
Roundwell Medical Centre
25-27 Dr Torrens Way, Costessey, Norwich NR5 0GB

www.roundwellmedicalcentre.co.uk

A Guide to
Our Services

Telephone: 01603 744014
Opening Hours: Monday to Friday 8.00am until 6.00pm

Lunch: 1.00pm to 2.00pm
Phone lines are open from 8.00am to 1.00pm and 2.00pm to 6.00pm

Evenings and weekends 111

Roundwell Medical Group is a member of the
Norwich Clinical Commissioning Group



Welcome 
Roundwell Medical Centre serves the whole of Costessey as well as its 
surrounding villages. 

Our team includes six GPs, one Advanced Nurse Practitioner, two Physician 
Associates, one Clinical Pharmacist, two Nurses and two Health Care Assistants, 
as well as our Practice Manager, Patient Services Manager, Administration, 
Secretarial and Patient Service Co-ordinators. 

We offer a full general practice service and run specialist clinics for chronic 
diseases, children and pregnant women, diabetes and asthma sufferers and for 
patients needing minor surgery. We also offer an on-site dispensing service to 
patients who qualify. 

At Roundwell Medical Centre, we aim to treat all our patients promptly, 
courteously and with complete confidentiality.  We feel that it is important 
you know who you are speaking to, so our practice staff will always identify 
themselves on the telephone. 

This booklet is for both existing patients and those considering registering 
with us. It tells you about our services, how to access them and some general 
information about how our practice operates. 
The surgery is very pleased to announce that it has been approved to train 
doctors (registrars) to become GPs.

A registrar will be with the practice for six months and will run regular GP clinics 
but they will have longer appointment times. The registrar is fully supervised 
by a GP trainer and all patients who have had an appointment with a registrar 
will be discussed with the GP trainer.

On occasions our registrar may wish to video consultations as part of their 
ongoing education and patients consent will be gained prior to this. The video 
recordings are strictly confidential and used for teaching purposes only.

Our GP trainers are Dr Caimin Hardiman and Dr Moyen Uddin, however all the 
doctors and advanced nurse practitioners will be involved in the registrar’s 
training at the practice.

Patients With Particular Needs 
Roundwell Medical Centre is accessible to patients using a wheelchair and is 
fully DDA compliant. We have six parking spaces outside which are reserved 
for patients’ vehicles displaying a disabled sticker. 
We can arrange interpretation and translation services in person or by phone 
for patients who do not speak English. Please let us know if you need this 
service when booking an appointment. 

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

Our Practice Area 
If you live in our practice area and would like to register with us, please complete 
one of our registration forms that are available from our reception.
• Old Costessey  • New Costessey  • Queen’s Hills  • Bawburgh  
• Easton  • Marlingford  • Ringland 

Our Team 
GPS
Dr K Rogers (female)   
MB BS 
University of London  

Dr A Mortlock (female)
MB ChB MRCGP
University of Birmingham

Dr M Uddin (male)
MBBS MRCGP MPharm PG Dip (Health/Diabetes) PG Cert (Clin Education)
GP Tutor of University of East Anglia

Dr C Hardiman (male)
MB BCh BAO DCH DRCOG DFFP DRCGP DOcc Med DGM PGCert Med Ed
National University of Ireland

Dr S Wheatcroft (female) 
MBChB MRCGP University of Leicester
GP Tutor and Honorary Lecturer at University of East Anglia 

Dr R Khan (female) 
MBBS MRCGP MRCOG 2009

Practice Manager 
Frances McKenzie is responsible for the business management and overall 
day to day running of the surgery.
Nursing Team 
Advanced Nurse Practitioner (ANP) and Physician Associates (PA)
Fenella Rawlings (ANP), Jo Cartwright (PA) and Beth Walton (PA) are an 
integral part of our clinical team working to diagnose and treat patients with 
urgent healthcare needs. They are medically trained professionals who work 
alongside the GPs and will; carry out physical examinations, see patients with 
undifferentiated diagnoses, see patients with long-term chronic conditions, 
formulate differential diagnoses and management plans, perform diagnostic 
and therapeutic procedures, develop and deliver appropriate treatment and 
management plans, request and interpret diagnostic studies, refer where 
appropriate and provide health promotion and disease prevention advice for 
patients. 

Please visit our updated website - www.roundwellmedicalcentre.co.uk
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CHARTERED ACCOUNTANTS
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It’s not a 999 
emergency, but 

you need 
medical help fast?

Call 111 for medical
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medical treatment 

for you
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We will design and launch a top quality 
bespoke business generating website for 
you, update it regularly at your request 

and provide on-going advice and support 
every working day. 
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from £26 
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payasyougo@opg.co.ukOPG - HELPING THE SMALL BUSINESS  
GROW FOR OVER 40 YEARS

Please visit our updated website - www.roundwellmedicalcentre.co.uk

Practice Nurses
Laura Tomasso and Rebecca Canham are our practice nurses and they are 
involved in every aspect of patient treatment and care.  They provide general health 
advice, cervical smear tests, flu and pneumococcal immunisations, HRT checks, 
childhood immunisations, travel advice and NHS immunisations, injections, health 
promotion, contraception and family planning advice.  
All our nurses are involved with caring for our patients who have chronic 
disease. 
Health Care Assistants 
Elaine Bagwell and Jade Dorling can take blood, check blood pressure, perform 
health checks, do ECGs, spirometry tests, change dressings, remove sutures and 
test urine. They work under the supervision of a qualified nurse.

Patient Services Co-ordinators And Administration 
Staff
Patient Services Co-ordinators
Jo Boswell (Patient Services Manager), Katie, Michelle, Jane, Andrea, Amber, 
Alisha, Gillian, Nathan, Cherry and Molly. Sam and Zoe (Improved Access) are 
here to help you. They will arrange appointments and deal with your enquiries. 
Administration 
Denise looks after our recall system and is also our research administrator.
PA to Practice Manager
Gemma is PA to the Practice Manager and assists the PM in all aspects of the 
overall running of the surgery. 
Secretary 
Catherine deals with all the referrals to the hospitals and organises medical 
reports and insurance forms.
Appointments 
To arrange an appointment, please ring 01603 744014 and choose option 1 
to book an appointment or arrange a home visit.
You will be asked by the receptionist to give a brief summary of your symptoms.  
All our receptionists have signed confidentiality agreements and they are fully 
aware the information you tell them is personal.
The receptionist will discuss with you the most appropriate clinician for you to 
see.  We have the following appointments:
- GP follow up appointments
- Pre-bookable GP appointments which can be booked in advance or online
- On the day GP appointments
Acute and minor illness clinics are run every day by our Advanced Nurse 
Practitioner and you are also able to book telephone consultations with the 
GPs.



Let our practice 
publications 
promote your 
business 
for you!

To place an eye catching 
advertising feature in our vitally 

important Practice Booklets 
and our indispensable 

Appointment Cards 
and Website 

simply phone Veronica Smith
now on 0800 612 1516.

On arrival for your appointment please check in at the self check in screens 
which are located at both ground floor entrances.
All appointments with the practice nurses and healthcare assistants can be 
booked direct with the receptionists.
Tell us if you want someone to accompany you during an examination or a 
private room to discuss any matters.

Cancelling an Appointment
If you know you no longer need your appointment please inform us as soon as 
possible, just let us know your name, DOB, date and time of your appointment 
either by:
• Calling the surgery and leaving a message (option 2)

• Or cancel online - log onto our website at www.roundwellmedicalcentre.co.uk

Test Results
Please call for results after 2.00pm each day (option 3).  Remember that the 
results of tests can only be given to the patient.

Self Check In
When you arrive at the surgery for your appointment you can ‘self check in’ to 
avoid queuing at the reception desks.  The two check in screens are located 
near the two entrance doors on the ground floor.

Call Boards
When you are waiting to be seen by a clinician, keep watching the call boards above 
the reception desks on both floors as the doctor may call for you on these.

Home Visits 
Our doctors see typically four patients in the practice in the time it takes to do 
a single home visit. For this reason, we ask our patients to come to the practice 
if at all possible. However, we can visit you at home if your condition means 
you cannot attend the surgery. 
Please ring before 11.00am to request a visit.  One of our Patient Services  
Co-ordinators will call you to triage your visit. If a home visit is needed,  the On Call 
GP will call you and complete a clinical triage, they will ascertain if it will be one of 
our GPs or one of the Home Visiting Service clinicians who will attend. 

Please visit our updated website - www.roundwellmedicalcentre.co.uk





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

Prescriptions 
Patients on regular medication may, if appropriate, have their prescriptions repeated 
without seeing their doctor.  The number of repeats allowed will be authorised by 
your doctor and your medication will be reviewed at appropriate intervals.

Repeat Prescriptions 

If you take medication on a long-term basis, you can ask for a repeat prescription 
as follows: 

• Call in and ask at first floor reception 

• Or go on to our website at www.roundwellmedicalcentre.co.uk and log in to 
our online services using the username and password which can be provided 
by one of our Patient Services Co-ordinators.

You will need to allow 48 hours for your prescription to be processed excluding 
bank holidays and weekends. Prescriptions will only be processed up to seven 
days before the prescription is due.  If you require a prescription earlier than 
this please attach a note to the repeat slip or add a comment to your online 
request and we will do our utmost to comply with your request.

Medication that you may have had before, but is not on a repeat prescription 
will need to be re authorised by your doctor.  Please call the surgery and speak 
to our administration team who will be able to help arrange this for you.

Many of the local pharmacies offer a repeat prescription service.  Please ask at 
your pharmacy for a form giving us authority to send your prescription direct to 
the pharmacy of your choice.

Dispensing Medicines
The surgery dispenses drugs to only those patients who live more than 1.6km 
from a pharmacy. We have an onsite pharmacy that actions these requests 
on our behalf. If you have a genuine physical difficulty in collecting your 
prescriptions please speak to an administrator who may be able to arrange 
delivery by a local pharmacist.

Prescription Charges
Prescription charges apply at the rate set by the Government and must be 
paid for when your medicines are collected.  Proof of exemption from payment 
should be shown when signing the back of the prescription form.

Please visit our updated website - www.roundwellmedicalcentre.co.uk

Clinics 
We run a range of clinics. For an appointment or for further details, please call 
Roundwell Medical Centre on 01603 744014 and choose option 1. 

Antenatal Clinics
Run on Wednesdays (for patients from Queen’s Hills), 8.30am - 5.00pm and 
Thursdays 8.30am - 12.30pm. 
This clinic is run by the Midwives. If you become pregnant you will be given a 
“booking appointment” at which the midwife will ask you a few questions and 
carry out some general health checks. You will be seen regularly throughout 
your pregnancy either at the practice or at the local hospital or both. 

Postnatal Checks
Postnatal checks can be booked with a GP at eight weeks.  

Child Health And Immunisations 
Babies can have a general check at eight weeks old with a GP. All child 
immunisations are carried out by the practice nurse at the surgery. 

Minor Injury
If you have a minor injury we will be happy to treat you at the medical centre.  
However, if you have a severe burn or severe bleeding, or cannot weight bare 
on a limb then it would be more appropriate to attend Accident and Emergency 
at the Norfolk and Norwich University Hospital.  If you are in any doubt please 
do not hesitate to contact us.

Minor Surgery 
Minor operations can be done in our treatment room for excision of sebaceous 
cysts, partial or complete avulsion of ingrown toenails, removal of moles, 
curettage of symptomatic seborrhoeic warts, excision of fibroepithelial polyps 
(if symptomatic).  
Please discuss this with your doctor who will then arrange for you to be given 
an appointment if appropriate.

Diabetes 
This clinic offers advice and general health check-ups to patients diagnosed 
with diabetes by a nurse who specialises in diabetes. 



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

Asthma / COPD
Nurses who specialise in asthma care will offer advice and annual check-ups 
to patients diagnosed with asthma and COPD.

Coronary Heart Disease 
Nurses who specialise in CHD care will offer advice and annual check-ups to 
patients diagnosed with CHD. 

Travel Clinic 
Let the practice know the details of your intended travel at least six weeks 
before you intend to go and we will advise you of your travel vaccination 
requirements. You will need to complete a pre travel questionnaire (available 
from reception) and return this to us at least one week before your appointment.   

Specialist and Hospital Care 
If a GP or another member of our health care team believes that you need 
hospital treatment or specialist care elsewhere, they will discuss this with you 
and arrange the referral via the ‘choose and book system’.  Once the referral 
has been requested we will then write to you enclosing instructions on how 
you can book the appointment (normally over the telephone or via the internet) 
with the hospital or specialist.

If you would prefer to have some time to think before deciding where and when 
to have the treatment, you will be offered the option of calling the practice later 
and then we will arrange the referral for you.

The surgery’s aim is to provide our patients with the most appropriate 
treatment in the shortest possible time.  All patient identifiable information will 
continue to be handled in accordance with the Data Protection Act and NHS 
confidentiality regulations.

If you have any questions, please raise them with the Practice Manager at the 
surgery.

Fitness and Activity 
If you would like to get back into sport visit www.activenorfolk.org
This is the County Sports Partnership for Norfolk. They aim to provide the 
single source of activity information for players, organisers, supporters and 
media. They are working in partnership with all of Norfolk’s local authorities to 
increase participation in sport and physical activity. 

Please visit our updated website - www.roundwellmedicalcentre.co.uk

Patient Participation Group (PPG)
We are pleased to have a PPG at the surgery that meets on a regular basis.  
PPGs are good for patients because:
You can have a better understanding and knowledge of the medical centre 
and its staff.
You can be consulted and influence patient service.
You will have a forum to suggest ideas, your needs and concerns.

If you are interested in joining our patient participation group please go to our 
website www.roundwellmedicalcentre.co.uk for more information.

Patient Confidentiality 
It is important that the NHS keeps accurate and up-to-date records about your 
health and treatment so that those treating you can give you the best possible 
advice and care.  We respect your right to privacy and keep all your health 
information confidential and secure.  This information is only available to those 
involved in your care and you should never be asked for personal medical 
information by anyone not involved in your care. 
You have a right to know what information we hold about you. If you would like to 
see your records, please put this request in writing to us (addressed to the practice 
manager and we will arrange this for you.  There will be a small fee for this service.

Chaperone Policy
If you feel you would like a Chaperone present at your consultation, please inform 
your doctor or nurse who will be happy to arrange this for you.

Zero Tolerance
We aim to treat all our patients courteously at all times and expect our patients 
to treat our staff in a similarly respectful way. We take seriously any threatening, 
abusive or violent (verbal or physical) behaviour against any of our staff or 
patients and fully support the NHS policy on zero tolerance.  If a patient is 
violent or abusive, they will be warned to stop their behaviour. If they persist, 
we may exercise the right to take action to have them removed, immediately 
from our list of patients.   In extreme cases we may summon the police to 
remove offenders from the practice premises.

Clinical Commissioning Groups (CCG)
Roundwell Medical Centre is a member of the Norwich CCG.  All local CCGs 
report to NHS England.

You can contact on NHS England at PO Box 16738, Redditch B97 9PT or email 
England.contactus@nhs.net or telephone 0300 311 22 33.



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

Complaints 
Roundwell Medical Centre aims to give a friendly and professional service to all our 
patients. However, if you have any concerns about any aspect of our service, please 
let us know either in writing to Frances McKenzie, Practice Manager or calling the 
medical centre and asking for the Patient Services Manager.

In the majority of cases, concerns can be resolved quite easily. However, if you 
feel we have not dealt with the issues you have raised as you would wish, you 
can write to the Complaints Manager at NHS England. 

NHS England also operates a Patient Advice and Liaison Service (PALS) which 
can often help resolve any problems before they become formal complaints. 

To speak to a PALS officer, ring 0300 311 22 33. 

Freedom of Information - Publication Scheme
The freedom of information act 2000 obliges the practice to produce a publication 
scheme. A publication scheme is a guide to the ‘classes’ of information the practice 
intends to routinely make available.  This scheme is available from reception.

Family Medicine Chest 
As well as our practice, there are many other local NHS services you can 
contact for health advice, information or treatment. Before you do, remember 
that you can treat many minor ailments such as colds, coughs and indigestion 
by keeping a well-stocked medicine cabinet at home. 
• Paracetamol and aspirin (children under 16 should not take aspirin) 
• Mild laxatives 
• Anti-diarrhoeal medicines 
• Rehydration mixture 
• Indigestion remedy (eg antacids) 
• Travel sickness tablets 
• Sunscreen - SPF 15 or higher 
• Sunburn treatment (eg calamine) 
• Tweezers and sharp scissors 
• A thermometer 
• A selection of plasters, non-absorbent cotton wool, elastic bandages and dressings
 
Keep the medicine chest in a secure, locked place out of reach of small children 
Always read the instructions and use the suggested dose 
Check expiry dates - don’t keep or use medicine past their sell-by date 
Take all unwanted and out-of-date medicines back to the pharmacy 
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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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mechanical, photocopy, recording or otherwise without the prior written permission of the publisher.

Your Local Pharmacist 
Your local pharmacist will be able to give you free health advice at any time - 
you don’t need an appointment. 

Notes



Practice Booklets are published by Neighbourhood Direct Ltd. 01253 608014
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