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Deerness Park Medical Group
Practice Leaflet
www.deernesspark.co.uk
	Deerness Park Health Centre
Suffolk Street
Sunderland
SR2 8AD
Tel: 0191 - 5658849
	Bunny Hill Health Centre
Hylton Lane
Downhill
SR5 4BW 
Tel: 0191 5193222


GP Partners						Associate GPs			
Dr E Samy						Dr N Beckett
Dr J Kisler						Dr D Coombes
Dr K Winchester					Dr F Henry
Dr T Lucas 

OPENING HOURS					 APPOINTMENTS
				
	Deerness Park 
	
	Bunnyhill

	Monday
	08.00 - 18.00
	08.00 - 18.00
	

	Tuesday
	08.00 - 18.00
	08.00 - 18.00
	

	Wednesday
	08.00 - 18.00
	08.00 - 18.00
	

	Thursday
	08.00 - 18.00
	08.00 - 18.00
	

	Friday
	08.00 - 18.00
	08.00 - 18.00
	

	Saturday
	Closed 
	Closed
	


Please telephone at the following times for:
Appointments 8.00am - 18.00pm 
Prescriptions 10.00am - 12pm 
Results and General Enquiries 12 noon - 6.00pm 

We are part of an Extended Access Alliance that gives access to GP appointments between 18:00pm and 20:00pm Monday to Friday, 09:00am- 17:00pm Saturday and Sunday. Ask reception for details.

 
HOME VISITS
If you are too ill to attend surgery then please telephone 0191 5658849. Please state clearly the name and address of the patient and describe the symptoms. This helps the doctors to decide the urgency of the calls and plan their rounds. 

WHEN THE SURGERY IS CLOSED
Please ring 0191 5658849 and a recorded message will tell you which telephone number to ring. 
NHS 111
NHS 111 is a service that has been introduced to make it easier for you to access local NHS Healthcare Services. You can call NHS 111 when you need medical help quickly but it is not a 999 emergency. NHS 111 is available 24 hours a day, 365 days per year and is staffed using qualified NHS staff to direct you to the most appropriate care.
EMERGENCY DEPARTMENT (ED) SERVICES
Emergency Department (ED) services are currently facing real pressures for non-urgent conditions. Please remember ED is for life threatening illnesses and injuries, if you feel poorly please call 111 they will advise the best place to visit for your condition or just advise you over the phone.  If you feel your condition is life threatening the nearest ED is 
Sunderland Royal
Tel: 0191 565 6256 Fax: 0191 514 0220
Address: Kayll Road, Sunderland, SR4 7TP
Website: http://www.chsft.nhs.uk
YOUR LOCAL PHARMACY
Your local pharmacy can give you advice on minor ailments, such as hay fever, allergies, coughs & colds. All pharmacies have a qualified pharmacist on duty and some even have consulting rooms to ensure your privacy is maintained. By using your local pharmacy for minor ailments you could save yourself time and anxiety. 
REPEAT PRESCRIPTIONS
There are number of ways you can request repeat medication as follows
· By calling our prescription line this is open from 10:00am daily it can be busy so please be patient
· You can register for our online prescription service
· Or you can pop your request in to the surgery
Please allow 48 hours for your prescription to be processed.
You can order your repeat prescription online via our website: www.deernesspark.co.uk 
please ask at reception for details.
Please make sure that you have enough medication to cover you over weekends and bank holidays. Should you run out do NOT go to the A&E or Out of Hours. The Out of Hours Service will NOT supply medication if you run out, please go to your usual pharmacy and they may give you sufficient supplies to see you through—they may charge you for this.
RESULTS OF INVESTIGATIONS
Please telephone after 12.00 for the results of tests, x-rays etc. To protect the patient’s confidentiality results will only be given by telephone to the actual patient concerned. Please check that your results are back before attending for any follow up appointment.
REGISTERING AS A NEW PATIENT
If you wish to register at the Practice and are within the practice boundary, you can register on our practice website using the QR code. If this is not suitable you can ask at reception for a new patient registration form. You will be asked to complete this and a patient questionnaire. You will need to bring along photographic ID and confirmation of your address to register. You will be invited for a new patient health check, which will be carried out by a one of our Health Care Assistants (HCAs) this is an important check as we will ensure we are aware e of all of medical conditions and medical needs. 
This practice does not discriminate on the grounds of: a. race, gender, social class, age, religion, sexual orientation or appearance, disability or medical condition.
You can also pre-register via the practice website. www.Deernesspark.co.uk
TEMPORARY RESIDENT
If you are on holiday or staying in the area for less than three months we can register you as a temporary resident. Please ask at reception for a temporary resident form.
TREATING OVERSEAS VISITORS
If you are not ordinarily resident in the UK, please refer to our leaflet Treating Overseas Visitors for further information about accessing our services.
ACCESS TO MEDICAL RECORDS
Patients have the right to access their medical records; if you wish to view your medical notes please speak to a member of our reception team. There are various ways in which your record can be made available. 
ARE YOU A CARER?
If you care for someone who is frail or has a disability, please let us know. We may be able to help you and there is a wealth of information on the Practice website at  www.deernesspark.co.uk or on the NHS Choices website atwww.nhs.uk/CarersDirect/Pages/CarersDirectHome.aspx
MEDICATION REVIEWS
In order to safeguard your wellbeing it is necessary for the doctors to review your medication with you regularly. If you are coming to see your GP on another matter, they will perform the medication review with you then. Equally they may want to talk to you on the telephone or face to face. If you do not attend for a regular review, it may delay the issuing of your repeat prescriptions. This may also be conducted by our Pharmacist. 
GP APPOINTMENTS
There are several ways you can access the practice for medical help (please use econsult as your first choice when contacting us if you can)
1. Via econsult online, on the app or via our practice website between the hours of 07:00am and 12:00pm. You do not need to register to use econsult, just click the get started button. 
2. If you are unable to use the econsult in this way, then you should phone the practice between the hours of 08:00am and 12:00pm…. you should find a much smaller call queue these days due to the online facility. 
3. Ask us when you are next in to send the econsult link to you via text- then you have it handy for whenever you may need it. 
4. Urgent requests will be dealt with individually throughout all opening hours. 
* If you are unable to use the online service, and you call the practice you will still be asked to provide details of your symptoms to a member of the reception team. This is to ensure the GP reviewing your request has all the information they need to make sure you are seen by the right member of the team. 
There is a GP on duty from 08:00am to 18:00pm who is responsible for reviewing all the requests for medical help that day. This is usually one of our GP Partners- Dr Kisler, Dr Lucas, Dr Samy or Dr Winchester. The GP uses the information provided in the econsult to determine what happens next, at times they may request additional information. They then work with the team to arrange appropriate care. 
IN EVERY CASE THE GP MAKES THE DECISION ON THE OUTCOME AND APPOINTMENT. This could be a same day appointment- telephone or face to face with a GP, an advanced nurse practitioner or sometimes they may ask for further investigation from one of the nursing or Healthcare Assistant team ahead of an appointment with the GP or nurse practitioner. It may be that the appropriate appointment is a little further away- but will always be within 2 weeks. 
In some instances, the GP may respond via text or may advise a referral into the local pharmacy. 
Whatever the next step the GP decides, a member of the team will contact you and inform you of this. 

Please ensure that you give the receptionist an up-to-date number that you can be contacted on when making your request.
VETERANS
If you a veteran, please let us know as we need to ensure your medical records are updated to reflect that you served in one of our Armed Forces.
HEALTH CHECKS
A free health check is available at the Practice. If you are new patient or you are over 40 years old and have not been seen in the last year at the surgery you can ask at reception for an appointment.
CERVICAL CYTOLOGY (SMEARS) TESTS
Regular screening of women aged 25 – 64 years is recommended to prevent cervical cancer. The test is simple and painless and is carried out in the surgery. You will normally receive a letter asking to make an appointment when your smear is due.  If you have not received a letter or had a smear test in the last 3-5 years, please discuss this with your GP or nurse.
RECEPTION AND ADMINISTRATION TEAM
Our reception/administration team does a fantastic job in keeping the practice running smoothly and looking after the interests of the patients. The phones and reception desk can be very busy so if you have to wait we would welcome your patience.
NURSING TEAM
Lisa Osmiolowski is our Senior Nurse her team are Sisters: -
Karen Pringle, Bethany McKinnon and Alex Bartle. 
Health Care Assistants (HCAs) are.
Helen Ferris, Abbie Hartley, Melanie Turnbull, Jennifer Garroway, Demi Newton and Allassandra Richardson.
MANAGEMENT TEAM
Practice / Business Manager – Kirsty Craig
Assistant Practice Manager – Jamiee-Rose Gibb
Senior Nurse – Lisa Osmiolowski
MINOR SURGERY OPERATIONS
We offer joint and soft tissue injections for certain conditions in house. We also offer other minor surgery procedures; your GP will advise you.
COIL & NEXPLANON CONTRACEPTION SERVICE

The Practice have a contraceptive coil fitting service. This form of birth control can be particularly useful for women who feel they may have completed their family or who wish to leave a gap of a year of more between their pregnancies.

The Practice also offer Nexplanon (contraceptive rod) fitting and removal.
Please ask for an appointment if you would like to consider either of these long-acting reversible methods of contraception.

MATERNITY CARE
The health visitor team and the Community Midwife offer all aspects of care during and after pregnancy at the Practice, they have Clinics on a Tuesday afternoon at Deerness Park & Thursday morning at Bunny hill 
DOCTORS IN TRAINING 
The practice is keen to encourage the next generation of GPs in their education. We have Registrars (Trainee GPs) with us at the practice; they are generally here for one year so you will become familiar with them. Foundation Year Doctors (F2) will be with us for 6 month blocks. They work under the supervision of one of the GPs and are qualified Doctors. 
FIT NOTES (Previously called sick notes)
A Doctor’s note is not needed for the first seven days of illness. Self-certification forms are available from the Medical Centre or your employer. If you require a Fit Note after this, you will need to make an appointment to see a Doctor.
PRIVATE MEDICAL CERTIFICATES & EXAMINATIONS
Please note that fees are payable for non-NHS services. This includes non-clinical letters and medical reports. You can visit our website for costs or ask at reception.
USING OUR ON-LINE SERVICES VIA EMIS ACCESS
Patients can now register to access some services via our website. By registering you are able to do the following:    
· Cancel appointments
· Make appointments
· Update your details
· Order repeat prescriptions
· Receive a practice newsletter
· Check your immunisation status and allergies
You can either register online, www.Deernesspark.co.uk, or by coming into the surgery. Both methods require you to bring proof of identification such as a passport or photo driving licence to the surgery so that we can check that no-one is trying to access your data fraudulently. So, if you register online you will have limited access until you attend the surgery with your ID.
If you experience any difficulties, please ask reception for assistance.
ZERO TOLERANCE POLICY
For the safety and benefit of patients and staff, Deerness Park Medical Group, operates a zero tolerance policy towards abusive, aggressive and violent behaviour. In such cases a patient may be asked to leave the premises without being treated and may be asked to leave the list.
In cases of violent behaviour, it is our policy to call the Police.
Please treat the doctors, nurses and reception staff with the same standards of courtesy and respect that you would expect to receive. We will not tolerate rudeness or abuse of any kind.
HELP US TO HELP YOU
Please remember
Telephone lines and the Surgery may be busy when you call, please be patient
If you are unable to keep the appointment that you have made, please telephone and let us know so that someone else can be seen. If you are unhappy with any aspect of the service you receive from any member of the Surgery team please ask to talk to Practice or Assistant Practice Manager. They will discuss your concerns with you and explain the complaints procedure. Your feedback is always valued whether it is good or bad.
MAKING THE MOST OF YOUR APPOINTMENT
Top Tips
 Be prepared – thinking ahead may save you having to come back for a further examination or test.
 Take someone with you – it is helpful if you are getting important results and there is a lot to take in. Also, if you have problems with your memory or are anxious you may not remember what has been said
 Don’t save everything up – try not to go into a consultation with multiple problems.
 Discuss your most important problem first.
 Ask for a longer appointment when booking – if you feel that your problem is going to require more than 10 minutes ask for a longer appointment when booking. But make sure it is a genuine need please.
 Know your history – getting your story straight is vital. Most diagnostic clues are found in what you tell the doctor.
 Say what you think you need – this will save you and the doctor time if you say what you need early on in the consultation. The doctor may not agree with you but this gives you time to talk things through properly
 Ask if you don’t understand – it’s easy to be intimidated at the doctors. Words may be used that you don’t understand, by asking this helps both you and the GP check what you think is meant
 One person one appointment – it may be tempting to ask about family members who are with you, but the time available is limited. If you take longer this affects the patients who are waiting behind you.
Be a patient Patient – sometimes emergencies occur that are outside the control of the practice or patients may require longer due to the medical problems and this may lead to the doctor running behind time. If you have been waiting and you are unsure, please ask the reception if there is a delay, they will help you to re-book if you are unable to wait.
PATIENT PARTICIPATION GROUP (PPG)
The Practice work closely with our PPG. The PPG look at a range of issues within the Practice they identify areas and recommend changes that help benefit patients. The PPG are actively seeking new members to join the group they would welcome Patients from all backgrounds and age groups. If you would like to contact the PPG about being a member are you would like them to raise an issue on your behalf you can  email nencicb-sun.dpark@nhs.net or leave a note at reception marked for the PPG.
HEALTHWATCH Sunderland
Healthwatch works to help local people get the best out of their local health & social care services. Healthwatch is a new consumer champion created to gather and represent the views of the public.
Healthwatch Contact details are :- 112 High Street West, Sunderland, Tyne and Wear. SR1 1TX
Tel: Tel 0191 514 7145 (Gen office enquiries) Info & Advice Freephone 0808 1729559
RIGHTS AND RESPONSIBILITIES
The practice staff will respect your privacy and dignity. They will be sensitive to, and respect your needs both religious and cultural. Patients have the right to request which practitioner they see, please let the receptionist know when booking the appointment.
Please contact the surgery if you are unable to keep your appointment, as we may be able to use it for another patient.
Due to the nature of general practice sometimes surgeries may run late. Please be patient, as you may need more time on occasions too. It you have been waiting more than 30 minutes please tell reception and they will do their best to offer you an alternative.
CONFIDENTIALITY
The NHS is dedicated to protecting your information.
Everyone working for the NHS has a responsibility and a legal duty to protect your information, so that information is not disclosed to unauthorised bodies or people.
Information is recorded, either on paper or in computer files. However, it is all treated with the same strictly controlled confidential care.
We need to be able to move electronic information from system to system, extracting the data and modifying it for the next system. Tests will need to be made periodically on the data, to check that it has been transferred correctly. This is done under secure, carefully controlled conditions.
The Law strictly controls the sharing of some types of very sensitive personal information.
We are continually reviewing ways in which confidentially improvements can be made, and it is important for us to know and understand the views of patients and users of the service, including carers.
Your information may be shared with other healthcare professionals to ensure continuity of care. If you do not wish for your data to be shared in this way please notify reception or your GP. We recommend that you discuss your decision with the GP beforehand.
COMPLAINTS
If you have a concern or complaint, you should ask to see the Practice Manager or the Assistant Practice Manager. We appreciate patient feedback on all the services we provide, and if there are any problems we operate an in-house complaints procedure. The complaints leaflets and advice are available at reception or from our website. 
If you remain dissatisfied with the response to your complaint there are a number of agencies that may help you, there details are below:
NHS England							
NHS England (Cumbria, Northumberland, Tyne and Wear area team),
Waterfront 4,Goldcrest Way, Newburn Riverside,Newcastle upon Tyne.NE15 8NY
ICAS
City Executive, Centre,Cuthbert House,City Road,All Saints,Newcastle-Upon-Tyne, NE1 2ET

The Parliamentary and Health Service Ombudsman
Millbank Tower,Millbank, London,SW1P 4QP


















Deerness Park Medical Group

“Committed to providing Better Health& Better life for our Patients”

Mission Statement
Our mission is to improve the health and well-being of patients through the provision of high quality, readily accessible, General Practice services  and to provide support to our  Partners within the community.
Vision & Values
Empower Patients to take control & make decisions about their own care
Ensure that patients have a positive experience of the care we provide
Improve the health and wellbeing of our patients
Ensure our patients have Safe and timely access to all NHS services
Ensure effective clinical decision making
No decision about me without me

Our Underpinning objectives are:
For our patients and our community we will:
1. Provide high-quality, safe and person-centred care;
2. Deliver sustainable, appropriate and high-performing services; and
3. Build on existing partnerships and create new ones to deliver better care.

For our staff we will:
4. Support and develop our staff;
5. Manage our money wisely, foster innovation and become more efficient to improve quality of care
6. Provide an infrastructure to support delivery.
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