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Emergencies
If you are confronted by a serious problem such as acute chest pain or severe bleeding, 
call an ambulance (tel: 999) before calling the surgery.

Home Visits
Patients are requested to telephone before 10.00am if a visit is required that day. Emergency 
visits only will be arranged after that time. Please give the receptionist as much information 
as possible to enable the doctor to allocate priority to house calls. Please remember that 
several patients can be seen at the surgery in the time that it takes to do a home visit. A 
doctor will generally telephone you prior to a visit.

Weekends and Night Cover
When the surgery is closed, please call 0118 936 5390. If you require medical advice 
please call NHS Direct on 0845 4647 (24-hour service).

Local Walk-in Centre
The Walk-in Centre at Upton Hospital, Albert Street, Slough is open from 7.00am until 
10.00pm Monday to Friday and 9.00am to 10.00pm Saturday and Sunday.

NHS Direct
NHS Direct provides health information by telephone on 0845 4647 and via the website 
www.nhsdirect.nhs.uk 24 hours a day, seven days a week.

Repeat Prescriptions
Repeat prescriptions will be issued at the doctor's discretion and are normally for patients 
on long-term treatment. Requests for prescriptions should be made in writing; please 
include your date of birth. We are unable to issue repeat prescriptions at weekends, public 
holidays or out of normal surgery hours. Please allow two complete working days before 
collection and make allowances for weekends and public holidays. Where possible give 
exact drug names when ordering.

Clinics

Antenatal Clinic
Friday mornings
Patients are seen by the midwife at these clinics by appointment and also by the doctors 
during surgery hours.
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Baby Clinic
Thursday 1.00 - 2.30pm
The baby clinics are run by the health visitor for child developmental checks and 
immunisations and allow an opportunity to discuss other problems, eg sleeping, feeding 
and child health worries, with a doctor or health visitor.

Asthma Clinic
This is run by practice nurses during most normal surgery hours by appointment.

Diabetic Clinic
This is run by our diabetic specialist nurse by appointment only.

Family Planning
Contraceptive care is provided by the nurses during surgery hours.

Well Woman
Appointments can be made with a practice nurse.

Minor Surgery
The doctors carry out minor surgical procedures during surgery hours. Please make an 
initial consultation appointment with a doctor.

Non-NHS Examinations
The doctors are happy to carry out medicals eg insurance and driving licence, by 
appointment outside surgery hours. Please telephone the surgery for an appointment. 
Please ask at reception for the charges for these services.

Travel Immunisations/Vaccinations
Please make an appointment at least four weeks in advance of your holiday to ensure 
adequate cover. A charge will be made for certain immunisations and vaccinations which 
are not covered by the NHS. A list of these charges is held at reception. 
Please fill in a travel form. We do not give Yellow Fever or Rabies vaccines.

Flu Vaccination
An influenza vaccination is particularly recommended for patients over 65 years of age or 
with heart, lung or kidney disease, diabetes, and residents of nursing and rest homes.
Please contact the reception staff in September for details of the vaccination dates and 
to make an appointment. If you are unable to attend the surgery, a home visit will be 
arranged to undertake this facility.

Comments and Suggestions
We are happy to accept and consider comments and suggestions from our patients. Please 
present your views in writing at reception.
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Disabled Access
At the front and rear of the surgery, reserved car parking spaces for the disabled are 
marked. Wheelchair access to the building is via the front entrance. Patient services are 
provided at ground floor level. A disabled patients' WC is provided.

Complaints Procedure
We always try to provide the best services possible, but there may be times when you 
feel this has not happened. The following information explains our in-house complaints 
procedure, drawn up to respond to patient grievances. Our practice procedure is not 
able to deal with questions of legal liability or compensation. We hope you will use it 
to allow us to look into and, if necessary, correct any problems that you have identified, 
or mistakes that have been made. If you use this procedure it will not affect your right to 
complain to the Health Services Authority. Please note that we have to respect our duty 
of confidentiality to patients and a patient's consent will be necessary if a complaint is 
not made by the patient in person. If you wish to make a complaint, please write to our 
practice manager. Full details will be taken and a decision made on how best to undertake 
the investigation.
We believe it is important to deal with complaints swiftly. All complaints should be made 
in writing; you will then be offered an appointment for a meeting within seven days if 
necessary. Occasionally, it may take longer, but we will keep you informed throughout. 
You may bring a friend or relative with you to the meeting. We will try to address your 
concerns, provide you with an explanation and discuss any action that may be needed.

Confidentiality
We ask you for personal information so that you can receive care and treatment. This 
information is recorded on computer and we are registered under the Data Protection 
Act. The practice will ensure that patient confidentiality is maintained at all times by 
all members of the practice team. However, for the effective functioning  of a multi-
disciplinary team it is necessary that medical information about you is shared between 
members of the team.

Zero Tolerance
We strongly support the NHS policy on zero tolerance. Anyone attending the surgery 
who abuses the GPs, staff or other patients be it verbally, physically or in any threatening 
manner whatsoever, will risk removal from the practice list. In extreme cases we may 
summon the police to remove offenders from the practice premises.

Freedom of Information
The Freedom of  Information Act 2000 obliges the practice to produce a Publication 
Scheme. A Publication Scheme is a guide to the 'classes' of information the practice 
intends to routinely make available.
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Practice Boundary
Our practice covers the villages of Farnham Common, Hedgerley, Stoke Poges, Fulmer 
and parts of Burnham. Approximately as far east as Framewood Road/Windmill Road, as 
far north as M40, as far south as Farnham Lane/Park Road and as far west as Dropmore 
Road/Littleworth Road.

Primary Care Trust
Buckinghamshire Primary Care Trust
3rd Floor
40 Oxford Road
High Wycombe
HP11 2EE

Videoing of Consultations
On occasions you may be asked if a consultation may be videotaped to be used as part 
of a trainee’s assessment and evaluation process.
You will be informed at the time of checking-in that the consultation is requested to be 
videoed and you will be asked to sign a consent form to confirm your agreement at the 
appointment.
You have the right to decline to be videoed and this does not affect your consultation.
All videos are used for educational and learning purposes only.

Practice Charter Standards
These are the local standards set within this practice for the benefit of our patients. It is 
our job to give you treatment and advice. Following discussion with you, you will receive 
the most appropriate care, given by suitably qualified people. No care or treatment will 
be given without your informed consent. In the interest of your health it is important for 
you to understand all the information given to you. Please ask us questions if you are 
unsure of anything.

OUR RESPONSIBILITY TO YOU:
We are committed to giving you the best possible service.
Names: People involved in your care will give you their name and ensure that you know 
how to contact them. The doctors' names are indicated on their surgery doors.
Waiting Time: We run an appointment system in this practice. You will be given a time 
at which the doctor or nurse hopes to be able to see you. You should not wait more than 
30 minutes in the waiting room without receiving an explanation for the delay.
Access: You will have access to a doctor rapidly in case of emergency. We offer both pre-bookable 
and book-on-the-day appointments. We will arrange a home visit as appropriate for those 
who are too ill or infirm to be brought to the surgery. 
Telephone: We will try to answer the phone promptly and to ensure that there are sufficient 
staff available to do this. You should be able to speak to a doctor by telephone.

If YOU are reading this, 
then so could patients 
looking for your kind 
of service.

To place an advertising feature 

in our practice booklets 

and book a daily reminder 

of your service on our 

appointment cards and website

simply phone Jenny Mellenchip

now on 0800 612 1516.



Attract more business by placing your advert here. Simply call 0800 0234 196.

We will design and launch a top quality bespoke 
business-generating website for you, update it 
regularly at your request and provide on-going 
advice and support every working day.

OPG - HELPING THE SMALL BUSINESS  
GROW FOR OVER 30 YEARS

There is no up-front payment and no extras, with 
an option to choose a pay-as-you-go, stop-when-
you-like service.

from £20 per month 

To find out more simply call
 0800 612 1408  

or email us at payasyougo@opg.co.uk

Why your business needs a website
WITHOUT a website, your business or practice is invisible to the two thirds of 
prospective clients that use the Internet to locate products and services, and this figure 
grows daily.

Worse still, if your competitors have a website and you don’t, then they are picking up 
your share of the prospects for your type of business when they search online.

Pay As You Go websites are proving to be a godsend to small and medium-sized 
businesses across the UK and Ireland.

Introduced by OPG Ltd, who have been building websites for more than eight years, 
and whose innovative ideas have been helping businesses to grow and prosper for over 
30 years, they provide businesses and professional practices with 24/7 access to their 
targeted market.

A website not only saves you money on brochures and other such material, it greatly 
increases the effectiveness of your current advertising because, in effect, you are open 
for business around the clock.

Uniquely, the Pay - Monthly service comes with Web Partner support. This ‘phone-a-
friend’ facility will provide answers to your queries and help you develop your site as 
your business grows.

So if you don’t yet have a website, or are unhappy with the one you have, call today for 
an informal chat on 0800 612 1408. You’ll be glad you did!

   Generate more business
with a Pay - Monthly

website from OPG
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Test Results: If you have undergone tests or x-rays ordered by the practice, we will inform 
you of the results at your next appointment. 
If no further appointment needs to be arranged, we will advise you when and how to 
obtain the results.
Respect: Patients will be treated as individuals and partners in their healthcare, irrespective 
of their ethnic origin or religious and cultural beliefs.
Information: We will give you full information about the services we offer. Every effort 
will be made to ensure that you receive the information which directly affects your health 
and the care being offered.
Health Promotion: The practice will offer patients advice and information on steps they 
can take to promote good health and avoid illness and self-help which can be undertaken 
without reference to a doctor in the case of minor ailments.
Health Records: You have the right to see your health records, subject to limitations in 
the law. These will be kept confidential at all times.

YOUR RESPONSIBILITY TO US:
Help us to help you.
Please let us know if you change your name, address or telephone number.
Please do everything you can to keep appointments. Tell us as soon as possible if you 
cannot. Otherwise, other patients may have to wait longer.
We need help too. Please ask for home visits by the doctor only when the person is too 
ill to visit the surgery.
Please keep your phone call brief and avoid calling during the peak morning time for 
non-urgent matters.
Test results take time to reach us, so please do not ring before you have been asked to 
do so. Enquiries about tests ordered by the hospital should be directed to the hospital, 
not the practice.
We ask that you treat the doctors and practice staff with courtesy and respect.
Always bring your child's 'Red Book' to all appointments and the baby clinic.
Please read our practice booklet. This will help you to get the best out of the services 
we offer. It is important that you understand the information given to you. Please ask us 
questions if you are unsure of anything.
Remember, you are responsible for your own health and the health of your children. We 
will give you our professional help and advice. Please act upon it.
Please ask if you wish to see your doctor.
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