	Comments or Complaints

We welcome helpful suggestions and operate a practice complaints procedure for dealing with Health Service complaints.  Our procedure meets agreed criteria set for all of the Health and Personal Social Services.

Our Practice Manager Mrs J Russell will give you further information if required and welcome any comments on our service.  

Information

The practice is subject to a range of legislation covering the information that we collect about our patients.  Confidentiality is very important and all the doctors and staff work to strict guidelines to ensure that information about patients is kept securely in the practice.

However, there are times when properly authorised people outside the Practice have access to our medical records.   These include the following: - 
The Health & Social Care Board and the Business Services Organisation who, as part of their probity work, occasionally check records against claims made for payment for the provision of services.  The practice is subject to the following legislation, which tells us what our responsibilities are relating to the data we hold on patients, and what rights patients and other interested parties have to access that information: - Data Protection Act 1988 and Freedom of Information Act 2000.

The Practice adheres to the requirements of the Medicines Act for the storage, prescribing, dispensing, recording and disposal of drugs including controlled drugs.

If you would like more information about how the Practice complies with legislation, please put your request in writing to the Practice Manager.

Services
We provide all the essential services and many of the additional services detailed in the GMS Contract.  We work within the Quality and Outcomes Framework, which directs us towards evidence, based treatment and high standards of care and management.  Where possible, we also try to provide additional services for our patients and to respond to public health requests.  Where we are unable to provide additional services it is the responsibility of the Health and Social Care Board to ensure adequate service provision for our patients.  The Health & Social Services Board can be contacted at 12/22 Linenhall Street, Belfast, BT2 8BS.  Tel: 028 9032 1313.
Car Parking  /  Access

There is a large car park adjacent to the Health Centre, which has spaces for disabled drivers.  The Health Centre has a limited number of disabled driver’s spaces available. The Health Centre has suitable access for all disabled patients.  Level 2 can be reached either by stairs or lifts.

Practice Area

Approximately 4.5 miles from Lisburn Health Centre, depending on practice boundaries. Patients who move outside our practice area should re-register with a doctor who covers their new address.

Practice Fees

Requests for private forms/reports/letters etc. may incur a practice fee.  Details can be obtained from reception.   Please allow 72 hours for collection.
Change of Personal Details

Please let us know if any of your personal details change such as name, address, landline telephone number, mobile number, marital status, etc, to enable us to keep our records up to date.
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     Telephone Advice with Doctor

     We provide a daily telephone triage service with routine calls logged from 8.30am each day.  We can
     only accommodate a limited number of routine requests each day. Urgent calls will be given priority

     and allocated to a member of the clinical team.
    Face to face Appointments

     Will be booked after a telephone consultation with the doctor.

    It is very important that you update your mobile telephone number with reception.
     Repeat Prescriptions

     You can order your repeat prescriptions 24 hours a day, 7 days a week, on our repeat prescribing

     line 028 92 626451 or through our web site.  Please allow TWO working days before collecting your 

     Prescription.   Prescriptions from hospital letters will be ready the following day.
      We would like remind everyone that we have a zero tolerance policy regarding any
      threatening or abusive behaviour towards our staff.


	Appointments

Will be booked by GP after a telephone call.  (Excluding Wednesday afternoon).  Normal appointments are for 10 minutes and cannot accommodate two people unless agreed by the Doctor.  Appointments are available both morning & afternoon. Video consultations maybe used when appropriate to contact patient’s.  Text messages also may be used to update patients.
New Patients are welcome from our catchment area.  We are committed to providing you with the best service possible.  You will be treated with respect as an individual, irrespective of ethnic origin, age, religious beliefs, personal attributes or the nature of your health problems.  

To register with the practice, please call at reception bringing your signed medical card if possible.   Patients are registered with the Practice rather than an individual doctor.  When making an appointment you can express a preference for a particular doctor.  If your specified doctor is fully booked or unavailable due to absence, this will be explained to you and you will be offered an appointment with one of the other doctors.

Occasionally, we may have a trainee doctor, who may be present during your consultation, if you are not comfortable with this, you can ask for them to leave.

Interpreter services are available for patients whose first language is not English and for patients who have a hearing impairment please advise reception at the time of booking your appointment.

Please help us to help you.  If you are unable to attend your appointment, please let us know as soon as possible, so we can offer it to another patient.

Emergencies / Urgent Problems

The first available doctor will see/speak to patients regarding urgent problems on the same day.  Please use this service with consideration.  Try not to ask the doctor about problems which are unrelated or can wait.

Sickness Certificate 

The first week of any illness requires a self-certification (SC2 Form).  This Form can be obtained from  Reception or Bow House, Bow Street, Lisburn or can be  can be downloaded from www.hmrc. gov.uk/forms/sc2.  If your illness lasts longer than one week please contact reception by telephone.
Violent and Abusive Behaviour 

The Practice is committed to ensuring that our staff treats our patients with dignity and courtesy at all times.  We expect our patients to treat staff in the same manner.  We support the NHS zero tolerance policy with regard to violent and abusive behaviour and the Practice has the right to remove violent patients from the list with immediate effect in order to safeguard practice staff, patients and others.

Out of Hours

Lagandoc the local out of hours provider looks after the urgent needs of patients from 6.00 pm to 8.30 am weekdays, 24 hours at weekends and Bank Holidays.  To access this service please telephone
028 9260 2204. The Lagan Doc on call service will pass your message to the duty doctor.  The doctor will either give advice by telephone, arrange to see you in the out of hours centre at Lagan Valley Hospital or, if appropriate, visit you at home. Please use this service only if your problem cannot wait until the next normal surgery.

Other Services available within the Lisburn Primary & Community Care Centre
Social Services, Community Psychiatric Nursing, Addictions Clinic, Occupational Therapy, Orthoptic Clinic, Physiotherapy, Podiatry and Speech therapy.

	   Services available: 

   Asthma, Hypertension, Heart Disease & COPD Clinics:  by appointment with practice nurse

   Diabetic Clinic:  Lead by Dr K Adams.
   Midwife:  For provision of maternity services contact the LVH Blue Team  
   Midwives on 028 92 633534

   Warfarin and specialist medication monitoring is available

   Vaccination & Child Health Screening: Thursday morning 
   Influenza vaccination can be arranged via reception

   Cervical Smears:  Smears can be undertaken by any of the doctors or practice nurse by appointment.

   Family Planning Advice:  by appointment with doctor.

   Minor Surgery:  following assessment by doctor.

   Test Results:  these can be obtained by contacting reception after 1 week.  

   Home Visits:  If your illness is serious enough to prevent you attending the Health Centre, the doctor           

   will see you at home after the morning surgery, please telephone 028 9260 3133 before 9.30 am. 

   Primary Care Team:
   Receptionists:  Will deal with general enquiries, organise appointments and arrange repeat        
   prescriptions by telephoning 028 9260 3133.

   Practice Manager:  Mrs Jackie Russell will deal with any queries.

   The following staff (employed by the Trust) also work with the Practice.

   Treatment Room Nurses:  Provision of general nursing services.  Treatment room 2 is open:

   Mon & Tue
9am - 12.00pm  /  2pm – 5.00pm

   Wed

9am – 11.30am / CLOSED

   Thu & Fri
9am – 12.00pm / 2pm – 5.00pm
  Treatment Room   
  The Nurses are available for taking blood samples, dressing wounds, removing sutures and giving

   injections. Referral is usually by the GP.
   Practice Nurse:  Asthma, COPD, IHD, Hypertension, Smears, BP Monitoring, Weight Loss. 

   District Nurses:  Provision of home nursing services.
   Health Visitors:  There is a Health Visitor connected to the Practice who is available to give advice on
   all health matters relating to children.  If you wish to speak to our Health Visitor, please contact reception
   Private Medicals

   Private medical examinations for the vehicle licensing authority and insurance companies may be made
   on a private basis by arrangement.   
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