St Vincent Practice 

Patient Information Booklet
‘Traditional practice, modern medicine.’
How to contact us:-

St Vincent Practice
77 Thorne Road, Doncaster

DN1 2ET.  Tel: 01302 361318

Email:- donccg.77thorneroadreception@nhs.net
Website:- www.stvincentpractice.co.uk
Opening hours:- Monday 8am-6pm, Tuesday 8am-6pm, Wednesday 8am – 7.30pm, Thursday 7am-6pm, Friday 8am-6pm.

Hollybush Health Centre

Church Balk, Edenthorpe, Doncaster,

DN3 2PP.  Tel: 01302 890440

Email:- donccg.hollybushreception@nhs.net
Website:- www.stvincentpractice.co.uk
Opening hours:- Monday, Tuesday, Wednesday & Friday 8am-6pm, Thursday 7am – 6pm.

Evenings and weekends

For urgent advice and treatment when our practice is closed, please telephone the surgery. You will hear a recorded message then be transferred directly to the out of hours service.  The out of hours cover is commissioned for patients by NHS England.
Welcome to the St Vincent Practice
This leaflet is for existing patients and also those who are considering registering with the practice. It tells you about our services, how to access them and, provides some general information about how our practice operates.
Saint Vincent Practice is currently the largest general practice in the Doncaster area, we are one of 43 General Practices which make up the Doncaster Clinical Commissioning Group which covers a population of over 300,000 people.   The practice has operated from its main site, on Thorne Road, since the start of the NHS and opened a branch surgery in Edenthorpe in August 2000.  
Our Practice Aims:-
 

· To provide a high standard of medical care, to our practice population and create a partnership between patients and health professionals which ensures mutual respect and continuous learning and training

· Ensure high quality, safe and effective services and environment

· Act with integrity and confidentiality

· Be courteous, polite, approachable, friendly and accommodating

· We aim to treat all our patients promptly, courteously and in complete confidence

· To meet key targets

· To optimise performance against key targets and core standards

· To improve communication between the surgery and patients

· Treat all patients and staff with dignity, respect and honesty

· To guide our employees in accordance with diversity and equalities guidelines 

· To maintain, motivate and enhance performance of the work teams

· Through monitoring and auditing, continue to improve our healthcare services

If you live in our practice area (our practice covers the following postcode areas: DN1, DN2, DN3-1, DN3-2, DN3-3, DN4-5, DN4-6, DN4-7, DN4-8 and DN4-0) and would like to register with us, please complete one of our registration packs which are available from reception at 77 Thorne Road or Hollybush Health Centre. 
Care Quality Commission.

The practice was inspected by CQC in November 2016.  CQC inspections are based on 5 questions about Practices:-
1. Are they safe?

2. Are they effective?

3. Are they caring?

4. Are they responsive to people’s needs?

5. Are they well-led?
Practices are rated as outstanding, good, requires improvement or inadequate.
Saint Vincent Practice was rated as Good overall, with outstanding points.
Accessibility
Both of our sites are accessible by wheelchair users, Thorne Road has ramps to the front of the building and a lift to the relevant floors, Hollybush is on one level. Both sites have adapted toilet facilities with panic alarm cords.  Each site has reserved parking spaces for disabled patients.  
Portable hearing induction loops are available at both sites to enable the hard of hearing to have clearer conversations, all communal spaces and toilets have flashing lights linked to the fire alarm to alert deaf patients to any alarms.

Signage in the buildings is designed to be as clear as possible for the partially sighted and the patient call system, at Thorne Road, calls patients audibly as well as showing the details on screen.
The practice makes use of the ‘big word’ interpretation service in order to communicate with patients for whom English is not the first language, it is useful for us to know in advance if an interpreter is required so that reception can book a longer appointment and, if possible, know the language that is required.  Our patient check-in machine is available in many languages and we have information in different languages around the buildings, our website is also available in different languages. 

Our practice staff are all ‘Dementia Friends’ and have trained to help people with dementia.
Our practice is also Learning Disabilities Friendly, and we are a place of safety under the Safety in Doncaster Scheme.
The Practice Team
Our team consists of six GPs, three Advanced Nurse Practitioners, eight practice nurses and three health care assistants.   We also have a management team, and secretarial and admin support. 
Doctors. There are five doctors in our practice – you can see any of them at either site. 

Dr Kevin Brennan (M)

MB BS DCG DRCOG Qualified at Newcastle University – 1981 

Dr Peter R Donk (M) MD Qualified at Amsterdam University – 1985 

Dr Kabir Islam (M) MB BS BSc Qualified at Nottingham University – 1997

Dr Jaya Gupta (F) MB BS Kasturba Medical College Mangalor - 2001  

Dr Ziad Madlom (M) BSc MBChB MRCGP University of Manchester – 2009
Dr Abdalla Abouebeid (M) MB BCh University of Cairo - 2006
Named GPs.

All patients will be given a named doctor at the practice.  Having a named doctor will mean that they will:-

· Take the lead for ensuring that we offer you all the appropriate services we can.

· Work with relevant health and social care professionals where necessary for your care.

· Help to ensure that we recognise and respond to your physical and psychological needs.

· Ensure that you have access to a health check if you request one. 
Having a named doctor does not mean that they will:-

· Be available 24 hours a day

· That you will have personal access to the doctor throughout the working week

· That this will be the only doctor or clinician who will provide you with care. 

If you are over 75 you will be informed of your named GP by letter, for those under 75 ask any member of staff and they will inform you of your named GP. You do not have to see your named GP when you book an appointment.  You can, and should, feel free to choose to see any GP or nurse.
Advanced Nurse Practitioners – Based at Thorne Road - routine Nurse Practitioner appointments are available every weekday for common illnesses and other longstanding conditions, and can be booked up to a week in advance. 
Karen Thackray, Jackie Woodland and Julie Pyle are our three ANPs.  They are highly trained specialist nurses who have undertaken additional education in order to provide advanced nursing care and prescribe. 
They can provide treatment and advice for many problems for which you may have seen a doctor in the past. Their main areas of expertise are in the management of common illnesses and long term conditions. 

The ANPs can assess and examine you, make a diagnosis and provide advice and treatment including a prescription, if required. They can make referrals to hospital doctors or other health care professionals, and admit patients into hospital where necessary. 
Our Nursing Team – Treatment room services and chronic disease management are provided at both sites Monday to Friday, by appointment.

We currently have seven nurses on our multi-skilled team.  They provide a full treatment room service, including, dressings, injections, contraceptive checks and injections, ear syringing, cryotherapy, suture removal, diagnostic procedures such as ECGs, adult, child and travel vaccinations and immunisations, and screening procedures such as cervical cytology (smear tests).   The nurses also provide a range of chronic disease management clinics ensuring that those with conditions such as diabetes, asthma, coronary heart disease, chronic obstructive pulmonary disease etc. are regularly reviewed and their treatment optimised. 
Nursing Assistants – Appointments are Monday to Friday, by appointment.

Our 3 nursing assistants are fully trained to, take blood, assist with minor surgery, perform ECGs and 24 hour blood pressure testing, carry out some injections, such as B12 and flu and remove sutures.  They carry out new patient health checks, NHS health checks as well as providing supports to the clinical team.

Reception Team / Care Navigation. 
When you telephone the surgery you will notice that the receptionist will ask a few questions before booking you an appointment.  This is because they have all been trained to help direct patients to the most appropriate person/source to help them. 

The receptionist will start the call by asking for the name and date of birth of the patient.  They will then ask for a brief idea of the problem.  Using this information the receptionist will look at information they have available about services within the practice, other NHS providers and the wider care and support sector and, where appropriate, they may signpost you to one of these services.

Our 14 receptionists work shifts to cover the opening hours over both sites.  Both our receptions are open Monday to Friday 8am until 6pm. 
Secretarial and Admin Support.
We have two medical secretaries providing a full secretarial service to the practice; they are generally available between 9.30am and 4.30pm Monday to Friday. We have five admin staff supporting the clinical team in such ways as, scanning clinical letters on to the computer system, administering chronic disease clinics, and, administering the cervical cytology recall system, three of these staff members are also trained to cover in reception when necessary.

Management Team

Practice Manager - Mrs Lynne Neal is responsible for staffing and the day to day running of the practice.
Assistant Practice Manager – Mrs Ruth Parker is responsible for finance and the day to day running of the practice.
General Medical Services Manager – Miss Claire Loveday who is responsible for contract Administration and the day to day running of the practice.
Training Practice.

We are a training practice and have regular medical student placements in the practice.  If any patient does not wish a student to be present at their consultation they are welcome to tell reception.   We have a GP registrar in the practice A GP Registrar or GP trainee is a qualified doctor who is training to become a GP through a period of working and training in a practice. Dr Hodgson has spent  two years working in a hospital before coming to the practice to see patients, he is closely supervised by a senior GP trainer.
Chaperones. 
All patients are entitled to have a chaperone present for any consultation examination or procedure where required, a health care professional may also require a chaperone to be present during some consultations.  All our Nurses/HCAs/ and reception staff have undertaken chaperone training and you can request to have one present at any time.
Appointments.
Appointments can be made in a number of ways: 
· by telephone (Thorne Road 01302 361318, Hollybush 01302 890440)
· in person (at reception at either site)
· or using SystmOnline, our internet appointment and prescription service 
(Please note: you will need to register for SystmOnline with the surgery before you can make an appointment or order your prescription) 
You will be offered the first available appointment, wherever possible, with the doctor of your choice.  Most appointments are bookable up to one week in advance, we also have a number of appointments bookable up to four weeks in advance.

If the Doctor wants you to return on a specific date, they will give you an appointment card to take to reception who will book your appointment. Please remember that if you have multiple problems to discuss with the doctor, it may be necessary to book a longer appointment.
Doctor/Nurse Triage – Same day Appointments.
When you telephone the surgery requesting an urgent / same day appointment, home visit or advice, the receptionist will take all your details and pass these on to the doctor or practice nurse. The doctor/nurse will then call you back assess the problem and ensure the best outcome for you.

Please try to keep your phone line free while you are waiting for the doctor or nurse to call.
Non Attendance of Booked Appointments.
Non-attendance of appointments affects everybody; it costs the NHS an estimated 1 billion pounds a year.
If you are unable to keep your appointment, please let us know as soon as possible so that another patient can use it.
If you regularly do not attend for booked appointments you may be at risk of being removed from our list of patients.
Home Visits.
Our doctors typically see four patients at the practice in the time it takes to do a single home visit. For this reason, we ask our patients to come to the practice if at all possible. However, if you are too ill to get to the surgery and think you need a home visit it is very important to ring as soon as possible in the morning. 

The receptionist will ask you to describe the main symptoms and take a contact telephone number. These details will be passed to the triage doctor or nurse who will telephone you to discuss your problem and ensure the best outcome for you. 
Evenings and Weekends.

If you need a doctor, for urgent advice or treatment, when we are closed, please telephone either surgery site (361318 or 890440) You will hear a recorded message which will then transfer you directly to the Out Of Ours Service.
Emergencies

For life-threatening emergencies such as:

· Severe bleeding;
· Suspected stroke;

· Collapse or unconsciousness

· Severe chest pains……

……telephone 999 for an ambulance IMMEDIATELY

Repeat prescriptions

If you are on regular medication it may not be necessary to see the doctor when you need a further supply. In this case you can order your prescription by:-

· Using SystmOnline, our internet appointment and prescription service 

· Bringing your request slip into the surgery 

· Posting your request slip (if you want your prescription posted back to you please enclose a stamped, addressed envelope). 

· Telephoning the practice and leaving a message on the ansaphone. 

· E-mailing our reception (donccg.77thorneroadreception@nhs.net for 77 Thorne Road and donccg.hollybushreception@nhs.net for Hollybush Health Centre).

Please allow 48 hours for the prescription to be processed. At times it will be necessary to review your treatment and you will then be asked to make an appointment with the doctor. 

Please note: you will need to register for SystmOnline with the surgery before you can order your prescription. You need to collect an on-line registration form from reception. Once you have completed and returned this, you will be provided with a password.
We now use an Electronic Prescription Service for our patients. The service means that, if the service is right for you, you can change the way we send your prescription to your chosen chemist. EPS could save you time, both at the surgery and at the chemist and will give you more choice about where you collect medication from. If you would like further information on this service please see the leaflet in your pack, if you decide that EPS is something you are interested in please speak to your chosen chemist and complete the forms.
Hospitals Referrals

Wherever possible, routine hospital referral letters will be done within 5 days.  Any urgent referrals will be completed on the same day.

Decisions regarding your treatment, including the options open to you, will be explained and discussed with you before any referral is made.

Test Results
If telephoning for test results:-

· Please allow 5 working days for test results to come back (smear tests usually take about 3 weeks)
· Please telephone after 11am to obtain details of your test results (e.g. blood, urine)
· To ensure confidentiality and security, test results will only be given to the patient directly, unless alternative arrangements have been made in writing.
It is your responsibility, in all cases to find out the results of your tests.  If your returned result requires any action, however, we will make every effort to contact you so please ensure that we have your up to date contact details.  
The doctors check all results before the reception staff are able to give any information to you, staff will only be able to state that the result is normal or that you need to see a doctor.

Please do not expect the reception staff to relay any other information regarding test results.
Services Available At the Practice.

Asthma Reviews

Cardiac Reviews – This service is for people who currently have heart disease.  It offers advice about maintaining health and reducing the possibility of any further heart problems.  It is run by specially trained nurses and is by invitation only.

Child Health and Immunisation - All babies will be invited for vaccination from eight weeks old.  At your 8 week check your baby will see the doctor prior to having their vaccinations with the nurse.  Please telephone the surgery to make an appointment for an 8 week check when you receive your immunisation card through the post. Baby clinic is held on Thursday afternoons at 77 Thorne Road from 1.30pm-2.30pm and a Tuesday afternoon at Hollybush from 2pm-3pm.  Please note – the baby clinic is NOT for children who you feel are ill.  
COPD Reviews – Chronic Obstructive Pulmonary Disease (COPD) is a chronic lung condition encompassing diseases such as bronchitis and emphysema.  The Practice runs a specialised service to help patients with COPD.  Appointment is by invitation only.
Diabetic Reviews – This is for people who currently have diabetes.  It offers advice about maintaining health and reducing the possibility of any further diabetic problems.  It is run by specially trained nurses and is by invitation only.

Family Planning – The practice offers a full range of contraceptive services, please discuss your needs with the doctor, ANP or nurse.

Flu Vaccinations – An influenza vaccine is recommended for patients who are, over 65, those with heart, lung, or kidney disease, diabetics, the immuno- suppressed, residents of nursing homes, and carers.  Vaccinations will be available from September/October please contact reception to book an appointment.
Minor Surgery - Minor operations are done in our purpose built treatment room. Please discuss this with your doctor who will then arrange for you to be given an appointment.
Pneumonia Vaccinations – If you are aged 65 or over, you are strongly advised to have a pneumonia vaccination.  This can be done at any time of the year, please contact reception to book an appointment.

Vaccinations / Immunisations – We immunise against infectious diseases which can cause death and disability.  Immunisation such as pertussis, Hepatitis B etc. are given according to age or risk.  Please contact reception to book an appointment with nurse.
Travel Vaccinations – The travel clinic is run by nurses with special training in overseas health.  Patients who are planning to travel overseas, for any reason, should contact us at least 12 weeks beforehand to enquire about specific vaccine requirements.  Saint Vincent Practice is also a Yellow Fever Centre (there is a fee for the yellow fever service and it is also open to non-registered patients)

Smear Tests – Smear tests for women involve an examination of the cervix (neck of the womb) to check for changes which occur before cancer develops.  Women aged 25-64 who are registered with a GP will receive a letter inviting them to make an appointment, along with further information about cervical screening.

It is recommended that women between the ages of 25 to 49 have a smear every 3 years, those aged 50 to 64 every 5 years and those over 65 who have not been screened since they were aged 50 or, who have had abnormal tests.
Smear tests are usually done by the nurses, please contact reception to make an appointment for a test when you receive your invite letter.  If you're not sure when your next screening test should be, or if you have any questions about the NHS Cervical Screening Programme, ask your GP or practice nurse, or visit the NHS Choices Website.
Other Information.
Confidentiality.
Our practice is registered under the Data Protection Act and applies the strictest rules of confidentiality.  We will not disclose details about you or your health to anyone outside the health service without your written consent.  From time to time your details may be shared with other health organisations and personnel including hospitals and consultants to help us manage your health.  On occasions information may also be shared with the health service or social care managers to help ensure that we are providing the best of service to our patients.

All our staff are bound contractually to maintain Patient confidentiality and any proven breach of this will be treated extremely seriously.

Please see our website for more information on how we deal with your data.

Consent For Children’s 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 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.  Our practice protocol for enquiries is for young people of 13 or over to be treated as adults so our reception staff follows this as a first line response for retaining patient confidentiality.

Access to Patient Records
If you require access to your medical records ask at either site reception for an ‘Application to Access Medical Records’ form.   Complete the form, taking note of the fees payable, and return the form to Mrs Lynne Neal, Practice Manager (based at 77 Thorne Road, Doncaster, DN1 2ET) your request will be considered and you will be advised of the decision within 21 days, there is no facility for instant access.
Patient Participation Group 
Are you interested in having a say in how the practice is run? Our Patient Participation Group, which includes some, registered patients and various members of the practice team, meets approximately four times a year.  The purpose of the group is to have a say and make suggestions about how the practice works.  We are keen to make our group as diverse as possible, so please consider joining us.  If you are interested, please contact reception for details. 
Change of name/address/telephone number
It is very important that we have your most recent and correct details for our records.  The practice will only change your personal details, such as name, address or phone number, if you ask us to do so and complete the relevant forms or email us.  Please remember it is your responsibility to ensure we have the most up to date address and phone number for you.  Please note, if you move out of the practice area it will be necessary for you to register with a doctor at another Practice which covers that area.  Details of all Doncaster GPs and services are available on the NHS choices website, www.nhs.uk
Comments And Complaints.
Your Opinion Counts.

We welcome your views and constructive suggestions which will help us improve our service to you. To help you do this, there are ‘Your Opinion Counts’ forms in the waiting rooms and available from reception at both sites. (These forms are separate from the practice complaints procedure)

Friends and Family Test.
From 1st December 2014 we will be asking our patients for their opinion on our services, and whether or not they would recommend our practice to their friends and family if they needed similar care or treatment. 

We have a very short questionnaire for you to complete. It can be completed anonymously, but if you would like to receive feedback regarding your comments, please provide your contact details. 

These questionnaires are available in the waiting areas at both sites, from reception and via the website. Any comments will be discussed with the whole practice when they are received to help us maintain a high quality of service.
Complaints Procedure.
Our aim is to give you the highest possible standard of service and we try to deal swiftly with any problems that occur.

We operate a practice complaints procedure that meets national NHS criteria.

The practice complaints information leaflet gives details of the procedure and is available from reception at both sites.
If you wish to discuss any complaints or concerns please talk, or write to, Mrs Lynne Neal, our Practice Manager who is based at our Thorne Road Site.
Non-NHS Services

Some services provided are not covered under our contract with the NHS and therefore attract charges. Examples include the following:

· Medicals for pre-employment, sports and driving requirements (HGV, PSV etc.)

· Insurance claim forms

· Prescriptions for taking medication abroad

· Private sick notes

· Vaccination certificates

Please note that the partners of the Saint Vincent Practice DO NOT countersign passport applications.

The fees charged are based on the British Medical Association (BMA) suggested scales and our reception staff will be happy to advise you about them along with appointment availability. 
Sick Notes.
Under current legislation a Patient can “self-certificate” for the first 7 working days of any illness.  The self-certificate (Form SC2) is available from the DSS office, your employer, or our reception.  If your period of illness lasts longer than a week and you need a further note, please make an appointment with a doctor.
Zero Tolerance.
The Practice strongly supports 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 and may be allocated to a GP under a local scheme for dealing with violent patients. 
