advice for minor injuries and 
illnesses you should visit your local Walk-In Centre/Minor 
Injuries Clinic.  These are nurse-led facilities that provide 
treatment for a range of minor ailments including: infection 
and rashes, emergency contraception and advice, burns and 
strains, coughs, colds and flu-like symptoms, sore throats and 
earache, bites and stings, minor cuts and wounds (wound 
care and dressings), skin complaints (rashes, sunburn, 
headlice), stomach ache, vomiting and diarrhoea, women’s 
and men’s health problems.  Suturing and treatment of joint 
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and muscle injuries are services available at the Victoria 
Central Minor Injuries Unit. 
 
Patients requiring primary care services at weekends and 
evenings for both routine and urgent problems can attend the 
All Day Health Centre . Services here are provided by 
Doctors, Practice Nurses and Nurse Practitioners. Doctors 
and Practice Nurse appointments must be pre-booked but 
there is a drop in to the Nurse Practitioner service. Where 
necessary the Nurse Practitioner will refer a patient to a 
Doctor for further assessment/treatment.  Details of these 
services are listed below: 
 

Victoria Central, Wallasey 
(with x ray facilities) 
Minor Injuries Unit & Walk In Centre 

8 a.m. – 10 p.m.   
Monday -Friday, Weekends 
and Bank Hols 

Eastham Clinic, Eastham Rake 
Walk In Centre 

2 p.m. – 10 p.m.  
Monday -Friday 
9 a.m – 5 p.m.   
Weekends and Bank Holidays 

All Day Health Centre – you can book 
an appointment with a doctor  
0151 201 4188 

8 a.m. – 10 p.m.  
7 days a week 

Miriam Medical Practice, Birkenhead 
Medical Building 
Minor Injuries Clinic 
0151 652 6077 

12 p.m. – 8 p.m.   
Monday-Thursday 
12 p.m. – 6.30 p.m.   
Friday 

Parkfield Medical Centre 
Minor Injuries Clinic 
0151 644 6665 

12 p.m – 8 p.m.   
Monday –Thursday 
12 p.m – 6 p.m.   
Friday 

Emergencies: 
 

For life-threatening emergencies such as: 
• Severe Bleeding/Serious Injury 
• Collapse or Unconsciousness 
• Severe Chest Pains 
 

Telephone 999 for an ambulance IMMEDIATELY 
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Prescriptions: 
 
Patients on regular medication will require repeat 
prescriptions. There are many options to order your repeat 
prescription: 
 
• Tick the appropriate medication on your computer slip 

and hand it in or send to the practice 
• Fax a request on 0151 327 8670 
• Via our website www.easthamgrouppractice.co.uk 

 
Please not that it can take some time to update your 
medication information if this has been recommended by 
attendance at another clinic or hospital. If you are given a 
medication slip or discharge note from elsewhere, please 
bring this to the surgery as soon as possible so that we can 
update your medication without delay. 
 
We cannot accept requests for prescriptions over the 
telephone. 
 
Please ensure that you allow 2 working days  for repeat 
prescriptions to be produced.  
 
Sick Notes   
 
Under current legislation a Patient can “self certificate” for the 
first 7 working days of any illness. The self certificate (SC2) is 
available from the Practice or from the DSS website. We do 
not normally issue doctors certificates for the first week.  After 
the first week, if you require a Statement of Fitness for Work 
(Fit Note) this can only be issued if the doctor is aware of your 
illness or the Practice has received a letter from a hospital. 
The surgery requires 2 working days  to produce a Fit Note. 
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If you require a sickness certificate for insurance or other  
purposes a fee is payable – details of all non-NHS fees are 
detailed later in this booklet. 
 
Test Results: 
 
It is the responsibility of the patient to obtain the results of any 
test you may have had arranged by the GP or nurse. Please 
allow 5-10 days for the results to be returned to the surgery.  
The Practice has a dedicated Results Line (0151 327 9700) 
which is available weekdays, 12 noon – 5 p.m. For 
confidentiality reasons test results will only  be given to the 
person to whom they relate unless we have received prior 
written consent. 
 
New Patients: 
 
We welcome new patients provided they live in the Practice 
area. To register you will need to complete a registration 
document that can be obtained either from our Reception or 
online www.easthamgrouppractice.co.uk You will need to 
undergo a New Patient health check which can be arranged 
at Reception. Two forms of identification will be required, this 
would normally be in the form of photo identification (such as 
a passport or driving licence), the other, to prove where you 
live, should be a utility bill or bank statement.   
 
We do not exclude patients from the Practice on grounds of 
age, sex, colour, race, nationality, ethnic or national origin or 
disability, sexual orientation, religion or religious or 
philosophical belief or medical condition. 
 
Carer’s Register: 
 
The Practice has a Carer’s register for people who care for a 
relative/friend. Carer’s information is available from our 
Reception Staff and there is Carer’s information in the Waiting 
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Room.  The Practice has key workers who can be contacted 
via Reception. 

 
Patient Participation Group (PPG) 
 
The PPG are a group of patients who represent the 11,600+ 
patients who are registered at the practice.  They meet 
monthly to discuss and review the services offered by the 
Practice to ensure that these services meet the needs and 
expectations of the patients, their families and carers. 

 
Throughout the year this dedicated group of volunteers seek 
views and comments from patients, including a Speedy 
Survey, which is undertaken annually.  If you wish to contact 
the PPG you can email them at: 
egp.patientsforum@yahoo.co.uk or by dropping a note into 
their suggestion box in the waiting room.  If you wish to 
receive information from the Patient Group please register 
your email address with them. Further details can also be 
obtained from the website: www.easthamgrouppractice.co.uk 
 
Or join the PPG on their blog  or Facebook Page for the latest   
Patient News and Views 
 
                           GOOGLE – Eastham PPG 
 
 
 
 
 
The Blog  and Facebook Page  have been kept very simple 
so that anyone, including first time visitors, can find their way 
around them and get the latest Patient News and Views .  At 
the same time they have been designed to appeal to the 
experienced PC or mobile blogger, time restricted worker, 
busy parent, and IT savvy youngster.  You will find the latest 
up to the minute news and comments; or if you are into social 
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media  you can choose to: follow their blog; subscribe to their 
news feed; or keep in touch by liking their Facebook page etc. 
 
Those with a little more time to spare will find: a full guide to 
Eastham Group Practice in the Frequently Asked Questions  
section; mini e-surveys  to take part in; can leave their own 
comments; or just browse what’s on other peoples’ minds at 
the moment. 
 
 
Services and Clinics  
 
We offer a large number of clinics and services, please ask at 
reception for days and times, further details are also available 
on our website www.easthamgrouppractice.co.uk 
 

Antenatal/Midwife Tuesday p.m. Friday a.m. 
Asthma Monday p.m. Friday am. 
Baby Clinic including vaccinations Tuesday p.m. Friday a.m. 
Blood clinics Monday - Thursday 
Cervical Smear/Well Women Mon, Thursday p.m. 
Citizens Advice Wednesday a.m. 
Chronic Heart Disease Monday, Tues p.m. 
Contraceptive/sexual health 
including Coil fitting. Treatment of 
other gynaecological conditions 

Thursday p.m. 

Chronic Obstructive Pulmonary 
Disease 

Mon, Tues, Weds p.m. 
Friday 

Dermatology (Skin) Clinic Monthly 
Diabetes Monday a.m. & pm. , Thurs, 

Friday a.m. 
Blood clinics Mon, Weds, 
Friday a.m 

Ear syringing Daily  
ECGs Daily  
Elderly Person Health Check 
including housebound 

Mon,Weds,Thurs, Fri p.m. 

Eye Clinics Monthly 
Flu Vaccinations September/Oct/November 
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Healthy Heart Checks Tues a.m. Fri p.m. Monday 
& Saturday extended hours 

Hearing tests Monday p.m. 
Heart Clinics Monday all day, Weds a.m. 
Joint Injections Tues-Friday (Drs Burke and 

Huddlestone) 
Medical Examinations for 
employment, off-shore, 
engineering, HGV, taxis etc. 

Mainly Tuesday and 
Wednesday 

Minor Surgery Daily 
New Patient Checks Daily and Monday evening 

and Saturday morning 
(Nurse) 

Ophthalmology (Eyes) Clinic Monthly 
Physiotherapy Weds am. and all day 

Thursday 
Rheumatology Weds a.m. 
Smears Mon, Weds, Thurs p.m. 
Smoking Cessation Mon, Tues, Weds, Thurs 

pm 
Travel Vaccinations As and when required 
Warfarin Monitoring Tues a.m. Thurs all day 
Wart Clinics Six weekly 
Wound dressings/suture removal Daily 

 
 
General Notices 
 
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 
everyone is of paramount importance. 
 
All patients are entitled to have a chaperone present for any 
consultation, examination or procedure where they feel one is 
required.   
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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 a chaperone present for your consultation 
please mention this to our Reception staff or to the doctor at 
your consultation, and this will be arranged. 
 
 
Change in Personal Details 
 
Please inform our 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 practice catchment 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. 
 
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. Confidentiality also 
extends to patients’ family members.  Medical information 
relating to you will not be divulged to a family member or 
anyone else, without your written consent. 
 
You have a right to know what information we hold about you 
(Freedom of Information Act 2000). The Practice must 
respond to requests about information it holds, however the 
request has to satisfy a number of conditions. For further 
information contact the Practice Manager or visit 
www.wirralhealth.org.uk/foi 
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Comments, Suggestions and Feedback 
 
We welcome your views and constructive feedback and 
suggestions which will help us improve our services to you. 
Written feedback/comments can be handed in at Reception, 
via our website or by emailing the practice on: 
wir-pct.easthamgrouppractice@nhs.net.  
 
If you wish to make a complaint about the service you have 
received from any of the staff working at this Practice please 
let us know.   
 
We operate a Practice Complaints Procedure as part of the 
NHS system for dealing with complaints.  Our procedure 
meets the National criteria: 
 
If you feel that you need to complain… 
 
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.  

Diane Moon, our 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.  
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You can make your complaint: 

In person – ask to speak to Our Practice Manager – Diane 
Moon on 0151 327 1391 

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 Diane 
Moon - Practice Manager, as soon as possible or alternatively 
email diane.moon@nhs.net 

 

What we shall do  

Our complaints procedure is designed to make sure that we 
settle any complaints as quickly as possible.  

We will acknowledge your complaint within 3 working days 
and aim to have looked into your complaint within 7 working 
days of the date when you raised it with us.  We will then be 
in a position to offer you an explanation, or a meeting with the 
people involved. 

When we look into your complaint, we shall aim to: · 

• Find out what happened and what may have gone 
wrong  

• Make it possible for you to discuss the problem with 
those concerned, if you would like this  

• Make sure you receive appropriate feedback 

• Identify what we can do to make sure the problem 
doesn’t happen again by including each complaint 
in our internal Significant Event Procedure. 

• At the end of the investigation your complaint will be 
discussed with you in detail, either in person or in 
writing. 
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Complaining on behalf of someone else 

Please note that we keep strictly to the rules of medical 
confidentiality.  If you are complaining on behalf of someone 
else, we have to know that you have his or her permission to 
do so. 

A note signed by the person concerned will be needed, 
unless they are incapable (because of illness) of providing 
this. 

What you can do next 

We hope that, if you have a problem, you will use our practice 
complaints procedure.  We believe that this will give us the 
best chance of putting right whatever has gone wrong and the 
opportunity to improve our practice.  

However, this does not affect your right to approach the local 
Primary Care Trust if you feel you cannot raise your complaint 
with us or you are dissatisfied with the way we are dealing 
with your complaint. The Patient Advice and Liaison Service 
(PALS) which is a confidential advice and support service 
provided by our local PCT (Primary Care Trust) which aims to 
help patients sort out any concerns they may have about  the 
service they receive. 

The Contact details for PALS:  

Opening Hours 

9.00 - 4.30  Mon - Weds, 8.30 - 4.00 Thursday - Friday 

Postal Address: 

Wired, Unit 7, Wirral Business Park, Arrowebrook Road, 
Upton, Wirral CH49 1SX 

Freephone: 0800 0851547  

Email: haveyoursay@wirralpct.nhs.uk   

Text: 07781472493  
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Website: www.wirralpct.nhs.uk    

Freepost, Have Your Say 

Health Ombudsman 

Helpline: 0345 015 4033  
The helpline is open 8.30am to 5.30pm Monday to Friday, 
excluding public holidays: Fax: 0300 061 4000  
Email: phso.enquiries@ombudsman.org.uk 
Website: www.ombudsman.org.uk 
 
 
Access to Services by People with Disabilities 
 
The Practice hopes that our disabled patients can easily 
access our facilities: 
 
• There are designated parking spaces in the car park. 
• We have a wheelchair available for those with difficulty 

in walking, this can be obtained through our Reception 
staff by preferably notifying our staff in advance so that 
we can assist you into the building.  

• Treatment rooms located on the first floor are 
accessible by using the lift 

• There are toilet facilities for the disabled in the ground 
floor waiting room 
 

If you experience any problems, please speak to our 
Reception staff who will do their utmost to assist you. 
 
Other facilities: 
 
We have: 
• A room available for nappy changing 
• A room available for breast feeding (on request) 
• A room to discuss matter in private (on request) 
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• A comfortable waiting area (our Practice is cleaned 
and checked every day) 

 
In keeping with our commitment to providing the best possible 
service to all our patients, we have CCTV installed which we 
hope will provide assurance to patients and staff that safety 
and security are high on our agenda. 
 
We uphold our policy that all consultations are private and 
confidential therefore please be assured that no monitors 
have been installed in any of the consulting rooms. 
 
A car park is provided for patients who are visiting the 
surgery, with designated parking spaces for the use of 
disabled patients.  Please park only in the spaces provided 
and ensure that you are not blocking the exit of a doctor who 
may be called out in an emergency.  Please note that no 
responsibility can be accepted by the Practice for damage 
caused to any vehicle using the car park. 
 
If you require an Interpreter  this can be organised, please 
make the receptionist aware of this need when booking your 
appointment. 
 
We provide a Temporary Patient service for anyone staying 
within our Practice area (e.g. whilst staying with a relative, on 
holiday etc.)  Just call into the surgery, obtain a Temporary 
Resident Form from our reception staff, return it to us 
completed and we will be happy to assist you. 
 
The Practice is committed to providing relevant information to 
people who use it’s services and the following methods will be 
used to provide this information: 
 
• During their consultation 
• Information leaflets 
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• Posters/Information boards displayed in communal 
areas 

• Practice booklet/leaflet 
• Patient waiting area screen/display board 
• Practice website  
• Practice newsletter 

 
If you require information on a specific topic and are unable to 
find it, please ask our Reception staff who will do their utmost 
to help you. 
 
Our Responsibilities to you: 
 
• You will be treated with dignity, courtesy and respect 

by all Practice personnel 
• If you feel that you need an urgent consultation, this 

will be available on the same day 
• Able to have a chaperone present for your consultation 

if you so wish 
• We aim to see 80% of patients within 20 mins of their 

appointment time, if you have waited longer than this 
please ask our Reception staff for an explanation 
alternatively you will be advised of this via our LED 
display 

• We aim to answer the phone within 6 rings 
• Requests for repeat prescriptions and sick notes will be 

dealt with within 48 hours 
• All comments and suggestions about the service are 

welcome 
• If you have a complaint, please speak to a member of 

staff or the Practice Manager. Your complaint will be 
dealt with within a professional and efficient manner 

• Be compliant with the Data Protection Act, if you 
require further information about this please consult 
our website or contact the Practice Manager 

• Make the Practice as accessible as possible. If you 
have any difficulties, please let our Reception staff 
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know so that we can enable you to fully use our 
services. 

 
 
Your Responsibility to us: 
 
• Keep appointments as arranged, or, if unable to, 

contact the surgery to cancel 
• Respect race, gender and disability of staff and fellow 

patients 
• Be polite and courteous at all times to all staff and 

other patients 
• Make a separate appointment for each patient to be 

seen. This allows the doctor enough time to treat each 
patient with the time that they deserve. 

• Make a longer appointment if you feel this is needed 
and make separate appointments for different 
complaints . Please remember your doctor has only 10 
minutes for each routine consultation. 

• While we strive to meet the standards in our patient 
charter, we will also need your help to achieve this by 
following the actions given by your clinician and taking 
the correct medications promptly. 
 

We operate a zero tolerance policy .  We will treat our 
Patients with respect, courtesy and will not discriminate 
against them in any way on the grounds of sex, age, colour, 
race, nationality, ethnic or national origin, disability, sexual 
orientation, social class, appearance, medical condition, need 
for specific treatments, religion, philosophical belief or 
relationship to a patient already removed from the list. 
 
Physical violence and verbal abuse is a growing concern. 
GPs, Practice 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.   
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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. If you are at risk from removal we will provide 
you with a written warning, detailing the reasons for this, this 
has to take place within a 12 month period prior to the date of 
the requested removal. Exceptions to this are if your removal 
relates to a change of address, if a GP has reasonable 
grounds for believing that issuing such a warning would be 
harmful to the physical or mental health of a patient, or would 
put at risk the safety of members of staff or patients and 
public at the Practice; or where, in the GP’s opinion, it would 
“not otherwise be reasonable or practical” to give such a 
warning. 
 
In extreme cases we may summon the Police to remove 
offenders from the Practice premises. 
 
 
Non-NHS Services/Items 
 
Patients should be aware that fees may be charged for 
services not covered by the NHS (e.g. private certificates, 
certain immunisations, reports supporting private health 
insurance claims and other non-NHS medical reports) 
 
The British Medical Association (BMA) recommends the fee 
scale and details of our fees are shown below (prices correct 
at time of printing): 
 

Full Medical Examination and Report 

Taxi  

Sea Farers and Off-Shore 

(+Hearing Test £30, ECG £30, Drug & Alcohol £60, Blood Tests 
cost dependent on test) 

Other Employment Medicals incl HGV/PSV 

 

£ 80 

£ 80 

 

 

£ 104.70 
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Supplementary Reports £ 25 

Accident and Sickness Insurance Medicals 

Medical examination 

Report no examination  

Extract from records 

 

£157.05 

£ 78.20 

£ 40 

Solicitor DPA Access to Records £ 50 

Holiday Cancellation Certificates £ 16.50 

Driving Licence Countersignature £ 15 

Passport Countersignature £ 15 

Fitness to Travel with examination £ 25 

Fitness to Travel (certificate only) £ 20 

Yellow Fever vaccination £ 45 

Vaccination Certificate £ 15 

Private Sick Note £ 15 

Private Prescription £ 15 

Health Club/Gym Fitness £ 25 

Health Club/Gym Cancellation letter £ 25 

Personal letter £ 25 

Data Protection Act, Access to computerised records 

Data Protection Act, Access to paper records 

Data Protection Act, Access to and copies of any part of a record 
(computer or paper based) 

£ 10 (on-site) 

 £10 (on-site) 

£ 10 access 
fee + £15 per 
hour to copy 
up to 
maximum 
payment of 
£50 

Adoption/Fostering Report dependent on what is requested £ 25 - £100 

Fitness to Drive Report 

Fitness to Drive Consultation and Report 

£ 26.20 

£ 52.35 

Childminder Ofsted Health Form £ 87.50 

Seatbelt Exemption Permanent 

Seatbelt Exemption – 3 months 

£ 104.70 

£  26.20 
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This Patient Information Booklet has been compiled in 
collaboration with the Practice’s  Patient Participation Group 

to whom we thank for their valuable input and ongoing 
support 
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