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We have access to the first floor via 2 lifts. If you are experiencing any
difficulties, please contact reception staff on the ground floor.
The premises also have disabled toilet facilities.

There is a baby changing room and a baby nursing room on the ground floor.
Please speak to the Receptionist on the ground floor desk for directions.

Please call into the Practice to pick up and complete a New Patient
Questionnaire and GMS1. Please bring proof of your identity and address, as
this required for signing up to on-line appointments and on-line repeat
prescriptions.

The receptionists will then book you a New Patient Check appointment with
our HCA.

The Practice ensures that all members of the population have equitable
access to all services provided and treatment offered by the Practice.
However to register at the Practice as a regular patient the person must
reside within the practice area. Temporary residents staying within the SSO
post code area, or persons requiring immediately necessary treatment would
be seen as required without any discrimination.

The Practice promotes equality of opportunity between men and women, and
will not tolerate any discrimination against, or harassment of, any visitor for
reason of age, sex, marital status, pregnancy, race, ethnicity, disability,
sexual orientation, religion or belief and will provide the same treatment and
services (including the ability to register with the Practice) to any visitor
irrespective of age, sex, marital status, pregnancy, race, ethnicity, disability,
'sexual orientation, religion or belief

Any person living within the Practice boundary of SSO can register with the
Practice and receive the benefit of all the services offered by the practice
and any treatment required.
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If you change your name, address (including postcode) or telephone number,
please inform the receptionist, and complete the necessary form
immediately. This is most important. Change of name requires proof.

Patients need to contact the community midwives by e-mail. Please ask at
Reception for details.

These are done by the practice nurse. Please inform the receptionists when
you make your appointment that you will be having a smear done so it can be
booked for the appropriate time. At this time it will often be convenient to
have a general health check-up, please bring a urine sample to the
appointment. The average age for smears is aged 25 - 65.

CHILDREN - You will normally receive an invitation to bring your child for
immunisation, but if your child is due for an injection of this kind you can
make your own appointment without waiting for a letter of invitation by
contacting the reception staff either by telephone or visiting the surgery.
However, you must always bring your child’s “red book” to each appointment.

Details of all routine vaccinations can be found in your child’s ‘red book’.
Children who fall behind with their immunisation schedule should catch up as
soon as possible. We feel that it is most important to ensure that ALL
CHILDREN are protected by immunisation against potentially serious and
sometimes even fatal ilinesses. If you feel that there are special problems for
your child with regard to receiving these valuable immunisations, please
make an appointment to discuss this with the practice nurse or a doctor.

In fact there are very few reasons why your child cannot receive these
immunisations.

ADULT IMUNISATION - Routine vaccinations and travel immunisations are
carried out by appointment with the practice nurse. The Department of
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Health recommend that you should have had 5 doses of Diphtheria, Tetanus
and Polio.

Influenza vaccination is recommended for all patients over 65 years of age
and those with chronic heart, lung or kidney disease, as well as diabetics,
asthmatics, those with lowered immunity and carers. Pneumococcal
vaccination is also recommended for patients aged 65 and over to help
prevent the most common type of pneumonia for people in this age group.

We also hold clinics for wart removal (cryotherapy) and joint injections.
Please ask for details from the reception staff.

SERVICES OFFERED BY OUR PRACTICE NURSES & HCA’s

24hour BP Monitor Minor Injuries Family Planning
Asthma New Patient Health

Blood Pressure Checks Diet Advice Removal of Stitches
Dressings Smoking Cessation

Cervical Smears
Child Immunisations
NHS Health Checks

NON-NHS SERVICES (Private Services)

Non-NHS examinations can be arranged by special appointment outside the
usual surgery hours. If you require a special examination for sports fitness,
pre-employment, HGV or PSV, Taxi medicals or insurance medicals a fee will
be charged. Private certificates and other non-NHS services will also be
charged. Please refer to current fees list held at Reception.

You do not require a doctor's certificate for any illness lasting seven days or
less. You should complete a self-certificate (SC2 obtainable from your
employer) when you return to work. If your employer requests a certificate
for sickness lasting less than 7 days, a private certificate will be issued for
which there is a fee.
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We get many enquiries regarding vaccinations for foreign travel. If you are
going abroad please come into the Surgery to complete a travel
questionnaire, which can be obtained from Reception. These forms will be
passed to our nurses who will check what vaccinations you require and call
you to arrange an appointment.

This is especially important if a number of vaccinations are required as we
can space them out and reduce the likelihood of adverse reactions. Please
be aware of the area of your destination, i.e. coast, inland, rural, city, north,
south, etc.

If your itinerary is likely to be unusual, long or complicated you can contact
the Fit for Travel website : www.fitfortravel.nhs.uk for further information.

No tablet or vaccination can offer 100% effectiveness and we do recommend
you pick up the leaflet called HEALTH ADVICE FOR TRAVELLERS from the
surgery. This will give you information about recommended vaccinations,
avoidance of Malaria, advice about food and drink and sun protection. Use a
high factor preparation or sunblock as fair Europeans are at most risk of skin
cancer when exposed to short bursts of intense sun.

We wish you a safe and happy trip abroad. Please spare a few minutes to
ensure you have all the information to help you achieve this.

The surgery is registered with the Data Protection Agency. All patient
information is stored on our computer system and is managed in accordance
with national guidelines. The computer is used during consultations as it
enables us to keep records up to date and helps to maintain an efficient
register of all our patients. Our surgery team always work to ensure that
patient information is managed to the highest standard of confidentiality. All
staff will have signed a confidentiality agreement.

Our Practice operates a Confidentiality Policy in the interests of all our
patients. This policy also includes people under the age of 16. At no time do
we ever divulge any information to a third party without written consent. All
Patients have the right to confidentiality and this is respected at all times.
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There is a new Central NHS Computer System called the Summary Care
Record (SCR). Itis an electronic record which contains information about
the medicines you take, allergies you suffer from and any bad reactions to
medicines you have had. Only healthcare staff involved in your care can see
your Summary Care Record.

It is not compulsory. If you choose to opt out of the scheme, then you will
need to complete a form and bring it along to the surgery. For further
information visit the NHS Ca

Information about you and the care you receive is shared, in a secure
system, by healthcare staff to support your treatment and care.

It is important that we, the NHS, can use this information to plan and
improve services for all patients. We would like to link information from all
the different places where you receive care, such as your GP, hospital and
community service, to help us provide a full picture. This will allow us to
compare the care you received in one area against the care you received in
another, so we can see what has worked best.

Information such as your postcode and NHS number, but not your name, wil
be used to link your records in a secure system, so your identity is protected.
Information which does not reveal your identity can then be used by others,
such as researchers and those planning health services, to make sure we
provide the best care possible for everyone. For further information visit
s.uk/caredata or www.care-data.info

You have a choice. If you are happy for your information to be used in this
way you do not have to do anything. If you have any concerns or wish to
prevent this from happening, please speak to practice staff or complete an
“opt out form” and return it to the practice

Please ask at Reception for an Information Leaflet and Registration Form.
You will need to show proof of your identity for this service.
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We value the opinion of our patients in the development of the services we
offer. We aim to provide an all-round quality service. If you have a
suggestion for improvement of our services or a complaint, please feel free
to contact the Practice Management Team or ask at Reception for our leaflet
“Comments, Complaints and Suggestions” which explains the procedure if
you wish to make a complaint. Please note that the Practice does not
discriminate against patients making a complaint.

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. The scheme is
available on request from the Practice Manager.

USEFUL TELEPHONE NUMBERS

CITIZEN’S ADVICE BUREAU 01702 610610
DIAL A RIDE 01702 215665
THE RED CROSS (Aids/Equipment Hire) 0844 4122772
FAIRHAVENS HOSPICE 01702 220350
SOUTHEND HOSPITAL 01702 435555
SPIRE WELLESLEY APPOINTMENTS ONLY 01702 447921
SOUTHEND CARE LINE (Lifeline) 01702 215514
RELATE (Marriage Guidance) 01702 342901
SAMARITANS 01702 611911

SOCIAL SERVICES via Southend Council (main switchboard) 01702 215000
VICTIM SUPPORT 01702 333911
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We are committed to provide the best possible service for all our patients.

We set out below our respon:
to help you.

[wWHAT WE WILL AIM TO DO FOR YOU

ties to you and yours to us. Please help us

WHAT YOU CAN DO FOR US ]

Treat you with courtesy, dignity and
respect

Please treat us with respect and
courtesy too at all times

Discuss as necessary your care and
treatment

Tell us if you are unsure about the
treatment you are receiving

Provide you with full details on all the
services we offer

Please do not abuse the services we
offer you |

e you the most appropriate care
by suitably qualified staff

Use the emergency service only for
genuine emergencies

Refer you to a consultant or 2™
opinion when the doctor considers it
appropriate

Please do not ask for a home visit
when you can come to the surgery

Provide access to your health
records, subject to legal
requirements

If you cannot keep your appointment
please cancel it as soon as possible

We will not discuss your case with
anybody unless you have given us
your permission

Please let us know if you change your |
name or address or telephone number

Seek to always improve the services
we provide

We welcome suggestions as to how
our service can be improved

We appreciate your co-operation in
complying with our Charter

Let us know when we have done well
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1* Floor, North Road Primary Care Centre
183 - 195 North Road
Westcliff-on-Sea
Essex
$S0 9DA

Tel: 01702 339865

Website: www.westroadsurgery.co.uk

The surgery is open between 8.00am and 6.30pm Monday to Friday. The
precise surgery times can vary although we try to offer a wide range to suit
all our patients. If you are telephoning the surgery, please note that the
telephone switches over from the out-of-hours service at 8.00am in the
morning and back again at 6.30pm. Every six weeks or so, the surgery closes
at 1.00pm for staff and GP training.

As part of working with other practices, there are now some weekend
appointments for our patients. These are NOT walk-in appointments. They
must be booked through the practice and take place in different premises on
different days.
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WELCOME TO WEST ROAD SURGERY
Dr. Jenan Al-Bayati, MB ChB, DFSRH, MRCGP

Special interests include: Family Planning, Women’s Health, Psychology,
Respiratory Medicine and Family Medicine

Dr Patric Otte, MD (Germany), MRCGP (London)
Special interests include: Mens’s Health, Family Medicine and cryotherapy

Dr Adnike Popoola, MB, BS, MRCGP, DFSRH, MSc.Med

Dr Muhammad Ghani, MB,8S, MRCGP

We also have Locum doctors working in this Practice to cover clinics when
our Doctors are on leave.

Mini Philips, RGN
Mosammat Shahinoor, RGG

Our practice nurses will see patients by appointment.

They are trained to assist in managing chronic health problems

E.g. Asthma, Diabetes, High blood pressure, as well as Cervical Screening,
Vaccinations & Wound Management.
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Anne Stacey
Francis Stapleton

Our HCA sees all patients wishing to register at the Practice for a
New Patient Check. This includes taking a history of medical conditions,
blood pressure and checking a urine specimen.

All appointments with the HCA are pre-booked. The HCA's also see patients
for Health Checks, Blood pressure monitoring, ECGs and Weight/Diet Advice
& Stop Smoking Clinics.

Karen Hepworth- Practice Manage
Mandi Horide - Assistant Practice Manager

The Practice Management Team are available to deal with all non-clinical
and administrative duties concerning the practice.

Rebecca Pirie
Nicola Hart
leva Reimartuse

The Secretaries deal with all patient referrals and Non-NHS insurance
reports, claim forms, etc.

Hazel - Prescription Clerk

Pat - Scanner

Nic - Scanner and Receptionist

Lisa- Scanner, Receptionist, Admin Clerk,
Derry - Senior Receptionist

Sally R - Senior Administrative Clerk
Tracey - Recep t

Amanda - Receptionist
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Deborah - Receptionist

Sarah Yapp is our Social Link Prescriber. The Reception Team can book an
appointment if you wish to speak to Sarah.

Monday 8.00 am - 6.30 pm

Tuesday 8.00 am - 6.30 pm |
Wednesday 8.00 am - 6.30 pm

Thursday 8.00 am - 6.30 pm |
Friday 8.00am - 6.30pm
Saturday/Sunday Closed

Patients can contact a receptionist during Surgery opening times either on
the phone or in person, except on the first Tuesday of every month after
1pm which is when the surgery is closed for in-house training called Time to
Learn.

We operate a computerised appointment system which releases
appointments daily.

Same day appointments are bookable from 8.00am on a daily basis for both
the morning and afternoon sessions. These are available for urgent or
emergency appointments. Please note that if you phone before 8am you will
be held in a *holding queue’ for the Out of Hours message, when the phone
system switches over at 8am you will be disconnected. Please do not phone
before 8am unless you are ringing for the Out of Hours Information.

Pre-bookable and On-line appointments are available for non-urgent matters.
Some of these allocated pre-bookable appointments can be booked up to 4
weeks ahead.

Please contact reception in the usual way from 10.00 am to 6.00 pm
(Monday to Friday) to enquire about these appointments. You will need to
register for on-line appointments to be ab le to book these online -

Please speak to Reception.
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We cannot always guarantee an appointment with a doctor of your choice.

If you are being treated by one doctor for a particular condition, we
recommend that you complete the treatment with the same doctor, wherever
possible.

If you are unable to keep your appointment please let us know.

Appointments are for one person at 10minute intervals. However, some
patients who are very ill or distressed need extra time, so please be
understanding if the doctor is running late. Please only bring one problem to
one appointment, if you know you need a longer consultation, please ask the
receptionist for a double appointment.

You will need to register for On-line access with proof of ID. Please speak to
Reception.

These can be arranged through the receptionist at any time during the day
either by calling at the surgery or by telephone. Our receptionists are on duty
from 8.00am every weekday until the surgery closes.

All requests are to be made before 10.30am if at all possibl;

A home visit should only be requested for patients who are genuinely too ill
to attend surgery and strictly housebound. It takes at least four times as long
to see a patient at home as it does in surgery, so please help us to help you
and our other patients by visiting the surgery whenever possible. It is also
more difficult to assess a patient thoroughly at home without surgery
facilities.

Please note that not having your own transport is not a valid reason for
requesting a home visit!

Please be ready to give details of name, address, telephone number and if
possible, the nature of the iliness. If you are not the patient i.e. a carer or
relative please give your contact details in case the doctor needs to call you.
This assists the doctors in arranging their visiting list.
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Please ensure you telephone to cancel any appointment you cannot keep, or
no longer require. If possible, please give us 24 hours notice for all cancelled
pre-booked appointments.

If you need to see the doctor outside of normal surgery hours in an
emergency, please telephone 111 (this is a free call to the out of hours
provider).

The Out of Hours service is now provided by NHS 111 and is for EMERGENCY
USE ONLY.

If you require a repeat prescription please either order online if you have
online services or email us at sccg.scripts. dinhs.net alternatively
you can drop your written request into the box inside the Surgery in the main
Reception or in the box on the wall outside the Surgery during the times
when we are closed. Please allow three working days for your repeat to be
processed. You will need to come in to register for on-line services if you do
not already have these. Please attend reception with proof of your identity.

If you would like your prescription to be posted to you please include a
stamped self-addressed envelope and please allow 7 days. Alternatively, you
could enquire whether your pharmacist can order and deliver your
medication to you. You can also nominate your pharmacy for electronic
prescription service.

We are unable to accept requests by phone for safety reasons, except in
special circumstances for elderly or housebound patients living alone with
whom prior agreement has been made with one of the doctors.

We only give results after 14.00 pm please do not phone or call in before
then. Please call on the main surgery number.

TELEPHONE ADVICE
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