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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.

from £20 per month

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

To find out more simply call
0800 612 1408

OPG - HELPING THE SMALL BUSINESS 1
ELPING THE SMALL BUS! 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.

Advertising Feature

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!

To advertise your business to our patients on low cost, easy payment terms call 0800 0234 196.

Baby Immunisation Clinics

Immunisations are vitally important as they protect your baby from diseases that can cause long-term
health damage if caught when not immunised. Catching measles when not immunised can result
in deafness, while catching childhood diseases such as mumps as an adult can make you very ill,
and can cause problems such as sterility in males. No appointments are needed - just bring your
baby to the walk-in baby clinic:

Rutland Lodge Thursday 11.00am - 12 noon
Carlton Gardens Wednesday 11.00am - 12 noon
We are unable to weigh babies at these clinics so you will need to attend a health visitor clinic.

Your baby's six week check is carried out by a doctor; subsequent immunisations are by the practice
nurse. If you are unable to attend this clinic please book a nurses’ appointment.

Blood Pressure Check

In order to minimise your waiting time, please use the self-checking blood pressure machines
provided in each waiting room. Follow the instructions on the wall - it is a very simple process.
Take the print-out of your BP to the reception desk, making sure that you have written your name
on the top of the form.

If your print-out indicates that you need further attention, you will be contacted and an appointment
made for you. If you are unsure, ask one of the receptionists to assist you.

Cervical Screening

We advise most women aged 25-50 to have a cervical screen every three years, and those aged
51-64 every five years. You will be invited by letter to book an appointment at the surgery

Change Of Personal Details

If you change your name, address, telephone number or mobile phone number please tell us
immediately, in writing, so we can keep your records up to date. Forms are available from the
reception desk.

If your change of address means that you have moved outside the practice areq, you will be advised
of this and requested to register with a GP closer to your new home. Once you have registered
with your new practice, your records will be sent on to your new GP.

If you change address and you have a hospital appointment pending it is your responsibility to
notify the hospital of such a change.



Contraception Or Advice On Sexual Health

If you are male or female, you may call into the surgery without an appointment on any Thursday
evening between 5.00 - 7.00pm. The nurses will be happy to help with any questions or queries you
may have - provide female contraceptives of all kinds, such as ‘the pill’, long acting contraception
injections, infrauterine coils and contraceptive implants, or free condoms. If you require advice on
sterilisation (male or female) please make an appointment to see a doctor or nurse practitioner.

Chronic Disease Management

Patients with chronic health conditions such as diabetes, asthma, chest or heat disease are reviewed
annually in the health monitoring clinic managed by specially trained nurses. You will be reminded
when your appointment is due, and told if you require a blood test first. You generally do not need
to wait for a GP appointment - ask at the reception desk for a health monitoring appointment
at least one week after your blood test appointment to give us time to receive your results. If you
are attending a health monitoring clinic you do not need to ring for your results as they will be
discussed in the clinic.

Minor Surgery

Minor surgery sessions are held by appointment at Rutland Lodge. If your doctor or nurse practitioner
has suggested minor surgery, you will be placed on a waiting list and contacted with an appointment
by the practice.

Pregnancy

Your pregnancy can be quickly confirmed with a urine test obtainable over the counter at the
pharmacy.

If you obtain a positive pregnancy test, make an appointment to see our midwife for a booking
appointment and bring a urine sample with you.

Please remember to start taking folic acid before trying for a family - this helps prevent spinal
cord problems. This vitamin is available cheaply over the counter - 400mcg is the recommended
supplement daily.

Travelling Abroad

Don't forget to book an appointment at the travel clinic for travel advice and immunisations.
Remember to call at least four weeks before you go away to give the immunisations time to take
effect. Some malaria medication has to be started before you leave the UK.

Travel vaccinations are not available on the NHS - you will be charged a fee for the service, or
given a private prescription. Fee information can be obtained in advance of the consultation. We
accept payment in cash, cheque or card.

Non-NHS Services

The only services that are free of charge are NHS services for which the GP is paid by the NHS.

Other services are available, but are charged, depending on the length of time it takes to provide
the service, either by the GP or their staff. The practice charges a fee for providing non-NHS
services such as carrying out insurance and other medical examinations, providing information to
solicitors, legal advisors or for completing government forms, housing letters, holiday cancellation
letters etc.

A fee is also payable for referral to private hospitals, for private prescriptions and some travel
vaccinations.

There are certain documents such as shotgun licences and passport forms that the doctors do not
sign.

All requests for doctors to complete forms MUST be handed into the reception desk so that their
receipt can be recorded in your notes.

An up-to-date list of charges can be seen at the reception desk.

Patient Preference

Patients have a right to request an appointment with a named doctor of their choosing. However,
because some doctors are part time and work on two sites, there may be a longer wait for an
appointment with a specific named doctor.

Preparing For Your Visit To The Surgery
Or The Hospital

*  What is the most important reason for the visit? The doctor may not be able to deal with a
‘shopping list’ of ailments in one consultation.

*  How long have you had the illness/ailment?2 When did it begin to get worse - or cause you
sufficient concern that you need to speak to the doctor.

*  Bring information about any medicines you have been taking that will not be on your records
- such as overthe-counter or pharmacist suggested medications.

*  Tell the doctor if your symptoms seem to be linked to a change in medication or dosage.

*  Tell the doctor if there is anything going on in your private life that could be affecting your
condition.

*  Unless the situation is urgent, arrange for a routine appointment.



Data Protection

Obtaining Access To Your Own Records

We comply with the Data Protection Act and the Access to Medical Records Act. This means
that we treat all your medical information, both on the computer and on paper, with the utmost
care. We may from time to time share your information with other health professionals eg hospital
consultants, health visitors, midwife or community nurses where appropriate, but we will not disclose
any information about you to any other third party without your consent.

Leeds Primary Care Trust will from time to time audit the practice records for treatment coding efc,
but patient personal data is not identified.

Patients are permitted to have access to their own medical records, but there will be a fee payable
between £10 - £50 depending on the depth of detail you require. You will need to place a written
request fo the practice manager. We accept cash, cheques or card payments (in person).

Obtaining Access To Someone Else’s Records

We redlise that carers and relatives may on occasion need access to another person’s medical
records. However, we are not permitted to release them without written permission from the patient
themselves or from their legal executor. You can obtain a ‘release of information letter’ from the
practice for the patient fo sign, and then apply in writing with the permission to the practice manager.
A fee is payable between £10 - £50 depending on the level of detail required. We accept cash,
cheques or card payments.

Carers - Do You Look After Someone?

If you look after a relative, child or friend who is unable to manage without you because of a
disability, long-term illness, mental illness or extreme age you are a Carer. Please let us know
because we would like to offer you additional support for example fitting appointments for you
around your responsibilities. We can also put you in touch with Carers Leeds who offer a wide
range of support services.

Disabled Access

If you require disabled access there is wheelchair access and toilets for disabled patients at both
surgeries. However, if you wish to park a vehicle close to the surgery to minimise walking, you are
advised to use the Rutland Lodge branch of the practice.

Suggestions Or Complaints

The practice aspires to provide a good service to patients at all times. However, should you find
that you need to complain or make a suggestion to improve the service, the practice follows the
local guidelines.

You may ask to speak to the practice manager, Miranda Lonsdale, on the phone or you may write
to her at the Rutland Lodge address.

Every letter will be acknowledged within three working days, and your complaint followed up and
the results relayed to you as quickly as possible.

Should you be unhappy with the response from the practice you may complain to the Leeds PCT
(see Useful Telephone Numbers on back cover).

Patient Advice And Liaison Service (PALS)
- 0800 052 5270

PALS is designed to support patients, relatives, carers and friends to find their way around NHS
information about services.

PALS can help to resolve problems or complaints about hospital or general practice services and
will feedback your concerns to the appropriate authority.

They can give you information on agencies and support groups outside the NHS.
Local PALS’ offices can be found at:

Leeds Mental Health Trust, Alma Street, Leeds LS9 7BE

NHS Leeds, Stockdale House, Victoria Road, Leeds LS6 1PF

Patients’ Advisory Panel

The practice has a patients’ advisory panel who meet every six to eight weeks to discuss the patients’
perspective on changes and developments which the practice wish to implement.

We would love to have a wide range of opinions on our panel from people from every age group,
ethnic background and from both surgeries.

If you would like to join the group please ask at the reception desk for a patients’ advisory panel
application form, and the practice manager will contact you.

Research

The practice is sometimes asked to take part in national research into diseases and their treatment.
You may be asked if you wish to be included in the research, and you will be asked to complete a
consent form. Your right to refuse to be involved will be fully respected.

The Summary Care Record
And The NHS ‘Spine’

Medical records are held on the practice computers. These are linked in turn to the NHS central
computers known as ‘The Spine’. Any time from 2009 onwards, the central computers will start
collecting basic information about patients’ medical conditions from the records held in the GP
surgeries. The purpose of this is so that if you are out of your usual areq, such as on holiday, a GP
or hospital may (with your permission) access your basic medical records. They cannot be accessed
without your permission.

This is an ‘opt-out’ system - so everyone's records will be included automatically. If you do not
wish your records to be placed on the ‘Spine’ please ask for a form to fill in which can be obtained
from the reception desk.



West Yorkshire Central Services Agency
(WYCSA) 0113 295 5200

WYCSA manages the registration of patients with practices throughout Leeds. If you register with
a new practice, WYCSA will obtain your records and pass them on to your new practice. Contact
them if you need to obtain a new medical card.

Zero Tolerance
We operate zero tolerance for rude, aggressive and abusive behaviour either in the surgery premises
or on the telephone. Patients who persist in behaving in a way which upsets staff or other patients
will be asked to leave the practice.
We have practice procedures for dealing with urgent cases and give preference to extremely ill
patients, the very elderly and small children. Please do not shout at our receptionists who always
aim to do their best for all patients. The receptionists will be as helpful as possible, but can only
offer you the services available at that time.
Patients who are requested to leave the practice will be nofified in writing and will be given two
weeks to re-register with another practice. We will continue to offer treatment during those two
weeks. If the misdemeanour has been sufficiently violent such that we were obliged to report the
incident to the police, patients will be un-registered within 24 hours of the event and will have no
further access to the practice. The patient will need to contact the registration department at WYCSA
to obtain the name of a doctor who will accept them.

Practice Charter
Pcmenfs Rights And Practice Responsibilities

To be greeted in a friendly manner and to be treated with courtesy by everyone working at
the practice.

* To receive a clear explanation of and advice on your medical condition and proposed
treatment.

* To receive a referral for specialist medical opinion at a hospital of your choice when
appropriate.

*  We will aim to meet all your requests within the time-frame required, but as soon as possible
in every other event, especially when we are dealing with outside agencies on your behalf
where we have no control over timing.

* To expect us to store your medical paper records in a secure place, and to ensure that no
outside parties have access to your computer records without your knowledge or permission.

* To expect that your medical affairs will be kept confidential by all the staff and you can be
certain that there will be no breach of confidentiality at any level of your care.

* The doctors and nurses aim to see patients within 15 minutes of their appointment time but this
may not always be possible. Where there is an unavoidable delay, we will try to keep you
informed of the reason and the likely delay time.

* The staff will make every endeavour to follow up your requests for information from third parties
(such as the hospitals) but can only relay back to you the information that third parties are
prepared to release.

*  You have a right to complain to the practice manager who will inform you of receipt of your
complaint within three working days, and who will then investigate your complaint and respond
to you in writing.

Patients’ Responsibilities

* Patients have a responsibility to look after their own health by keeping their weight under control,
taking regular exercise, keeping alcohol intake under the maximum recommended units/ week
and by not smoking.

* We expect patients to offer practice staff the same level of courtesy and consideration as we
extend to you.

* We request that you arrive on time for appointments or notify us if you are likely to be late or
have to cancel. If you arrive more than 20 minutes late for your appointment it may be forfeited
and have to be re-booked.

* We request that you be patient and understanding if another patient requires some extra
time.

* We request that you take responsibility for managing your own repeat prescriptions, ordering
them in good time.

* We request that you do not use mobile phones within the practice building; please switch off
your phone or take calls outside.

* We request that you keep your children under control in the waiting room, to avoid causing
disturbance to other patients.

* We request that if you feel you may need a little longer time - more complex problems or
multiple problems - that you ask for a double appointment or prioritise and book additional
appointments.

Self Treatment Of Common lllnesses
Back Pain

Back pain causes 13 million lost working days in Britain each year. Usually too much or inappropriate
lifting or gardening is the cause. Be sensible, take things easy, prevention is better than cure. Rest
and painkillers will relieve most cases within a few days. Your doctor will not mind if you approach
a qualified physiotherapist, chiropractor or osteopath directly.

Burns And Scalds

Apply large quantities of cold water to the burn as soon as possible and maintain this for several
minutes. A loose dressing is suitable for unbroken or mildly blistered skin. Larger burns and burns
in children should be seen by a nurse or doctor.

Coughs, Colds And Sore Throats

No magic cure has been found for these common ailments. Viruses cannot be treated with antibiofics.
Aspirin or paracetamol, soothing drinks and other remedies help relieve the symptoms until they
pass naturally in a few days or so.



Diarrhoea And Vomiting

Again normally caused by viruses. Even holiday diarrhoea can be treated with small amounts of
clear fluids, not milk, taken frequently to rest the stomach and prevent dehydration. In children,
mixtures of glucose and salts (Rehidrat/ Dioralyte) can be used. If the patient appears very ill, or
in babies who can become dehydrated more quickly, consult the doctor if symptoms persist.

Earache

Usually earache accompanies coughs and colds. Paracetamol will relieve the pain. If symptoms
persist, and with children, consult the doctor at the next surgery session.

Head Lice

Very common in children, head lice prefer clean hair and are not a sign of poor hygiene. Lotions
are available from the chemist for all the family.

Threadworms

All children will get these at some stage. An itching bottom, especially at night, is the most common
complaint. Threadworms resemble small pieces of white cotton. Your chemist can advise you about
treatment, again for all of the family.

Head Injuries/Concussion

Most bumps on the head cause no damage. A slight headache can be helped with paracetamol.
If the patient is knocked out for more than a few seconds, consult your doctor. He may advise that
the patient is taken to hospital if a more serious injury is suspected even though the patient can at
first appear well.

Spots
Most childhood spotty illnesses are minor and often cause little upset. Measles is more serious, but

is rare now that all children are immunised. Your doctor will not mind you attending the surgery with
a spotty child to confirm diagnosis. All of these illnesses are contagious before the spots appear.

Insect Bites/Stings

Antihistamine tablets from the chemist relieve itches as can calamine lotion. Antihistamine creams
are not recommended.

Nosebleeds

Pinch the nose between thumb and forefinger gently for five to ten minutes below the nasal bone.
Persistent bleeding or a clot of blood down the throat may need further medical intervention. If
heavy bleeding continues for more than 20 minutes you should go to A & E.

Sprains

R.I.C.E. - Rest, ice, compression, elevation. A cold compress with ice (a bag of frozen peas) applied
over the strain for 30 minutes reduces and prevents swelling. A crepe bandage can be used and
elevation continued until all swelling subsides. Gradual resumption of movements and exercise over
a few days is recommended.

Sunburn

Treat as other burns. Calamine lotion and paracetamol will help. Avoidance, especially in children
is most important. High factor sunblock and hats efc are advisable in all but the mildest of exposure
to the harmful effects of the sun.

Freedom of Information -
Publication Scheme

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.

This scheme is available from reception.
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Useful Local Telephone Numbers

NHS Direct

St James Hospital 0113 243
Leeds General Infirmary 0113 243
Chapel Allerton Hospital 0113 262
West Yorkshire Police 0113 243 ¢
Citizens Advice (Meanwood) 0113 295
Age Concern

Alcoholics Anonymous

Crisis Centre

Rape Cirisis Centre.....

Neluleliiteliy

Dental Advice Line 0800 298
WYCSA Patient Registration 0113 295

Leeds PCT PALS Service pals@nhsleeds.nhs.uk 0800 052
Leeds PCT Complaints Complaints.office@nhsleeds.nhs.uk. 0113 0305
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