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Patient Information



Welcome To 
Shrub End Surgery

Practice History
Shrub End Surgery provides a full range of services to 8500 local residents from a  
purpose-built building. Twice over the years, additional space has been added to cater for new 
services being offered on site.

This booklet has been produced to help you make best use of these services and to introduce you 
to some of the people who provide them.

The General Practitioners
Dr Elizabeth Cook MB BCh MRCOG MRCGP FFSRH  Cardiff 1988

Dr Louise Bishop MB BS DRCOG MRCGP   London 1995

Dr Costas Paschalides MB ChB DRCOG DGM MSc MRCGP  Manchester 2002

Dr Ahmed Al-Zuhairy MB ChB nMRCGP DRCOG   

Dr Enoka Bopitiya  

The Practice Staff
Operations Manager
Kerry Anderson our operations manager is responsible for ensuring the smooth and efficient running 
of the surgery. Any ideas or suggestions you have on any aspect of our surgery are always welcome. 
Please drop her a note in this respect.

Receptionists
We have a team of eight, mainly part time, receptionists who are trained to help you with making 
appointments, renewing prescriptions, registering with the practice and dealing with any enquiries 
you may have. When you are seeking medical attention, the receptionist may ask for a few details 
in order to best deal with your needs. Please be assured that the rules of confidentiality apply 
equally to all staff.
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Practice Nurses
Our practice nursing team consists of a nurse practitioner, two practice nurses and two health care 
assistants. They are fully qualified, with additional training in specific other areas which allows them 
to offer a range of services including:

Chronic Disease Management, eg Diabetes, Asthma, COPD, Heart Disease

Routine Cervical Smears   Family Planning Advice

Ear Syringing    Dressings

Removal of Sutures   Minor Injuries

Minor Illnesses    New Patient Checks

NHS Health Checks   Immunisations

Travel Clinic

District Nurses
District nurses are available to deliver nursing care at home to patients who are housebound.

Midwives
The surgery is covered by two midwife teams. Some patients are seen by a midwife in the surgery, 
while others are seen at other local locations, depending on where you live. Your midwife will explain 
where you will be seen.

Counsellors
We have a number of counsellors from Health in Mind, who hold regular clinics in the surgery. 
Referrals are via a GP in appropriate cases.

Students
Occasionally we may have a nursing student on a placement with us or a student studying A 
Levels who is interested in a career in medicine. Part of these placements involve sitting in on 
consultations. Whilst we hope you will support this, if you do not feel comfortable with this for any 
reason, simply inform the clinician or receptionist and the student will wait outside. This will not 
affect your treatment or care in any way. 

Surgery Times
The surgery is open from 8.00am - 7.00pm, with the phone lines opening at 8.00am each morning.

Once approximately every three months we are required to undertake training events and the surgery 
will be closed for an afternoon in this respect. The dates are advertised well in advance.
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Appointments
Appointments may be made by telephoning 01206 573605 or by calling at the surgery. Routine 
appointments may be made well in advance (maximum two months usually), which will enable us to offer 
you an appointment at a time more suitable to your requirements. If you cannot keep an appointment, 
please inform us as soon as possible as this will assist in over-subscribed situations.

Emergencies
 If you are confronted by a serious problem such as severe chest pain or severe bleeding call an 
ambulance (tel 999) before calling the surgery.

Open Access Surgeries
Our GPs’ morning surgeries are open access and start at 8.30am. These are not pre-bookable. 
Anyone who turns up before 10.00am will be seen but they are very popular and sometimes there 
can be a wait. It does, however, mean that you can get to see a GP at short notice.

Telephone Calls To GPs 
Many small matters can be dealt with over the telephone and you may prefer this to visiting the 
surgery. If you phone before 12 noon, the GP will telephone you back after morning surgery. If you 
phone after 12 noon, you will be put on the GP’s phoning list for the following day, after morning 
surgery.

If the matter is medically urgent, please make this clear when you phone, so it can be dealt with 
appropriately.

Evening Surgeries
Appointments with GPs in evening surgery are pre-bookable. Surgeries normally run from  
4.00 to 6.30pm and consist of 10 minute appointments. If you have a particularly difficult problem, 
please make a double appointment. If you are late for your appointment, the GP may not be able 
to see you as other patients will be waiting.

Extended Opening
All of our GPs and some of our nurses participate on a rota basis in offering additional  
pre-booked appointments outside of normal surgery hours, ie from 7.00 to 8.00am and  
6.30 to 7.10pm. Sometimes this does vary due to Bank Holidays or other commitments. During 
this time, access to the surgery is via an intercom system for those patients with appointments. 
The surgery is not open for other purposes at that time. 

Home Visits
Home visits are for the totally housebound or very seriously ill. Please telephone before 10.00am and 
be prepared to give the receptionist some indication of the nature and urgency of the problem. The 
GP may wish to speak to you before arranging to visit. Home visits are normally after morning surgery.

Please do try to attend the practice as, apart from being very time consuming, the quality of care 
we can offer in the home is naturally much less than in a well-equipped surgery.
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Out-of-Hours Service
When we are closed, an out-of-hours service is provided. If you phone the surgery outside of our 
normal hours you will hear a message giving the out-of-hours phone number. Alternatively, you can 
phone 111 direct. You will be advised as appropriate and, if necessary, may be asked to attend the 
Colchester Walk-in Centre or a doctor may arrange to visit you at home.

Registration
The practice welcomes new patients. If you wish to register with us, and live inside our inner boundary, 
please ask at reception for the registration forms. They will just take a few minutes to complete. 
Normally that is all that is required, although, on occasion, we may require some identification 
documentation, e.g. if we are having difficulty finding your NHS number.

You will also be invited to attend a new patient health check.

Unfortunately, we are not able to take on new patients who live outside our inner boundary. The 
purpose of the outer boundary is for those registered patients who move to an address outside 
of our inner boundary, but is still located within our outer boundary, and want to remain with the 
practice. In such a case, the partners will consider any written request to remain on the practice 
list in the light of any ongoing treatment and whether they consider a move to a different surgery 
might be detrimental to the patient’s health care.

Repeat Prescriptions
You may request repeat prescriptions until your GP requires a review. Please either post or place the 
computerised tear-off strip provided with your prescription in the prescriptions box in the foyer. Tick 
only those items required. Prescriptions can be collected from the surgery after 48 hours following 
our receipt of your request. If you require a prescription posted to you, please ensure you supply a 
stamped, addressed envelope. Prescription requests are not taken over the phone for safety reasons.

If you are a new patient please note that when requesting repeat medication you should bring into 
the surgery either your repeat slip or your prescription packaging.

In appropriate cases, patients can be placed on ‘repeat dispensing’ which reduces the number 
of times you have to request repeats from the surgery; you can just collect your medication from 
your preferred pharmacy. If you are interested please ask. It is not, however, suitable for everyone, 
depending on the medication you are on or the follow-up tests that are required.

Test Results
Test results and letters from local hospitals have to be checked by the doctor. Therefore please 
telephone for results in the afternoon. Some tests take longer than others. Your doctor should be 
able to give you an idea of how long you are likely to wait.
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Non-NHS Services
Most of the work done in the surgery is available free under the NHS, but some aspects of health 
care are only available privately. Some travel vaccinations, the completion of forms for private 
medical insurance claims and a number of other items will attract a fee payable in advance. A full 
list is displayed in the waiting room, and reception will be able to help with any queries.

Patients 75 Years And Over
If you are 75 years of age or over, you can request an annual health check, either by your doctor 
or a practice nurse.

Travel Immunisation/Vaccinations
Please make an appointment at least eight weeks prior to your holiday to ensure adequate cover. 
A charge will be made for certain immunisations and vaccinations which are not covered by the 
NHS. A list of these charges is held at reception.

Comments And Suggestions
We are happy to accept and consider comments and suggestions from our patients. Please present 
your views in writing at reception.

Disabled Access
Reserved car parking spaces for the disabled are available in our car park These are to the right 
of the front door as you drive into the car park.

The building is designed to allow easy wheelchair access and all consulting rooms are on the ground 
floor for ease of use. A disabled patient’s WC is provided near the front entrance.

Complaints Procedure
We always try to provide the best service possible, but there may be times when you feel this has 
not happened. The following information explains our in-house complaints procedure, drawn up 
to respond to patient grievances. Our practice procedure is not able to deal with questions of legal 
liability or compensation. We hope you will use it to allow us to look into and, if necessary, correct 
any problems that you have identified, or mistakes that have been made. If you use this procedure 
it will not affect your right to complain to the Parliamentary and Health Service Ombudsman. Please 
note that we have to respect our duty of confidentiality to patients and a patient’s consent will be 
necessary if a complaint is not made by the patient in person. If you wish to make a complaint, 
please write to our operations manager.
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Confidentiality
We ask you for information so that you can receive proper care and treatment.

We keep this information, together with details of your care, because it may be needed if we see 
you again.

Sometimes the law requires us to pass on information, for example, to notify a birth.

The NHS Central Register for England and Wales contains basic personal details of all patients 
registered with a general practitioner. The Register does not contain clinical information. You have 
a right to apply for access of your health records.

Everyone working for the NHS has a legal duty to keep information about you confidential

You may be receiving care from other people as well as the NHS. So that we can all work together 
for your benefit, we may need to share some information about you.

We only use or pass on information about you if there is a clear and genuine need for it. Whenever 
we can we shall remove details which identify you.

Anyone who receives information from us is also under a legal duty to keep it confidential.

If you agree, your relatives, friends and carers will be kept up to date with the progress of your 
treatment.

The main reasons for which your information may be needed are:

• Giving you health care and treatment

• Looking after the health of the general public 

• Managing and planning the NHS. For example:-

• Making sure that our services can meet patient needs in the future.

•  Paying your doctor, nurse, dentist or other staff, and the hospital which treats you for the 
care they provide.

• Auditing accounts.

•  Preparing statistics on NHS performance and activity (where steps will be taken to make sure 
you cannot be identified).

• Investigating complaints or legal claims.

• Helping staff to review the care they provide to make sure it is of the highest standard.

•  Training and educating staff (but you can choose whether or not to be involved personally).

•  Research approved by the Local Research Ethics Committee. (If anything to do with the 
research would involve you personally, you will be contacted to see if you are willing).

•  Your information will also, subject to strict conditions describing how it will be used, be shared 
with third party service providers contracted to support the practice plan for delivering and/
or improving the quality of the healthcare you receive.

If at any time you would like to know more about how we use your information, you can speak to 
the person in charge of your care or to the practice manager.
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Freedom Of Information
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.

Safeguarding Children
Staff at Shrub End Surgery take safeguarding children very seriously. Safeguarding training is 
undertaken by all staff and child protection issues are regularly discussed. If you have any concerns 
regarding child protection matters, please contact the surgery.

Zero Tolerance
The practice supports the NHS policy of zero tolerance with regard to violence or abuse to the 
doctors, staff or others on the practice premises or other locations where treatment may take 
place. Persons abusing this policy may be reported to the police and removed from the practice 
list. In extreme cases we may summon the police to remove offenders from the practice premises. 

Our Practice Charter 
Your Doctor's Responsibilities 
To treat you with respect and courtesy at all times. 
To treat you as an individual, and to discuss with you the care and treatment we can provide. 
To give you full information on the services we offer. 
To give you the most appropriate care by suitably qualified staff. 
To provide you with emergency care when you need it. 
To refer you to a consultant acceptable to you when necessary. 
To give you access to your health records, subject to any limitations in the law. 

Your Responsibilities As A Patient
To treat all staff with respect and courtesy at all times. 
To tell us if you are unsure about the treatment we are offering you. 
To ask for a home visit, only when the patient is unable to attend the medical centre through illness 
or infirmity. 
To request such a visit if at all possible before 10.00am. 
To ask for an out of hours visit only when necessary. 
To keep your appointments and contact the practice in advance if you cannot. 
To be punctual for appointments, and to make a separate appointment for each member of the 
family wishing to see the doctor. 
Not to expect a prescription from every consultation with a doctor. There may be other options 
for treatment. 
To take medicines according to the instructions and to only ask for a repeat prescription if you 
need one. 
To let us know when you change your address or telephone number. 
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Help Us To Help You 
Our aim is to offer our patients a fast, efficient and friendly service. However, to enable us to do this 
we require some help from yourselves. 

1. Please do not request home visits unless you are housebound or genuinely too ill to attend the 
surgery. 

2. If you have several problems you wish to discuss with the doctor, please ask for a longer 
appointment. Hurried consultations are unsatisfactory for both doctor and patient alike. 

3. The out of hours service is for emergencies and urgent problems which cannot wait until the 
following day to be seen. Please do not abuse this service. 

4. If you are unable to attend an appointment, please cancel as early as possible, as this frees the 
appointment for someone else. 

5. We always welcome suggestions as to any changes we can make to improve patient care and 
the services we offer. If you have any suggestions, please let us know by putting your idea in 
writing to the practice manager

Management Of Common Ailments 
Colds And Flu
These usually start with a runny nose, cough, temperature and aches. They are caused by viruses 
and antibiotics are of no use in their treatment. Treatment consists of taking recommended doses 
of paracetamol or ibuprofen for the temperature and aches. Drink plenty of fluids. Do not worry if 
you do not eat for a few days, you will come to no harm.

Diarrhoea And Vomiting
In adults and older children, diarrhoea and vomiting will usually get better on its own. Treatment 
consists of replacing the fluid that you have lost and resting the digestive system by having nothing, 
especially no dairy products or solids for 24 hours. If the diarrhoea contains blood or there is severe 
pain or high fever, you should discuss it with your doctor. Diarrhoea and vomiting in small babies 
and young children should be treated with caution and the doctor will be happy to advise you about 
this over the telephone and to arrange to see you if necessary.

Backache
Backache will usually respond to a few days rest during which time you should take painkillers eg 
paracetamol or ibuprofen. If the symptoms continue, you should consult your doctor.

Sprains And Strains
Firstly apply a cold compress containing ice for between 15 to 30 minutes to reduce swelling. Apply 
a firm crepe bandage for compression and give a sprain plenty of rest until the discomfort has 
subsided. For strains please elevate the limb as much as possible and rest it for a few days. If you 
are still concerned about your symptoms please do not hesitate to contact your doctor.



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

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 20 minutes!  If the skin is unbroken but blistered, 
apply a loose dressing.

If the burn is larger than four or five inches in diameter, or if the skin is broken, consult your doctor 
as soon as possible.

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

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. If the symptoms 
persist, consult your doctor.

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 longer than eight hours or increases in intensity you should consult your doctor.

Sunburn
Treat as for other burns with cold water to remove heat. Calamine lotion will relieve the irritation, 
whilst paracetamol or ibuprofen will also help. Children are particularly susceptible to sunburn and 
should not be exposed to the harmful effects of the sun.

Headlice
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 seeing a doctor. 
Permethrin was the only drug that was always beneficial in all analyses.

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.
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Are you looking 
for Residential/ 
Nursing Care?
Then ensure you receive the best of care by
• Looking for a home with a good/outstanding  
  CQC report
• Visiting the home  
• Checking what the home has to offer

Contact a local home to arrange a visit.

www.excelcareholdings.com

A modern, purpose built care home providing first class facilities, designed  
with safety, security and the needs of those who live here in mind. 

We create a homely atmosphere and offer quality care services where  
people are always treated with dignity and respect.

St Fillans Care Home

01206 855 407 
St Fillans Road, Colchester

Call us today for a friendly conversation around your requirements:

1 person in the UK 
develops dementia 
every 3 minutes.
Take action – set up a Lasting Power 
of Attorney before you lose mental 
capacity and it’s too late.

A local solicitor will provide the help, 
guidance and expertise you need.

Protect your 
family and secure 

your future
 For friendly legal advice 
from solicitors who care, 

plan ahead with 
Sparlings Solicitors 

Experts in:
Lasting Powers of Attorney

Wills and Probate

Estate Planning
and Administration

Telephone: 01206 733 733
Email: enquiries@sparlings.co.uk

www. sparlings.co.uk

Ensure you or
your loved ones
receive the very
best of home care
Choose a provider with a Good 
or Outstanding Care Quality 
Commission (CQC) rating.

Let our practice
publications
promote your 
business for you!

To place a business generating 
advertising feature in  
our vitally important  

Practice Booklets and Website  
simply phone Veronica Smith

now on 0800 612 1516
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Practice Area

Stanway
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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.

PRACTICE BOOKLETS ARE SPECIALLY PREPARED BY

 Neighbourhood Direct Ltd
Barons Gate, Graceways, Whitehills Business Park, Blackpool, Lancs FY4 5PW   Tel: 01253 608014  Fax: 01253 608015     

Website: http://www.opg.co.uk    Email: info@opg.co.uk

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