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CARERS
If you are a carer or caring for somebody, please notify the surgery of your correct address and contact 
numbers so that we can contact you in an emergency.

CHANGE OF ADDRESS
If you change your address, please notify the surgery of the new address, together with contact numbers.  
Please ensure that if you are attending the hospital, you also inform them of your change of address.

COMPLAINTS PROCEDURE
If anyone has a complaint or suggestion to make regarding the practice arrangement, please write to 
the practice administrator. The practice follows an in-house complaints procedure as recommended by 
Eastern & Coastal Kent PCT who are based at:
Brook House
John Wilson Business Park
Kent
CT5 3DD
Telephone:	 01227 795050
Fax:		  01227 795025
Email:		  easterncoastalkentcomplaints@nhs.net

You can also contact PALS (Patient Advice and Liaison Service), an advice service specifically for the 
NHS at:
Telephone: 	 0800 085 6606
Email:		  pals@eastcoastkent.nhs.net
Website:		  www.eastcoastkentpct.nhs.uk/home/our-services/pals/

FREEDOM OF INFORMATION – PUBLICATION SCHEME
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.
This scheme is available from reception.

ZERO TOLERANCE
THIS PRACTICE HAS ZERO TOLERANCE TOWARDS VIOLENCE OR VERBAL ABUSE.

PRACTICE CHARTER STANDARDS
These are the local standards set within the practice for the benefit of our patients. It is our job to give 
you treatment and advice. Following discussion with you, you will receive the most appropriate care, 
given by suitably qualified people. No care or treatment will be given without your informed consent. In 
the interest of your health it is important for you to understand all the information given to you. Please 
ask us questions if you are unsure of anything.

OUR RESPONSIBILITIES TO YOU
We are committed to giving you the best possible service.
Names: People involved in your care will give you their names and ensure that you know how to contact 
them.  
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Waiting Time: We run an appointment system in this practice.  You will be given a time at which the 
doctor or nurse hopes to be able to see you.  You should not wait more than 30 minutes in the waiting 
room without receiving an explanation for the delay.
Access: You will have access to a doctor rapidly in case of emergency; within half a working day in cases 
of urgency; and otherwise within two working days.  Home visits are strictly for severely ill and infirm 
patients. You have the right to express a preference of practitioner.  
Consultations are available to patients 16-75 years old who have not been seen by a health care 
professional or GP during the last three years and for over 75s who have not been seen during the last 
year.
Telephone: We will try to answer the phone promptly and ensure that there are sufficient staff available 
to do this. You can to speak to a doctor by telephone Monday, Tuesday, Thursday and Friday between 
11.00 and 11.30am and 4.00 and 4.30pm, and on Wednesday between 10.30 and 11.00am for advice.
Test Results: If you have undergone tests or x-rays by the practice, we will inform you of the result at 
your next appointment. If no further appointment needs to be arranged, we will advise you when and 
how to obtain the results. Alternatively, you can ring the surgery for test results between 6.00 - 6.30pm 
Monday, Tuesday, Thursday and Friday.
Respect: Patients will be treated as individuals and partners in their healthcare. Treatment will be initiated 
after agreement with the patient or parents.
Chaperone: If you wish to have a chaperone during an examination, please ask the receptionist.  
Generally, internal examinations are carried out in the presence of a chaperone.  
Information: We will give you full information about the services we offer. Every effort will be made to 
ensure that you receive the information which directly affects your health and the care being offered.
Health Promotion: The practice will offer patients advice and information on:
Steps they can take to promote good health and avoid illness.
Self-help which can be undertaken without reference to a doctor in the case of minor ailments. 
Use of the pharmacists’ service is also encouraged.

YOUR RESPONSIBILITIES TO US
Please let us know if you change your name, address or telephone number.
Please do everything you can to keep appointments.  Tell us as soon as possible if you cannot. Otherwise, 
other patients may have to wait longer.
We need help too.  Please ask for home visits by the doctor only when the person is too ill to visit the 
surgery.
Please keep your phone call brief and avoid calling during the peak morning time for non-urgent 
matters.
Tests results take time to reach us, so please do not ring before you have been asked to do so.  Enquiries 
about tests ordered by the hospital should be directed to the hospital, not the practice.
We ask that you treat the doctors and practice staff with courtesy and respect.  
It is important that you understand the information given to you. Please ask us questions if you are 
unsure of anything.
Remember, you are responsible for your own health and the health of your children. We will give you 
our professional help and advice.  Please act upon it.
If a hospital appointment has been booked by the doctor via Choose and Book, it is the patient’s 
responsibility to collect the paperwork from the surgery if it has not been given to them by the doctor 
during the appointment.  It is also the responsibility of the patient to arrange their hospital appointment 
themselves.
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TREATING COMMON HEALTH PROBLEMS  - WHICH STEP?
Step 1:  Can I treat the problem myself?
Keep a well stocked, locked medicine box at home and at work and you may be able to deal with many 
problems yourself:
	 Paracetamol/Paracetamol mixture
	 Antiseptic solution and cream
	 Calamine Lotion
	 Plasters
	 Thermometer
	 Indigestion remedy
	 Antihistamines

Step 2:  Ask your pharmacist 
Pharmacists are medicine experts and are usually the quickest and easiest way to get on-the-spot 
advice and treatment about many common health problems, like tummy troubles, allergies, aches and 
pains and viruses (like coughs and colds) or for health checks like blood pressure testing. You do not 
need an appointment to get advice and you can speak to them in confidence.  If you want to speak to 
your pharmacist privately, away from other customers, many will have a quiet area – ask the assistant 
or pharmacist.
The pharmacist will also tell you if you need to see another health professional.

Step 3:  Do I need more advice and treatment?
If you are still worried and need advice, you have several options.  Call NHS Direct (0845 46 47) or log 
on to the website www.nhsdirect.nhs.uk or call your GP surgery for telephone advice or to make an 
appointment.  
If the surgery is closed, contact the out-of-hours service on 0844 800 1234 where you will be able to 
speak to a doctor or nurse. Out-of-hours times are 6.30pm to 8.00am weekdays and all weekends 
and Bank Holidays.
If you have acute chest pain lasting more than ten minutes or a stroke, ring 999 and to attend hospital 
at the A & E department where urgent clot-busting treatment can be started.
If you are at work, you may have an occupational health department that you can contact. The 
occupational health service can be an excellent source of information and advice.  The type of services 
companies offer will vary but they are all there to help you to be healthy at work and may be able to 
deal with your health problems on the spot.  

SELF TREATMENT OF COMMON ILLNESSES AND ACCIDENTS
Many common aches and pains can be simply treated at home without the need to consult a doctor.  

Back Pain
Back pain causes 13 million working days to be lost in Britain every year.  The spine supports the whole 
weight of the upper body so it is understandable that it sometimes goes wrong. Because of the complex 
nature of the spine it is advisable to consult your doctor if back pain persists for more than a few days.  
If, as is usual, the pain has been caused by abuse ie lifting too heavy weights etc, be sensible and take 
things easy.  Take care to sit as upright as possible with a support for the small of the back. 
Take aspirin or paracetamol which will not only relieve the pain but will help to relieve inflammation.  Your 
doctor may well prescribe stronger drugs, heat treatment, gentle exercise or some kind of supportive 
corset.
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Bedsores
Bedsores are far easier to prevent than cure. They are caused by prolonged pressure to certain parts of 
the body when lying in bed for long periods. They can be prevented by encouraging the patient to shift 
position as often as possible. Take care to smooth out creases in the bottom sheet to avoid irritation. If 
red marks appear at the pressure points such as heels, elbows, buttocks and hips, inform the doctor 
before they get worse.

Burns
Apply large quantities of cold water to the affected area as soon as possible and maintain this until 
the pain subsides. 
This may take as long as 15 minutes!  If the skin is unbroken but blistered, apply a loose, dry dressing. 
If the burn is larger than four or five inches in diameter or if the skin is broken, consult your doctor as 
soon as possible.

Colds
Even in this day and age there is still no magic cure for the common cold. Go to bed, take plenty of drinks.  
If you have a headache or are feverish, take aspirin or paracetamol. Do not bother to take antibiotics 
as these will have no effect!

Diarrhoea
In adults, diarrhoea is usually caused by a viral infection and is therefore unable to be treated directly.  
The symptoms can usually be eased by the traditional kaolin and morphine mixture or by medicines 
containing codeine.
Holiday diarrhoea is often due to bacteria. Again, kaolin and morphine can be taken. Consult your doctor 
if the symptoms persist for more than a few days.
Diarrhoea in very young children and babies needs careful attention.  Most babies have loose bowel 
action during their first six months due to their predominantly liquid diet.  Sudden bouts of unusually 
watery diarrhoea should be treated by taking the baby off solids and feeding them a cooled solution of 
boiled water with a teaspoon of sugar and half a teaspoon of salt to the pint.  If the symptoms persist 
for more than 24  hours, or are accompanied by vomiting or weakness, consult your doctor.

Gastroenteritis
Gastroenteritis describes a group of diseases affecting the stomach or part of the intestine.  Symptoms 
are often diarrhoea, sickness and stomachache.  Because the lining of the stomach is likely to be inflamed 
medicines are often immediately vomited up. Large quantities of water, orange juice or thin soup should 
be taken to counter the effects of dehydration.  Consult your doctor if symptoms persist for more than 
a day or, in the case of babies or young children, six hours.

Stomachache
Most attacks are not serious and are usually caused by indigestion or wind. A hot water bottle will often 
relieve the symptoms and, in the case of indigestion, a teaspoon of bicarbonate of soda in half a glass 
of water will help. 
If the pain lasts for longer than eight hours or increases in intensity you should consult your doctor.  

Sprains
Treat with a cold compress, containing ice if possible, for 15 to 30 minutes to reduce the swelling. Then 
apply, firmly, a crepe bandage and give the sprain plenty of rest until all discomfort has subsided. Further 
strain will inevitably lead to further swelling and a longer recovery period.
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Nosebleeds
Sit in a chair, lean forward with your mouth open, and pinch your nose just below the bone for 
approximately ten minutes, by which time the bleeding should have stopped.  Avoid hot drinks or hot 
food for 24 hours. If symptoms persist, consult your doctor.

Minor Cuts and Grazes
Wash the wound thoroughly with water and a little soap. To stop bleeding, apply a clean handkerchief 
or dressing firmly to the wound for about five minutes.  Cover with a clean dry dressing.

Sunburn
Treat as for other burns with cold water to remove the heat.  Calamine lotion will relieve the irritation 
whilst paracetamol will also help. Children are particularly susceptible to sunburn and great care should 
be taken to avoid overexposure to the harmful effects of the sun.

Insect Bites and Stings
Antihistamine tablets can be obtained from the chemist without prescription and will usually relieve most 
symptoms. Note: bee stings should be scraped away rather than ‘plucked’ in order to avoid squeezing 
the contents of the venom sac into the wound.

Head Lice
These creatures, contrary to popular belief, prefer clean hair and are, therefore, not a sign of poor 
personal hygiene. Medicated head lotion can be obtained from the chemist without prescription.

Chickenpox
On the first day a rash appears as small red patches about 3-4mm across.  Within a few hours of these 
developing, small blisters appear in the centre of these patches. During the next three to four days further 
patches will appear and the earlier ones will turn ‘crusty’ and fall off.
Calamine lotion may be applied to soothe the often severe itching. Cool baths may also help.
The most infectious period is from two or three days before the rash appears and up to five days after 
this date.  Children may return to school as soon as the last ‘crusts’ have dropped off.

German Measles (Rubella)
The rash appears during the first day and usually covers the body, arms and legs in small pink patches 
about 2-4mm and doesn’t itch.  No other symptoms are usually present apart from occasional aching 
joints.
It is infection from two days before the rash appears, until the rash disappears in about four or five 
days from that date. 
The only danger is to unborn babies and, therefore, it is important that all contacts are informed in order 
that anyone who may be pregnant can contact their doctor.
Immunisation can prevent this disease.

Measles
The rash is blotchy and red and appears on the face and body around the fourth day of illness.  It is at its 
most infectious from two or three days before the rash appears until eight to ten days after that date.
Immunisation can prevent this disease.

Mumps
Symptoms are swelling of the gland in front of one ear often followed, after a couple of days, by swelling 
in front of the other ear.
It is infectious from two or three days before the swelling appears until eight or ten days after that date. 
If the pain is severe you should consult your doctor.
Immunisation can prevent this disease.

If YOU are reading this, 
then so could patients 
looking for your kind 
of service.

To place an advertising feature 

in our practice booklets 

and book a daily reminder 

of your service on our 

appointment cards and website

simply phone Jenny Mellenchip

now on 0800 612 1516.



We will design and launch a top quality bespoke 
business-generating website for you, update it 
regularly at your request and provide on-going 
advice and support every working day.

Advertising Feature

OPG - HELPING THE SMALL BUSINESS  
GROW FOR OVER 30 YEARS

There is no up-front payment and no extras, with 
an option to choose a pay-as-you-go, stop-when-
you-like service.

from £20 per month 

To find out more simply call
 0800 612 1408  

or email us at payasyougo@opg.co.uk

Why your business needs a website
WITHOUT a website, your business or practice is invisible to the two thirds of prospective 
clients that use the Internet to locate products and services, and this figure grows daily.

Worse still, if your competitors have a website and you don’t, then they are picking up 
your share of the prospects for your type of business when they search online.

Pay As You Go websites are proving to be a godsend to small and medium-sized businesses 
across the UK and Ireland.

Introduced by OPG Ltd, who have been building websites for more than eight years, and 
whose innovative ideas have been helping businesses to grow and prosper for over 30 
years, they provide businesses and professional practices with 24/7 access to their targeted 
market.

A website not only saves you money on brochures and other such material, it greatly 
increases the effectiveness of your current advertising because, in effect, you are open for 
business around the clock.

Uniquely, the Pay - Monthly service comes with Web Partner support. This ‘phone-a-
friend’ facility will provide answers to your queries and help you develop your site as your 
business grows.

So if you don’t yet have a website, or are unhappy with the one you have, call today for an 
informal chat on 0800 612 1408. You’ll be glad you did!

   Generate more business
with a Pay - Monthly

website from OPG

To advertise your business to our patients on low cost, easy payment terms call 0800 0234 196.

THE FAMILY MEDICINE CHEST
Here is a list of useful medicines and dressings with a description of their uses.  All are quite cheap and 
worth stocking at home in readiness for minor illnesses.
Keep them in a box or cupboard with a lock –  or store them well out of the reach of children.

Soluble Aspirin Tablets:
For adults and older children.  Good for headaches, colds, sore throats and painful bruises.

Paracetamol Mixture:
For relief of pain or fever in young children.

Sedative Cough Linctus:
For dry or painful coughs – but not coughs caused by common colds.

Menthol Crystals:
Add to hot water to make steam inhalations for treating catarrh and dry or painful coughs.

Vapour Rub:
Again, for steam inhalations.  Also useful for children with stuffy noses or dry coughs.  Rub on the chest 
and nose.

Ephedrine Nose Drops:
For runny noses in children over one year old.  Use before meals and at night but not for more than 
four days.

Antiseptic Solution:
One teaspoon diluted in warm water for cleaning cuts and grazes.

Antiseptic Cream:
For treating septic spots, sores in the nose and grazes.

Calamine Lotion:
For dabbing (not rubbing) on insect bites and stings and sunburn.

Dressing Strips:
For minor cuts.

3” Wide Crepe Bandage:
To keep dressings in place.  To support sprained or bruised joints.

Cotton Wool:
For cleaning cuts and grazes.

Thermometer:
For fevers.

Tweezers:
For removing splinters.

Remember that your local chemist can give you advice about medicines.
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USEFUL NUMBERS
Health Visitor .............................................................01843 255320
Age Concern............................................................... 01843 868018
Social Services............................................................01843 860000
Out-of-Hours Doctors................................................0844 800 1234
Dental Line..................................................................01233 658406
Services for Children...................................................01227 597064
Options........................................................................01843 295222
Pregnancy Helpline...................................................0800 0282228
QEQM Hospital...........................................................01843 225544
Patient Advisory Liaison Service (PALS)......................01843 234234
Police........................................................................... 01843 231055
PCT (Primary Care Trust).............................................01304 227227
Thanet OWLS...............................................................01843 299999
Domestic Violence......................................................01843 222028


