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LANGUAGES
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WELCOME TO THE LIGHTHOUSE 
MEDICAL PRACTICE

The Practice was originally founded in 1901 and has been at the College Road 
premises since 1905.  The Ian Gow Memorial Health Centre in Milfoil Drive  
opened in 1991. Our Partnership has an extended Practice team of over 50 people 
and we look after over 16,000 patients within our boundary in Eastbourne.

SURGERY OPENING HOURS
College Road: 01323 735044

Ian Gow Memorial Health Centre: 01323 766358
Doors open: Monday - Friday 8.00am - 6.00pm

Our telephone lines are extremely busy. We want to help you, but please can you 
help us and other patients by continuing to do the following:

• If you require a visit please call in the morning.

• Keeping your call short, especially early in the morning.

• Telephoning the pharmacy that you have nominated if you are checking 
up on a prescription,  after 72 working hours of us receiving it.

• If you are calling regarding a hospital appointment, please contact 
the hospital appointments centre directly on 01323 417400.

• Please call back after 11.00am for test results, and note that results are 
not usually available for at least five days after your test.

EVENING AND WEEKEND APPOINTMENTS

The surgery is now also open on:
• Monday evening 6.30 - 8.15pm (alternating between our sites).
• One Saturday every month 8.00 - 9.30am (alternating between our 

sites).
These appointments may be subject to change, please see our website for any up 
to date changes.
Appointments and telephone appointments during extended hours surgery are 
pre-booked in advance. We offer a variety of appointments (depending on the 
date) with the GPs, Health Care Assistants, Nurses and our Smoking Cessation 
Advisor. Clinical tests eg blood tests cannot be performed during these surgeries. 
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ADVERTISING FEATURE

Need a cab?...call a cab!Need a cab?...call a cab!

01323

746 746
01323

746 746
Freephone: 0800 99 61 746Freephone: 0800 99 61 746

24-hour service  Licensed private hire24-hour service  Licensed private hire

Email: call-a-cab@746746.co.ukEmail: call-a-cab@746746.co.uk

www.746746.co.ukwww.746746.co.uk

Let the taxi take the strain!
You know the feeling – you have been feeling ‘a 
bit under the weather’ for some time, and have 
finally got around to making an appointment to 
see the doctor. Do you really feel well enough to 
drive to the surgery? Of course it is vital to arrive 
in plenty of time for your appointment, and not to 
arrive stressed as that could mask other symptoms.  

So why not call a local taxi company? They will 
take you door to door, get you there on time, and 
no worries about parking the car either!!  

Many older or disabled patients regularly use 
their local taxi firm for all kinds of trips. They 
appreciate the convenience and relatively low cost. 
Mums find a taxi has many advantages especially 
for transporting all the paraphernalia associated 
with keeping an appointment, at a fixed time, and 
having to take a baby and/or a young child with 
them. Call-a-Cab also have wheelchair accessible 
vehicles.

Call Call-a-Cab today on 01323 746 746, we have 
the lowest fares in Eastbourne.

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

Cornf ield Law LLP SOLICITORS
47 CORNFIELD ROAD • EASTBOURNE • EAST SUSSEX • BN21 4QN

Telephone: 01323 412512
email: rdicker@cornfieldlaw.co.uk

www.cornfieldlaw.co.uk

For a FREE Interview 
on PERSONAL INJURY CLAIMS

Contact Roderic Dicker LLB
Member of the Law Society Personal Injury Panel

Ask about NO WIN NO FEE
Home Visits Available

Law Society Accredited Personal Injury and 
APIL Accredited Personal Injury Specialist 
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OUT OF HOURS DOCTORS’ SERVICE 
– 6.00PM - 6.30PM CALL 0300 242424.

OUT OF HOURS DOCTORS’ SERVICE - AFTER 6.30PM 
CALL NHS 111

When our GP practice is closed, patients should call the NHS 111 service by 
dialling 111.  All calls are free from landlines and mobile phones. 
What is NHS 111?
• A simple, free to call, easy to remember three digit number that is available 24 

hours a day, 365 days a year.
• NHS 111 directs patients to the service that is best able to meet their needs 

taking into account your location, the time of day you are calling and the 
capacity of local services.

When should I use 111?
• When it’s not a life threatening situation and, therefore, is less urgent than a 

999 call.
• When you cannot see your own GP, for instance when it is closed or you are 

away from home.
• When you feel you cannot wait or are simply unsure of which service you 

require.
• When you require reassurance about what to do next.Emergency 

APPOINTMENTS
Appointments can be booked on the day and in advance. We offer a variety of 
appointments including 5 minute, one problem duty appointment slots, 10 minute 
routine appointments and extended appointments for some of our nursing clinics. 
In addition, our doctors are also happy to give telephone consultations where an 
examination is not required.
Appointments can be obtained via:
• Online - If you wish to register for online booking please visit our website 
 www.lighthousepractice.co.uk and follow the instructions. 
• Our automated telephone system available 24 hours a day, 7 days a week.
• Speaking to a surgery receptionist during normal working hours.
• In person at the surgery.
Please note that routine face-to-face appointments are for 10 minutes. It is 
therefore preferable to bring one problem to your consultation. Adherence to 
this will help our surgeries run to time.
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GIVELOCALHELPLOCAL

Homecare 
and Nail Care 
Services

To book an appointment 
or for further information 
please call our Homecare 
team on 01323 406555

Do you or a  
family member  
need care and  
want to stay in  
your own home?
This type of decision can be difficult for families.
Contact a local care agency to discuss your 
needs today.

OPG - HELPING THE SMALL BUSINESS  
GROW FOR OVER 40 YEARS

Generate more business 
 with a Pay - Monthly
website from OPG

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.

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 £26 
per month 

Call
 0800 612 1408  
or email us at 

payasyougo@opg.co.uk

Advertising Feature

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 who have been 
helping businesses grow and prosper for over 30 years, 
they provide businesses and professional practices 
with 24/7 access to their targeted market.
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.
So if you don’t yet have a website, or are unhappy 
with the one you have, call today for a chat on  
0800 612 1408. You’ll be glad you did!

Got cataracts and in need 
of treatment? Why wait?

Many private eye clinics 
offer a quick  

and efficient lens replacement  
service that is suitable for many  

people with cataracts.
Contact a local eye clinic  

today and get a new view on life!
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DO NOT ATTEND (DNAS)
We now have a policy in place for patients who do not attend (DNA) their 
appointments.  This has come about via our Patient Forum who have made it 
part of their remit to try to support vulnerable patients and not waste NHS 
resources and appointments. If you are unable to keep an appointment please 
either telephone the surgery, use the automated telephone system or the online 
booking facility.
Patients who persistently DNA will be written to as part of our joint Patient 
Forum/Practice Policy.

BOOKING VIA THE TELEPHONE
You can beat the early morning rush and book routine 10-minute GP appointments 
and some nursing appointments on the telephone. Patient Partner is a system 
that enables you to telephone the surgery on our normal telephone number 
at any time. The system allows you to book, check or cancel an appointment. 
You will need to press 1 to operate the system. In order to use the system we 
must have your up to date details on our records. Please listen carefully to the 
instructions about which buttons to press. Book in advance appointments are put 
on to the system monthly. 
New appointments for the day are released on the system at 6.00am 
every morning. 

TELEPHONE ADVICE
You may feel that your problem could be solved by talking to your doctor on 
the telephone. Contact us during opening hours leaving your name, telephone 
number and brief details of your problem with the receptionist. A Doctor or a 
member of our team will then call you back later the same day. Please note that 
GP’s will not be able to provide a telephone consultation where an examination 
is required. 
Please note that the GP will only attempt a maximum of two calls, so please 
ensure that if you have requested a telephone call, that you are available to 
answer your phone at any point during the day.

NEWSLETTER
As part of our ongoing commitment to improving our service and communication 
to patients our Patient Forum produces a Newsletter. This is available at both 
surgeries, on our website and via email if you have registered your address with 
us. We welcome any ideas and suggestions for articles (please contact as above).
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Let our practice 
publications 
promote your 
business 
for you!

To place a business building 
advertising feature in our vitally 

important Practice Booklets
and Appointment Cards 

simply phone
Veronica Smith

now on 0800 612 1516.
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HOME VISIT REQUESTS
If you wish to request a home visit, please contact the surgery as early as possible. 
Your request will be sent to a GP who will decide if a visit is necessary. In most 
situations including mothers with babies and young children, and elderly patients 
who need assistance, attendance at the surgery is considered reasonable and 
more appropriate. There are very few occasions where car transport to the 
surgery - either from friends, relatives or taxi firms, is not medically appropriate. 
We encourage patients to attend at the surgery where your medical 
records and medical equipment are available to the GP.

HOW TO REGISTER
If you wish to register as a patient please ask at reception for a registration pack. 
If you need help completing the form please ask us. It is practice policy to request 
photo identification, preferably a passport and two recent household bills. If you 
are homeless we will happily register you without documentation. Please ask 
to speak to one of our managers who will be able to assist you. Where the 
practice is unable to accept anyone as a patient, they will be given a reason for 
non-acceptance and details of how to make a request to be allocated to a doctor 
in the area. You will be registered with the practice and have a named doctor.  
Your named GP will be responsible for your overall care. You can express a 
preference for a practitioner, however for reasons relating to safety this is only 
possible if there is space on their list. List size is based on what we consider to 
be a safe number of patients for each GP to care for and the number of days that 
a GP sees patients. 

REPEAT PRESCRIPTIONS
Patients who are on certain continuing treatments are able to obtain 
repeat prescriptions. Only GPs can prescribe for patients but our trained 
prescription clerks can prepare repeat prescriptions for the GPs to sign.  
Our receptionists are not allowed to take prescription requests over 
the telephone. 
Requests must be made:
• By using the on-line system.
• In writing.
• By using the computer request slip attached to your prescription.
• Bringing or sending your request to the surgery.
• Via email at lighthousepractice@nhs.net.
• Via a pharmacy of your choice.
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Please do not ask to speak to your doctor routinely about repeat prescriptions 
as this takes up valuable consultation time. The number of hours from requesting 
a prescription to availability for collection is a maximum of 72 working hours 
(this does NOT include delivery to a pharmacy), excluding weekends and bank 
holidays, and we would appreciate your co-operation with this. Prescriptions 
may be collected during normal surgery hours or, if you provide a stamped  
self-addressed envelope, we can post it to you. By arrangement with reception, your 
prescription can be sent electronically or collected by certain local pharmacies. 
It is your responsibility to ensure that you do not run out of your medication. 
Whilst we will endeavour to help you in a genuine emergency this can only be 
done for medication that the GP says cannot wait. The abuse and use of this 
facility will be monitored and may be reported to your GP.
We highly recommend that you request for your prescription to be 
sent electronically to the pharmacy of your choice. If you would like to 
do this then please ask at reception or speak to your pharmacist who will be able 
to arrange this for you.

TEST RESULTS
Patients registered for the online system can also view their results 
online, once the GP has commented on them.
Test results can be given out during normal working hours. The best time to 
contact us is after 11.00am when our telephone lines are quieter. However, 
results come through to the surgery at different times of day and via different 
methods and need to be seen by a GP before the receptionist can give you 
any information. It is your responsibility to follow up your test and investigation 
results from us and the hospitals. If you have a medical condition such as dementia 
and need assistance with this, please tell us and we will be happy to help. In some 
cases you may need to discuss the results with a doctor and this can be done by 
telephone or, if the doctor advises, by appointment. Routine blood test results 
are usually available after two days but other tests can take longer. When you 
have your tests done please ask for details of how long they should take.

EMAIL
We want to be able to keep you up to date with practice news. This is a fast 
and effective way of communicating with our patients. Please give us your email 
address (and keep it updated), as in the future we are hoping to develop our 
communications with you.
Any email address received after the 24th May 2018, we will be contacting with 
specific consent forms on how you would like us to use your data, due to the new 
General Data Protection Regulations.
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THE PRACTICE STAFF
We are a team of professionals who are here to help, support and care for you.  
Our GPs and nurses usually work set days each week. This may however vary if 
we are short staffed as our teams may change sites and days of work to try to 
provide our service.
The Doctors
Dr Andrew N Stewart MB ChB (Aberdeen 1986) FRCGP DCH
Dr Gregory A J Folwell MB BS (London 1988) MRCGP DRCOG
Dr Maia Nicholles  BSc MB BS (London 1992) DRCOG DFSRH  
    MRCGP
Dr Timothy Caroe  MB BChir MRCP MRCGP
Dr Roisin McCloskey  MB ChB (Glasgow 1989) MRCGP  RCOG
Dr Jeremy Durston   BSc (Hons) BM MRCGP
Dr Amanda Woolhouse   MRCGP DRCOG DCH MB BS
Dr Sanjay Rajendra   MD MRCGP
Dr Andrew Baldwin   MRCGP BMBS (Dist.) BSc (Hons)
Dr Rosamund Clift   BSc(Hons) MB BS MRCGP
Dr Nathan Dixon  MB ChB MRCGP
Dr Catherine Jones   MB BS
Dr Rebecca Vaughan MB BS (Newcastle)
Practice Staff
Practice Manager / Business Partner - Mrs Amanda Sayer BA (Hons) works 
at both our sites every week and she can be contacted at either site.
Administration and Operations Managers (ADOPS) - Claire Carter is 
our Senior ADOPS Manager and is also in charge of complaints.  Katrina Blunt is 
also an ADOPS Managers.  ADOPS Managers are on site daily to deal with all day 
to day work.
Paramedics - Our paramedics work alongside the GPs undertaking home visits 
and proactive care for our patients.
Practice Nurses - Our practice nurses are highly skilled, qualified and trained 
professionals.They are employed by the practice to offer advice and provide many 
clinics and services, for example;  INR, Diabetes,  Asthma, COPD, Immunisations, 
Contraception and Emergency Contraception and Wound Care.
You can make an appointment to see a Practice Nurse without seeing a doctor first. 
Associate Practitioner - Pauline has recently studied for the associate 
practitioner’s role and has been promoted from HCA to Associate Practitioner. 
This is a more enhanced role and she now takes on extra responsibilities.
Our receptionists will be able to advise you which clinics are held by 
individual nurses.
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THE PRACTICE STAFF
Health Care Assistants (HCAs) - Our HCAs are fully qualified and trained 
professionals who work with our nurses and undertake a variety of tasks for 
them.
Phlebotomist - We have phlebotomy clinics that run at both our sites.
Receptionists,  Administrators and Secretaries - We have a fully trained 
administrative team who will always do their best to try and help you. The 
surgeries are extremely busy places with a constant stream of telephone calls and 
enquiries and our team works within surgery systems and procedures.  There 
may be times when they may need to ask you a few questions as requested by the 
doctors and we greatly appreciate your help in these matters.
We work closely with other local health professionals. They are not employed 
by us or based at the Practice but they may be involved in your care.
Health Visitors - If you need to contact them, please call 01323 440022 for 
College Road and 01323 744629 for Ian Gow.
District Nurses - If you need to contact them, please call 01323 514879.
Midwives and Antenatal - Sometimes hold clinics at the surgeries. Clinic times 
vary as they are organised by the midwives. Please either contact your surgery 
or contact via the community midwives at Eastbourne District General Hospital. 
Tel: 01323 417400.
Welfare Benefits - Sometimes available at the Practice but can be contacted 
on 0333 344 0681.
Chaplain - Appointments can be available at College Road for patients from 
both our sites.

THE PRACTICE SERVICES
Blood Tests - We offer blood test appointments throughout the day.
Dementia Clinics - These appointments are usually by letter invitation, seeing 
both a nurse and a GP on the same day.
Disease Management Clinics - Patients with long-term conditions such as 
diabetes, asthma and COPD can attend clinics to ensure that the best control 
possible is maintained for these conditions. Please enquire at the surgery office 
for details of days/times.
Ear Suctioning - A specialist service run on site to which your GP or Practice 
Nurse can refer you if you meet the criteria. This service is replacing the Ear 
Syringing service. Please note there is a long waiting list for this service, if you 
would like this done sooner than we can accommodate, then the reception team 
will be able to give you a list of businesses that offer this service privately. 
We are still offering a limited service for ear syringing for those patients where 
ear suction is unsuitable.
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Family Planning and Pre-pregnancy Advice - We offer many contraceptive 
services including coil fittings and implants. Please contact the surgery for further 
information.
Health Checks - HCAs perform various health checks.
Smear Tests - if appropriate, are carried out by our practice nurses during the 
day and in the extended hours clinics.
Hearing Screening - HCA Pauline performs hearing checks on most age 
groups and will make referrals on as necessary.
Joint Injections - These are performed by some of the GPs.
Minor Surgery - This is performed by all doctors within their normal surgery 
times. In addition we run regular specialist clinics.
Minor Operations Clinics - Run from our Ian Gow site. Your GP will put you 
on the waiting list and we will contact you regarding an appointment.
New Patient Checks - These are performed by our HCAs and we can offer 
appointments during the day and in the extended hours clinics.
Smoking Cessation - We offer help and advice for those patients who wish to 
stop smoking. Please ask at reception for more details.
Travel Immunisations - Are also available and we are a registered Yellow 
Fever Centre. It is important that you take responsibility for your vaccinations. 
We request that you follow the procedure below:
•  Request and complete in full detail a travel form from reception as soon as  
 possible.
•  Book a travel consultation appointment by phone or in person. It is your  
 responsibility to do this. 
•  You may be required to pay for some vaccinations. Full payment must be  
 made before the vaccines are administered.
•  The practice cannot guarantee vaccinations for last minute and late holiday  
 bookings. We suggest that if you make use of last-minute deals, that you  
 keep your travel vaccinations up to date on a continual basis.
•  Failure to follow practice protocol may result in nurses being unable to  
 give you your travel vaccinations  
 and you will then be advised to visit an independent travel clinic.
Vaccinations and Immunisations - Child immunisations begin at the age of 
two months and appointments will be sent by the Child Health Department.  
Adult immunisations may be booked through the Practice Nurse clinics. 
Warfarin Monitoring - The Practice provides INR (International Normalised 
Ratio) readings for Patients who are taking Warfarin and this avoids the patient 
having to attend the hospital for this care.
Wound Care - All of our Nurses and HCAs are fully trained in wound care and 
are able to deal with a wide range of acute or chronic wounds.
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SOUTHDOWN SOCIAL PRESCRIBING
What is Social Prescribing?
Social Prescribing supports you to access services and activities in your local 
community that can help improve your mental and emotional wellbeing. It can be 
an addition or alternative to medication and psychological therapies. There are 
times when we all need support to address life’s challenges. Meeting people and 
knowing how to access support available can make a big difference.
What does the service provide?
This is a free service that provides one to one support in the community. You 
can self-refer to this service https://www.southdown.org/sites/default/files/public/
CWS%20Self%20Referral%20Form.pdf 
https://www.southdown.org/mental-health-recovery/community-wellbeing-
service-east-sussex 
Once a referral has been received they will contact you to discuss how the 
service can support your needs. 
Specialist services we can support you to access include:
Housing Benefits Finance and debt
Health and wellbeing Legal advice Relationships and parenting
Community activities we can support you to access include:
Arts and culture Health and leisure Education and training
Volunteering and employment Faith and spirituality Befriending and social networks
Am I eligible to apply?
The service is available to adults, aged 16 and over.

 PRIVATE MEDICAL CARE AND NON-NHS SERVICES CHARGES
Not all our services are free on the NHS. There are charges for some vaccinations, 
letters, reports and forms and private consultations. Please check our website, 
the posters or ask in our surgery for details. Fees must be paid in advance.

ABUSIVE BEHAVIOUR AND ZERO TOLERANCE
We have a zero tolerance policy towards abusive behaviour. The use of aggressive or 
bad language, and/or aggressive or violent behaviour towards any member of staff 
will not be tolerated.  We have a duty to protect our staff from any aggressive 
behaviour and if necessary, the police will be involved. Any verbal or physical 
abuse will be reported to the Manager on site and the patient’s Doctor. This may 
result in removal from the Practice and/or the incident being reported to NHS 
England and the police.

For the latest information click to: www.lighthousepractice.co.uk

PATIENT FORUM
We are proud to say that we have an amazing and extremely proactive Patient 
Forum. The Forum meets regularly and is involved in all aspects of the surgery. 
You may see members in the surgery helping patients, changing notice boards and 
running surveys. The Forum is also involved in looking at systems, procedures 
and many wider surgery issues. New members are always welcome. We also 
have a virtual Patient Group. For further information please contact Gwynne 
Pickering (our Chairman)
01323 640517 e-mail: gpickering201@btinternet.com
Liz Walke (our Vice Chair) 01323 460991 e-mail liz.walke@dsl.pipex.com

WEBSITE WWW.LIGHTHOUSEPRACTICE.CO.UK
The surgery website is a most effective way of giving our patients access to help 
and the latest information 24 hours a day, seven days a week. It contains complete 
information about all the services we offer. It also details how the practice is 
organised and introduces our doctors, other medical and administrative staff and 
describes their various responsibilities.  We try to keep this as up to date as 
possible, but please contact reception if you have any queries.

PARKING FACILITIES
There is on-road parking at College Road and a Council car park at the far end 
of College Road about 400 yards from the surgery. At Ian Gow Memorial Health 
Centre there is a small car park behind the surgery and on-road parking. Vehicles 
are left at patients’ own risk.

PATIENT CHARTER
At the Lighthouse Practice we deliver a professional service and take our 
responsibilities to you extremely seriously. Your health is our joint responsibility 
and we have worked with our patients and staff to create this Patient Charter.
Practice Responsibilities are to:
o Treat you with courtesy, dignity and respect at all times.
o Treat you, as a partner in your health, enabling you to make informed  
 decisions by discussing and involving you in your treatment and the choices  
 available to you.
o Involve you in how the practice is run by enabling you to express your  
 views and experiences and have them taken into account when planning  
 the way that our services are provided and delivered.
o Recognise your diversity, values and human rights.
o Enable you to care for yourself where this is possible.
o Give you information about our services and any services to which we refer  
 you.
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o Provide you with access to emergency care when you need it.
o Refer you to other services when it is necessary.
o Offer you a choice of provider for your referral, subject to the options available.
o Try our best to cover for staff sickness.
o Keep your records confidential and give you access to your health records  
 subject to legal limitations.
o Give you a full and comprehensive reply to any complaints/queries that you  
 raise with us.
o Encourage and enable you to be an active part of your community.
Patient Responsibilities are to:
o Treat everyone at the practice with courtesy, dignity and respect at all  
 times enabling us to work without the fear of abuse.
o Understand the impact that your lifestyle has on your health and listen to  
 advice given to you regarding your health.
o Follow treatment plans and advice that we have agreed with you and let  
 us know if you cannot carry this out or change your mind.
o Respect your fellow patients when at the practice.
o Arrive on time for your appointment and check in at the reception desk  
 or touch screen as soon as you arrive at the surgery.
o Let us know immediately if you cannot attend your appointment.
o Only request a home visit when absolutely necessary.
o Use the out-of-hours GP service or walk-in centre only in urgent situations.
o Only attend A&E for accidents and emergencies that GPs can’t deal with.
o Be aware of the financial constraints that the NHS is working under locally.
o Follow surgery procedures for repeat prescriptions, calling for test results  
 and travel forms.
o Keep us informed if your personal details change (address, telephone  
 number (mobile and landline), email etc).
o Understand that services/staff that we refer you to, outside of the practice,  
 are not controlled by us and that you may need to contact them if you have  
 any queries.
o Respect our guidelines on the practice’s geographical boundaries (the area  
 in which we can register you).
o Tell us about complaints and misunderstandings as soon as possible.

ACCESSIBLE INFORMATION
The accessible standard is in place to support disabled patients. We 
want to get better at communicating with our patients. We want to make sure 
you can read and understand our information. 
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If you find it hard to read our letters 
or if you need someone to support 
you, please let us know
We can help if you need 
information in large print, easy 
read or braille or if you need 
help communicating with us, 
because you use British Sign 
Language. 
We have hearing loops at 
both our sites, we can give you 
information on setting up text 
relay telephone support but 
most of all our receptionists are 
here to help you.
For help and support please 
contact reception or email us on 
lighthousepractice@nhs.net 

CARERS
We recognise the valuable role of carers, those who support and care for others, 
and we want to support you. If you are caring for someone at home or elsewhere 
who has a physical or mental illness, has learning difficulties, suffers alcohol or 
drug addiction problems or who is disabled, elderly or frail then... YOU ARE A 
CARER (whether you are an adult or a child).
Carers often do not recognise themselves under the term “carer”. They see 
themselves as just helping someone who could not remain living in their own 
home without the help they provide. A carer can be an adult or a child. Many 
carers juggle paid work or study with their unpaid caring role. The term “carer” 
should not be confused with that of an employed care worker or someone who acts 
as a volunteer for an organisation.
Please let us know if you are a Carer and we will give you a carers’ form to complete. 
We can also help to signpost you to organisations who may be able to help and 
support you.

CHAPERONES
We are 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 
everyone is of paramount importance. 
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All patients are entitled to have a Chaperone (a person who acts as a witness for a 
patient and a medical practitioner during a medical examination or procedure) present 
for any consultation, examination or procedure where they feel one is required. 
The chaperone may be a family member or friend. On occasions you may prefer a 
formal Chaperone to be present.  A formal chaperone is a fully trained, member of 
staff who has Disclosure and Barring Service (DBS) clearance. 
It is practice policy that clinicians should always offer patients a Chaperone for an 
intimate examination. Your healthcare professional may also require a Chaperone to 
be present for certain consultations in accordance with our Chaperone Policy. 
Wherever possible we would ask you to make a request for a Chaperone at the 
time of booking your appointment so that arrangements can be made and your 
appointment is not delayed in any way. 
Where this is not possible, we will endeavour to provide a formal chaperone at the time 
of request. However occasionally it may be necessary to reschedule your appointment. 

CONFIDENTIALITY
The practice uses a computer-based system. Information is held on the computer 
in accordance with the Data Protection Act. Everyone working for the NHS has a 
duty of confidentiality. This means that we aim to keep the information you tell us 
private. Sometimes we may need to share information to make sure you receive 
the best possible care and we will aim to ask your permission to do this. All our 
staff (including reception staff), are trained in issues surrounding confidentiality 
and sign a confidentiality clause as part of their contract. If you would like to 
know more about how we manage the information that you give us, you can 
ask to read our confidentiality policy. There is a copy on our website and in the 
patient information folder in the waiting room.

CONSENT
Consent is agreeing to something that we suggest .To be able to give consent you 
need to be able to:
•  Understand the information you are given.
•  Use this information to come to a decision.
If you are able to do these things, the law says that you can make your own 
decisions. No one can make you do anything you don’t want to do. We are here 
to advise you. If you are unable to do these things, then we can help you with 
advice from your family, carer, guardian or other people who know you well. If 
you are worried about losing the ability to consent in the future, the law allows 
you to make a ‘Living Will’ or Power of Attorney to make decisions for you. If 
this interests you, please ask for a leaflet about this at reception. There is a copy 
of our Consent Policy on our website and in the patient information folder in the 
waiting room.
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CONSENT TO SHARING YOUR MEDICAL INFORMATION
In accordance with the Data Protection Act, NHS Confidentiality and GMC 
guidance, the practice can only speak to another person about you, leave messages 
on an answer machine or give out other information to a nominated third party 
if you give us your written permission/consent. 
It is your responsibility to update us if you change your mind about who 
you have authorised (given consent to) act on your behalf.

DISABLED ACCESS
College Road has a ramp access and a lift. There is limited parking on yellow lines 
outside the surgery for those who are Blue Badge holders.  Ian Gow is on one level 
and has easy disabled access.  We have hearing loops at both our sites.
If you are disabled and need any help or assistance, please do not hesitate to 
contact the practice.  This includes friends, family and carers of patients, who may 
have issues with booking and/or remembering appointments.

SAFEGUARDING
Everyone has the right to lead their lives free from violence and abuse and 
everyone has the right to protection from mistreatment and abuse. Safeguarding 
means enabling people to live their lives free from harm, abuse and neglect, 
and to have their health, wellbeing and human rights protected. Those most at 
risk and in need of protection include children, young people and adults whose 
circumstances may lead them to be vulnerable. Abuse can take many forms:
• Physical - hitting or rough handling.
• Emotional or psychological - bullying or shouting.
• Neglect - not providing food or heating, or a poor standard of care.
• Financial - stealing, defrauding or coercing money or property.
• Sexual - contact that someone has not or cannot consent to.
• Organisational - poor care from bad systems or places.
• Domestic violence - being abused by your spouse or partner.
Abuse is never OK or acceptable. If you are being abused it is important 
to speak out and tell someone.

COMPLAINTS, CONCERNS, COMMENTS 
AND COMPLIMENTS

We aim to provide patients with the best care we can, but sadly we will sometimes 
fall short of the mark. If you have any complaints, compliments, comments and 
concerns about our service, we want to hear about it.
We would encourage you to speak to whoever you feel most comfortable with 
– your doctor, a nurse, a receptionist or manager. Our head receptionists can 
usually deal with most administrative issues however, if you would prefer to give 
your feedback in writing, please hand it to reception for the attention of either 
the Complaints Manager, Claire Carter, or the Practice Manager, Amanda Sayer.
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You can also send us an email at lighthousepractice@nhs.net or by filling in one of 
the forms in the waiting room and hand it to reception. If you have a complaint to 
make, please don’t be afraid to say how you feel. We welcome feedback to help us 
improve our standards and you will not be treated any differently because you have 
complained. We will just do our best to put right anything that has gone wrong.
We also welcome positive feedback, as this is important to us as people and for 
our public profile. If you want to compliment us you can tell us, write to us or 
even better still post a comment on NHS Choices. http://www.nhs.uk/Services/
GP/Overview/DefaultView.aspx?id=44414 

TEACHING
The practice is approved for the training of new doctors. These fully qualified doctors 
are appointed to the local Vocational Training Scheme and work with the partners 
for up to one year to gain experience and further education in General Practice. We 
undergo periodic assessment in which the quality of the notes may be assessed by a 
doctor from another training practice. Confidentiality is maintained. However, if you 
do not want your notes examined, please inform your doctor.

INFORMATION LITERATURE AND NOTICE BOARDS
A selection of leaflets and information posters is available in our waiting areas. 
Our waiting areas and noticeboards are organised and displayed by our Patients 
Forum. They rotate leaflets and information and run themed awareness campaigns. 
If you cannot find the information you require, please ask at reception or if you 
have any suggestions for the noticeboards please contact our Patient Forum.

EQUALITY AND DIVERSITY
Laws under the Equality Act 2010 give the NHS opportunities to work towards 
eliminating discrimination and reducing inequalities in care. Since 1st October 
2012, it is unlawful for NHS and social care service providers and professionals to 
discriminate, victimise, or harass a person because of their age. The NHS already 
has clear values and principles about equality and fairness, as set out in the NHS 
Constitution, and the laws under the Equality Act 2010 reinforce many of these.
What does this mean for you?
Most of us need to visit a doctor from time to time. Whenever you need healthcare, 
medical treatment or social care, you have the right to be treated fairly and not 
to be discriminated against, regardless of your ‘protected characteristics’ (you can 
see a list of protected characteristics below). Laws under the Equality Act set out 
that every patient should be treated as an individual and with respect and dignity.
The laws mean that all NHS organisations will be required to make sure health 
and social care services are fair and meet the needs of everyone, whatever their 
background or circumstances.
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Who is Protected?
The Equality Act 2010 offers protection to nine characteristics. These are:
• age • race 
• sex • gender reassignment status 
• disability • religion or belief
• sexual orientation • marriage & civil partnership status 
• pregnancy & maternity
For the first time the law also protects people who are at risk of discrimination 
by association or perception. This could include, for example, a carer who looks 
after a disabled person.

DIGNITY AND RESPECT
At the Lighthouse Medical Practice we believe in us all working together and 
treating each other with Dignity and Respect. We believe that we should all:
• Have a zero tolerance of all forms of abuse.
• Support each other with the same respect you would want for yourself or a  

member of your family. 
• Treat each person as an individual by offering a personalised service.
• Enable people to maintain the maximum possible level of independence, choice 

and control.
• Listen and support people to express their needs and wants.
• Respect people's right to privacy.
• Ensure that people feel able to complain without fear of retribution.
• Engage with family members and carers as care partners.
• Assist people to maintain confidence and a positive self-esteem.
• Act to alleviate people's loneliness and isolation.

EMERGENCIES - PERHAPS YOUR GP CAN HELP
Attending Accident and Emergency is not always the best answer when 
you feel unwell, or when you need to help someone else get medical help. If 
you need to see, or contact a medical professional quickly, it often makes sense 
to try your GP first because:
• They specialise in treating many health problems
• Your practice has your medical history to hand, which helps them make the 
best treatment decisions for you
• They can also often treat minor injuries
• Your practice is local to you, it makes getting there easier
• You may not need to wait as long as you would at A&E
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Face to face appointments and/or telephone consultations should be 
available on request (see Appointments), although you need to remember 
that our surgery operates an appointment system. An immediate 
consultation may not always be possible, however we will do our best 
to see you as soon as possible or can offer you telephone advice. Within normal 
hours please telephone your surgery in the first instance.

ACCIDENT AND EMERGENCY (A&E) 
is the right place to go for:

Choking - Chest pain - Heavy blood loss - Serious injury/trauma - 
Stroke

Fits or unconsciousness - Emergency care when a delay would cause 
further harm

Please remember: A&E is there to use when the situation is urgent, when it is 
not safe to wait and there is no simple alternative available elsewhere. It is more 
important than ever that NHS money is spent wisely, so that all patients get high 
quality care in the best place for them - whether that be at a pharmacy, their 
GP or A&E. Even going to A&E, waiting and leaving before you are seen, 
incurs a charge from the hospital to the surgery.

What Are The Alternatives To A&E? 
Try your GP. If this is not suitable, or possible, there are other options:
  • GP Out of Hours Service • Walk In Centres
  • Pharmacies • Minor Injuries Units
  • NHS Direct • Dental and Emergency Dental Service
  • Emergency Contraception and Sexual Health 

Walk In Centre 
If the surgery where you are registered is not open, it is possible to see a GP at 
one of the Walk In Centres based at Eastbourne Railway Station, without having 
to register. Consultations are seven days a week between 8.00am and 8.00pm:

Eastbourne Station Walk In Centre:  ...................................................01323 726650

Hastings Station Approach Walk in Centre:  .....................................01424 884410

Brighton Station Walk In Centre:  ........................................................01273 203058
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Pharmacy 
Your local pharmacist can help with advice problems such as: coughs, sore 
throats, wound dressings, skin rashes, diarrhoea/vomiting, constipation, 
headache, minor eye conditions, hay fever, head lice, insect bites and worms. 
They can also help with inhaler or insulin pen problems or emergency 
supplies of regular medications.  Call NHS 111 or search ”pharmacies” at:  
www.nhs.uk.

Minor Injuries Units (MIUs) 
Treat sprains and strains, broken bones (not hips), wound infections, minor burns 
and scalds, minor head injuries, insect and animal bites, minor eye injuries, injuries 
to the back, shoulder and chest. x-ray facilities are for shoulder, upper arm, collar 
bone, elbow, wrist, hand, ankle, foot, toe and knee.
Lewes Victoria Hospital 01273 474153 - Lewes: Monday to Friday 9.00am to 
5.00pm (not weekends).
Uckfield Community Hospital 01825 769999 - Weekdays Tuesday, Wednesday 
and Thursday
9.00am - 4.30pm, (closed for lunch between 12.30pm - 1.00pm). Weekdays 
9.00am - 4.00pm and 12 noon - 6.00pm at weekends
Crowborough Memorial Hospital 01892 652284. 

NHS 111 
This is the number to call when the practice is closed.
Dentists 
Need a dentist in daytime hours? Dental Helpline: 0300 123 1663.

Emergency Dental Treatment  
This is for urgent, out of hours, emergency dental treatment, when your own 
dentist is closed (or if you do not have a dentist). NHS dental charges apply.
Lewes: 01273 486444.  Lines open: Weekdays from 6.30pm. Weekends  
 and bank holidays from 9.00am.
Eastbourne: 01323 449170.  Lines open: Weekdays from 6.30pm. Weekends  
 and bank holidays from 1.00pm.
Hastings: 01424 850792.  Lines open: Weekdays from 6.30pm. Weekends  
 and bank holidays from 9.00am.
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Emergency Contraception/Sexual Health
•  At your GP practice or other local practices
• Local community-based clinics, Eastbourne 01323 416100
 (www.eastsussexsexualhealth.co.uk)
• Claude Nicol Centre, The Royal Sussex County Hospital, Brighton  
 01273 664721
•  The Circle Room (under 25s) at School Hill Surgery, Lewes 01273 480888
•  Drop-in at Meridian Surgery, Peacehaven 01273 588200
•  Morley Street Clinic, Brighton 01273 242091
•  Pharmacies and Walk In Centres can often provide emergency contraception.

PRACTICE AREA

SP/JC 9.19 S72597W-27 25
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