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Introduction 
This policy sets out how Vida Healthcare ensures that all patients are able to access timely and appropriate clinical care.
Objectives
Patients regardless of their status, gender, age or any other protected characteristic or disability should have the ability to access care.
The practice must manage resources to offer and maintain the most appropriate way to meet demand and access.
Patients and carers need to be aware of how to get the best from the practice and use their experience to help develop systems to meet their needs.
Rights & Responsibilities 
Patient Rights
As a patient you have the right to:-
· join the practice of your choice in the area where you live following acceptance by the practice.
· easily accessible information about your practice and how to access care via the practice leaflet and website.
· appropriate urgent care 
· clear information about your treatment in a suitable format and language so that you and the clinician may make an informed decision about the best course of action.
· privacy and confidentiality.
· be treated with dignity and respect at all times (including access to a chaperone if required).
· comment or complain if you are not satisfied with the service provided.
· be registered in accordance with NHS England’s ‘Patient Registration’ standard operating procedure;
· Be registered or receive treatment without delay where the patient cannot produce photo ID or proof of address, unless the practice has reasonable grounds to decline.

Patients’ Responsibilities
As a patient, it is your responsibility to:-
· treat all practice staff with respect.
· ensure you attend any appointment made at the surgery and arrive on time.
· cancel an unwanted appointment as soon as possible so it can be offered to someone else.
· inform the practice if you change your address or telephone number so the practice can contact you urgently if needed.
· inform the practice if you have any special needs, including communication needs, so the practice can make any necessary arrangements.
· let a member of the practice staff know if you are unsure about or dissatisfied with your care so that it can be explained or put right.
· do your best to look after your own health.
· use the services of the practice appropriately.

Surgery Opening hours and Appointment Times
The practice main telephone is:
Vida Healthcare: 01553 600075
The Hollies: 01366 310301

The practice website is:    Vida Healthcare - Caring for your health
The opening times can be found in detail on the website for each site but the main opening times are as follows:-
· Monday 08.00-18.30   
· Tuesday 08.00-18.30
· Wednesday 08.00-18.30
· Thursday 08-00-18.30   
· Friday 08.00-18.30
· Saturday-Closed
· Sunday-Closed 
Access Standards
Making Appointments.  
· Appointments can be made by contacting the practice Monday-Friday between 08.00-18.30
· Patients who provide a mobile number and have consented will receive text appointment reminders for fae to face appointments.
· Patients who cannot use the telephone, can, alternatively contact the surgery via the email address patient.vida@nhs.net or patient.thehollies@nhs.net or submit a request using the online consultation system – Patchs (for Vida) or AccuRx (for The Hollies)
· Translation services and BSL – sign language, are available if needed. This may be subject to accessibility/limits of the service provider.
· Online consultations and video consultations are available by request.
· On occasion the practice may be closed for training purposes, notice of this will be given on the website and on posters in advance. There will also be instruction as to what to do if you need help when the surgery is closed.
· GP appointments are a standard 10 minutes, Nursing appointments will vary in length according to the nature of the consultation.
· Patients may choose to wait longer for an appointment with the clinician of their choice or for an appointment day/time that is more convenient to them.
Urgent
· Patients who believe that they have an urgent medical problem are asked to ring the surgery as soon as possible on the day. An initial assessment will take place over the phone. An appointment may be offered with an alternative practitioner and not a GP.
· The patient must inform the receptionist if he/she believes the problem requires attention more quickly and be ready to supply a contact telephone number and where possible a brief indication of the problem. 

Repeat Prescription Standard
We will issue repeat prescriptions within 48 hours of receiving your request, unless the doctor advises that you need to be seen first, or if a review is pending before the medication can be issued safely.

There are three ways you can make a repeat prescription request:
· Bring your request to the surgery and place it in the letterbox outside, or in the prescription box in the surgery.
· Send us your request by post, enclosing a stamped addressed envelope for us to return it to you.
· Order online using our online services via the link below. (If you wish to sign up for our online services then please attend the surgery).

The practice will to its best to provide prescriptions if it is urgent but will not compromise patient safety to do so.

The practice uses ETP – electronic prescription service to send prescriptions electronically to your nominated pharmacy
If you miss an appointment or are late
· Appointments can be cancelled via telephone, online services or NHS App.
· If you attend the surgery late for your appointment it may be difficult to fit you in without making other patients wait longer.  Please try to attend just before your appointment slot but not too early.  If the surgery is running late you will be informed by reception so that you have the option of re-booking, or through other communication methods where available, such as the self-arrival screen or other screens in the waiting area.
· Where possible, the GP or Nurse will aim to see patients who arrive late, however, you may have to rebook if the surgery is busy.

See the Doctor or Nurse you Prefer.
· For some problems you may not mind which doctor or nurse you see but there may be times when you may have a firm preference or it is best for you to see a particular practitioner.
· The practice has allocated patients to a named/registered GP based on the number of hrs/shifts the GP works & proportionate share of the total patients.
· Patients can see any clinician who is available.
· Continuity of care is important to patients and clinicians however if this is not possible, please be flexible so that care can be provided as quickly as possible for you.  
Improving Access
· The practice is always pleased to receive comments and suggestions about its services including how easy it is to access them.  If you have comments or suggestions to make or alternatively you can leave a card in one of our suggestion boxes or submit feedback via our website or Friends & Family Test forms.
· Patients are encouraged to join our Patient Participation Groups and the practice keeps the group up to date.  Details can be found on the website Patient Participation Groups and FODS - Vida Healthcare or via the ‘PPG’ Noticeboards.
· The practice opportunistically collects information under the Accessible Information Standard.  This informs NHS organisations how they should make sure that patients with specific communication needs can understand and receive appropriate support to help them to communicate, such as Easy read or large font documents.
· The practice has had staff receive Dementia Friendly training.
· The practice has done some work with Guide Dogs for the Blind
· The practice has access to translators and British Sign Language Interpreters
· The practice has had staff undertake training on Autism awareness
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