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WELCOME 
The Past
Welcome to Lowther Medical Centre.  Our present premises at 1 Castle Meadows 
were purpose built in 1997. The practice was originally founded by Dr Charles Harris 
in Scotch Street, but his son transferred the surgery to 1 Lowther Street in 1934.

The Future
We have invested in modern equipment and built a team of professional staff to 
provide comprehensive and modern treatment, whilst trying to preserve the best 
of traditional family medicine. We hope this leaflet will give you all the information 
you require about the facilities available from our practice. If there is anything else 
you wish to know, please feel free to ask our staff at any time.

This leaflet is for existing patients and for people considering registering with us.  
We aim to treat our patients promptly, courteously and in complete confidence. 
For more detailed information and news please visit our practice website which is 
regularly updated. www.lowthermedical.co.uk 

Our Clinical Teams
GPs:
Partners
Dr José Luis Fernández Fidalgo (Male) - LMS 1986 (Universidad de Oviedo)

Special interests - Care of the Elderly, Diabetes, Lead GP in Safeguarding 

Dr Fiona Ironside (Female) - MB ChB 1984 (University of Birmingham)

Special interests - Minor surgery, Cardiology, Female Endocrinology, Gynaecology

Salaried
Dr Ami Hall (Female) - MB ChB 2008 (University of Glasgow)

Interests – Gynaecology, Palliative Care

Dr Joanne Hull-Davies (Female) - MB ChB 1989 (University of Leicester)

Interests – Women’s Health

Dr Herath Herath (Male) - MBBS 1998 (University of Sri Lanka) 

Interests – Dermatology/Health Informatics 

Nurses / Allied Staff
We have a highly trained and multi-skilled team of nurses.  

Nurse practitioners have a role virtually equivalent to that of GP’s.

W Fare Ltd
D i s p e n s i n g  C h e m i s t

• Patient medication records

• Pregnancy testing

• Drugs advisory service

• Ostomy and incontinence supply and delivery

• Repeat dispensing

• Home delivery to housebound

• Prescription collection service

At Market Place we also stock a large range of ladies'
and men's fragrances, baby products, hair care products,

beauty and cosmetic goods. Bronnley stockists

Ian Graham
Janet Cook
Samantha Graham
PHARMACISTS

11 Market Place 
Whitehaven

Telephone or Fax:
01946 692978

info@wfareltdpharmacy.co.uk

Attract more business by placing your advert here. Simply call 0800 0234 196.
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Nurse Practitioners
Joanne Eldon (Female) Diana Morgan (Female)
Interests – Mental Health Interests – Dermatology, Diabetes

Nurse Prescribers
Anne-Marie Pink (Female)
Interests – Contraception, Sexual Health

Practice Nurses
Lesley Hull (Female) Michelle Kewley (Female)
Interests – Chronic Obstructive Interests – Asthma, 
Pulmonary Disease, Wound Care Childhood Immunisations

Health Care Assistant
Leanne Kinsella (Female)

Phlebotomists
Joanne Adair (Female) Debbie Spencer (Female)
Arlene Murphy (Female)

Elderly Care Co-ordinator
Arlene Murphy (Female)

Clinical staff attached to the Practice
Other staff who are not employed by us but who work as part of a team to provide 
your medical service at Lowther Medical Centre are:

Health Visitors: Contacted via 01946 68616.

District Nurses: Contacted through practice switchboard.

Midwives: Contacted through Flatt Walks Surgery on 01946 692173 or Antenatal 
Department at the West Cumberland Hospital switchboard on 01946 693181 or 
messages left via practice switchboard.

MacMillan Nurses: Contacted via Workington Hospital on 01900 705200.

Counsellors: Contacted via the First Steps Hub on 0300 123 9122 (Please note 
this is also a Self Referral Service).

Booking Appointments
SURGERY/TELEPHONE OPENING TIMES 

Monday – Friday 8.00am – 6.30pm
Closed on bank holidays and one afternoon per month for training purposes.  (Training 
dates are displayed on our website and on posters in the practice.)

Visit our website on: www.lowthermedical.co.uk

Surgery Appointment Times
Monday – Friday 7.30am – 6.20pm (closed on bank holidays).

Pre-Bookable Appointments
For routine problems, advice, reviews, referrals and results
Please note – Urgent appointments for sick children under the age of 16 are always 
available on the day 
Pre-bookable appointments can be booked in advance.
Appointments are released on a daily basis which helps to reduce the number of 
missed appointments and also the waiting time for an appointment. Appointments 
can be made either by telephone, calling in to the surgery, or online (via Patient 
Access or MyGP App).

Telephone Pre-Bookable Appointments
For when an examination is not required, for example to discuss results, sick notes, 
blood tests or medication.

Telephone Consultation Appointments are also available to book ahead with all the 
doctors (maximum of 28 days ahead). If you want to speak to a doctor and this does 
not require an examination then this option may be more appropriate, for example 
to discuss results, sick notes, blood tests or medication.  Please be prepared to 
provide the receptionist with your contact number and brief details of the problem.
These can also be booked online.

EMERGENCIES
If you have missed the Walk-in/Open Access service and feel you need an emergency 
appointment, this will be triaged by the on-call team.  Please be prepared to give 
some details of the problem to the receptionist to allow our triage team to ensure 
you are dealt with safely.

Appointments with Nurse Practitioners, 
Practice Nurses, Health Care Assistants 

and Phlebotomists
Appointments can be booked in advance a maximum of 28 days ahead.  

Please be aware that we may not have any free appointments with the GP/nurse 
of your initial choice, so you may have to see another clinician within the practice.

If you are running late for an appointment it is helpful to tell the surgery. If you are 
unable to keep an appointment or one is no longer necessary, do try to let us know, 
however late in the day as we may be able to fit in someone else at short notice.

Where patients are seen via our appointment system, you will normally be seen 
within 15 minutes of the appointment time or be given an appropriate explanation for 
the delay. We are most grateful for your tolerance of delays and occasional problems.
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The team try very hard to keep to time. However, we can only finish the consultation 
once the problem has been identified and a management plan agreed, the time 
required to do this is different for every patient. Think of yourself in the circumstances 
of your fellow patients. Most people who have a serious problem like to have as much 
time as possible with their clinician. Your clinician will always endeavour to use the 
same time in the most efficient manner compatible with our best standards of care.

Home Visits are available if patients are unable to attend the practice. However we 
do encourage patients to come to the practice if at all possible.  To request a home 
visit, where possible, please ring before 10.30am to enable the team to plan their 
home visits. You will need to provide the receptionist with some details and please 
let us know if the condition is urgent. The doctor will decide if a home visit is the 
best option and they may need to contact you prior to a home visit. 

Self Help and Symptom Checker
As part of the NHS Minor Ailment Service we are encouraging patients to use their 
local pharmacies for minor illnesses.

All pharmacists can recognise many common health complaints. They can give advice 
or, where appropriate medicines that will help clear up the problem. If your problem 
is more serious the pharmacist will advise you to see your doctor. Pharmacies are 
also open in the evenings and on weekends.

If you have a common health problem, a trip to your local pharmacy is an option to consider.

List of conditions a pharmacist can help you with:

•  Skin Conditions such as Mild Acne and Eczema  •  Coughs and Colds

•  Constipation •  Hay Fever and Allergies

•  Aches and Pains, such as Headaches,  • Indigestion 
    Ear Ache and Back Pain • Period Pain

•  Vaginal and Oral Thrush  • Warts and Verruca's

•  Athletes Foot • Nappy Rash 

• Teething • Minor Cuts and Bruises

• Insect Bites • Head Lice/ Scabies/Crab Lice

• Cold Sores • Conjunctivitis

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

Patient Access
Patient Access is available to you 24/7. This online service allows you to book 
selected appointments, order repeat prescriptions and access details of your 
allergies and immunisations.

  MyGP App - Download the App for free and you can -  
  • Book and cancel appointments for you and your family
  • View your medications

  Patient Access - Register for patient access and you can - 
  • Book and cancel appointments for yourself
  • Order repeat prescriptions
  •  View details of immunisations and allergies

If you require further information or assistance, please visit our website or contact 
reception.

Repeat Prescriptions
How to Request a Repeat Prescription:
If you are on regular medication you may be provided with a computer list of your 
treatment. Please leave your list in the red post box in reception at least 72 hours 
(i.e. three working days) before you are due to run out of medication, and your 
prescription will be made ready for collection. It is most helpful, and makes mistakes 
less likely, if you can request your medication using your repeat computer list.

Repeat medication can be requested by any of the ways listed below:
Online via Patient Access
Telephone – 01946 692241 - (24 hour answer phone service)
SMS text messaging – 07624 809155

Remember, you need to request these at least THREE WORKING DAYS before 
you need them.

Some chemists provide a collection service enabling you to go directly to pick up 
your prescribed items without coming to the medical centre.  Please enquire at 
your chemist regarding this service.

Test Results
If you have a test, such as a smear test, blood test or x-ray you will be contacted 
by the practice if there is a need for you to know the result. In general, this means 
that you will be contacted if there is an abnormality. It is important that you are 
aware of the arrangements for results when you have the test done.



If you have not heard from us within two weeks you may ring between 2.00 and 
6.00pm to confirm the results. (Please note that smear results can take much longer, 
and you should contact the nurses for advice if you are concerned).  If the result is 
normal the doctor will have made an entry in your notes to enable the receptionist 
to confirm this with you.  Please note the receptionists are unable to provide you 
with any clinical information in respect of results.

Samples
If you are asked to bring in samples (for example urine or stools), please make sure 
they are carefully labelled with the following:

Name 

Date of Birth 

Date of sample 

It is in your best interest to bring in samples before 12 noon, in time for the hospital 
collection service.  Please place samples containers in the collection bin in the reception.

Clinics
Long Term Disease Clinic
By appointment with a phlebotomist or practice nurse.

Long term disease refers to medical conditions that may have an ongoing impact on 
your health. High blood pressure / Diabetes / Asthma / COPD (chronic obstructive 
pulmonary disease, emphysema or bronchitis) / CKD (chronic kidney disease) / 
Mental health conditions such as schizophrenia or bipolar depression / Ischaemic 
heart disease (previous or current angina or heart attack) / Heart failure / Stroke or 
mini-stroke (TIA) / Rheumatoid Arthritis / Osteoporosis / Thyroid disease (over or 
underactive thyroid) / Atrial Fibrillation (a condition of irregular heartbeat) / Peripheral 
arterial disease (usually causing pain in the legs when you walk). If you have one 
or more of these conditions, we recommend that you have an annual review. We 
will contact you in advance of your birthday month inviting you to attend for a blood 
test with the phlebotomist if this is required for your condition. When you attend for 
the blood test, the phlebotomist will then make your appointment with the practice 
nurse 1-2 weeks later. The appointment time may vary depending on your long term 
condition. If you are not required to have a blood test then an appointment with a 
nurse will be made directly.

Following on from your appointment with the practice nurse your medication will 
be reviewed by the doctor. Most patients with stable conditions will not need to 
see the doctor.

Minor Surgery
By appointment with Dr F Ironside.
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Adult and Travel Immunisation
By appointment with the practice nurse.

If you require travel immunisation, please collect a travel questionnaire from reception 
which you will need to complete and return at least four weeks prior to your date 
of travel. Please be aware that vaccinations have to be given at least two weeks 
before travelling to provide appropriate cover.

Infant Immunisations
By appointment (Wednesday) with the practice nurse.

Antenatal Clinic
By appointment (Tuesday/Wednesday/Thursday) with the midwife (If this is your first 
appointment, please inform the receptionist). Maternity services are provided by all GPs.

Podiatry/Chiropody Assessment Clinic
By appointment with the podiatrist/chiropodist.

Assessment Clinic and you may be asked to return to the surgery or attend elsewhere 
if treatment is required.

Counselling Clinic
By appointment (Tuesday/Wednesday) with counsellor.

Unity Clinic
By appointment (Alternate Wednesday) with counsellor.

Advice and treatment for patients with alcohol or substance problems in partnership 
with the Unity Service.

Sharing of Health Records
Health services in our area have the ability to share some information from your 
medical records with other health services that provide you with care. This information 
is limited and is called a shared record.

Medical records are increasingly being stored on computers. If you give permission, 
the healthcare professionals that treat you can view your shared record or an 
appropriate section of it, through a linked records system. This is done through a 
secure NHS network, not the internet.

Each health service you visit will continue to add clinical information to their own record 
of your care. Sharing records allow relevant information from each of these teams to be 
viewed collectively as one record. Although we would recommend this to you, you can 
opt out of this if you prefer, please ask at reception for more information if you are unsure.

Patient Group
We would like to know how we can improve our service to you and how you 
perceive our surgery and staff. We have an active patient participation group (PPG) 
who meet to review our services and take part in shaping them for the future. If 
you would like to join the group, please contact our practice manager.



IPLATO text Messages
IPLATO  is the name for our text (SMS) messaging system. We use this to confirm 
appointment booking, remind you of appointments and also to gather feedback on 
our services.  You may also receive messages if we need to contact you to book 
appointments following tests or if you are overdue for a review with our nurses.  
We also use the system for health campaigns such as flu clinics. 

This information can come to you via email or text message, so please let us know 
which method you prefer. We assume that if you provide us with your mobile number 
and email address on registration, you are consenting to receiving information this 
way, unless you tell us otherwise.

Change of address / contact number
Please remember to inform us if you are changing address or have changed your 
contact number, in particular mobile telephone numbers (forms are available at 
reception and on our website). If you move to a location outside our designated 
area, you may be asked to register with a surgery local to your new address.

Out of Area Patients
If you are a patient who lives outside our practice boundary you are able to register 
with us. As a patient you will be seen by a doctor if clinically appropriate but as you 
live outside the practice area, the doctors will not be able to provide home visits 
from this surgery. If a home visit is needed you will need to ring the surgery for a 
telephone consultation first and we may advise you to dial 111 for other services.

OUT OF HOURS
NHS 111
When we are closed, 111 is the NHS non-emergency number. It is fast, easy and 
free. NHS 111 is available 24 hours a day, 365 days a year. Dial 111 and speak to 
a highly trained adviser. They will ask you a series of questions to assess your 
symptoms and immediately direct you to the best medical care for you. 

Call 111 if:

• You need medical help fast but it is not a 999 emergency

• You think you need to go to A&E or need another NHS urgent care service 

• You do not know who to call or you do not have a doctor to call

There may be times where we have to advise Cumbria Health on Call (CHOC), our 
Out of Hours GP services of your needs. If this applies you will be given a special 
number to dial.

Visit our website on: www.lowthermedical.co.uk For the latest information click to: www.lowthermedical.co.uk

Accessibility
To improve our methods for communication and sharing information, please make us 
aware if you have any preferences for receiving information i.e. large print, hearing 
loops or assistance with interpretation (an online form is available on our website).  

Our website also has the following accessibility features: 
• Full compliance with prevalent online accessibility standards
• Compatibility with screen readers
• Keyboard shortcuts to facilitate navigation around the site
• Underlined single letters in navigation links show the keyboard shortcut letter
• Content language can be set and changed using Google Translate
• Font size can be changed by controls within the site

Practice Leaflet
The practice leaflet is also available in large print – please ask reception for a copy.

Access for the Disabled
There is easy access for wheelchair patients. A lift to the first floor is provided. There 
are toilets suitable for disabled persons on each floor. Guide dogs are welcome. 
Hearing loop is available in reception, please inform a clinician or receptionist if 
required.

Access and Parking
The entrance is from Castle Meadows. The small car park is for DISABLED BADGE 
HOLDERS AND STAFF OF LOWTHER MEDICAL CENTRE ONLY. There is however 
ample car parking facilities located close to the medical centre.

Interpreter Service
The practice is able to provide an interpreter service for patients if required. 
Interpreter services are provided by Capita Translation and Interpreting Services. 

A number of services are offered by Capita Translation and include an interpreter 
service either over the telephone for language interpretation or face to face for sign 
language and also translation of documents service.  If an interpreter is required 
practice staff are able to telephone Capita Translation and Interpreting Services 
stating which language is required. A telephone will be available for the patient and 
member of staff. An interpreter will engage in a three way dialogue.

Named Accountable GP
All patients are assigned a named GP when you register with us. This GP is 
responsible for your overall care at the practice. At the moment, this is noted in 
your records as ‘usual GP’ and it normally noted on any correspondence from us.  
Whilst we all prefer continuity, there are times when your usual GP is not in the 
surgery and this does not stop you from seeing any of our other regular GPs and 
nurses.  If you are still unsure who this is, ask the next time you are in and we can 
change this for you if necessary.
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Practice Charter

Our Commitment
To provide you and your family with the best possible primary medical care.

To treat you as an individual with courtesy and respect at all times, irrespective of 
your ethnic origin, religious belief, personal attributes, or the nature of your health 
problems.

To progress your treatment as efficiently as possible.

To meet all our responsibilities with respect to confidentiality.

To issue repeat prescriptions following approval by a doctor, providing we are given 
72 hours’ notice (three working days).

Your Commitment
To share with us the responsibility of ensuring you enjoy the best of health. We cannot 
achieve the above aims without the support and involvement of you, the patient.

Being informed about your health or condition, and by asking questions and discussing 
your care with the doctor or nurse. This will help you to make decisions based on 
better knowledge and understanding.

Knowing your medical history and whether you are allergic to any medicines.

Answering questions about your health frankly and honestly.

Being considerate towards other people using the surgery and towards staff running 
our services.

You will be prepared to see any member of the practice team and you cannot insist 
on particular members of staff carrying out any specific duties.

You will advise us if you are unable to keep an appointment.

You will only request a home visit if absolutely necessary.

Taking care of loaned equipment and returning it promptly when no longer required.

Accepting our advice on vaccination, immunisation and health screening programmes.

Managing your own health and wellbeing by maintaining a healthy lifestyle, e.g. 
avoiding smoking, taking regular exercise and eating a varied healthy diet.

Zero Tolerance
We strongly support the NHS policy on zero tolerance.  The practice will request the 
removal of any patient from the practice list who is aggressive or abusive towards a 
doctor, member of staff, other patient, or who damages property.  This behaviour is 
not tolerated at all. All instances of actual physical abuse on any doctor or member 
of staff, by a patient or their relatives will be reported to the police as an assault. 
We expect all patients to be responsible and avoid attending the surgery under 
the influence of alcohol or illegal drugs. Any alteration of prescriptions is illegal and 
will not be tolerated. 

Visit our website on: www.lowthermedical.co.uk

If you are unhappy with the quality of service you have the right to register with 
another practice without notifying us. Similarly, on the very rare occasions when a 
patient repeatedly ignores their responsibilities to the practice, we have the right 
to remove the patient from our practice list.

Removal from the List
In exceptional circumstances, a breakdown may occur between a doctor and his 
patient. If the breakdown is of a serious nature e.g. serious physical or verbal 
abuse to any member of the practice team, the doctors may feel that the doctor/
patient relationship has been compromised. Steps may be taken to have the patient 
removed from the doctor’s list. Where possible, conciliation would always be the 
preferred route.

Non-NHS Services 
We provide non-NHS services such as medical examinations for special purposes 
e.g. employment medical records, insurance reports, HGV, DVLA examinations, 
elderly drivers, fitness to travel etc. A fee will be payable according to standard 
British Medical Association rates.  Our medical secretary, co-ordinates this work, 
and will be able to advise if you require more information. You can contact our 
secretary via our switchboard.

Patient Confidentiality and Data Protection
We ask you for personal information so that you can receive care and treatment. 
This information is recorded on our computer system and we are registered under 
GDPR (General Data Protection Regulation).  

Our Privacy Notice and Practice Information Leaflet is available in the Practice 
or to download from our Website.

The practice will ensure that patient confidentiality is maintained at all times by all 
members of the practice team. However, for the effective functioning of a multi-
disciplinary team it is necessary that medical information about you is shared 
between members of the practice team.

Freedom of Information Act
This act gives you the right to request information held by a public sector organisation.  
Unless there is a valid reason, the organisation must provide the information within 
20 working days.  For enquiries please contact the practice manager in writing.  
Please note there may be a charge for this information. 

We look forward to providing you with a high quality Primary Care Service.



Complaints, Compliments, Concerns and 
Comments

Lowther Medical Centre is constantly striving to improve the services we provide to 
you, and we welcome any comments or suggestions that can help us to do so – good 
or bad!  To provide feedback, please leave your comments in the suggestions box 
located in the reception foyer or complete an online form available on our website.  
We understand that there may be times when you have more serious cause for 
concern regarding the service provided and wish to make a complaint.   We aim to 
deal with these issues promptly and welcome discussing these with you to resolve 
informally. In the case of formal complaints the practice has a formal complaints 
procedure that the practice manager will guide you through (also available to download 
on our website). Each complaint will be investigated and a response provided to you. 
Patients should be assured they will not be treated any differently should they 
raise a concern and that we use these anonymised reviews to learn from. Please 
do let us know if we have fallen short of your expectations as we would like to get 
this right for you.
If you would prefer to make the  complaint about our health services to our 
Commissioners, please contact:
Healthwatch Cumbria Head Office, 4-6 Oxford Street, Workington CA14 2AH
NHS England, PO Box 16738, Redditch B97 9PT
Tel: 0300 311 2233
Email: england.contactus@nhs.net 
If you require independent advice, advocacy or support, then contact:
Tel: 0300 303 8567
Email: infor@healthwatchcumbria.co.uk  
Website: http://www.healthwatch.co.uk/directory/cumbria 
If you feel that we have not responded to your complaints fully, then the matter 
can be referred to the Ombudsman Services. 

Training
As an approved training practice, we may have student doctors, nurses, midwives, 
health visitors or GP Registrars (F2). You will be advised if students/registrars are 
in place and asked if you are willing to see them. Please help by agreeing to be 
seen by them but do not hesitate in declining if you would feel uncomfortable.  A 
suitably qualified person will supervise these ‘trainees’ as appropriate.
The surgery is closed one afternoon each month for essential staff training. We 
will notify you of these dates in surgeries on the practice website and a poster 
displayed in the surgery.

Website
Please visit our website www.lowthermedical.co.uk where you can:
• Change your personal details
• Access to selected online appointments (book and cancel)
• Access self-help guidance and disease specific information
• Let us know what you think about our services - Family and Friends Test
• Find out about things happening in our community
Why not have a look and interact with us from the comfort of your home

For the latest information click to: www.lowthermedical.co.uk ZZ/DP 06.18 S60229X - 22

Mission Statement
Lowther Medical Centre aims to provide high quality health care in a responsive, 
supportive, courteous and cost effective manner. 
We will:
• Provide a service which puts patients’ welfare at the heart of all we do.
• Work within the framework of NHS PRIMARY CARE SERVICES to provide  
  professional medical, nursing and other services which meet the identified needs  
  of patients.
• Promote best practice through utilising specialist expertise within the practice  
  team and externally and encouraging the continuous professional development  
  of all members of the practice team.
• Nurture a culture which is innovative, forward looking and adaptable.

Values
• Caring for wellbeing in body, mind, spirit and relationships
• Conveying compassion in word and action
• Assessing and responding to needs
• Providing an appropriate range of services
• Maintaining a health promoting environment

Respecting all
• Showing courtesy
• Seeking to understand
• Treating all fairly
• Value each person as a unique individual
• Being especially supportive to the vulnerable

Working as a team
• Relating well within the team
• Valuing the contribution of each team member
• Building a mutually supportive environment
• Co-operating with other teams
• Encouraging responsible involvement by our patients

Integrity
• Speaking and acting truthfully
• Being accountable for our actions
• Learning and improving
• Adapting to change
• Building on achievements
• Developing our services
• Zero tolerance

COPYRIGHT WARNING: All rights reserved. No part of this publication may be copied or reproduced, stored in a retrieval system or transmitted
in any form or by any means electronic, mechanical, photocopy, recording or otherwise without the prior written permission of the publisher. 

The practice would like to thank the various advertisers who have helped to produce this booklet. However, it must be pointed 
out that the accuracy of any statements cannot be warranted, nor any products or services advertised, be guaranteed or endorsed.
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Contact Information
Telephone : 01946 692241

- For Medical Emergencies only - Press 1
- For Appointments  - Press 2 or book online

- For Results - Press 2 - Line open between 2.00 - 6.00pm

- For General Enquiries - Press 2 -  
Please try to call between 11.00am and 1.00pm 

- For Home Visits - Press 3 - Please call before 10.30am

- For Prescriptions - Press 4 - Line open 24 hours,  
7 days a week (Answer phone)

- If you know the extension for the member of staff - Press 0

Fax:  01946 592611

Out of Hours: 111

Emergency Calls: 999
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