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Practice Leaflet

The Victoria Surgery,
Victoria Road,

Tipton,

West Midlands,

DY4 8SS
victoria.surgery@nhs.net 
Telephone Numbers:
Appointments and General Enquiries: (0121) 557 3422

Revised November 2023
Welcome To The Victoria Surgery Practice

We wish to thank you for registering with our Practice. Dr Dhody, Dr Ahluwalia, Dr Singh and staff of this long-established practice are committed to providing the highest level of patient care.

You have the flexibility of consulting with either your registered doctor or one of the other Doctors that practice at our Surgery. 

This booklet contains information about the facilities and services at the Practice and we hope that you will find it useful. 
DETAILS OF YOUR GP
Patients are free to consult whichever doctor they choose, irrespective of the doctor with whom they are registered. However, it is best if some continuity can be maintained by seeing the same doctor for each problem. 

If you have a preference for a particular doctor, please inform our Reception Staff when booking your appointment.

All GPs are registered with the General Medical Council.

Name of GPS
Dr Amarjit Kaur Dhody (Female) 

MBBS, D Obstetrics, MRCOG 

Dr Tara Ahluwalia (Part-time Partner) (Female)
MBChB (Hons) MRCGP DFFP DRCOG
Dr Jastinder Pal Singh (Part-time Partner) (Male)


MBBS, MRCGP, DFFP, DRCOG
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AVAILABILITY &

HOW TO MAKE AN APPOINTMENT
Surgery Hours
	Monday
	8:00am -  6:30pm

	Tuesday
	8:00am -  6:30pm 

	Wednesday
	8:00am -  6:30pm 

	Thursday
	8:00am -  1:00pm (1:00pm -6:30pm federated arrangements are in place with (Glebefields Surgery)  

	Friday
	8:00am -  6:30pm 

	Saturday
	CLOSED

	Sunday
	CLOSED


On Thursdays between 1.00pm – 6.30pm please telephone 0121 530 8040 for an appointment at: Glebefields Surgery on St Marks Road, Tipton.

GP is available for appointments between
9:00am – 12:00pm and 3.20pm – 6:00pm

How to book an appointment
All our regular weekday surgeries are by appointment, except emergencies. 

Please telephone our Reception Staff during Opening Times on 

0121 557 3422, to arrange an appointment to see the doctor or nurse. If you think that your problem may take an unusually long time, please inform our Reception Staff so that allowances can be made for this. 

Our Practice is working with other local Practices and can now offer Evening/Weekend appointments between 6.30pm- 8.00pm -9am – 5pm. 
Monday/Tuesday/ Wednesday/Thursday/ Friday – 0121 557 3422 to access one of these appointments.
Saturday 9:00am-1:00pm – 1pm – 5pm 
Average Appointments are 10 minutes each patient but if, for example, two members of one family try to be seen in a single appointment, other patients will be kept waiting. So please make an appointment for each person wishing to be seen. You can also book appointments online.
How to obtain an urgent appointment
If you have an urgent medical problem that you feel needs attention on the same day, please explain this to our Reception Staff, who will invoke our telephone triage service to deal with such urgent requests. 

When you call, our Reception Staff will take your name and telephone number and either the duty doctor or nurse will telephone you back as soon as possible. 

If the clinician thinks you need to be seen, you will usually be offered an appointment same day. 
Emergency Appointments
If you need a doctor in an emergency (i.e. it cannot wait until normal surgery opening hours), please telephone 0121 557 3422; a tape-recorded message will give you a further number to phone 111.  Your request will then be passed on to the duty doctor, who will give advice accordingly or arrange for you to be seen at one of the Primary Care Surgeries.  The Doctor will visit if necessary.
Emergencies

For life-threatening emergencies such as:

· Severe bleeding;

· Collapse or unconsciousness;

· Severe chest pains…
· Stroke
telephone 999 for an ambulance IMMEDIATELY, and then inform your doctor.

Cancelling Appointments

If you are unable to keep your appointment, please let us know as soon as possible so that we can allocate it to someone else.

How to obtain a home visit
If you require a home visit, please try to telephone the surgery before 10:30am, and give the receptionist an idea of what the problem is. This helps the doctor to see the most urgent cases first and plan the calls efficiently.  

As home visits are for patients too ill to attend surgery, please only request a home visit if you (or the person you are calling on behalf of) are too ill or frail to attend the Practice. Please remember the doctor can see four patients in the time it takes to make one house call.

The doctor may arrange for the patient to be brought to the surgery so that its full facilities are available for tests and treatment. It is not possible to request a specific doctor for a home visit.

Please give full address, so the doctor can locate your house. If you have an outside light, please ensure that it is switched on during the hours of darkness. Also, if you have a dog that is not familiar with visitors, please ensure that they are securely locked away. 
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Telephone Advice
If you require advice from a doctor, please telephone 0121 557 3422.  The receptionist will put you through to the doctor as soon as she/he is free.  Please appreciate that it may be necessary to ask you to either hold or phone back, should the doctor be busy with another patient. Doctor can phone you back if necessary. For the blood test results, please telephone between 11:30am and 12:30pm and evenings, between 5:30pm and 6:00pm.
When the Surgery is closed

You can attend local walk in centres or telephone 111.
Local Walk in Centres

Sandwell General Hospital (8.00am – 8.00pm) 

Lyndon
West Bromwich
B71 4HJ 
The Urgent Care Centre (24 hour access)

Russells Hall Hospital

Pensnett Road

Dudley

DY1 2HQ 
ACCESS TO SERVICES BY PEOPLE WITH DISABILITIES

The Practice has done its utmost to be easily accessible and user-friendly for our disabled and wheelchair-bound patients. There is a designated parking space in the car park. There is a toilet facility located between the treatment room and Doctor’s room. 

If you experience any problems, please speak to our Reception Staff, who will do their utmost to assist you.

OTHER ACCESS ISSUES
Prams and Bicycles
Prams and bicycles may be left in the outer foyer of the main entrance to the Practice at your own risk. 
Dogs
All dogs, with the exception of assistance dogs, should be left outside the building. 
Smoking & Food
The building is a non-smoking building and we request that this be honoured. 

We would also request that patients do not eat or drink whilst waiting for their appointments. A cup of water may be obtained from reception on request.

PRACTICE STAFF
Doctors
There are 3 regular doctors available for appointment. Dr AK Dhody, Dr T Ahluwalia and Dr JP Singh    
Practice Manager

Naurin Akhtar is the manager for the Practice and she may be able to help you with any administrative or non-medical aspects of your health and treatment. She is also available to discuss any suggestions or complaints. A suggestion box is available in the waiting room. 

Reception Staff and Administration Staff

Our Reception Staff are here to help you. When telephoning for medical appointment, our Reception Staff may ask for a few details. Doctors have asked them to make these enquiries, so that they can help you in the most appropriate way. Our Reception Staff respect patient confidentiality. 

Practice Nurse
Aruna Gangimalla is available by appointment for various treatments, health promotion advice and screening, including immunisations and vaccinations.
The nurse is available Tuesdays from 9.00am – 1.00pm and 1.30pm – 6.00pm.
Health Care Assistant

Leah Hoult HCA is available by appointment for Tuesday/ Wednesday 9am – 2.30pm   
When booking an appointment with the Practice Nurse, our Reception Staff may need to ask you the reason for an appointment in order to determine how much time to allocate. Consultations are by appointment.  

You can attend Neptune Health Park for blood tests and x-ray’s there opening times are: 


To book an appointment for BLOOD TEST – 

ring: 0121 507 6104.
Email- swbh.PHLEBOTOMY@nhs.net – 

You will need your name, date of birth, NHS number, 

address, phone number and required time and date. 

Please wait for your confirmation of booking 

before you attend.


To book an appointment for X-RAY

ring: 0121 507 3339.
CRISIS TEAM NUMBER  

In case of acute mental health issues you can contact 0121 543 4280 or the out of hours crisis team on 0121 543 1400. 
SERVICES AVAILABLE FOR PEOPLE 

FROM MINORITY GROUPS

Religious circumcision
If required, patients (up to 12 weeks old) can be referred to a Newport Medical Practice, Birmingham.

ATTACHED STAFF

Midwife 

Midwives care for and support pregnant women, their partners and new babies before, during and after the birth. They monitor the health of the mother, counsel her on health issues and explain the options for delivery of the baby. 

Their job also involves reassuring parents, running antenatal and parenting classes, taking care of the mother and baby during labour and birth and giving advice on breast feeding. 

District Nurses 

District nurses assess, plan and manage the care of sick and disable patients of all ages in the patient's own home, general practices and residential nursing homes and also provide support for their carers. 

Individual care is planned, and advice on further help or services is given including health education. Anyone at home can self-refer to this service. They have a close liaison with the Hospital, GPs, the local hospice and other specialized services.
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They administer drugs, give injections, dress wounds, take blood samples and give personal care. 

FREQUENCY, DURATION AND THE PURPOSE OF CLINICS

Most of the clinics are done in an opportunistic way according to patient’s convenience. Specialist Diabetic clinics for poorly controlled diabetes are now held at the practice, booking appointment for these clinics is done by the doctors.  
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Practice Nurse Clinics

Diabetes, Hypertension, Asthma, well man, well woman, over 75 checks and new patient checks, annual Learning Disability checks/Carers check. The Practice Nurse is also available if you need help with dressings, ear syringing, pill check, dietary advice, anti-smoking and other health services.

Asthma Reviews: In recognition of the increasing prevalence of asthma in our community, we hold Asthma Clinics to ensure that treatment is effective by checking inhaler technique and measuring lung functions (Spirometry) regularly.
Family Planning: Doctors offer family planning counselling services also prescribe oral contraceptives, Depo-injection. Patients are now referred to Lyng Centre Family Planning in West Bromwich for coils and implant insertions. Please ask our Reception Staff for details.
Diabetic Review: Our nurse qualifies to do regular bloods and annual diabetic checks.

Flu Vaccinations: An influenza vaccination is particularly recommended for patients with heart, lung or kidney disease, diabetes and residents of nursing and rest homes. If you are housebound, a home visit will be arranged to administer this vaccination.

Immunisation: We immunise against infectious diseases which can cause death and disability and strongly recommend that all children should receive their full course of immunisation.
Adults should receive a Tetanus booster every 10 years. Other immunisations (e.g. Hepatitis B; Flu or Rubella) are advised according to age or risk. Please ask our Reception Staff for details.

Pneumonia Vaccinations: If you are aged 65 or over, you are strongly advised to have a pneumonia vaccination. Appointments with the nurse can be booked with our Reception Staff.
Lifestyle Advice

The practice likes to encourage patients for healthy lifestyle, exercise, diet, please see our practice nurse for further support and also leaflets are available at reception.
Smoking Cessation: Please contact Stop Smoking Services on number 0800 011 4656 to help support people who are motivated to stop smoking. 
Travel Vaccinations: The travel clinic is run by the practice nurse. Patients who are planning to travel overseas, whether on business or pleasure should contact our Reception Staff at least 8 weeks  to fill in a form beforehand to enquire about their specific vaccination requirements so that the Practice Nurse can ascertain what vaccinations you will require for your trip and enable her to give you the best possible advice on all health issues, as well as administer the vaccinations.
Well-Woman: Smear tests for women involve an examination of the Cervix (neck of the womb) to check for changes which occur before cancer develops. These changes can be treated before cancer develops.

We recommend that women between the ages of 25 and 49 years are encouraged to have a smear every three years and those aged between 50 and 64 every five years, unless advised otherwise by a doctor.

Smear tests were usually performed by the Practice Nurse. We have a recall system in place to advice women in advance of their next smear test. While our practice nurse is being trained, from time to time we have locum trained nurse to do cervical smears. We have list of patients due for smears, we shall telephone them to book with the locum nurse. Patients can also attend the Lyng Centre, West Bromwich for cervical smears or the Black Country Hub at Portway.
If you are newly registered with the Practice, please inform us of the approximate date of the last cervical smear in order that we can put you into our recall system.

Child Health Clinic and Vaccinations
The Practice urges all parents to have their children fully immunised. If you require to see the doctor and / or the Practice nurse, please make an appointment with either.

Immunisation time-table: Many potentially fatal childhood diseases have been virtually eradicated in the UK due to the availability of vaccinations. It is very important that all children are fully immunised. Reminders are sent out by the Health Authority.

ADDITIONAL PATIENT SERVICES & 

HEALTHCARE INFORMATION

The Practice is committed to provide relevant information to people who use its services and the following methods will be used to provide this information:

· During their consultation;

· Information Leaflets;

· Posters displayed in patient waiting area;

· Information and health promotion boards within the patient waiting areas i.e. local advocacy services;

· Practice booklet / leaflet;

· Patient waiting areas television / Health Promotion TV  Screens;

If you require information on a specific topic and are unable to find it, please ask our Reception Staff, who will do their utmost to help you.

ARRANGEMENTS FOR OBTAINING REPEAT PRESCRIPTIONS 
Non-Dispensing Practice

We are not a dispensing Practice and require 48 hours’ notice for repeat prescriptions. 

Repeat Prescriptions

Please do not make an appointment with a Doctor for repeat prescriptions, and allow at least 72 hours to order your prescription before your current medication runs out, especially on Public or Bank Holidays.

Repeat prescription requests should be made using the right-hand side of your prescription by ticking the items you need. If you have more than one repeat prescription, please try and order all your items together. The request can then be posted to us or left in the post box in the entrance to the Practice. You can also request your prescription online. Doctors have to re-authorise prescriptions from time to time.
Alternatively, patients can request to the surgery by email on victoria.surgery@nhs.net or can bring in person and post in the prescription box or hand in at reception.  
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You may order a repeat prescription by telephone if you are on our housebound register or have made prior arrangements with the surgery on (0121) 557 3422 between 9:00am – 11:30 and 4:00pm – 6:00pm.

If you prefer, we can post the prescription back to you (you will need to provide a stamped, addressed envelope) or we can hand your prescription direct to one of the Chemists that collect prescriptions from us.

IMPORTANT INFORMATION

Mobile Phones
We allow mobile phones to be used within the surgery building, but please ensure you turn them off before going into the doctor's consulting room.

Carer’s Register
The Practice has a Carer’s Register for people who care for a relative/friend. There is a Carer’s Board in the Waiting Room.  We offer annual carers check . 
Car Parking
A car park is provided for patients who are visiting the surgery, with designated parking space for the use of disabled patients.

Please park only in the spaces provided and ensure you are not blocking the exit of a doctor who may be called out on an emergency. 

Please note that no responsibility can be accepted by the Practice for damage caused to any vehicle using the car park.

Change in Personal Details
Please inform the our Reception Staff if you change your name, address, marital status or telephone number, so we can keep our records accurate.

If you move out of the Practice area it will be necessary for you to register with a doctor at another Practice which covers that area. Our Reception Staff will help you with queries about practice boundaries.
Temporary / Short –Term Resident

We provide a Temporary Patient service for anyone staying within our Practice area (e.g. whilst on holiday, staying with relatives etc.)

Blood Test Results
Please allow 2 working days for test results to come back and telephone 0121 557 3422 between 11-12.30pm and 5 – 6pm to obtain details of your test results (e.g. blood, urine, x-ray).
To ensure confidentiality and security, test results will only be given to the patient direct and not to relatives or friends, unless alternative arrangements have been agreed in writing.

We will always contact you should your returned results need urgent action. So it is important to have up to date telephone number.
The doctors check the results, before our Reception Staff are able to give any information to you. Our Reception Staff will only be able to state that the result is normal or that you will have to see the doctor. Please do not expect our Reception Staff to relay any other information regarding the test results.

Chaperones
Our Practice is committed to providing a safe, comfortable environment where patients and staff can be confident that best practice is being followed at all times and the safety of every-one is of paramount importance.

All patients are entitled to have a chaperone present for any consultation, examination or procedure where they feel one is required. This chaperone may be a family member, friend, nurse or receptionist. 
If you wish to have a member of the Practice staff present during your consultation, please mention this to our Reception Staff, when booking your appointment, or to the doctor at your consultation, and it will be arranged.

CONFIDENTIALITY AND SHARING INFORMATION
All staff in the Practice are bound contractually to maintain Patient confidentiality and any proven breach of this will be treated extremely seriously. 

We respect your right to privacy and keep all your health information confidential and secure. Confidentiality also extends to Patients’ family members. Medical information relating to you will not be divulged to a family member or anyone else, without your written consent.

As we are a computerised Practice, all our patient records are kept on computer and can assure patients of complete confidentiality. Your rights are protected as we are registered under the Data Protection Act 1998. 

It is important that the NHS keeps accurate and up-to-date records about your health and treatment so that those treating you can give you the best possible advice and care. 

However, for the effective functioning of a multi-disciplinary team it is sometimes necessary that medical information about you is shared between members of the practice team. The patient‘s rights in relation to disclosure of such information are covered by the Practice‘s registration under the Data Protection Act and we follow the guidance issued by the GMC in ‘Confidentiality: Protecting and Providing Information’ which explains circumstances in which information may be disclosed. This information is only available to those involved in your care and you should never be asked for personal medical information by anyone not involved in your care. 

You have a right to know what information we hold about you. If you would like to see your records, please speak to Naurin Akhtar (Practice Manager). We can provide you with a more information regarding this issue. Please see our patient leaflet on: Issues on Confidentiality and Sharing Information.
CONSENT FOR CHILDREN’S TREATMENT

(Under the Age of 16)

Where it is considered appropriate by parents, or where an adolescent does not wish the presence of an adult, a child may give the legal consent to their own treatment. Under these circumstances, the clinician must be satisfied that the child has a full understanding of the advice and treatment being provided.

FREEDOM OF INFORMATION – PUBLICATION SCHEME

The Freedom of Information Act 2000 obliges the Practice to produce a Publication Scheme. 

INTERPRETING SERVICES
Our surgery has three members of staff who can speak and are able to help translate Punjabi, Hindi and Urdu. Patients are encouraged to bring English speaking friends/relative with them if at all possible. If using our interpreting services, or if you bring an English speaking friend/relative we will implicit that consent has been given to discuss you and your medical care within that consultation. 
DETAILS OF ARRANGEMENTS FOR RECEIVING AND RESPONDING TO PATIENTS COMMENTS AND COMPLAINTS 
Comments
Comments on any aspect of the Practice will be received with interest.  Please pass any such comments on to the staff or doctor; or post them into our Suggestions box, which is located in Reception.

Complaints
The practice has a formal complaints procedure.  If you feel you have the need to complain, please put the complaint in writing and send the complaint addressed to ‘Dr Dhody’ or the Practice Manager, Naurin Akhtar and mark the envelope ‘Private and Confidential’. 

Time2Talk Team 
Is a confidential service that has been created to help patients, their families and carers and find answers to questions or concerns. They act upon your behalf and liaise with staff, managers and, where appropriate, other relevant organisations, to negotiate speedy solutions and to help bring about changes to the way those services are delivered. 

Switchboard: 0300 0120 281

PATIENT’S CHARTER STANDARDS
These are local standards set within this Practice for the benefit of our patients.

Our Responsibilities to you

· You will be treated with courtesy and respect by all Practice personnel.
· You have the right to book the appointment with choice of GP, please tell the receptionist when booking appointment.
· An urgent appointment with a Doctor or Nurse Practitioner will be available on the same day.

· Our standard is to see 80% of patients within 20 minutes of their appointment time. If you have waited longer than this, please ask our Reception Staff for an explanation.

· We aim to answer the telephone within six rings.

· Requests for repeat prescriptions will be dealt with, within 48 hours. 

· All comments and suggestions about the service are welcome. Please use the box provided in the waiting area.

· If you have a complaint please speak to any member of staff. Your complaint will be dealt with in a professional and efficient manner.

· We wish to make the Practice as accessible as possible. If you have hearing, visual or physical difficulties, please let our Reception Staff know, so that we can enable you to fully use our services.

Further information can be found in the ‘Practice and Patient Charter’.

Patient responsibilities

· To arrive on time for you appointment.

· Inform the practice if you cannot make your appointment or your appointment is no longer necessary.

· If you are late for your appointment you may be asked to rebook at another time. Try to let us know in advance, if you are going to be unavoidably delayed, so that we can make alternative arrangements to help you.

· Understanding that an appointment is for one person only and that other members of your family require separate appointments.

· A home visit should only be requested for those who are unable to come to the surgery because of serious illness or infirmity. Please ring the surgery before 10:30am if at all possible.

· An urgent appointment is for urgent medical problem only. Please speak to our Reception Staff if you require a sick note or repeat prescription.

· We would ask you to be patient, if the Doctor is running late. This is often due to unforeseeable emergencies but please ask for an explanation from the Receptionist.

· Please act in a responsible and courteous manner whilst on the Practice premises for the safety and comfort of others.

· Please treat all surgery staff, fellow patients, carers and visitors politely and with respect. Violence or verbal harassment will not be tolerated or accepted.

· If you are violent or abusive, you will be warned to stop this behaviour. If you persist, we may exercise our right to take action, to have you removed immediately if necessary, from our list of patient. In some cases, where necessary, the Practice will involve the police.

ZERO TOLERANCE

We will treat our Patients with respect, courtesy and will not discriminate against them in any way on the grounds of age, sex, colour, race, nationality, ethnic or national origin or disability, sexual orientation, religion or religious or philosophical belief. 

Physical violence and verbal abuse is a growing concern. GPs, Practice Nurses and other Practice staff have the right to care for others without fear of being attacked or abused. We ask that you treat your GP and Practice staff properly – without violence or abuse.

We strongly support the NHS policy on zero tolerance. 

Anyone either phoning or attending the Practice who abuses any staff member or patient, be it verbally, physically or in any threatening manner whatsoever, will risk removal from the Practice list and be reallocated with the assistance of SWB ICB.
In extreme cases we may summon the Police to remove offenders from the Practice premises.

Named Accountable GP

From 1 April 2015, practices are required under the GMS contract, to allocate a named, accountable GP to all patients, including children. All patients registered before 1 April 2015 will be allocated a GP before the end of June 2015. All new patients registering after 1 April 2015 will be informed about their named GP at registration. Please ask your doctor, or the reception staff, who your named, accountable GP is.  If a patient requests a particular GP, reasonable efforts will be made to accommodate their preference, recognizing that there are occasions when the practice may not feel the patient’s preference is suitable. 
Ensure that patients over 75 years of age have access to a health check if requested, which is already a requirement of the GP contract regulations.

If you would like to know your named GP, please ask a member of the team when you next contact the practice.
The Practice will ensure that there is a named accountable GP assigned to each patient.
New patients will be allocated a GP at the time of registration.
Please be aware that this does not affect your ability to make an appointment with any of the GP’s in the practice of your choice.

NON-NHS SERVICES

Patients should be aware that fees may be charged for services not covered by the NHS (e.g. private certificates, reports supporting private health insurance claims and other non-NHS medical reports).

Medical reports and examinations for life insurance are usually paid for by the insurance company requesting the examination. 

Fees may be charged for services for other special purposes such as:

· HGV and PSV licences;

· Elderly drivers;

· Fitness-to-travel;

· Fitness-to-drive;

· Fitness-to-undertake certain sports: and

· Private Sick Notes

· Signing of passport application forms. 

· Holiday cancellation forms

The fee-scale is recommended by the BMA and details are available at Reception.

NEW PATIENTS
To register, complete the appropriate section of your medical card or, complete a registration form obtained from our Reception Staff. Don’t worry if you have no card, our Reception Staff will still register you and organise a full health check.

In case of a new baby, bring their NHS Number (obtainable from Child Health or the Maternity Ward) or the child’s red book.

Please fill in our new patient health questionnaire (available from our Reception Staff), and provide suitable personal identification. Two forms of identification are required; one to prove who you are - this would normally be some form of photo identification, (such as a passport or driving licence); the other, to prove where you live, (this could be a utility bill or a bank statement). You will also need to bring a urine sample to this initial appointment. Please obtain a specimen bottle from our Reception Staff.

Your medical record often takes a considerable time to arrive from your previous doctor and this gives us the opportunity of recording some basic information about you and offering you any immediate care you may need. 

If you have a requirement for a prescription, then you should arrange an appointment with a doctor of your choice to discuss your on-going care and bring all your current medication with you, 

We do not exclude patients from the Practice on grounds of age, sex, colour, race, nationality, ethnic or national origin or disability, sexual orientation, religion or religious or philosophical belief or medical condition. 

We also have Patient Participation Group if you are interested then enquire at reception for the next date of the meeting. 
Geographical Boundary of Practice
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