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Patient and Practice Charter 2018 

We are committed to providing you with high quality medical care in a friendly and 
accessible way. This charter sets out the rights and standards you can expect from your GP 
and the NHS. We aim to comply with these standards but if you are unhappy with the 
service you receive, please let us know.  

Our standards  

 You will be treated as an individual and will be given courtesy and respect at all 
times 

 We will maintain strict confidentiality at all times and ensure all staff members 
comply with data protection guidelines. If you wish us to discuss your care with 
family members we will require your consent before we can do so.  

 We are committed to safeguarding and promoting the welfare of children, young 
people and vulnerable adults 

 You will receive the most appropriate care from suitably qualified staff who will give 
an explanation of any proposed treatment 

 We will also provide useful and effective health promotion and screening 

Practice Leaflet 
All new patients will receive a copy of our practice leaflet, and copies will be available at 
reception or from the practice website 
 
Surgery Premises 
Our surgery building will be welcoming, easy for patients to find their way around and 
appropriate to the needs of all users.  
 
Patients' Rights to General Medical Services 
Patients have the right to: 

 Be registered with a General Practitioner (GP) 

 Change their allocated GP if desired 

 Receive appropriate drugs and medicines 

 Be referred for specialist or second opinion if applicable and by agreement 

 View their medical records, subject to the Acts and associated procedure, and to know 
all NHS employees are legally obliged to keep the contents of their records confidential. 

 
Repeat Prescriptions 
Where a prescription is on repeat and is within the medication review date we aim to issue 
a prescription in 2 full working days. 
 
 
 
 
 



Referrals 
 

Urgent referrals to other health and social care agencies will be made within one working 
day of the patient appointment. We will normally process non-urgent referrals within five 
working days of the patient appointment or the doctor's decision to refer.  
Where requested, our GPs will refer you to a private health provider. 
 
Test Results 
When a doctor or nurse arranges for a test to be taken, the patient will be told how to 
obtain the result and how long that result is likely to take to come back.  

 
Registration and Transfer of Medical Records 

 
When patients register with the practice, a request is made for the medical records to be 
transferred from their previous surgery. Recent records are generally transmitted 
electronically to us within one to two weeks, though any hard copy records may take longer 
to arrive. On leaving the practice, registration at the new practice triggers a request for us to 
transfer notes to the new surgery. We aim to dispatch medical records required by this 
process within one to two weeks.  
 
Appointments 

 
Appointments can be booked up to 4 weeks in advance subject to availability. If your 
condition/symptoms require same day assistance and no same day appointments are 
available – we operate a Duty Dr triage system. The Duty Dr will ring you back to discuss 
your symptoms and act accordingly, either arranging an appointment or resolving the 
matter with telephone advice. Please note these telephone appointments are for urgent 
matters requiring same day assistance only. 
 
Home Visits: We are unable to guarantee a specific doctor will visit you, as this depends on 
availability and other factors. The decision to make a home visit will be at the doctors’ 
discretion. 
 
Out of Hours  

 
Please contact NHS 111 for advice out of hours and they will direct you to the appropriate 
service e.g. Out of Hours Primary Care Centre or Urgent Care Centre.  The NHS 111 service 
also provides advice during normal opening hours. 

 

In an Emergency call 999 
 

 
Online services 

 
Online services for booking appointments, requesting repeat prescriptions and viewing test 
results and part of the medical record are available.  Please apply for these services at 
reception. Please note proof of identity is required before we can issue log in details.   



Patients can help us to achieve high quality medical care in a number of ways, please: 

 Treat the doctors and staff with courtesy and respect. 

 Take responsibility for your own healthcare by working with us to implement the advice 
we give you. 

 Attend appointments on time or give the practice as much notice as possible if you wish 
to cancel.  Someone else could use your appointment! 

 An appointment is for one person only - where another member of the family needs to 
be seen or discussed, another appointment should be made. 

 Patients should make every effort when consulting the surgery to make best use of 
nursing and medical time - home visits should be for medical reasons only. 

 Please give at least 2 full working days’ notice for repeat prescription requests. GPs need 
time to review the records to ensure safe and accurate prescribing.  

 Please let us know if your address or telephone contact details change 

 No Smoking or Drinking Alcohol on the premises  
 

 
We have a Zero Tolerance Policy of violence or aggressive and abusive behaviour. In the 
interests of the safety and wellbeing of staff and of other patients – anyone causing a 
disturbance will be asked to leave the building. Further action would be taken if 
necessary. 

 
 
 

Please tell us if you have suggestions on improvements we can make to the services we 
offer. We have a comments box in the waiting room or you can contact the Patient 
Participation Group or the Practice Manager directly. 

 


