Patient Rights and Responsibilities

· You have the right to receive accurate and easily understood information about your health care, your health care professionals and health care facilities.  If you have a physical or mental disability, or just don’t understand something, assistance will be provided so you can make informed health care decisions.

· You have the right to care providers that is sufficient to provide you with access to appropriate high-quality heath care.

· You have the right to know all your treatment options and to participate in decisions about your care.  Parents, guardians, family members, or other individuals that you designate can represent you if you cannot make your own decisions.

· You have the right to considerate, respectful and non-discriminatory care from your Doctors and other health care providers.

And in return we expect you to

· Be thoughtful of other patients and all staff

· Be considerate and respectful and show reasonable courtesy to those who are helping you.

· Cancel appointments in good time if unable to attend.

· Share your concerns and provide suggestions that will help provide quality care.

· Violent behaviour may result in you being removed from our Practice list immediately.
COMPLAINTS PROCEDURE

We aim to provide a good quality service to all our patients.  However, if you have a complaint about the service you receive from the Practice, please approach our Reception Manager, Aideen Mc Hugh.  We will receive verbal and/or written complaints.  These will be dealt with in a sympathetic and understanding manner.

Protection and Use of Patient Information
We have a policy for the protection and use of patient information which is covered under the Data Protection Act.  It is necessary for us to ask and hold information regarding you, the patient, in order that you can receive proper care and attention.  We are obliged to inform patients that there are occasions when we are required to share this information e.g. hospital referral letters.  Anyone who receives information from us is also under a legal duty to keep the information confidential.
Under the Data Protection Act 1998 you are entitled to access your clinical records or any other personal information held about you.  Please ask the Reception Manager for details.
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RIVERSIDE PRACTICE IS A RECOGNISED TRAINING PRACTICE
Welcome to Riverside Practice

We have 1 reception manager, 4 senior receptionists and 3 receptionists within our Practice. 

Our Health Visitor is Mairead Arkinson or Joan Christy – Tel 71384114
Our District Nurse Sister is Nurse Gwenda Devine – Tel 71384114
Our treatment room Charge Nurse is Nurse Phillip Miller – Tel 71384114
OPENING HOURS
The Health Centre is open from 8.30am to 6pm daily.
SURGERY HOURS - APPOINTMENT ONLY
MORNING SURGERY:            8.40am – 11.00am


LUNCHTIME SURGERY:
12noon – 1.30pm


AFTERNOON SURGERY: 
1.30pm – 5.30 pm
The best time to phone to arrange an appointment is between

8.30am and 10am.

APPOINTMENTS
Appointments can be obtained by telephoning or personally calling with the receptionists.  You have the choice to make an appointment with either of the 5 Doctors in the Practice.
If you cannot attend for your appointment please let us know as soon as possible so that we can offer the appointment to another patient.

PLEASE NOTE: It is Practice Policy that patients DO NOT ATTEND the Treatment Room unless asked to do so by the GP or treatment Room Staff.
We would advise that all patients of 75 years and over should visit the Doctor or Nurse Practitioner at least once a year.

The address of your Health and Social Care Board is:





Health and Social Care Board
Western Office

Gransha Park House

Gransha Park

Clooney Road

BT47 6FN
Useful Telephone Numbers/ Websites
Hospitals
Altnagelvin





028 71345171
Belfast City Hospital




028 90329141


Erne Hospital





028 66324711

Gransha/Stradreagh Hospital



028 71860261

Letterkenny General




003537425888

Musgrave Park Hospital



028 90669501

North West Independent Clinic


028 77763090

Royal Victoria Hospital



028 90240503

Tyrone County/Tyrone & Fermanagh Hospital
028 82833100
Ulster Hospital




028 90484511
Chemists
Boots






028 71382916

Colhouns





028 71382250

Duffys






028 71382252

Greenings, Newtownstewart



028 81661265
Lloyds, Donemana




028 71398224

Lloyds, Sion





028 81658289

Mourne





028 71885548

Strabane HC Pharmacy



028 71384113
Miscellaneous
Cruise Bereavement Services



028 71262941

Koram Centre


028 71886181
 or
028 71886154

Strabane Community Mental Health Team 

028 71382963


Strabane Social Security Agency


028 71381000
Strabane Social Services - County Buildings

028 71381600
Patients whose first language is not English can access information about the health service at:

www.strabanedc.org.uk/council/community-services/Community-Relations/Community-Relations-Support
www.centralservicesagency.n-i.nhs.uk/display/healthandsocialcareni 
OUT OF HOURS EMERGENCY SERVICE

Tel: 02871 865195
Emergency cover is provided by Western Urgent Care on weekdays from 6.00pm to 8.30am and during public holidays.

This service is for urgent medical problems ONLY.

IT IS IMPORTANT TO TELEPHONE FIRST.
OTHER SERVICES AVAILABLE

MINOR SURGERY is carried out by arranged consultation to deal with a variety of minor surgical problems which don’t require hospital referral.

PSYCHOLOGISTS – Dr Mary Gallagher and Miss Davina Kenny Associate Psychologist – Tele 71 384128 or 71 384114 ext 2226.

The Psychologist also provides care for neighbouring Practices.

OVER 75’s are able to make an appointment to have an annual check-up, either at the surgery or at home.

MATERNITY MEDICAL SERVICES are provided by all the doctors in the Practice.

CONTRACEPTIVE SERVICES are provided by all the doctors in the Practice.

CHILD HEALTH SURVEILLANCE services are provided by all the Doctors in the Practice.
PRIVATE EXAMINATIONS

Certain services and examinations are not covered under the NHS and will attract a fee which has been recommended by the British Medical Association
Health and Care Number
If you need to obtain your medical number you must come to the reception desk to collect it, where our receptionists will be happy to provide you with the information.

Disabled Access

The Health Centre, all the consulting rooms, and the treatment room are easily accessible to the disabled.
SICKNESS CERTIFICATES

If you are absent from work due to sickness for one week you can collect a self certificate from the receptionist.  However, if you are ill for more than one week you must come in to see your doctor.  

Sickness certificates can not be left at reception for collection.
PRESCRIPTIONS

REPEAT PRESCRIPTIONS should be ordered 24 hours in advance.  

ACUTE PRESCRIPTIONS ordered before 10am will be ready for collection after 12 noon.  Those ordered after 10am but BEFORE 2.30pm will be ready for collection after 4pm.  Those prescriptions ordered AFTER 2.30pm may not be ready until the following day.

Any prescriptions NOT COLLECTED within two weeks of being ordered are destroyed and will have to be re-ordered if necessary.  This may take a further 24 hours.

If you would like a chemist to collect your prescription YOU MUST contact the chemist.  We can take no responsibility for prescriptions arriving at the chemist within any given time period.
NO PRESCRIPTIONS ARE ISSUED AFTER 5.30PM EACH DAY.

The best time to phone to order your prescription is between

 10am and 12noon.

Tel: 028 7138 4100 to order your prescriptions.
TELEPHONE ADVICE
The best time to ring is during the morning before 11.30am.

If the Doctor is free he/she will take your call.  If they are not free he/she will return your call at a more convenient time.
HOME VISITS

All requests for home visits are passed to the doctor on call.  The receptionist will take details of the reason for the visit and they are also instructed to ask the patient to attend the Health Centre if at all possible.  Home visits are time consuming and decrease the Doctors availability for urgent/emergency calls. 

PLEASE TELEPHONE BEFORE 10AM IF AT ALL POSSIBLE.

LABORATORY RESULTS

The results of your laboratory tests 
i.e. bloods, urines, X-rays etc are available each day

  by telephoning the surgery on 

028 7138 4100 between 2pm and 5pm.
Please allow enough time for your result to come back.  Posters displayed at reception and in the treatment room area inform you when your result should be back.
CONFIDENTIALITY

All patients’ records (both manual and computerised) are CONFIDENTIAL.  Due to confidentiality, laboratory results will only be given to the patient (or to the parent/guardian if the patient is under 16).  Pregnancy results will not be given out over the telephone.

SPECIAL CLINICS
ASTHMA CLINIC – The practice provides two asthma clinics each week.  These clinics are run by Nurse Bell, under the supervision of Dr O’Flaherty who has overall responsibility for Asthma care in the Practice.

DIABETIC CLINIC – Nurse Bell and Dr O’Flaherty run this clinic. (Dr O’Flaherty has overall responsibility for Diabetic care in the practice.

EPILEPSY CLINIC – Dr Rawdon has overall responsibility for epilepsy in the practice.

CERVICAL SMEAR CLINIC – Nurse Bell runs clinics in the mornings and afternoons.  
COPD (Chronic Bronchitis) - Nurse Bell runs this clinic.  Dr O’Flaherty has overall responsibility for this clinic.

CHD (Coronary Heart Disease) - Nurse Bell runs this clinic.  Dr Mullan has overall responsibility.

ANTI-COAGULATION MONITORING is managed by Dr Mullan.  

HYPERTENSION - Dr Mullan is responsible for the management of hypertension.

IMPLANON Insertion – Dr Mullan and Dr O’Flaherty have responsibility for this
IUCD (Coil) insertion – Nurse Bell has responsibility for this.

CHANGE OF PERSONAL DETAILS
If you change your address please notify the surgery immediately so that our records can be updated.  A change of address may mean that you are outside the Practice area.  The receptionist can advise on this matter.
NEW PATIENTS

To apply to become registered with our Practice, you should speak to our receptionist first who will advise you of the necessary documentation.  Evidence of address will be required before registration. You may be asked to make an appointment with the Nurse Practitioner. The Practice welcomes Patients within a 9 mile radius of Strabane Health Centre.

MEMBERS OF THE PRIMARY CARE TEAM
If you need to contact the Midwife, District Nurse, Health Visitor, Physiotherapy or Dental Department within the Health Centre, please telephone 028 71384114.  If you need to contact the Chiropody dept telephone 71 865244 or the OT dept telephone 71 865228.
TREATMENT ROOM
OPENING HOURS
Routine Treatments - Monday to Friday – 9am to 1pm and 2pm to 5pm.

Appointments only Thursday afternoons

Dressings/Review Patients – Monday, Tuesday, Wednesday, Frid 2pm to 5pm.

BABY/IMMUNISATION CLINIC
Drop-in clinic every Tuesday 2.00pm-3.30pm for general advice, weight checks, 8 week checks and immunisations.  Immunisation clinic every Thursday 9.30am – 11.00am.

If you need advice from your Health Visitor at any other time please contact

Mairead Arkinson on 02871 384114 extension 2254.

NURSE PRACTITIONER’S CLINICS

The Nurse Practitioner runs clinics for SMOKING CESSATION ADVICE.  Please make an appointment with the receptionist.

TRAVEL VACCINATIONS - please collect a travel questionnaire from reception and complete it. Once you return the questionnaire Nurse Bell will arrange the necessary vaccines and one of the receptionists will contact you to arrange an appointment with Nurse Bell to have your vaccines administered.
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