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The Orchid House
Surgery

Ferndown Medical Centre, St Mary’s Road
Ferndown, Dorset BH22 9HF

Telephone .............................................. 01202 897000

Emergencies  (During Surgery Hours)  ........01202 872210

 (Out of Hours)  ....................................111

Fax  ........................................................01202 897888

Orchid House Surgery does not discriminate on the 
grounds of race, gender, social class, age, religion, sexual 
orientation or appearance, disability, medical condition 
or the perceived economic work or amount of work they 
are likely to generate by virtue of their clinical condition.

Although we are a group practice and all patients are 
able to see any doctor, all patients do have a named GP 
on registering who is responsible for the overall care given 
by the practice. If you would like to know which GP this 
is please ask at reception or at your next appointment.

Dr Elaine Davenport
Dr Mark Every
Dr Fran Grana

Dr Preethi Balachandran
Dr Issabella Beale
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The Orchid House 
Surgery
FERNDOWN MEDICAL CENTRE

ST MARY’S ROAD
FERNDOWN

BH22 9HF

 Telephone - 01202 897000

Emergencies - 01202 872210 (during surgery hours)
- 111 (outside surgery hours) 

Fax - 01202 897888
Website - www.orchidhousesurgery.co.uk
Email - orchid.enquiries@dorsetgp.nhs.uk

(Please note this email is for non-urgent enquiries only  
and should not be used to request an appointment or prescription)

We welcome you as a patient to our practice and hope you will find this booklet helpful. Please read it 
carefully and keep it somewhere safe and accessible. It is intended to inform you of the services available 
and to help you get full benefit from them. As a practice, we wish to help you recover as rapidly as possible 
from any illness and help you avoid ill health by encouraging a healthy lifestyle.

SURGERY OPENING TIMES
The surgery reception is open between 8.30am and 6.30pm on weekdays.

The surgery is closed on Saturdays, Sundays and public holidays.

ALL CONSULTATIONS ARE BY APPOINTMENT.

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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THE PARTNERS
Dr Elaine Davenport  MB MS London 1987
Dr Mark Every  BSc BM 1991 Southampton, DFSRH 1997, MRCGP 1999
Dr Fran Grana  LMS (MBBS) Oviedo 1996 
Dr Preethi Balachandran MRCGP 2012, MB BS India 1998
Dr Issabella Beale MB BS BSc DFSRH
The partners practise together as a non-limited partnership.

OTHER DOCTORS
The practice also employs locum doctors on short-term contracts as the need arises.
These doctors will always be fully qualified and accredited to work in general practice.

GP SURGERY TIMES 8.30am - 6.30pm
The surgery is open from 8.30am – 6.30pm, the appointment times are listed below. The surgery is closed 
on Saturdays, Sundays and public holidays though there are of course procedures in place should you 
require medical assistance. We also offer extended hour, early morning and late evening appointments 
(see section on appointments) for those patients that are unable to get to the surgery during normal hours.
Please note the following sessions shown also include a rota'd daily GP triage service  
8.30am - 6.30pm.
Dr E Davenport
Monday 8.30 - 11.40am OFF
Tuesday 8.30 - 11.50am 2.30 - 5.00pm
Wednesday 8.30 - 11.50am 2.30 - 5.00pm
Thursday 8.30 - 11.40am OFF
Friday OFF OFF
Dr M Every      
Monday 8.30 - 11.30am 2.50 - 5.10pm 
Tuesday 8.30 - 11.30am 2.50 - 5.10pm 
Wednesday 8.30 - 11.30am 2.50 - 5.10pm 
Thursday 8.30 - 11.30am OFF 
Friday 8.30 - 11.30am 2.20 - 4.40pm
Dr F Graña
Monday 8.30 - 11.30am 2.40 - 5.00pm
Tuesday  8.30 - 11.30am 2.40 - 5.00pm
Wednesday OFF OFF
Thursday 8.30 - 11.30am 2.20 - 4.40pm 
Friday 8.30 - 11.30am 2.00 - 4.20pm
Dr P Balachandran
Monday 8.30 - 11.30am 2.30 - 4.50pm
Tuesday OFF OFF
Wednesday 8.30 - 11.20am 2.30 - 4.50pm
Thursday 8.30 - 11.30am 2.30 - 4.50pm
Friday 8.30 - 11.20am 2.30 - 4.50pm
Dr I Beale 
Monday   OFF  OFF  
Tuesday 8.30am - 12 noon 2.40 - 5.20pm 
Wednesday 8.30am - 12 noon 2.40 - 5.20pm 
Thursday OFF OFF 
Friday 8.30am - 12 noon 2.40 - 5.20pm
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Property values 
are rising suggesting 
that this could be a 
great time to sell.
If you are thinking of selling, you are invited 
to test the professional services of a local 
estate agent by calling for a free valuation of 
your property.

Ferndown MOT Centre

All makes and models serviced and repaired
✔ MOT testing on site ✔ Brakes 

✔ Air conditioning
✔ Exhausts ✔ Clutches

✔ Laser alignment
✔ Cam belts ✔ Welding

✔ New and part worn tyres

1 Library Road, Ferndown, 
Dorset, BH22 9JP

01202 892323

Is your MOT 
up to date?
It is illegal to drive on 
public roads without a valid MOT.

Did you know most MOT garages 
provide a reminder service?

Call your local MOT garage to book 
in and stay safe.

Join the NHS
Organ Donor Register

0300 123 2323
www.organdonation.nhs.uk

Transplants
save lives

GP ad 65x94mm.qxp:Layout 1  23/1/08  10:42  Page 1

Independent Financial Advice
Pension Review
Investment Planning
Tax Planning
Mortgage Advice

01202 875900 www.wardgoodman.co.uk
4 Cedar Park, Cobham Road, Ferndown Industrial Estate, Wimborne BH21 7SF
Ward Goodman Financial Services Limited is Authorised and Regulated by the Financial Conduct Authority

It’s not a 999 emergency, but 
you need medical help fast?

Call 111 for medical
advice, assessment and 

direction to the best 
medical treatment for you

www.nhs.uk/111

REMINDER…
Our doctors can’t see patients in the surgery all day; they have many other duties. For example, after the 
morning surgeries there are home visits for the sick and housebound. They check and sign hundreds of 
repeat prescriptions and sick notes which have been requested. There are frequent telephone calls asking for 
advice. There are also letters, reports, and results of tests all of which come in daily and have to be read and 
acted upon before scanning on to patient records. They prepare referral letters to hospital consultants and 
clinics, and reports for insurance companies, employers and solicitors. We have close contact with locality 
practices, prepare audits, reports and attend regular conferences with them. We have daily discussions 
(and more formal weekly meetings) with our nurses, health visitors and other staff - extremely important 
because we work together as a team.

TRAINING
From time to time the practice undertakes teaching and training of healthcare professionals or persons 
intending to become healthcare professionals. They are always closely supervised and will be clearly identified 
to you as students. You have the right to decline to be treated in the presence of a student; nevertheless your 
co-operation in enhancing their training would be greatly appreciated.
All members of the practice are involved in ongoing training and attend courses and lectures.

THE PRACTICE TEAM
Practice Manager Carolyn Hattersley (carolyn.hattersley@dorsetgp.nhs.uk)

Operations Manager Jackie Simpson

Patient & Staff Liaison Officer Alison Woodley

IT Support Officer/Administrator Adam Wakeling

Senior Receptionists Stevie-Lee Sell Michelle Allen

Reception Team Jane Lin Julia Tina Lucy

Treatment Room Receptionist Viv Vanessa 

Medical Secretary Chrissie Pickering

Nurse Practitioner Tracy Dominey ANP

Pharmacist Dee Loughman 

Practice Nurses Ali Smith RN

 Jess Cutler RN

 Kirsty Yarrow RN

Health Care Assistant Zoe Miller 

Phlebotomist Tracey Turner

Tracker Nurse Lisa Perrett RN

Paramedic Practitioner Wendy Woolgar

Paramedic Practitioner Jane Kendall

Physiotherapists Fiona Robbins Vanessa Hooker   

Counselling Service available

Dorset Healthcare University Foundation Trust (DHUFT) also employ community nurses and health visitors 
who work from within the medical centre.
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Community Nursing Team      Combined Community Nursing Service Available (Patient contact  
 number: 01202 892464)

Midwife          Available at Community Clinic (Self-referral line 01202 442310)

Health Visitor        Available at Community Clinic 01929 557593

Community Nursery Nurse  Available at Community Clinic

Dorset CCG
Dorset CCG is party to the NHS contract held by this practice. Further details of primary medical services 
in this area may be obtained from them at the following address:
Dorset CCG
Vespasian House
Barrack Road
Dorchester
DT1 1TS

Telephone: 01305 368900

Fax: 01305 368947

Web site address: www.dorsetccg.nhs.uk

You can also visit NHS UK  at www.nhs.uk for a wealth of information and advice regarding your health and 
any medical conditions, healthy living/news and to find out information regarding health services near to you.

GENERAL INFORMATION

Practice Charter
We use a team approach to provide the best possible Clinical Care. 
Having respect for you, your family and carers at all times, we aim to respond to your needs and the needs 
of the local community. 

Our Agreement 

We will 
• Introduce ourselves to you and treat you with courtesy and understanding. 

• Maintain your right for all information to be treated confidentially at all times. 

• Guarantee you the right to see a doctor or nurse. 

• Expect to see you within 20 minutes of your appointment time. If you wait longer you will be given an  
 apology and an explanation of the cause of the delay.

• Endeavour to receive your phone calls, but we may need to return your calls at a later more convenient  
 time. 

• Visit you if you are too ill to attend the surgery. We cannot specify which doctor will visit at what  
 time. 

• Guarantee that there will always be a doctor available for out of hours emergencies.

• Ask your permission before consulting you with a medical or nurse student present. 
We Expect You To... 
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• Treat us all with the same courtesy and understanding. 

• Be on time for your appointment so that we do not keep other patients waiting. Latecomers may be  
 asked to re-book.

• Request home visits only when you are too ill to come to the surgery. Please ask for your visit before  
 10.30am. Visits requested after 10.30am may be postponed to the following day after discussion with  
 the patient. We are unable to visit you merely because you do not own private transport. 

• Ask for a visit outside surgery hours only when your problem cannot wait until the surgery re-opens. 

• Allow us two working days to deal with your repeat prescription. 

• Understand that emergencies may from time to time disrupt even the best planned systems. 

Statement of Purpose

Health and Social Care Act 2008

The name and address of the registered provider is:
Orchid House Surgery, St Mary’s Road. Ferndown, Dorset. BH22 9HF

Main telephone:  01202 897000

Email:  orchid.enquiries@dorsetgp.nhs.uk

Service Provider ID:  1-199748197

Location ID:  1-542659025

Registered Manager ID:  CON1-499277738

Registered Manager:  Dr Mark Every

Practice Manager:  Carolyn Hattersley

Orchid House Surgery is a partnership.

There are four partners and one Salaried GP

Dr Elaine Davenport

Dr Mark Every

Dr Fran Graña

Dr Preethi Balachandran

Dr Issabella Beale

The surgery is a purpose-built GP surgery located in East Dorset. The building has eight consulting rooms, 
three treatment rooms as well as two waiting areas and administration offices.

Under the Health and Social Care Act 2008 (The Care Quality Commission (Registration) Regulations 2009 
Part 4), the registering body (Orchid House Surgery) is required to provide to the Care Quality Commission 
a statement of purpose.
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Our Aims and Objectives
 • To provide high quality primary care treatment to our patient population, drawn from the whole  
 population to include consultations, examinations and treatment of medical conditions
• To show our patients courtesy and respect at all times irrespective of ethnic origin, religious belief,  
 personal attributes or the nature of the health problem
• To focus on good health and improve well-being to our patients and the prevention of disease
 by promoting healthy living
• To understand and meet the needs of our patients, involve them in decision making about their   
 treatments and encourage them to participate fully
• To involve other professionals in the care of our patients where it is in the patients best interests; i.e.  
 referring for specialist care and advice
• To ensure that all members of the team have the right skills and training to carry out their duties 
 competently ensuring we are an employer of choice
• To create an educational environment, where staff promote learning amongst themselves
• To encourage our patients to get involved in the practice through regular feedback, including a   
 patient group and satisfaction surveys, using the results to change when required
The registered activities and service types have been agreed by Orchid House Surgery’s Practice Manager and 
partners in accordance with CQC guidance. Services are described under registered activity and service type.

The regulated activities under CQC are:
• Diagnostic and Screening Procedures (GP)
• Family Planning (GP)
• Maternity and Midwifery Services (GP)
• Surgical Procedures (GP)
• Treatment of disease, disorder or injury (GP)

The services provided by Orchid House Surgery include:
Routine medical checks and general medical services, NHS relevant prescriptions and medications or a 
private prescription can be issued.
• Immunisations, e.g. childhood immunisations
• Foreign travel advice and immunisation
• Private medicals – our GPs are able to carry out medical reports and reviews
• Respiratory clinic – including spirometry/lung function testing
• Diabetic clinic – ongoing care for our diabetic patients and run by trained nurses and supervised 
 by GP partners
• Family planning services – including contraceptive advice including fitting of IUCDs and implants
• Flu vaccination – we offer ‘at risk’ groups the flu vaccine every September onwards to protect
 against the flu virus
• Phlebotomy
• Midwifery – the midwives hold their own clinics at the local Childrens Centre, Bournemouth and 
 Poole Hospital. They supervise antenatal/postnatal care, undertake deliveries in hospital and 
 at home where appropriate
• Physiotherapy – we have two in-house physiotherapists who see patients referred by our practitioners
  in practice three days per week
• Minor surgery – we offer a number of minor operations/surgeries and cryotherapy
• Ear syringing
• ECG and 24 Hr BP monitoring
• Cervical screening
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Mutual respect
We endeavour to treat all our patients with dignity, respect, courtesy, honesty and understanding. Having 
respect for you, your family and carers at all times, we aim to respond to your needs and the needs of the 
local community. We ask and expect all our patients to offer the same in return.
Holistic Care
We are equally interested in the physical, psychological and social aspects of your individual care.
Continuity of Care
Maintaining relationships between our doctors and health care professionals is essential for continuity 
of care and as a group practice you are free to see any members of the clinical team with no restrictions.
Collaborative Working
Our practice is a shareholder of Castleman Healthcare Ltd and we are therefore working collaboratively 
and participating (where relevant ) in shared delivery of care across our locality.
We also work as a Primary Care Network known as Ferndown & Wimborne PCN with our local practices, 
Penny’s Hill, Old Dispensary, Walford Mill and Quarter Jack.

Data Protection Privacy Notice for Patients
Introduction
This privacy notice lets you know what happens to any personal data that you give to us, or any information 
that we may collect from you or about you from other organisations.
This privacy notice applies to personal information processed by or on behalf of the practice.
This Notice explains:
• Who we are and how we use your information
• Information about or Data Protection Officer
• What kinds of personal information about you we hold and use (process)
• The legal grounds for our processing of your personal information (including when we share 
 it with others)
• What should you do if your personal information changes?
• For how long your personal information is retained / stored by us?
• What are your rights under Data Protection laws
The General Data Protection Regulation (GDPR) and the Data Protection Act 2018 (DPA 2018) became law 
on 25th May 2018. The GDPR is a single EU-wide regulation on the protection of confidential and sensitive 
(special) information, the DPA 2018 deals with elements of UK law that differ from the European Regulation, 
both came into force in the UK on the 25th May  2018, repealing the previous Data Protection Act (1998).
For the purpose of applicable data protection legislation (including but not limited to the General Data 
Protection Regulation (Regulation (EU) 2016/679 (the "GDPR"), and the Data Protection Act 2018 the practice 
responsible for your personal data is Orchid House Surgery.
This Notice describes how we collect, use and process your personal data, and how in doing so, we comply 
with our legal obligations to you. Your privacy is important to us, and we are committed to protecting and 
Safeguarding your data privacy rights.
How we use your information and the law.
Orchid House Surgery will be what's known as the 'Controller' of your personal data. 
We collect basic personal data about you and location-based information. This does include name, address 
and contact details such as email and mobile number etc.
We will also collect sensitive confidential data known as "special category personal data", in the form of 
health information, religious belief (if required in a healthcare setting) ethnicity and sex life information 
that are linked to your healthcare, we may also receive this information about you from other health 
providers or third parties.
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Why do we need your information?
The health care professionals who provide you with care maintain records about your health and any 
treatment or care you have received previously. These records help to provide you with the best possible 
healthcare and treatment.
NHS health records may be electronic, paper-based or a mixture of both. We use a combination of working 
practices and technology to ensure that your information is kept confidential and secure.

Records about you may include the following information;

• Details about you, such as your address, your Carer or legal representative and emergency contact details

• Any contact the surgery has had with you, such as appointments, clinic visits, emergency appointments

• Notes and reports about your health

• Details about your treatment and care

• Results of investigations such as laboratory tests, x-rays etc

• Relevant information from other health professionals, relatives or those who care for you

• Contact details (including email address, mobile telephone number and home telephone number)
To ensure you receive the best possible care, your records are used to facilitate the care you receive, including 
contacting you. Information held about you may be used to help protect the health of the public and to 
help us manage the NHS and the services we provide. Limited information may be used within the GP 
practice for clinical Audit to monitor the quality of the service we provided.

How do we lawfully use your data?
We need your personal sensitive and confidential data in order to provide you with healthcare services as a 
General Practice, under the General Data Protection Regulation we will be lawfully using your information 
in accordance with:-
Article 6, e) processing is necessary for the performance of a task carried out in the public interest or in the 
exercise of official authority vested in the controller;"
Article 9, (h) processing is necessary for the purposes of preventative or occupational medicine, for the 
assessment of the working capacity of the employee, medical diagnosis, the provision of health or social 
care or treatment or the management of health or social care systems
This Privacy Notice applies to the personal data of our patients and the data you have given us about your 
carers/family members.

Risk Stratification
Risk stratification data tools are increasingly being used in the NHS to help determine a person's risk of 
suffering a condition, preventing an unplanned or (re)admission and identifying a need for preventive 
intervention. Information about you is collected from several sources including NHS Trusts and from this 
GP Practice. The identifying parts of your data are removed, analysis of your data is undertaken, and a risk 
score is then determined. This is then provided back to your GP as data controller in an identifiable form. 
Risk stratification enables your GP to focus on preventing ill health and not just the treatment of sickness. 
If necessary, your GP may be able to offer you additional services. Please note that you have the right to 
opt out of your data being used in this way in most circumstances, please contact the practice for further 
information about opting out.
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Individual Risk 
Management at a GP practice level however is deemed to be part of your individual healthcare and is 
covered by our legal powers above.

Medicines Management
The Practice may conduct Medicines Management Reviews of medications prescribed to its patients. This 
service performs a review of prescribed medications to ensure patients receive the most appropriate, up 
to date and cost-effective treatments. The reviews are carried out by the CCGs Medicines Management 
Team under a Data Processing contract with the Practice.

Patient Communication
The Practice will like to use your name, contact details and email address to inform you of NHS services, 
or provide information about your health/information to manage your healthcare or information about 
the management of the NHS service. There may be occasions where authorised research facilities would 
like you to take part in research in regard to your particular health issues, to try improve your health. Your 
contact details may be used to invite you to receive further information about such research opportunities.

Safeguarding
The Practice is dedicated to ensuring that the principles and duties of safeguarding adults and children are 
holistically, consistently and conscientiously applied with the wellbeing of all, at the heart of what we do.
Our legal basis for processing For the General Data Protection Regulation (GDPR) purposes is:-

Article 6(1)(e) '...exercise of official authority...'
For the processing of special categories data, the basis is:-

Article 9(2)(b) - 'processing is necessary for the purposes of carrying out the obligations and exercising 
specific rights of the controller or of the data subject in the field of employment and social security and 
social protection law...'

Research
Clinical Practice Research Datalink (CPRD) collects de-identified patient data from a network of GP practices 
across the UK. Primary care data are linked to a range of other health related data to provide a longitudinal, 
representative UK population health dataset. You can opt out of your information being used for research 
purposes at any time (see below), full details can be found here:-
https://cprd.com/transparency-information

The legal bases for processing this information
CPRD do not hold or process personal data on patients; however, NHS Digital (formally the Health and Social 
Care Centre) may process 'personal data' for us as an accredited 'safe haven' or 'trusted third-party' within 
the NHS when linking GP data with data from other sources. The legal bases for processing this data are:

• Medicines and medical device monitoring: Article 6(e) and Article 9(2)(i) - public interest in the area  
 of public health

• Medical research and statistics: Article 6(e) and Article 9(2)(j) - public interest and scientific 
 research purposes

Any data CPRD hold or pass on to bona fide researchers, except for clinical research studies, will have been 
anonymised in accordance with the Information Commissioner's Office Anonymisation Code of Practice. 
We will hold data indefinitely for the benefit of future research, but studies will normally only hold the data 
we release to them for twelve months.
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Categories of personal data
The data collected by the Practice staff in the event of a safeguarding situation will be as much personal 
information as is possible that is necessary to obtain in order to handle the situation. In addition to some 
basic demographic and contact details, we will also process details of what the safeguarding concern is. 
This is likely to be special category information (such as health information).

Source of the data
The Practice will either receive or collect information when someone contacts the organisation with 
safeguarding concerns, or we believe there may be safeguarding concerns and make enquiries to relevant 
providers.

Recipients of personal data
The information is used by the Practice when handling a safeguarding incident or concern. We may share 
information accordingly to ensure duty of care and investigation as required with other partners such as 
local authorities, the police or healthcare professionals (i.e. their GP or mental health team).

Third party processors
In order to deliver the best possible service, the practice will share data (where required) with other NHS 
bodies such as other GP practices and hospitals. In addition, the practice will use carefully selected third 
party service providers. When we use a third party service provider to process data on our behalf then we 
will always have an appropriate agreement in place to ensure that they keep the data secure, that they do 
not use or share information other than in accordance with our instructions and that they are operating 
appropriately. Examples of functions that may be carried out by third parties include:
• Companies that provide IT services and support, including our core clinical systems; systems 
 which manage patient facing services (such as our website and service accessible through the same); 
 data hosting service providers; systems which facilitate appointment bookings or electronic 
 prescription services; document management services etc.
• Delivery services (for example if we were to arrange for delivery of any medicines to you).
• Payment providers (if for examples you were paying for a prescription or a service such as 
 travel vaccinations).
Further details regarding specific third-party processors can be supplied on request to the Data Protection 
Officer as below.

How do we maintain the confidentiality of your records?
We are committed to protecting your privacy and will only use information collected lawfully in accordance 
with:
• Data Protection Act 2018
• The General Data Protection Regulations 2016
• Human Rights Act 1998
• Common Law Duty of Confidentiality
• Health and Social Care Act 2012
• NHS Codes of Confidentiality, Information Security and Records Management
• Information: To Share or Not to Share Review

Every member of staff who works for an NHS organisation has a legal obligation to keep information 
about you confidential.

We will only ever use or pass on information about you if others involved in your care have a genuine 
need for it. We will not disclose your information to any third party without your permission unless there 
are exceptional circumstances (i.e. life or death situations), where the law requires information to be 
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passed on and/or in accordance with the information sharing principle following Dame Fiona Caldicott's 
information sharing review (Information to share or not to share) where "The duty to share information 
can be as important as the duty to protect patient confidentiality." This means that health and social care 
professionals should have the confidence to share information in the best interest of their patients within 
the framework set out by the Caldicott principles.
Our practice policy is to respect the privacy of our patients, their families and our staff and to maintain 
compliance with the General Data Protection Regulation (GDPR) and all UK specific Data Protection 
Requirements. Our policy is to ensure all personal data related to our patients will be protected.

All employees and sub-contractors engaged by our practice are asked to sign a confidentiality agreement. 
The practice will, if required, sign a separate confidentiality agreement if the client deems it necessary. If a 
sub-contractor acts as a data processor for Orchid House Surgery an appropriate contract (art 24-28) will 
be established for the processing of your information.

In certain circumstances you may have the right to withdraw your consent to the processing of data. Please 
contact the Data Protection Officer in writing if you wish to withdraw your consent. If some circumstances we 
may need to store your data after your consent has been withdrawn to comply with a legislative requirement.
Some of this information will be held centrally and used for statistical purposes. Where we do this, we take 
strict measures to ensure that individual patients cannot be identified. Sometimes your information may 
be requested to be used for research purposes - the surgery will always gain your consent before releasing 
the information for this purpose in an identifiable format. In some circumstances you can opt-out of the 
surgery sharing any of your information for research purposes.

With your consent we would also like to use your information
There are times that we may want to use your information to contact you or offer you services, not directly 
about your healthcare, in these instances we will always gain your consent to contact you. We would 
however like to use your name, contact details and email address to inform you of other services that may 
benefit you. We will only do this with your consent. There may be occasions where authorised research 
facilities would like you to take part on innovations, research, improving services or identifying trends, you 
will  be asked to opt into such programmes if you are happy to do so.

At any stage where we would like to use your data for anything other than the specified purposes and 
where there is no lawful requirement for us to share or process your data, we will ensure that you have 
the ability to consent and opt out prior to any data processing taking place. This information is not shared 
with third parties or used for any marketing and you can unsubscribe at any time via phone, email or by 
information the practice DPO as below.

National Opt-Out Facility
You can choose whether your confidential patient information is used for research and planning.

Who can use your confidential patient information for research and planning?
It is used by the NHS, local authorities, university and hospital researchers, medical colleges and pharmaceutical 
companies researching new treatments.

Making your data opt-out choice
You can choose to opt out of sharing your confidential patient information for research and planning. There 
may still be times when your confidential patient information is used: for example, during an epidemic 
where there might be a risk to you or to other people's health. You can also still consent to take part in 
a specific research project.
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Will choosing this opt-out affect your care and treatment?
No, your confidential patient information will still be used for your individual care. Choosing to opt out 
will not affect your care and treatment. You will still be invited for screening services, such as screenings 
for bowel cancer.

What should you do next?
You do not need to do anything if you are happy about how your confidential patient information is used.
If you do not want your confidential patient information to be used for research and planning, you can 
choose to opt out securely online or through a telephone service.

You can change your choice at any time. To find out more or to make your choice visit 
https://www.nhs.uk/your-nhs-data-matters or call 0300 303 5678 

Where do we store your information electronically?
All the personal data we process is processed by our staff in the UK however for the purposes of IT hosting 
and maintenance this information may be located on servers within the European Union.

No third parties have access to your personal data unless the law allows them to do so and appropriate 
safeguards have been put in place such as a Data Processor as above. We have a Data Protection regime 
in place to oversee the effective and secure processing of your personal and or special category (sensitive, 
confidential) data.

Who are our partner organisations?
We may also have to share your information, subject to strict agreements on how it will be used, with the 
following organisations;

• NHS Trusts / Foundation Trusts
• GP's
• Primary Care Network
• NHS Commissioning Support Units
• Independent Contractors such as dentists, opticians, pharmacists
• Private Sector Providers
• Voluntary Sector Providers
• Ambulance Trusts
• Clinical Commissioning Groups
• Social Care Services
• NHS England (NHSE) and NHS Digital (NHSD)
• Multi Agency Safeguarding Hub (MASH)
• Local Authorities
• Education Services
• Fire and Rescue Services
• Police and Judicial Services
• Other 'data processors' which you will be informed of

You will be informed who your data will be shared with and in some cases asked for consent for this to 
happen when this is required.
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Computer System
This practice operates a Clinical Computer System, known as SystmOne, on which NHS Staff record 
information securely. This information can then be shared with other clinicians so that everyone caring for 
you is fully informed about your medical history, including allergies and medication.

To provide around the clock safe care, unless you have asked us not to, we will make information available 
to our Partner Organisation (above). Wherever possible, their staff will ask your consent before your 
information is viewed.

Shared Care Records
To support your care and improve the sharing of relevant information to our partner organisations (as 
above) when they are involved in looking after you, we will share information to other systems. You can 
opt out of this sharing of your records with our partners at anytime if this sharing is based on your consent.
We may also use external companies to process personal information, such as for archiving purposes. These 
companies are bound by contractual agreements to ensure information is kept confidential and secure. 
All employees and sub-contractors engaged by our practice are asked to sign a confidentiality agreement. 
If a sub-contractor acts as a data processor for Orchid House Surgery an appropriate contract (art 24-28) 
will be established for the processing of your information.

Sharing your information without consent
We will normally ask you for your consent, but there are times when we may be required by law to share 
your information without your consent, for example:
• where there is a serious risk of harm or abuse to you or other people;
• Safeguarding matters and investigations;
• where a serious crime, such as assault, is being investigated or where it could be prevented;
• notification of new births;
• where we encounter infectious diseases that may endanger the safety of others, such as meningitis 
 or measles (but not HIV/AIDS);
• where a formal court order has been issued;
• where there is a legal requirement, for example if you had committed a road traffic offence.

How long will we store your information?
We are required under UK law to keep your information and data for the full retention periods as specified by 
the NHS Records Management code of practice for health and social care and national archives requirements.
More information on records retention can be found online at
(https://digital.nhs.uk/article/1202/Records-Management-Code-of-Practice-for-Health-and-
Social-Care-2016).

How can you access, amend or move the personal data that you have given to us?
Even if we already hold your personal data, you still have various rights in relation to it. To get in touch about 
these, please contact us. We will seek to deal with your request without undue delay, and in any event in 
accordance with the requirements of any applicable laws. Please note that we may keep a record of your 
communications to help us resolve any issues which you raise.
Right to object: If we are using your data and you do not agree, you have the right to object. We will 
respond to your request within one month (although we may be allowed to extend this period in certain cases). 
This is NOT an absolute right sometimes we will need to process your data even if you object.
Right to withdraw consent: Where we have obtained your consent to process your personal data for 
certain activities (for example for a research project, or consent to send you information about us or matters 
you may be interested in), you may withdraw your consent at any time.
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Right to erasure: In certain situations (for example, where we have processed your data unlawfully), you 
have the right to request us to "erase" your personal data. We will respond to your request within one 
month (although we may be allowed to extend this period in certain cases) and will only disagree with 
you if certain limited conditions apply. If we do agree to your request, we will delete your data but will 
need to keep a note of your name/other basic details on our register of individuals who would prefer not 
to be contacted. This enables us to avoid contacting you in the future where your data are collected in 
unconnected circumstances. If you would prefer us not to do this, you are free to say so.
Right of data portability: If you wish, you have the right to transfer your data from us to another data 
controller. We will help with this with a GP to GP data transfer and transfer of your hard copy notes.

Primary Care Network
The objective of the primary care networks (PCNs) is to group practices together to create more collaborative 
workforces which will ease the pressure on GP's, leaving them better able to focus on patient care. The aim 
is that by July 2019 all areas within England will be covered by a PCN.

Primary Care Networks form a key building block of the NHS long-term plan. Bringing general practices 
together to work at scale has been a policy priority for some years for a range of reasons, including improving 
the ability of practices to recruit and retain staff; to manage financial and estates pressures; to provide a 
wider range of services to patients and to more easily integrate with the wider health and care system.

All GP practices are expected to come together in geographical networks covering populations of 
approximately 30-50,000 patients by June 2019 if they are to take advantage of additional funding attached 
to the GP contract. This size is consistent with the size of the primary care homes, which exist in many 
places in the country, but much smaller than most GP Federations.

This means the practice may share your information with other practices within the PCN to provide you 
with your care and treatment.

Access to your personal information
Data Subject Access Requests (DSAR): You have a right under the Data Protection legislation to request 
access to view or to obtain copies of what information the surgery holds about you and to have it amended 
should it be inaccurate. To request this, you need to do the following:
• Your request should be made to the Practice (For information from a hospital or other Trust/NHS  
 organisation you should write direct to them)
• There is no charge to have a copy of the information held about you
• We are required to provide you with information within one month
• You will need to give adequate information (for example full name, address, date of birth, NHS   
 number and details of your request) so that your identity can be verified, and your records located/ 
 information we hold about you at any time

What should you do if your personal information changes?
You should tell us so that we can update our records please contact the Practice as soon as any of your 
details change, this is especially important for changes of address or contact details (such as your mobile 
phone number), the practice will from time to time ask you to confirm that the information we currently 
hold is accurate and up-to-date.  

Objections/Complaints
Should you have any concerns about how your information is managed at this practice, please contact 
the Practice Manager or the Data Protection Officer as above. If you are still unhappy following a review 
by the GP practice, you have a right to lodge a complaint with a supervisory authority: You have a right to 
complain to the UK supervisory Authority as below:
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Information Commissioner:
Wycliffe House, Water Lane, Wilmslow, Cheshire. SK9 5AF

Tel: 01625 545745

https://ico.org.uk/

If you are happy for your data to be used for the purposes described in this privacy notice, then you do 
not need to do anything. If you have any concerns about how your data is shared, then please contact 
the Practice Data Protection Officer.

If you would like to know more about your rights in respect of the personal data we hold about you, please 
contact the Data Protection Officer as below.

Data Protection Officer
The Practice Data Protection Officer is Paul Couldrey of PCIG Consulting Limited. Any queries regarding 
Data Protection issues should be addressed to him at: -Email: couldrey@me.com

Postal: PCIG Consulting Limited
7 Westacre Drive, Quarry Bank, Dudley, West Midlands. DY5 2EE
Changes:
It is important to point out that we may amend this Privacy Notice from time to time. If you are dissatisfied 
with any aspect of our Privacy Notice, please contact the Practice Data Protection Officer.

Fair Processing Notice
How we share your personal data (our practice default)
As your GP practice, we have set the following practice settings for all our registered patients whose 
detailed electronic health (and where applicable social care) record is in our possession and within the 
clinical computer system, SystmOne. However, we recognise that each of our patients have differing health 
and social care needs and you may wish to control yourself how your personal data is shared. This can be 
done via ‘Your Choices’ stated below.
Implied consent to make your record available to all organisations (locally without verification/security 
process and nationally using the verification/security process).
We assume that you are happy to share your detailed electronic health (and where applicable social care) 
record to anyone that cares for you.
We therefore make your record available to all NHS commissioned services (locally without verification) 
and to all local authorities providing health and social care services, using the clinical record computer 
system, SystmOne.
This allows for anyone at these organisations who have the appropriate controls/verification to retrieve your 
electronic record, once you are registered for care. However, these individuals should only legitimately access 
your record to provide you with care services. They must also record your permission to view your record.
The types of organisation, which could be involved in your direct care and therefore need access to your 
electronic record are:
• GP practices
• Community services (for example, physiotherapy, diabetic clinics, district nursing, rehabilitation centres)
• Referral triage centres (services determining which organisation should care for you)
• Child Health
• Urgent Care (for example, A&E, Minor Injury Units (MIU) and Out-of-Hours services)
• Community Hospitals
• Palliative Care
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• Care Homes
• Offender Health (care providers within organisations such as prisons and custody suites)
• NHS Hospitals
• NHS Mental Health Services
• Social Care– registered and regulated professionals within social care organisations coordinating 
 care (not social care providers)
• Community Pharmacy
To find out more about these types of organisation please go to the following webpage: 
http://www.tpp-uk.com/products/systmone/modules or talk to a member of your GP Practice.
If you are not happy to share your electronic record in this way, please let us know as soon as possible so that 
we can record your dissent (refusal of permission) and stop your record from being accessed outside of the 
GP practice. You can choose to refuse your permission for any organisation having access to your GP record.
Where we have not implied your consent or dissent then your record will not be shared.
For example the diagram below shows that the patient has agreed to share his medical records with the 
District Nurse and the surgery. However, whilst he is happy for his GP to see notes made by the local smoking 
cessation adviser he doesn't want the adviser to have access to his other medical records.
As EDSM has been designed to enhance patient care we will automatically ‘opt you in’ to both parts of 
the scheme.
If you prefer not to be then please mention it to a member of the reception team. You are free to change 
your mind at any time.   
Organisations we make your record available to
We work collaboratively with a variety of health and social care organisations within the locality and therefore 
with your assumed consent we make your electronic patient record available to a select list of organisations 
using the clinical record computer system, SystmOne. This means that once you are registered at those 
organisations their staff, who have been given the role of viewing clinical records, will be able to view your 
record, once they have discussed this with you and recorded your consent.
These organisations are listed on our Practice Privacy Notice.
All other health and social care organisations require you to verify their access (see verification section  below).
Organisations we make your record available to, subject to you providing a security code
It is not always possible to predict the specific health and social care services that you may require in the 
future. For example, you may require a specialist service or need to be treated whilst away on holiday in 
another part of the country. Therefore, where we have assumed your consent we make your electronic 
health (and where applicable social care) record available to organisations subject to you providing them 
with a verification (security) code if/when you present there for care; it’s similar to the verification (security) 
process you may be familiar with using for internet banking. Without this code the organisation will not 
be able to access your record.
Verification only applies to those health and social care organisations, using the clinical record computer 
system SystmOne, who are not mentioned above, as those who we have chosen to automatically share 
with (see above), or those mentioned below who we have chosen not to share with (see below). All other 
NHS commissioned services and local authorities providing health and social care services, using SystmOne, 
must ask you to provide verification via a PIN number sent to your phone and/or email address. Without 
this PIN number provided to the organisations, they will be unable to access your electronic record. unless 
you put that organisation on your personal sharing list – see Your choice- or ask the GP practice to add 
them to their sharing list.
You will only be required to provide the PIN number to that particular organisation once (e.g. each referral, 
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A&E attendance, contact with an out of hour’s service). As soon as the verification (security) code is provided, 
the individuals at the organisation will continue to have access to your record to treat you for that particular 
matter/condition/referral, until you change your mind and ask that organisation to record refusal of your 
permission.  Only staff with the appropriate job functions, granted to them by the organisation and only 
those providing you with care services, should legitimately access your record, once they have obtained 
your consent.
Organisations we do not make your record available to and are prevented 
from obtaining a security code from you
We prevent your detailed SystmOne electronic health (and where applicable social care) record from being 
available to a list of health and social care organisations, no matter whether your consent has been obtained. 
These organisations are stated below. We do not expect that these health and social care services will ever 
need to access your detailed electronic record, nor do we consider that we have sufficient information 
about their data access and security policies to make your record available.

If you wish to ensure that one or all of these organisations can access your record then the options available 
to you are explained below in ‘Your Choice’.
Your choice
You may not agree with the health and social care organisations we have chosen to have access to your 
detailed electronic health (and where applicable social care) record (the practice default). You can therefore 
control this yourself. Your choice will override our settings. You have the following options:

No organisations require you to provide a security code - You can give your permission to allow 
all NHS commissioned services and local authorities providing health and social care services, using the 
clinical record computer system, SystmOne, to access your record. This allows for any individual at these 
organisations (who have the appropriate access controls) to retrieve your electronic record, only after you 
are registered with them for care. These individuals should only legitimately access your record to provide 
you with care services and they should always request and gain your consent before doing so.

Dissent/Refusal of your permission - You can refuse your permission for your record to become available 
to all NHS commissioned services and local authorities providing health and social care services, using the 
clinical record computer system, SystmOne, which prevents us sharing your clinical record to any other 
organisation involved in your care. Please carefully consider the benefits of sharing your record, mentioned 
before choosing this option.

All organisations require you to provide a security code - You can require that all health and social 
care organisations must ask you for a PIN number on your first visit to that service. This allows you to 
verify/confirm that each individual organisation should have access to your record, as they are legitimately 
involved in your care. You will require access to either a mobile phone or email account, as a PIN will be 
sent to you. [Alternatively, you will need access to SystmOnline to accept or reject a share request sent to 
your account by the organisation wishing to view your record. Please complete an application form from 
reception in order to get online access.

Custom lists - You can put together your own personal lists for access, adding organisations to each of 
the three lists i.e. does not require a security code (allowed list), requires a security code (verification list) 
and cannot access (prohibited list). The functionality for each list will act as described above, but it is you 
who can determine the level of access, which applies to them. This should be done in conjunction with 
your GP to ensure you understand the full implications of your decisions.
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Marking items as private – If you have had a consultation about a particularly sensitive matter, you 
can ask for this section of your record to be marked as private. That way, even if you consent for another 
service to see your record, that consultation will not be shown outside the organisation that recorded it. 
However, if the consent override function is used, then consultations marked as private can be accessed 
by the other service/organisation performing the override.

When deciding which option to choose it is important to consider that your detailed record allows for 
an overall picture of your health and wellbeing to be assessed. This in turn helps health and social care 
professionals diagnose and prescribe appropriate courses of treatment to you. This ensures that the most 
safe and efficient care is provided. It will prevent you from having to repeat your medical history and 
remember every detail, which may or may not be relevant, to every health and social care professional 
involved in your care. Lack of access to your information may lead to misdiagnosis, inappropriate prescribing 
of medication or tests and/or ineffective treatment.

You can make the above changes at any time by contacting the admin department at the surgery or by 
logging onto your SystmOnline account.

Available audits
Audits are useful for your understanding about the types of organisation and individual(s) who are viewing 
your record. They allow you to raise any concerns about potential illegitimate or unnecessary access of your 
personal data with the relevant person or organisation.  The ability to Audit record access is a significant 
benefit of electronic records over paper records as it allows for a visible trail to be available to you in the 
following ways:

Alerts - You can opt to receive an alert via SMS or email every time an individual at any health and social 
care organisation attempts to record your consent to view your record. This means that you can be confident 
that the appropriate people are viewing your record and you can raise concerns with any organisation 
where you feel this is not the case.

SystmOnline Record Audit – You can view which organisations have accessed your electronic health 
(and where applicable social care) record within SystmOnline. Ability to access this Audit in SystmOnline 
is controlled by your GP. Any concerns about access can be raised with the relevant organisation.

Record Sharing List – You can ask us to show you a list of all health and social care organisations currently 
caring for you and whether they have recorded your consent or dissent to view your record. If you disagree 
with the consent options recorded then you [or your GP practice] should contact those organisations and 
ask them to amend the setting.

Any questions?
If you have any questions, please speak to reception. If necessary the receptionist will arrange for someone 
to give you a call.

Freedom of Information
The Freedom of Information Act makes provision for the disclosure of information which is held by public 
authorities and those who provide services to public authorities.

The Act is not intended to allow people to gain access to personal, private or sensitive information about 
others such as information held in health records. However, this does not mean that information requested 
under the FOI cannot be released just because it has personal information in it – this could be the names 
of staff, chief executives etc. whose names would be in the public domain already.

Further information available to you under the Freedom of Information Act is available in the waiting room.
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The Access to Health Records Act
The AHR is an Act which establishes a statutory right of access to health records by individuals. The Data 
Protection Act repealed the parts of the AHR which related to living patients’ records. Only the parts of the 
AHR that relate to deceased patients’ records are current. Certain individuals have a right to health records 
of the deceased under the AHR.

Information Governance
The lead person for Information Governance within the practice is Dr Preethi Balachandran GP Partner

Registration
To register at the Orchid House Surgery, please bring your medical card, photographic identification (passport 
or picture driving licence) and proof of address (recent utility bill) to the surgery and the receptionist will 
register you with the practice. If you do not have a medical card please ask for an application form. Temporary 
residents are registered on a special form at reception and are also required to provide photographic 
identification. Patients are able to register online via our website  
www.orchidhousesurgery.co.uk 
but will need to come into the surgery to provide photographic identification (passport or picture driving 
licence) and proof of address before registration is accepted. We do not discriminate on the grounds of 
race, gender, social class, age, religion, sexual orientation or appearance, disability, medical condition or on 
the perceived cost or extent of any work a patient is likely to generate by virtue of their clinical condition.

Orchid House Surgery does not operate a system of ‘personal lists’ - patients are registered with the practice 
not an individual GP, therefore after registration you may see any of our doctors. You are still able to book 
with your preferred GP, however please be aware that this type of appointment can take longer because 
of the way we work our system. We offer a daily triage telephone consultation with the duty doctor. The 
receptionist will take your telephone contact details and the doctor will ring you back to discuss the 
nature of your problem. If they need to see you in surgery then you will be given a time to come in and 
see them that day.

Receptionists
Our reception team are here to help you and are your link with the rest of the health care team. They may 
need to ask you further details about your requests when you call the surgery or when you telephone. They 
are not being intrusive, they are just trying to make sure you see or talk to the most appropriate person. 
All staff are bound by the same rules of confidentiality as the doctors and nurses. Please help them to help 
you by being co-operative.

APPOINTMENTS
DO YOU WORK FULL TIME AND FIND IT DIFFICULT TO MAKE A ROUTINE APPOINTMENT TO SEE 
A DOCTOR? ARE YOU IN FULL TIME EDUCATION AND CAN’T GET TO THE SURGERY BEFORE WE 
CLOSE AT 6.30PM? CAN YOUR CARER NOT GET YOU TO THE SURGERY UNTIL THE EVENING?

Orchid House Surgery now offers routine week day early morning appointments between 7.30 and 8.00am 
Monday to Thursday and evening appointments between 6.35 and 7.00pm Monday to Friday, for those 
patients that are unable to attend our normal opening hours between 8.30am and 6.30pm, Monday to 
Friday, due to daytime commitments.

These appointments are made directly via the on call doctor, who will be able to book a convenient 
appointment with you, please book a call back with the on call doctor via the receptionists.
These appointments are available to any patient unable to attend a routine appointment during normal 
surgery times.
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Please note reception is closed and the phone lines are not manned during 7.00 – 8.00am and 6.30 – 8.00pm, 
therefore prescriptions cannot be collected or results given.

For appointment access, please follow the path round the left side of the building to our rear door and 
push bell.

Our Appointment System
We have a large population of elderly patients with complex medical needs and we are in constant demand. 
The appointment system we offer is called “Advanced Access” which provides patients with a choice of 
same day appointments, pre-bookable four weeks ahead for GP’s and six weeks ahead for nurses and same 
day telephone consultations with the GP’s. 
The same day appointments do require patients to telephone at 8.30am and this does cause some 
frustrations. However, please be aware that the duty triage GP is available all day, so even when all the 
appointments for that day have gone the duty doctor will call back any patients who have requested an 
appointment for that day to ascertain if an actual appointment will be required and if so arranges to see 
the patient that day or if the problem can be dealt with on the phone will do so.
Obviously, some patients prefer to see their own GP and this can cause a delay if a patient chooses to wait 
either until their own GP has an available appointment or is on triage duty for the day.
We have also implemented an online booking service so that patients can make appointments online. If 
you would be interested in accessing online booking then please fill out the forms located in reception.
Please ask at the main reception desk for information on how to get the best out of our appointment system. 
Unfortunately, GP time is not unlimited and to meet our aim of fair and equitable access we hope patients 
will work with us by following the guidelines to use and not abuse the system.
When you do need to call for an appointment, please help our receptionists do their best for you by 
answering their questions and providing them with a little information, so they can direct you to the most 
appropriate member of the health care team.
Please remember that our phone lines are busiest between 8.30 and 9.30am, so if you are not ringing for 
an appointment or visit that day please help us to reduce the phone congestion by ringing later in the day.
Appointments are for a maximum of 10 minutes for one person only. If you have a number of problems to 
discuss, the doctor may ask you to make a further appointment. We try to run to time as far as possible, but 
ill health is unpredictable and some consultations take longer than others. On rare occasions the doctor 
may even have to leave the surgery to attend an emergency, when unfortunately, the appointment system 
can be severely disrupted.
It would be appreciated if you can arrive on time for your appointment. In order to be fair to all our patients, 
if you arrive late and the doctor or nurse has already called you, you may be asked by reception to re-book. 
If you know you are running late and can contact the surgery, do let us know as we may be able to adjust 
things and still see you.
If you cannot keep your appointment it is important that you remember to cancel it, so that your appointment 
slot may be offered to someone else.
The GP Forward View (GPFV) identified 10 high impact changes that GP Practices could adopt to help 
release capacity for their doctors and allow them more time with their patients. 
Active Signposting is one of the 10 high impact changes. Across Dorset CCG practices we are implementing 
the “Care Navigation Training Programme” having trained our receptionists and clerical staff; to help patients 
identify the most appropriate place for their care. This means you will notice your receptionist asking you 
for a brief outline of your problem when you call to make an appointment. Through this specialist care 
navigation training, the practice team will be able to offer you more choice on who the best health care 
clinician may be in the practice and also help direct you to get to the right health clinician fast. Receptionists 
will never offer clinical advice or triage; this new way of working is about offering the choice to see other 
specialists in the practice team. If they have the expertise to deal with the problem; it will often be quicker 
and you may not need to see the GP each time.
For example, medication reviews or queries could be managed by Dee Loughman our Pharmacist who 
you may not be aware of if you haven’t visited the practice in a while.
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This helps to free up time for GPs to care for patients with complex or serious health conditions that can 
only be managed by the GP. It means that you are seen by the clinician that is best placed to manage 
your clinical problem. The choice is always yours though and you will never be refused a GP appointment 
but we hope that next time you contact your GP and speak with the receptionist you will see the value of 
seeing another health clinician if they are able to help.

Nurse Practitioner Appointments
If you have a minor illness and need to be seen, you can make an appointment Monday to Friday to see 
our highly trained nurse practitioner, Tracy Dominey. Tracy is able to treat and advise on a wide range 
of conditions.

Home Visits
Home visits are for those patients who are housebound or when the medical condition of the ill person 
is such that attendance at the surgery is not possible. Requests for home visits should be made before 
10.30am whenever possible. It is helpful if you give the receptionist a brief indication of the problem. This 
will help us to plan the day.
Historically patients have always had to wait until lunchtime for a GP to be able to visit at home once they 
have finished their morning surgeries. To enhance the patient service we have employed Wendy Woolgar, 
an experienced paramedic practitioner, and Jackie Windsor, an experienced ECP, as rapid responders, to 
work alongside the doctors and visit elderly and infirm patients during the morning whilst the doctors 
are seeing patients in surgery. Wendy and Jackie can assess the problems and feedback accordingly to 
the duty doctor and or GPs.
As a qualified paramedic and ECP Wendy and Jackie are clinically able to assess patients in the home to 
evaluate medical conditions and social problems and to take appropriate action.
It should be noted that there are better facilities for diagnosis and treatment at the surgery. We therefore 
try to limit visits to essential ones only. Home visits take up more time; therefore, please do not call unless 
the patient is genuinely too ill to attend surgery.

Out-of-Hours Calls/Emergencies
Under the GP contract NHS Dorset Clinical Commissioning Group is responsible for your medical care out 
of hours (6.30pm - 8.00am) weekdays, all weekend and public holidays.
If you require URGENT medical attention or advice that cannot wait until the surgery is open please call 
the NHS 111 service on 111.
If you are seriously ill or have had a SERIOUS ACCIDENT please call 999 and ask for an AMBULANCE. 
PLEASE USE THESE EMERGENCY SERVICES APPROPRIATELY AND NOT AS A ROUTINE ADVISORY SERVICE.
If you require URGENT medical attention during surgery hours you can call the surgery emergency number 
(01202 872210).
We now offer a service of extended appointments at Poole Hospital and Wimborne Hospital which reception 
can book on your behalf.

Minor Injuries Unit (MIU)
If your injury is not serious, you can get help from a Minor Injuries Unit (MIU) rather than going to an A&E 
department. This will allow A&E staff to concentrate on people with serious, life-threatening conditions 
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and will save you a potentially long wait.

Our local MIU is at Victoria Hospital in Wimborne and is open Monday to Friday 8.30am-4.30pm.
Contact details:

Address: Victoria Hospital, Victoria Road, Wimborne, Dorset BH21 1ER
Phone: 01202 856410
Email: enquiries@dhuft.nhs.uk

NHS Walk-in Centre
This is another option for treatment and the treatment centre can be found at the Boscombe and Springbourne 
Health Centre, 66 Palmerstone Road, Boscombe, Bournemouth BH1 4JT. Ring 01202 720174 for details.

Repeat Prescriptions
DUE TO UNPRECEDENTED DEMANDS YOU NEED TO ALLOW A FULL 48 WORKING HOURS FROM REQUEST 
OF YOUR PRESCRIPTION TO COLLECTION (SEE QUICK GUIDE BELOW).

• Patients on regular medication do not always need to see a doctor for a repeat of their medicine. You

 will be issued with a computer slip attached to your prescription.

• When further supplies are required please TICK THE ITEMS YOU REQUIRE on the request form and put

 it in the letter box marked REPEAT PRESCRIPTIONS. Allow two working days before collection (see table ).

• If you are unable to come into the surgery then please send your request by post, enclosing a stamped, 

 addressed envelope.

• We have a firm policy of not accepting requests for repeat prescriptions over the telephone.

• If you are asking for a change to your repeat prescriptions or asking for non-agreed medication 

 this will cause a delay and we therefore ask for you to allow FIVE WORKING DAYS before collection. 

In general, though, you should follow the guide shown here:

 Day Prescription Request Made Ready for Collection

 MONDAY BEFORE 2PM WEDNESDAY AFTER 2PM

 TUESDAY BEFORE 2PM THURSDAY AFTER 2PM

 WEDNESDAY BEFORE 2PM FRIDAY AFTER 2PM

 THURSDAY BEFORE 2PM MONDAY AFTER 2PM

 FRIDAY BEFORE 2PM TUESDAY AFTER 2PM

 SATURDAY/SUNDAY WEDNESDAY

 THIS EXCLUDES BANK HOLIDAYS

Some local chemists offer a delivery service for repeat prescriptions. If you wish to use this service please 
note it is the patient’s responsibility to inform the chemist that there is a prescription ready for collection 
at the surgery. This is a service offered by the chemist and not the surgery.

Please note if you have already signed up to a particular pharmacy this will be recorded on your medical 
records and any prescriptions ordered online will automatically be allocated to that pharmacy.

Please do not request that your online prescription request is sent onto a different pharmacy as we are 
unable to do this without receiving the correctly signed paperwork.

Unfortunately, we are no longer allowed to offer cheaper private prescriptions in place of NHS prescriptions 
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for those few patients who are on a lower income but are not in receipt of any benefits. The British Medical 
Association lawyers have deemed this to be defrauding the NHS. If you would like to raise this issue please 
contact your local MP.

You can also request repeat prescriptions via our online appointment booking service. If you wish to register 
for this service then please fill out the forms located in the reception. Ordering your repeat prescriptions 
can also be done via our surgery website 
www.orchidhousesurgery.co.uk

Enquiries About Results
You may telephone for results between 2.30 and 4.30pm but please remember the following points:

• Results will only be given to the specific patient to whom they apply. In the interests of
 confidentiality please be prepared to identify yourself. Please do not telephone for results for relatives
 or friends without prior arrangement (written consent will be required).

• The surgery tends to be at its quietest after 2.30pm and the receptionists will have more time then to
 deal with your enquiry. Checking results is time-consuming and requests at other times will result in
 you being asked to call back after 2.30pm.

• To safeguard patient confidentiality it is not our policy to verbally give results to patients at the 
 main reception desk.

• You will need to know the specific test results that you require. Some tests take longer than others to
 process. If you have had several tests the receptionists will not necessarily know whether all the results
 are back unless you can identify them.

• Please do not expect the receptionists to have any medical knowledge. They are instructed to tell you
 if your test is normal as per the doctor’s comments. If actual results are required a print out can   
 be collected from reception upon request. If any test is abnormal or you require further 
 discussion or interpretation, then please refer to your doctor.

• Please remember, though, that we do hundreds of tests, and we cannot contact you all with
 results, so we leave this responsibility with you. We do, however, ensure that a doctor sees all test results.

Named GP for Over 75's
All NHS practices are required to provide their patients aged 75 and over with a named GP who will have 
overall responsibility for the care and support that the surgery provides to them. Your named GP will have 
overall responsibility for your care but it does not prevent or restrict you from seeing any other GP or nurse in 
the practice. If you are aged 75 or over you will have received a letter informing you who your named GP is.

Summary Care Record
There is a new Central NHS Computer System called the Summary Care Record (SCR). It is an electronic 
record which contains information about the medicines you take, allergies you suffer from and any bad 
reactions to medications you have had.

Why do I need a Summary Care Record?
Storing information in one place makes it easier for healthcare staff to treat you in an emergency, or 
when your GP practice is closed. This information could make a difference to how a doctor decides to 
care for you, for example which medicines they choose to prescribe for you.

Who can see it?
Only healthcare staff involved in your care can see your Summary Care Record.
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Do I have to have one?
No, it is not compulsory. If you choose to opt out of the scheme then you will need to complete an opt-out 
form. This can be found on our website (www.orchidhousesurgery.co.uk) or at the surgery in our 
waiting room. For further information visit the NHS Care Records website or HSCIC website.
Care.data Campaign

How information about you helps us to provide better care…
Confidential information from your medical records can be used by the NHS to improve the services offered 
so we can provide the best possible care for everyone.
This information, along with your postcode and NHS number but not your name, are sent to a secure 
system where it can be linked with other health information.
This allows those planning NHS services or carrying out medical research to use information from different 
parts of the NHS in a way which does not identify you.
You have a choice. If you are happy for your information to be used in this way you do not have to do anything.
If you have concerns or wish to prevent this from happening, please complete an opt-out form which can 
be found on our website (www.orchidhousesurgery.co.uk) or in our surgery.
For more information please visit our website or www.hscic.gov.uk.

IMPORTANT NOTICE TO ALL OUR PATIENTS
We have been advised that NHS England will begin to automatically extract some of your personal and 
clinical data from our computer system in the Autumn of 2014. This extraction is beyond our control as 
a Practice. It will include information such as date of birth, postcode, NHS number, gender, prescriptions, 
referrals and other clinical data. If you DO NOT want your information taken automatically PLEASE TELL 
US. You can call the surgery on 01202 897000, inform us personally by calling into the surgery, email us 
on orchid.enquiries@dorsetgp.nhs.uk or fill out the opt out form on our website. 

Medical Certificates
You do not require a doctor’s sickness certificate for any illness lasting seven days or less. Your employer 
may however require you to complete a self-certification form (SC2) which is available from your employer 
or on the HMRC website.

Evidence that you are sick 
If you are sick for more than seven days, your employer can ask you to give them some form of medical 
evidence to support payment of SSP (statutory sick pay).
It is up to your employer to decide whether you are incapable of work. A medical certificate, now called a 
‘Statement of Fitness for Work’ (see below) from your doctor is strong evidence that you are sick and would 
normally be accepted, unless there is evidence to prove otherwise. You could also provide evidence from 
someone who is not a medical practitioner, eg a dentist. Your employer will decide whether or not this 
evidence is acceptable. If your employer has any doubts, they may still ask for a medical certificate from 
your GP. 

Statement of Fitness for Work - ’Fit Note’
The ‘fit note’ was introduced on 6 April 2010. With your employer’s support, the note will help you return 
to work sooner by providing more information about the effects of your illness or injury. 
For more information see the DirectGov website (where this information was sourced).
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Non-NHS Work
We do not have private patients. In addition to the care that the doctors give under the National Health 
Service, they are often asked to provide other services for which a separate charge is made. These include 
private medical certificates, various medical examinations and reports for employers, solicitors, insurance 
companies, driving medicals. Please check with the receptionist for the current fee.

Change Of Personal Details
It is very important that you notify us immediately of any changes of name, address or telephone number. 
There are many reasons why we need to contact you. You can also change your personal details online at 
www.orchidhousesurgery.co.uk.

Languages
If your first language is not English, the practice can make arrangements for you to have telephone access 
to an interpreter during a consultation. 

Access For The Disabled 
The main entrance to the surgery is accessible to wheelchairs (there is a telephone intercom system by 
the main front door should you require any assistance). A toilet suitable for disabled patients is available. 
There are car parking bays sited close to the main entrance for the exclusive use of disabled patients.

Car Parking
There are two public car parks adjacent to the medical centre. Please do not use the car park or the area 
in front of the surgery entrance, unless you are disabled. We also ask that you do not park on the diagonal 
yellow lines outside the surgery - as well as blocking access to all other users you also block GPs and nurses 
who may be trying to visit a patient who has a medical emergency.
Recommended Sources of Advice/Support re Complaints

Orchid House Surgery
The needs of sick people and their carers are complicated and not always easy to anticipate. As doctors, 
nurses and receptionists, we try to remember how stressful and worrying it is to be a patient - we too get 
stressed by the nature of the work and the long hours involved. If you tell us where problems have arisen it 
gives us the chance to try and put things right. We try to provide the best possible service, but sometimes 
things do go wrong. If you think this has happened in your case, please write to our Practice Manager, 
Mrs Carolyn Hattersley, all complaints will be acknowledged and responded to following investigation.
We are continually striving to improve our service. Any helpful suggestions would be much appreciated and 
suggestions should be placed in the suggestions box in the waiting room or handed in to the receptionist 
on duty who will relay them to the practice manager.
We also have a feedback form on our website which can be found at 
http://www.orchidhousesurgery.co.uk/feedback.asp
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Dorset Advocacy 
Help with NHS Complaints is a free and independent service that listens, offers support and representation 
to people who are unhappy about their experience with the NHS. You may already have started a complaint, 
or you may just be wondering what to do next; we may be able to help you. Call us on 0300 343 7000, 
email on nhscomplaints@dorsetadvocacy.co.uk or use the contact form on our website 
www.dorsetadvocacy.co.uk to speak to one of our trained Independent Complaints Information Officers, 
who can tell you about the options for taking your complaint forward. If you decide that you want to make 
a formal complaint, they can help you to set it out clearly and effectively. For more complex complaints we 
provide Independent Complaints Advocates who offer face to face support. They may attend complaints 
hearings with you, helping you to prepare and put forward your case.
Dorset Advocacy also provides the Independent Mental Capacity Advocacy (IMCA) service for Dorset, Poole 
and Bournemouth. By law people who are unable to make decisions about serious issues and have no one 
to speak up for them must be referred to the IMCA service. Enquiries can be made from staff, relatives or 
friends by calling the hotline 0845 389 1762 - however a formal referral must be made by health or social 
care staff before work can begin.

NHS England 
The NHS is made up of numerous different organisations. NHS England is the organisation responsible for 
commissioning or purchasing primary care services (such as GPs, dentists, opticians, pharmacies etc.) on 
behalf of the population. You can make your complaint directly to them if you prefer. 
Contact details:
Phone: 03003 11 22 33 (Monday to Friday 8.00am to 6.00pm excluding English Bank Holidays). They will 
take a note of your complaint and arrange for it to be passed to the complaints manager.
Email; england.contactus@nhs.net with "For the attention of the complaints manager" in the subject line.
Write to: NHS England, PO Box 16738, Redditch, B97 9PT
Website: http://www.england.nhs.uk/contact-us/complaint/

Parliamentary and Health Service Ombudsman
The Ombudsman will normally only take on a complaint after you have first tried to resolve the issue with 
the surgery and have received a response from them. The Ombudsman believes the surgery should be 
given a chance to respond to your complaint and, where appropriate, try to put things right before they 
get involved. The Health Service Ombudsman has published a booklet that describes the ‘six principles 
for remedy’ in relation to complaints handling and involves:
1. Getting it right 2.  Being customer focused
3. Being open and accountable 4. Acting fairly and proportionately
5. Putting things right 6. Seeking continuous improvements
If you remain unhappy after everything has been done to try to resolve your concern or complaint, you 
have the right to approach the Ombudsman.
Contact details:
Phone: 0345 015 4033 or textphone 0300 061 4298. Helpline is open 8.30am to 5.30pm Monday to Friday. 
To request a call back text "call back" with your name and mobile phone number to 07624 813005
Email: phso.enquiries@ombudsman.org.uk  Fax: 0300 061 4000
Write to: 
The Parliamentary & Health Service Ombudsman, Millbank Tower, Millbank, London SW1P 4QP
Website: www.ombudsman.org.uk
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The Care Quality Commission (CQC) 
This is the independent health and adult social care regulator. Their job is to make sure health and social 
care services provide people with safe, effective, compassionate and high-quality care. They do that by 
monitoring, inspecting and regulating services to make sure they meet fundamental standards of quality 
and safety and they publish what they find, including performance ratings to help people choose care. The 
CQC doesn't manage individual complaints about GPs and their services but you can still let them know 
about your experiences should you wish to do so. Contact details:
Phone: 03000 61 61 61
Email: enquiries@cqc.org.uk
Online form at http://www.cqc.org.uk/content/contact-us-using-our-online-form

Action Against Medical Accidents
Action Against Medical Accidents is the UK charity for patient safety and justice. They provide free and 
confidential advice and support to people affected by medical accidents and can refer to a panel of specialist 
clinical negligence solicitors or other sources of support where appropriate.
Phone: 0845 123 2352 (Monday to Friday 10.00am to 5.00pm)
Website: www.avma.org.uk

Healthwatch Dorset
Healthwatch is the independent consumer champion created to gather and represent the views of the 
public. The aim of Healthwatch is to give citizens and communities a stronger voice to influence and 
challenge how health and social care services are provided within their locality. Although they can't deal 
with individual complaints they can use your experience of the care you have received to help make services 
better in the future. Contact details:
Phone: 0300 111 0102 (calls cost the same as 01 or 02 numbers)
Email: enquiries@healthwatchdorset.co.uk
Write to: 
FREEPOST RTJR-RHUJ-XBLH, Healthwatch Dorset, 896 Christchurch Road, Bournemouth BH7 6DL
Use our online "Speak Out" form at:
http://www.healthwatchdorset.co.uk/content/your-story-can-change-local-health-and-care-services
You can also find us at Citizens Advice Bureau offices across Dorset, Poole and Bournemouth

Zero Tolerance
The practice supports and operates the NHS policy of zero tolerance regarding all and any abuse towards 
its members of staff, doctors, locum staff or other patients. This could be in the form of physical, verbal or 
online abuse on the practice premises or other locations where treatment may place. 

GPs and staff have a right to care for others without fear of being attacked, abused or treated badly. To 
successfully provide our services a mutual respect between staff and patients has to be in place. All our 
staff aim to be polite. Helpful and sensitive to all patients individual needs and circumstances. We would 
respectfully remind patients that very often staff could be confronted with a multitude of varying and 
sometimes difficult tasks and situations, all at the same time.
However persons abusing this policy by using aggressive behaviour, be it physical, verbal or via our online 
services, will not be tolerated and may result in you being removed from the practice list and, in extreme 
cases, the Police being contacted.
In order for the practice to maintain good relations with our patients we would like to ask all our patients 
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to read and take note of the occasional types of behaviour we see that would be found unacceptable.
• Using bad language, swearing or shouting at practice staff
• Any physical violence towards any member of our team or other patients
• Verbal abuse towards the staff in any form including shouting
• Racial abuse, discrimination or sexual harassment will not be tolerated
• Persistent or unrealistic demands that cause stress to staff will not be accepted. Requests will be 
 met wherever possible and explanations given when they cannot be met.
• Being perceived to bully a staff member to obtain something
• Causing damage/stealing from the practice’s premises, staff or patients
• Obtaining drugs and/or medical services fraudulently.

The Treatment Room
We offer the benefits of a well-equipped treatment room, much of the equipment having been generously 
donated by our patients. If you wish to contribute to our equipment fund please contact our practice 
manager. The treatment room is open from Monday to Friday. Our practice nurses undertake duties 
such as injections, vaccinations, dressings, smears, removal of stitches and ear syringing. There is a daily 
transport of pathological specimens to the hospital laboratories; therefore all specimens must be received 
by 11.00am to link with the specimen transport. Please note we cannot accept any samples after 1.00pm 
on a Friday. Appointments can be booked up to six weeks in advance at the treatment room reception 
between 9.00am and 1.00pm and at the main reception from 2.00 to 6.30pm.
Our practice nurses play an important role in the management of diseases such as asthma, diabetes, heart 
disease, and they organise clinics to support our patients.

CLINICS
Chaperones
The Orchid House Surgery is 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.
All patients are entitled to have a chaperone present for any consultation, examination or procedure where 
they feel one is required. This chaperone may be a family member or friend. On occasions you may prefer 
a formal chaperone to be present, ie a trained member of staff.
Wherever possible we ask that you make this request at the time of booking an 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 the request. However, occasionally it may 
be necessary to reschedule your appointment.
Your healthcare professional may also require a chaperone to be present for certain consultations.

Cervical Smear Tests 
We recommend that cervical smears are done every three years between the ages of 25 and 49 years and 
every five years between the ages of 50-64. If you think your appointment is overdue, please check with 
the practice. When making the appointment please tell the receptionist that you are booking in for a smear.

Family Planning (Contraception) 
During surgery hours, the practice offers a full range of contraceptive services provided by the doctors, 
our Nurse Practitioner and Practice Nurse.
IUCD (coil) fitting is by prior arrangement after discussion with the doctor.
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Maternity Self Referral 
Patients can self refer from six weeks into their pregnancy at 
www.poole.nhs.uk/a-z-services/m/maternity/self-referral-service.aspx or by calling 01202 442310. 
You can phone between 9.30am and 4.30pm from Monday to Friday, outside of this time you can leave a 
message with your contact details and we will call you back the next working day.
When you call the self-referral line we will ask you questions about you, your family and your medical 
background. Please be prepared to answer these questions fully so we can make sure you get the best 
possible care. A midwife will then call you within one week to arrange a booking appointment.
This telephone number is for maternity referrals only, for any other queries regarding your maternity care 
please contact your community midwife or call 01202 442515.

Lifestyle/Smokestop 
We are committed to promoting health and a healthy lifestyle for our patients. If you require information, 
advice or a referral to help you stop smoking, increase physical activity, lose weight or manage stress, 
please see a member of our medical team.

Physiotherapy
A physiotherapy clinic is held in the surgery for three days per week. You will need to be seen by a doctor 
first so they can refer you to our physiotherapist.

Child Health Surveillance
Children from birth to five years are regularly examined to assess their growth and development. The 
practice provides this service with the assessments being made by our GPs and health visitor.

Minor Surgery 
Certain minor surgical procedures, such as joint injections, cautery, aspirations and cryotherapy, can be 
performed by the doctors on the premises. This may be more convenient for you and may save considerable 
time waiting for hospital treatment.

Travel Immunisations/Vaccinations
If you're travelling, you can sometimes be hit with nasty health-related surprises abroad, from diarrhoea 
to hepatitis, malaria or even rabies. Whether you've considered your health risks or not, the reality is that 
some countries carry a higher risk of certain infectious disease. So please don't be caught out on your trip!
www.travelvaccinewise.co.uk is a website full of useful health related information for anyone planning 
a trip abroad. Find out about some of the travel related infectious diseases and advice you'll need to help 
avoid them. There is also a handy travellers' checklist.
If you need any vaccinations relating to foreign travel please complete a travel form, which is available on 
our website or at our reception, and remember to put a contact telephone number on so that our Practice 
Nurse can contact you to make an appointment if necessary. 
It is important to complete this form as early as possible; at least eight weeks before you travel, so that any 
necessary appointments can be made in plenty of time. As you will be aware, GP surgeries are working 
under increasing pressure, and have to prioritise the NHS services they can provide. We have previously 
offered a full travel service including private vaccinations until recently, but sadly we are no longer able 
to continue with this private service. The following vaccinations are commonly required for many holiday 
destinations, and are still available free of charge on the NHS for us to give you subject to need and 
availability; Diptheria, Tetanus & Polio (combined), Hepatitis A, Typhoid. 
Other vaccinations may be necessary for more exotic or unusual destinations, complex travel itineraries, or 
long stay vacations. These vaccinations need to be given at a private/high street travel clinic e.g. Wimborne 
Travel Clinic/Boots etc. There will be a charge for these. If you would rather have all of your vaccinations 
done at these clinics, they can also give the vaccines above but they will charge for these.
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NHS Health Checks
Everyone is at risk of developing heart disease, stroke, diabetes, kidney disease and some forms of dementia. 
The good news is that these conditions can often be prevented - even if you have a history of them in 
your family. Have your free NHS Health Check and you will be better prepared for the future and be able 
to take steps to maintain or improve your health.

Why do I need an NHS Health Check?
We know that your risk of developing heart disease, stroke, type 2 diabetes, kidney disease and dementia 
increases with age. There are also certain things that will put you at even greater risk.
These are:
• being overweight
• being physically inactive
• not eating healthily
• smoking
• drinking too much alcohol
• high blood pressure
• high cholesterol

Is there anything to be worried about?
The NHS Health Check has the potential to reduce your chances of developing certain conditions, and 
many people find it beneficial. However, it is your choice whether or not you take up the offer of a free 
NHS Health Check. Some people might be worried about the check and the impact of the results on their 
lifestyles. If you do have any concerns you can discuss them when you attend your check.

What happens at the check?
This check is to assess your risk of developing heart disease, type 2 diabetes, kidney disease and stroke.

• The check will take about 20-30 minutes

• You'll be asked some simple questions. For example, about your family history and choices    
 which may put your health at risk.

• We'll record your height, weight, age, sex and ethnicity

• We'll check your blood pressure and cholesterol

Flu Vaccination
An influenza vaccination is particularly recommended for patients over the age of 65 and those patients of 
any age with heart, lung or kidney disease or diabetes. Please contact the reception staff at the beginning 
of September for details of the vaccination date and to make an appointment. If you are unable to attend 
the surgery, a home visit will be arranged to undertake this facility.
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Routine Childhood Immunisations 

We advise that all children should be completely immunised starting at two months old. We encourage 
all patients to protect themselves against Tetanus and Polio. 

 When Diseases protected against

 8 weeks old  Diphtheria/tetanus/pertussis (whooping cough), polio, 
  Haemophilus influenzae type b (Hib) and hepatitis B
  Meningococcal group B (MenB)
  Rotavirus gastroenteritis
  Pneumococcal (13 serotypes)

 12 weeks old Diphtheria, tetanus, pertussis, polio, 
  Hib and hepatitis B
  Rotavirus

 16 weeks old  Diphtheria, tetanus, pertussis, polio, 
  Hib and hepatitis B
  MenB
  Pneumococcal (13 serotypes)

 One year old Hib and MenC
  (on or after the child’s first birthday) Pneumococcal
  Measles, mumps and rubella (German measles)
  MenB

 Eligible paediatric age group Influenza (each year from September)

 Three years four months old or soon after Diphtheria, tetanus, pertussis and polio
  Measles, mumps and rubella

 Boys and Girls aged 12 to 13 years Cancers caused by human papillomavirus
  (HPV) types 16 and 18 (and genital warts caused
  by types 6 and 11)

 14 years old (school year 9) Tetanus, diphtheria and polio
  Meningococcal groups A, C, W and Y disease

 Adults

 When Diseases protected against

 65 years old Pneumococcal (23 serotypes)

 65 years of age and older Influenza (each year from September)

 70 years old Shingles

Diphtheria and Tetanus injections every 10 years to a maximum of five in total.

If you have never been immunised against Tetanus please arrange a primary course of immunisation with 
the nurse.
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ADDITIONAL INFORMATION

Chiropody 
There is a chiropody department located upstairs in Ferndown Medical Centre. Initial referral is required 
from a health care professional. Access is via the stairs or lift, situated through the double doors, adjacent 
to the front door of the medical centre. Appointments can be made by phoning 01202 443737.

Social Services 
The social services department is situated next to the library in Ferndown town centre. The duty officer can 
be contacted on 01202 877445 on weekdays and, in case of emergency, a social worker can be contacted 
on 01202 675180 out of normal working hours. Social services can help with home care, meals on wheels, 
arrangement of residential care for the elderly, services for the disabled and day centre provision. They 
can advise about disabled driver badges, attendance allowances, child care, fostering and adoption and 
they can provide counselling help for a wide range of problems, including family and marital problems.

Tesco Bus Service 
Tesco offer their customers a free bus service from various local locations. A current timetable is on display 
at Tesco.

PATIENT PARTICIPATION/REFERENCE GROUP
As a patient at Orchid House Surgery you are automatically a member of our Patient Participation Group, 
after registration and we value your constructive input. The group is run by a volunteer committee working 
in close liaison with the doctors and practice manager. Due to time constraints and group members 
outside commitments, we have developed a virtual Patient Participation Group, which will in effect be 
an email community that we can therefore consult with on a regular basis. We aim to gather around as 
broad a spectrum as possible to get a truly representative sample. The group can work with the practice 
to help all patients to take responsibility for their own health, that of their family and the health of the 
wider community. 
If this is something you think you might be interested in, please fill in a form (available at reception) and 
hand in at reception for the attention of Alison Woodley, alternatively an interactive version can be found 
on our website or you can email alison.woodley@dorsetgp.nhs.uk to advise that you wish to join.
Unfortunately, if you do not have an email address you are unable to join the virtual group but if you have 
access to a PC you could still participate by filling out our patient survey at our website 
www.orchidhousesurgery.co.uk. Thank you for your support.

WHAT DO I DO IF SOMEONE DIES?
Although this is a time of sorrow and grief, a number of matters have to be dealt with. We hope that the 
following information will be of help and guide you through a few difficult days, when certain formalities 
must be attended to.
If someone dies, call a doctor. There is no need to move the patient. It is a legal requirement for a doctor to 
confirm that someone has died. If the doctor has recently seen the patient, a death certificate can normally 
be issued. The death will need to be registered at the Registry office covering your area.
In the case of an unexpected death, the doctor will need to notify the Coroner who will then advise as 
to further arrangements. In the event of bereavement the doctors and health visitors are anxious to offer 
any support you need. In addition, the surgery has contact numbers of organisations who can offer help, 
advice or support.
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COMMON ILLNESSES AND SELF-TREATMENT

Colds
There is still no cure for the common cold. Antibiotics do not help. Take plenty of fluids plus aspirin or 
paracetamol if you have a headache or a fever. Note: aspirin should not be given to children under 16 
years of age.

Child With A Temperature
Children often have temperatures with a cold or viral infection. It is quite normal to develop a fever as 
a response to these illnesses. It is wise to keep a supply of paracetamol (Calpol or Disprol) at home. This 
reduces the temperature and eases aches and pains. Do not use aspirin. If the fever fails to respond to 
paracetamol alone, ibuprofen can also be used in addition to paracetamol. Encourage fluids by mouth at 
all times. If your child is refusing fluids or is drowsy despite the above measures, then you should contact 
your doctor. Do not worry if your child will not eat for a day or two.

Diarrhoea And Vomiting
This is a common condition with over 90% of cases being caused by a viral infection. The infection is 
cleared naturally by the body. It is important to drink plenty of clear fluids and to avoid all solid food and 
milk until the vomiting and diarrhoea has settled. For small children, Dioralyte or Rehidrat sachets can be 
obtained from the chemist and made up into drinks with water. These sachets replenish salts lost from 
the body due to the vomiting. Please do not try and make a salt solution yourself, as the concentration is 
critical and, if wrong, could make your child more unwell. Consult your doctor if the diarrhoea or vomiting 
does not respond to these measures or if your child is not taking adequate fluids. DO NOT take medicines 
to stop the diarrhoea as they can in fact prolong the illness.

Back Pain
Back pain causes 13 million working days to be lost in Britain each year. The spine is made up of 24 fragile 
bones and associated cartilage and tendons. It supports the whole weight of the upper body and, therefore, 
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 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 simple painkillers which will relieve the pain, or
anti-inflammatory painkillers such as Nurofen, which will help to relieve the inflammation.

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 there is no blistering and the skin is unbroken then 
no further treatment is required. If there is blistering or broken skin, then arrange to see the practice nurse 
as soon as possible.

Stomach Ache
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.
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Sprains
Firstly apply a cold compress, containing ice if possible, for 15 to 30 minutes to reduce the swelling. 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.

Nose Bleeds
Sit in a chair (leaning forward with your mouth open) and pinch your nose just below the bone for approximately 
10 minutes, by which time the bleeding should have stopped. Avoid hot drinks or hot food for 24 hours. If the 
bleeding persists, then you may need to be seen in the Casualty Department at Poole or Royal Bournemouth for 
your nose to be packed.

Minor Cuts And Grazes
Wash the wound thoroughly with water and a little soap. To stop bleeding press a clean handkerchief or dressing 
firmly onto the wound and continue pressing for about five minutes. Cover with a clean dry dressing. Deep or 
gaping cuts may need stitching. Check your Tetanus injections are up to date.

Sunburn
Treat as for other burns with cold water to remove the heat. Calamine lotion will relieve the irritation and 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. Use a high factor sunblock for children such as Factor 25.

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.

Blandford Fly
This small black fly can produce a bite which can cause considerable swelling, which is red and tender and may 
blister. Cool the bite with an icepack (or a packet of frozen peas) and take antihistamine, available from the chemist, 
to reduce the swelling and irritation. Consult your doctor only if the bite remains very swollen and painful after 
three to four days of these measures. To prevent bites, use an insect repellent on exposed areas of skin in the 
evenings during May and June when the fly is prevalent.

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.

Warts And Verrucas
These do not need to be treated unless they are painful and they will often disappear in time without any treatment 
at all. A separate leaflet about warts and verrucas is available from reception.

For the latest information - www.orchidhousesurgery.co.uk

USEFUL TELEPHONE NUMBERS

Alcoholics Anonymous  ................................................................................................................................... 01202 296000 (Dorset)

................................................................................................................................................................ 0845 769 7555 (National helpline)

Alderney Community Hospital  ......................................................................................................................................01202 735537

Barrington Centre  ..................................................................................................................................................................01202 894858

ChildLine  ....................................................................................................................................................................Freephone 0800 1111

Citizens Advice Bureau  .............................................................................................................................. Ferndown 01202 893838

Day Centre, Ferndown  ........................................................................................................................................................01202 894426

District Nurses ............................................................................................................................................................................01202 892464

Dorset Healthcare University Foundation Trust (DHUFT) ...............................................................................01202 277000

East Dorset District Council ..............................................................................................................................................01202 795096

.............................................................................................................................01202 795096 (Out of hours emergency number)

Emergency Dental Service  ...............................................................................................................................................01202 659292

Eye Problems Emergency Eye Unit Helpline (RBH) ............................................................................................01202 704181

Hospital Cars ..............................................................................................................................................................................0300 777 5555

Multiple Sclerosis Society  ..................................................................................................................................................01202 570300

Neighbourhood Cars (Volunteer Patient Transport) .........................................................................................01202 980839

NHS Dorset CCG .......................................................................................................................................................................01305 368900

Poole Hospital NHS Trust  ...................................................................................................................................................01202 665511

PRAMA  ..........................................................................................................................................................................................01202 207300

Royal Bournemouth Hospital  .........................................................................................................................................01202 303626

Samaritans  ..................................................................................................................................................................................01202 551999

...............................................................................................................................................................08457 90 90 90 (National helpline)

Social Services  ..........................................................................................................................................................................01202 877445

St Ann's Hospital  .....................................................................................................................................................................01202 708881

Victoria Hospital, Wimborne  ............................................................................................................................................01202 856410
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Surgery Location

Practice Booklets are published by Neighbourhood Direct Ltd. 01253 608014

The area covered by the practice is bounded by the River Stour and the West Parley 
traffic lights to the South, the Stapehill roundabout to the West, West Moors Army Camp 
to the North and Azalea roundabout to the East.
We welcome patients from Ferndown, West Moors, West Parley and Tricketts Cross.
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