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WELCOME TO
THE PRACTICE 

This booklet is designed to inform you of the services available from us and to help you make the 
best use of those services. Should you require further information please contact the practice.

HISTORY OF THE PRACTICE 
Staines Health Group was established in 2000 although the partners have served the local 
area for many years. Dr Rohit Shaunak is now the senior partner, working in partnership 
with Dr Zoe Griffiths, Dr Renal Patel and Dr Arrthy Ramachandran. We also employ three 
associate general practitioners, Dr Ome Nwanze, Dr Sarwat Hassan and Dr Ashkan Bagheri.

THE DOCTORS 
Dr Rohit Shaunak, MBBS DRCOG
I trained at St George’s Medical School (University of London) and qualified in 
1987.  I have been a GP in Staines since 1992. 

Dr Zoe Griffiths, BSc DPhil MBBS DRCOG MRCGP DFSRH
I qualified in 2003 from Guy’s, King’s and St Thomas’ (London) having previously 
completed a Degree in Biochemistry (Southampton) and a Doctorate in Genetics 
(Oxford). 

Dr Renal Patel, BSc MBBS MRCGP DFSRH
I trained at Guy’s, King’s and St Thomas’ School of Medicine and qualified in 2001. 

Dr Arrthy Ramachandran, BSc (Hons) MBBS MRCGP DRCOG FRCA 
I qualified in 2003 from Imperial College School of Medicine, London.  

Dr Ome Nwanze, Associate GP, MBBS MD
I qualified in 2002 from the University of Lagos, Nigeria and finished my Family 
Medicine Residency in New York, USA 2009.

Dr Sarwat Hassan, Associate GP 

Dr Ashkan Bagheri, Associate GP, MBBS 
I qualified from St Georges University of London in 2011 and entered the  
GP Specialist register in August 2018.
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THE NURSES
Jennie Stone, Lauren Smith, Stephanie Stevenson, Caroline Hamper and Louise Farley 
form our strong team of nurses.  Between them, our nurses run asthma, COPD, 
diabetes, heart disease, kidney disease, travel, baby immunisation and, of course, 
seasonal ‘flu clinics. 

THE PRACTICE STAFF 

Practice Manager
Our manager, Emma Alderman, handles our administration and finance, service planning, 
policies and procedures supported by Louise Curran, Assistant Practice Manager.

Surgery Team Leaders
Debbie Rickards and Lyn Elderfield manage our team of receptionists and organise all the 
day to day functions of the surgery. 

Receptionists
Our team of receptionists will be happy to register you and your family, assist you in 
making appointments with any of the clinical team, deal with repeat prescriptions and 
answer as many of your questions as possible. They do a difficult job very well. Please 
remember that if you do need to be kept waiting or seem to be asked one or two irritating 
questions, they are only carrying out our instructions to them to help the practice run 
smoothly.  They try to keep both the patients and the doctors happy. This is not easy - 
please be patient! 

District Nurses
Patients who are confined to their homes and who need nursing assistance may arrange 
with their doctors for a community nurse to call. The hospital will normally arrange for a 
nurse to call on patients discharged early and who still require nursing treatment at home.

Health Visitors
Health visitors give advice on health care, particularly for expectant mothers and small 
children. If you have a problem affecting your health they can put you in touch with 
sources of help. To contact a member of the team phone 01784 883728.

Students
We are fortunate to have medical students attached to our practice for short periods. If 
you do not wish to have the student present during your consultation, please inform the 
reception staff prior to seeing the doctor.
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EQUAL ACCESS POLICY
We do not discriminate on the grounds of race, gender, age, religion, social class, 
sexual orientation, appearance, disability or medical condition.

SURGERY OPENING TIMES 
We are open from 8.00am to 6.00pm Monday to Friday, although the telephones are 
manned to 6.30pm. We also open on Saturdays from 8.00 to 11.30am for pre-booked GP and 
nurse appointments only (reception is closed). All requests for urgent help over the weekend 
should be made through NHS 111, who will direct you to the most appropriate service.

HOW TO SEE (OR SPEAK) TO THE DOCTOR
For an appointment or to speak to a doctor, telephone 01784 461712 or 465229 or call 
at the surgery. PLEASE CANCEL ANY APPOINTMENT YOU ARE UNABLE TO ATTEND. 

FOR ROUTINE OR NON-URGENT APPOINTMENTS 
• You may consult any of the doctors.
• Calling well in advance (up to three weeks for both doctors and nurses) will help 

ensure a suitable appointment time for you.
• Calling between 10.30am and 1.00pm or 2.00 and 6.00pm will help us by avoiding 

our busiest times. 
• Routine GP appointments and blood tests can now be booked via the internet - visit 

our website www.staineshealthgroup.co.uk for details.  It is necessary to register  for 
this service; register on-line and bring in your ID thereafter.

FOR URGENT APPOINTMENTS OR ADVICE
Patients requesting urgent appointments will be asked the nature of the problem by the 
receptionist.  Patients unable or unwilling to give an indication will be telephoned back by the 
GP to establish whether an urgent face-to-face appointment is necessary.  Telephone help or 
advice may be possible. 

All patients requesting urgent advice should consider whether such advice can be obtained from 
their pharmacy or from NHS Direct before consulting the GP.  GPs will not respond urgently to 
requests of a purely administrative nature.

We ask that for minor illnesses, you consult your local pharmacy before coming to the 
doctor. Many medicines are available to purchase without prescription to treat a number 
of minor conditions, these include:
Athletes foot, nappy rash, coughs and colds, constipation and diarrhoea, ear wax, hay 
fever, head lice, sore throats, facial hair, minor aches and pains, minor acne, threadworm, 
slimming, indigestion, injuries, travel medicines, sun protection, vomiting, piles, thrush, 
dry skin, excess perspiration and many more... So go and ask your pharmacist... 
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Please note that the surgery is operated on an appointment basis. Where problems are 
of such urgency that immediate attention is necessary, (ie life threatening),  the emergency 
service is available via Accident and Emergency or, for less serious cases, via NHS  
walk-in centres. If unsure as to where to seek help, either in an emergency or for a routine 
matter, please call for advice. Avoid attending A&E for matters that could be dealt with 
by your GP, please ask us if unsure.

FOR TEST RESULTS 
Please call 01784 465229 after 2.00pm for results of any tests.
Our reception team does not have access to detailed test information and are not qualified 
to give you medical advice and in this respect can only tell you if your results are normal 
or if you need to discuss them with the doctor. If you want to discuss a test result, your 
GP would be happy to do this with you over the phone.
Note that the practice has a strict policy regarding confidentiality and data protection 
and we will only release test results to the person to whom they relate unless that 
person has given prior permission for the release of this data or they are not capable of 
understanding the results.
If a test result requires further action we will contact you.
If all tests are normal for you we would not routinely contact you but please call us for 
your results to be sure they have been received.

FOR HOME VISITS
• Home visits should only be requested if the illness prevents you coming to the surgery.
• Please phone between 9.00 and 10.00am for a visit the same day.
• Emergency visits only will be arranged after that time.
• Give the receptionist as much information as possible to enable the doctor to allocate 

priority - you may be called back by the doctor.
• Please remember that several patients can be seen at the surgery in the time that 

it takes to do one home visit. 

WEEKEND AND NIGHT COVER 
The practice is closed from 6.00pm (although the telephones are manned until 6.30pm) and 
throughout the weekends. Out of hours patients are now advised to call the new NHS 111 
service. You can call 111 when you need medical help fast but it’s not a 999 emergency. NHS 
111 is a fast and easy way to get the right help, whatever the time. NHS 111 is available 
24 hours a day, 365 days a year. Calls are free from landlines and mobile phones.  

Call 111 if:
• You need medical help fast but it’s not a 999 emergency 
• You think you need to go to A&E or need another NHS urgent care service 
• You don’t know who to call or you don’t have a GP to call 
• You need health information or reassurance about what to do next 
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For less urgent health needs, contact your GP or local pharmacist in the usual way
For immediate, life-threatening emergencies, continue to call 999.
Nurse-led NHS Walk-in Centres for minor injuries and ailments are located at Ashford 
Hospital (01784 884000) and Woking Community Hospital (Tel: 01483 846209) both 
open 8.00am – 8.00pm last admission 7.30pm. 
If you are:
• Frail and elderly with multiple health issues

• Needing a repeat prescription

• Have a head injury and are over 65 years

• A child under two

• Presenting with symptoms relating to pregnancy
You may be redirected to another appropriate service

REPEAT PRESCRIPTIONS 
• These are issued at the doctor’s discretion and are normally for patients on  long-term treatment.

•  We are now live under the electronic prescribing service so any patient may nominate their 
preferred pharmacy. Repeat (and acute if required) prescriptions can be sent digitally to 
that pharmacy, which cuts down workload and is more convenient for patients. Nominate 
using the form on our website or by letting your pharmacy or us know.

• Please use your REPEAT MEDICATION REQUEST FORM, which is attached to the 
computerised prescription, to request repeat prescriptions or use the online service.

• Please request only the items needed and do not hoard medicines at home as this is 
both unsafe and wasteful.

• Please advise your GP if, for any reason, you are no longer taking any medication listed 
on your repeat form.

• The form may be posted (enclose a stamped SAE if you wish us to post it 
back), handed in, faxed to 01784 464360 or emailed to staineshealthgroup@nhs.net

• Repeat prescriptions can also be requested via the Internet    
• (www.staineshealthgroup.co.uk) if you are registered with us to use the 

practice internet services. Register on-line and bring your ID in for verification 
thereafter.

• Allow two working days before collecting your prescription.

• We cannot take requests over the phone as this could lead to serious errors and also 
blocks the telephone for urgent calls.

• Arrangements can be made for your prescription to be collected by the local pharmacy 
so that you do not need to call back to the surgery - ask at reception.
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CLINICS 
For details of specific clinic times, please contact reception.

Baby Immunisation Clinics 
All our nurses provide advice and immunisations.  You should be sent a note asking you 
to call the surgery to make an appointment for all routine baby immunisations at the 
appropriate times.

Asthma Clinic 
This is run by our nurses in conjunction with the doctors, by appointment only. 

COPD Clinic 
This clinic, for patients with severe breathing difficulties, is run by nurses by appointment only. 

Diabetic Clinic 
This is run by nurses in conjunction with the doctors, by appointment only.  

Contraception And Sexual Health
All of our doctors provide contraceptive advice during surgery hours. Dr Patel, Dr Griffiths 
and Dr Ramachandran fit contraceptive coils, including the Mirena and Jaydess . They can 
also fit and remove Nexplanon, the contraceptive implant. If you would like to consider 
using one of these forms of long-acting reversible contraception, please arrange to see 
the doctors directly. Long-acting reversible contraceptive methods are more reliable and 
easier to use than traditional contraceptive pills. Please see the Family Planning Association 
website: www.fpa.org.uk for more information on the wide range of contraception that is 
now available. Emergency contraception tablets (Levonelle, the ‘morning after pill’) can be 
obtained from pharmacies without prescription, or through the surgery by telephone or by 
emergency appointment. It can be used up to three days after unprotected sex but is more 
effective the earlier it is taken. It may be possible to fit an emergency coil up to five days 
after unprotected sex. We can also advise on unplanned pregnancy.

Chlamydia screening (self test) is available at the surgery. Chlamydia is an infection that 
often has no symptoms but can cause infertility if left untreated. Screening is advised for 
all under 25s who have ever had sex.

Under 16s can be seen confidentially for all contraception and sexual health issues: we do 
not tell anyone you have attended.
Coils and Nexplanons can be fitted for ladies who are not patients of the practice providing 
they are registered with a practice under North West Surrey CCG and have a brief letter 
of referral from their own GP to Staines Health Group.
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Blood Pressure
Blood pressure can be checked at our self serve BP machine (room 4 main corridor), ask at reception 
the first time, thereafter use when you wish. No appointment necessary.

NHS Health Checks 
NHS health checks for men and women aged between 40 and 74 who are not already 
being treated for diabetes, stroke, kidney disease, high blood pressure or heart disease, 
are now available at the practice.  We will invite patients for these checks which can be 
repeated every five years but if you feel you need this check now – enquire and we will 
arrange one as soon as we are able. 

Phlebotomy (Blood Test) Clinics
These are run by the hospital phlebotomists for the entire health centre. Appointments are 
limited and you may be asked to attend the hospital for your blood test if appointments are 
not available.

Minor Surgery Clinics 
Dr Patel carries out minor surgical procedures and several of the doctors give some joint 
injections (by appointment). The doctors will be happy to advise you on this.

Non-NHS Examinations
The doctors are happy to carry out medicals, eg for insurance, scuba diving, racing driving 
or hackney-cab medicals, as well as pre-employment and employment medicals.  These can 
be arranged by appointment outside normal surgery hours.  Please telephone the surgery for 
an appointment.  Please ask at reception for the charges for these services. 

Travel Immunisations/Vaccinations
We supply travel vaccinations that are available under the NHS.  For other vaccinations, 
you will need to attend a private travel clinic.  Please enquire about travel vaccinations at 
least eight weeks prior to travel, or it may be too late to help you. Patients requesting travel 
vaccinations or advice with less than four weeks to their travel date will be directed to local 
private travel services.

Flu Vaccination
An influenza vaccination is particularly recommended for patients with heart, lung, liver or kidney 
disease, diabetes and residents of nursing and rest homes, carers, pregnant ladies and those 
with certain central nervous system conditions. Vaccination is currently available free-of-charge 
to all persons of 65 years and over and for children aged 2 - 4 and is highly recommended to 
those under 65 years with the above conditions. Clinics start in September and appointments or 
open clinic times are available at reception. 
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Smoking Cessation
We strongly advise all our patients to cease smoking and provide help and support to those 
wishing to do so.  Smoking cessation groups are run regularly where the benefit of quitting 
can be shared with others.  
Advice on smoking cessation is available from all the doctors or nurses.  Alternatively, access the 
Surrey Smoking Cessation Service (Quit 51) direct on 0800 622 6968, text smokefree to 66777, 
contact the NHS Smoking Helpline on 0300 123 1044 or go online to www.nhs.uk/gosmokefree

Coronary Heart Disease - Prevention Clinics
Our nurses run clinics to help patients with diagnosed coronary heart disease or those with 
an increased risk of disease, to monitor risk factors such as cholesterol, hypertension, weight 
and smoking. You may be invited to such a clinic; alternatively, see your doctor who will 
refer you if appropriate. 

Anti-coagulation Clinics (INR Monitoring)
Patients recommended blood thinning medication by their GP or specialist can attend the 
surgery for regular monitoring and adjustment of their medication, following a simple skin 
prick test - no need to wait for results.

Alcohol Advice
We support sensible drinking and our patients may speak to nurses or doctors for advice and 
help including referral to other services where appropriate.

COMMENTS, SUGGESTIONS AND PATIENT REFERENCE 
GROUP
We welcome comments and suggestions from patients. For more active involvement,  why not 
contact our practice manager for details of the practice’s Patient Reference Group. The group 
help us communicate more effectively with our patients and give them the opportunity to share 
their views and comments on services and developments within the practice. Give your email 
address to reception if you would like to join the group or email staineshealthgroup@nhs.net

FRIENDS OF THE SURGERY
We run a ‘friends of the surgery’ system for patients and others who would like to 
contribute to our fund-raising efforts. We sell second hand books in reception and invite 
donations to fund purchase of equipment for the benefit of our patients. 

DISABLED ACCESS
Three parking spaces at the front entrance are reserved for disabled users only. We have a separate 
entrance between the main health centre entrance and the main car park. Automatic doors are 
available at both entrances. We are all on one level and therefore suitable for wheelchair access. 
There are disabled toilet facilities on the ground floor within the health centre building.
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INTERPRETING SERVICE
We can provide interpreting services in any language covered by Language Line Solutions 
Service. This is available for consultations with any of the clinical staff. First Point/Surrey 
County Council provides a face-to-face interpreting service for the deaf/hard of hearing (BSL).  

COMPLAINTS PROCEDURE
We always try to provide the best services possible, but there may be times when you feel this 
has not happened.  If you do have a complaint please contact our practice manager, who will try 
to help resolve your problem. You can obtain a patient’s guide to our local complaints procedure 
from reception and the NHS's own guide can be downloaded from our website; using it does 
not affect your right to complain to NHS England.

In Summary:
• Please put your complaint in writing if possible and include the date, time and names of 

those involved.

• We will acknowledge your complaint within three working days and agree a plan with you 
concerning how it will be handled and the timescale involved.

• If appropriate, you will be invited in to discuss your complaint with the practice manager 
and the member of staff or GP/nurse involved. You will be invited to bring a relative, friend 
or advocate with you to the meeting.

• We hope this will resolve the matter and enable us to either learn from our mistake or to 
explain our actions etc to your satisfaction.

• If you are not satisfied a conciliation meeting may be offered involving NHS England.

FREEDOM OF INFORMATION ACT
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.
Details of the practice’s scheme can be obtained from the practice manager.

Any requests for information under the scheme will be dealt with in accordance with the scheme's 
guidelines.  

PRACTICE CHARTER STANDARDS
Staines Health Group is committed to providing you and your family with quality health care. 
You will be treated in a friendly and courteous manner by all our staff. 

You can expect confidentiality to be maintained at all times (including matters concerning 
the under 16s).  A copy of our confidentiality statement is available from reception. 

• The doctors and nurses aim to see patients within 30 minutes of their scheduled 
appointment. If there are exceptional delays you will be informed of the reasons. 
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• You can expect to be given an appointment with an unspecified doctor within 48 hours 
of a request. Some urgent cases can be dealt with by phone and it is our policy to do 
this if it is of benefit to the patient and the practice.  We aim to provide a consultation 
with a health professional within 24 hours of a request. You can expect to receive 
a routine appointment with a GP of your choice within five working days - subject to 
individual GPs' holidays.

• We want to keep you healthy and offer free health promotion services. 

• We are committed to ensuring continuing training for all the doctors and the staff 
to improve our services to you. 

PATIENTS HAVE RESPONSIBILITIES TOO...
• Keep your appointment or cancel it - someone else wants it urgently!
• Do make more than one appointment if more than one person is to be seen when you 

come to the surgery or if you have more than one problem to discuss. 
• Please remember that a prescription is not the answer to every consultation. 
• Please use our out-of-hours services appropriately - ie when you really cannot wait 

until the next general surgery. 
• Please be courteous to our receptionists - we do not want to lose them and, whatever 

the problem, it really isn’t their fault! 
• Please use the check-in screen, if possible, to check in for your appointment.It releases 

our reception staff to answer the telephone and deal with queries.
• Look after your own health.  Exercise regularly and watch your diet.  Ask the doctors 

or practice nurse for advice. 
• Do not threaten violence - we support the NHS ‘Zero Tolerance’ campaign and will 

de-register any patient who is violent, threatens violence or is verbally abusive 
towards any of our staff or visitors.

• The premises are monitored with CCTV imaging at all times, including the reception 
area and car park. 

YOUR INFORMATION AND DATA PRIVACY NOTICE
Your personal data is handled in ways that are transparent and that you would reasonably 
expect. The Health and Social Care Act 2012 and General Data Protection Regulations 
2018 (GDPR) has altered the way that your personal confidential data are processed. 
Consequently, you must be aware and understand these changes and that you have the 
opportunity to object and understand how to exercise that right. 
Health care professionals who provide you with care are required by law to maintain 
records about your health and any treatment or care you have received within any NHS 
organisation.  These records help to provide you with the best possible healthcare.
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Sight - Don’t lose it!
The gift of sight is most precious and one we need to take special care of.  As with many 
things in life we don’t realise the importance of our sight until we begin to lose it.  It is natural 
for eyesight to change over the years, and these changes are rarely for the better.  When you 
consider the frightening consequences of failing vision it is amazing how many people do not 
bother to have their eyes checked regularly.

Your local optician does not just perform a ‘sight test’ but also tests for various disorders and 
minor eye problems, which means that any potential problems can be diagnosed and treated at 
the earliest possible stage.   So it is always better to get your eyes fully checked by a qualified 
optician rather than purchase over the counter spectacles, which are available without the need 
for an eye test.   

Opticians usually have a wide selection of spectacles and contact lenses and are happy to 
advise on the best solution for you.  For instance, disposable contact lenses may be the ideal 
answer for spectacle wearers who want the freedom of lenses for occasional use or to wear for 
a day then throw away. 

An eye examination is completely painless and includes a discussion about any history and 
symptoms you may have and a check of any glasses or contact lenses you may already be 
wearing.  So don’t take unnecessary risks with your eyesight – one of the greatest gifts you 
possess.  If you have not visited your local optician for some time, or have any concerns 
regarding your vision, contact them today.

Call Richard French your local consultant on
07885 736600

richard-french@mail.com 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

Your own superb 
business generating  

website from just

£26
with no up-front 

payment and no extras.

Call 0800 612 1408 
or email us at payasyougo@opg.co.uk

PER
MONTH



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

NHS health records may be processed electronically, on paper or a mixture of both, and 
through established working procedures and best practice coupled with technology we 
ensure your personal data is kept confidential and secure. Records held by us may include 
the following:

• Your personal data, such as address and next of kin;

• Your history with us, such as appointments, vaccinations, clinic visits, etc;

• Notes and reports about your health;

• Details about your treatment and care;

• Results of investigations and referrals such as blood tests, x-rays, etc; and

• Relevant information from other health professionals, relatives or carers.
We obtain and hold data for the sole purpose of providing healthcare services to our 
patients and we will ensure that the information is kept confidential. We can disclose 
your personal information if:

(a) It is required by law;

(b) You consent – either implicitly or for the sake of your own care or explicitly for other 
purposes; and

(c) It is justified in the public interest
Some of this information is held centrally and used for statistical purposes. Where we 
hold data centrally, 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 Practice will always endeavour to gain your consent before releasing the 
information.
You may choose to withdraw your consent to personal data being used in this way. If 
we are to participate in a new data-sharing project we will make patients aware by 
displaying prominent notices in the Practice and on our website at least four weeks 
before the scheme is due to start. Instructions will be provided to explain how to ‘opt 
out’ of each new scheme.
A patient can object to their personal information being shared with other health care 
providers but if this limits the treatment that you can receive then the doctor will explain 
this to you at the time.

PATIENTS HAVE A CHOICE TO OPT-OUT OF THIS DATA EXTRACTION IF THEY WISH

If you don’t want your confidential patient information to be used for research and 
planning, you can opt out of this. Your confidential patient information will still be used 
to support your individual care. 
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Manage Your Choice
You may use the NHS online service, or request a print-and-post form, to make or change 
your choice at any time. You can also request assistance or make your choice using our 
telephone service. If you do not wish to opt out, you don’t have to do anything at all.
Please see NHS Digital for the full options for opting out of this service - https://www.
nhs.uk/your-nhs-data-matters/ 

In addition, this practice is taking part in a new NHS service that helps your GP to spot 
whether you need more help to manage your health. The service is called “risk profiling”.

Using information from your health records, a secure NHS computer system will look at 
any recent treatments you have had in hospital or at this surgery, and any existing health 
conditions that you have, and alert your doctor to the likelihood of a possible future 
hospital admission. This may include screening service and technologies that help us 
search all of our patient’s records to identify our patients that would most benefit from 
a particular treatment, sometimes by linking the information we hold with information 
about you from other organisations providing your care. The clinical team at the surgery 
will use the information to help you get early care and treatment where it is needed.

The information will be seen only by qualified health workers involved in your care. NHS 
security systems will protect your health information and patient confidentiality at all times.  

If you don’t want your information being used in this way, you can opt out by advising 
reception. 

NHS Summary Care Records
NHS Surrey are now participating in creating the NHS Summary Care Record – designed 
to improve the safety and quality of patient care.  SCRs will give healthcare staff faster, 
easier access to reliable information about you to help with your treatment.  Initially, 
only details of repeat prescriptions, allergies and adverse reactions will be held.  Please 
note that if you wish to opt out of having an SCR you need to sign an opt out form 
downloadable from https://digital.nhs.uk/services/summary-care-records-scr/summary-
care-records-scr-information-for-patients  and give this to the practice.

More information is available from the NHS Care Records Service on 0300 303 5678 or 
the website above.

SICKNESS CERTIFICATES
You do not require a doctor’s certificate for any illness lasting seven days or less (five 
working days and two rest days) unless it runs from or into a holiday period. Your employer 
may, however, require you to complete a self-certification form SC1 that should be 
available from your employer.  Private certificates to cover this first week are available for 
any illness, including those lasting longer than seven days. For any illness lasting longer 
than seven days you will usually need to see the doctor for them to issue a fit note and 
for any subsequent renewal of the fit note. 
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SELF TREATMENT OF COMMON ILLNESSES/ACCIDENTS
Many common aches and pains can be simply treated at home without the need 
to consult a doctor.
Back Pain
Back pain causes 13 million working days to be lost in Britain each year. The spine supports 
the whole weight of the upper body so 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 too 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 aspirin or paracetamol which will not only relieve the pain but will help to relieve 
inflammation. Your doctor may well prescribe stronger drugs, heat treatment, gentle 
exercise or some kind of supportive corset.

Bed Sores
Bed sores are far easier to prevent than cure. They are caused by prolonged pressure to 
certain parts of the body when lying in bed for long periods. They can be prevented by 
encouraging the patient to shift position as often as possible. Take care to smooth out 
creases in the bottom sheet to avoid irritation. If red marks appear at the pressure points 
such as heels, elbows, buttocks and hips, inform the doctor before they get worse.

Sore Throats
Four out of every five sore throats are caused by viruses and therefore antibiotics are 
useless. If your throat is sore but you are otherwise okay there is no need to see the 
doctor. Simply give children paracetamol syrup and fluids (aspirin should NOT be given 
to children under 16).
For adults, gargling with soluble aspirin is the most effective remedy. Dissolve two aspirins 
in one inch of warm water in a glass. Take sips of the solution and gargle with each sip 
for as long as you can without swallowing.
If you are very hot and unwell and can see white spots on your tonsils you may have a 
true tonsillitis and you should come and see us at the surgery. 

Colds
Even in this day and age there is still no magic cure for the common cold. Go to bed, 
take plenty of drinks. If you have a headache or are feverish, take aspirin (if over 16) or 
paracetamol. Do not bother to take antibiotics as these will have no effect! 

Diarrhoea
In adults, diarrhoea is usually caused by a viral infection and is therefore unable to be 
treated directly. The symptoms can usually be eased by the traditional kaolin and morphine 
mixture or by medicines containing codeine.
Holiday diarrhoea is often due to bacteria. Again, kaolin and morphine can be taken.
Consult your doctor if the symptoms persist for more than a few days.
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Diarrhoea in very young children and babies needs careful attention. Most babies have 
loose bowel action during their first six months due to their predominantly liquid diet. 
If the symptoms persist for more than 24 hours, or are accompanied by vomiting or 
weakness, consult your doctor.

Gastroenteritis
Gastroenteritis describes a group of diseases affecting the stomach or part of the intestine. 
Symptoms are often diarrhoea, sickness and stomach ache. Because the lining of the 
stomach is likely to be inflamed medicines are often immediately vomited up. Large 
quantities of water, orange juice or thin soup should be taken to counter the effects of 
dehydration. 
Consult your doctor if symptoms persist for more than a day or, in the case of babies or 
young children, six hours.

Conjunctivitis
Conjunctivitis is redness and soreness of the eye and inside the eyelids. It is often caused 
by the same virus that causes coughs and colds. Antibiotic drops or ointments are not 
usually necessary. Latest research shows that children with infectious conjunctivitis 
(even if it is caused by bacterial infection) who are not treated with antibiotic eye drops 
recover just as quickly as children given antibiotics and are no more likely to develop 
serious complications. Conjunctivitis is a self-limiting condition which usually clears up 
on its own within seven days. Bathing the eyes with cooled boiled water soothes the eyes 
and removes any sticky discharge. Wash hands regularly and avoid sharing towels. See 
a doctor if a baby of less than four weeks old develops conjunctivitis. If there is pain in 
the eye (not just mild discomfort), if vision is affected, if there is redness or swelling or 
there is no improvement within a few days, you should make an appointment.

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.

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 the skin is unbroken 
but blistered, apply a loose, dry dressing.
If the burn is larger than four or five inches in diameter or if the skin is broken, consult 
A & E as soon as possible.
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Sprains
Treat with a cold compress, containing ice if possible, for 15 to 30 minutes to reduce the 
swelling.  Then 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.

Nosebleeds
Sit in a chair, lean 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 symptoms persist, consult your doctor.

Minor Cuts And Grazes
Wash the wound thoroughly with 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.

Sunburn
Treat as for other burns with cold water to remove the heat. Calamine lotion will relieve 
the irritation whilst 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.

Insect Bites And Stings
Antihistamine tablets and 1% hydrocortisone cream can be obtained from the pharmacy 
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.

Head Lice
These creatures, contrary to popular belief, like clean and dirty hair alike and are not a 
sign of poor personal hygiene. Medicated head lotion and a nit comb can be obtained 
from the pharmacy without prescription. A doctor's appointment is not necessary.

Threadworms
Threadworms are common in young children. They cause itching around the anus, 
especially at night. You may see small white, thread-like worms on wiping a child’s 
bottom, in the stool, or around the anus. Treatment can be obtained from the pharmacist. 
The whole family ought to be treated. Scrupulous hand washing and keeping nails short 
helps to prevent recurrence. For the latest advice go to Health Conditions and treatments: 
http://www.nhs.uk
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USEFUL TELEPHONE NUMBERS
Your Health Care Team
Staines Health Group Surgery  Reception ...................................................... 01784 461712 or 465229
Staines Health Group Surgery Fax .........................................................................................01784 464360
District Nurses............................................................................................................................ 0300 303 0058
Health Visitors..............................................................................................................................01784 883728
Midwife Team .............................................................. 01932 722412 (SPH) or 01784 884181 (Ashford)
NHS 111 ................................................................................................................................................................111
Chiropody ......................................................................................................................................01784 883666 

Local Hospitals and Community Trusts
Ashford Hospital NHS Trust .....................................................................................................01784 884488
St Peter's Hospital NHS Trust ..................................................................................................01932 872000
North West Surrey Clinical Commissioning Group............................................................01372 232400
NHS Walk-in Centre  - Woking.............................................................................01483 846209
 - Ashford ............................................................................01784 884000 

Other Authorities and Services

A-C 
Age UK Surrey  ...........................................................................................................................01483 503414
AIDS - National Help Line ...................................................................................... 0800 567123
        - St Peter’s House Project (confidential advice & info) .....................01737 763000
Al-Anon (for relatives) ................................................................................................................ 0800 0086811
Alcoholics Anonymous................................................................................................................0800 9177650
Citizens Advice Bureau - Staines ............................................................................................01784 444220
ChildLine................................................................................................................................. .................0800 1111
Crossroads Care - Spelthorne & Staines........................................................................ .......01784 446294
CRUSE (bereavement)................................................................................................. .................01932 571177 

D-H
DAIRS (disability advice & info) Runnymede & Staines....................................................01932 566622
Diabetes UK................................................................................................................... .............. 0345 1232 399
Drugs and Alcohol Line............................................................................................................. 0808 802 5000
Domestic Abuse........................................................................................................ ....................01932 260690
Dyslexia Institute......................................................................................................... ................01784 222300

I-N
Missing Persons .......................................................................................................................... 0208 392 4590
Multiple Sclerosis Society - Staines ....................................................................................... 01784 451702
National Childbirth Trust ..........................................................................................................0300 3300 700
North East Surrey Association of Disabled People .............................................................01483 750973
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O-S
Police (local, not urgent) ...............................................................................................01784 450261 or 101
Police & Emergency Services .........................................................................................................................999
Rape and Sexual Abuse Support Centre ............................................................................... 0118 958 4033
RELATE - West Surrey .................................................................................................................01483 602998
Samaritans (Local) .......................................................................................................................01932 844444
Samaritans (National) ...............................................................................................................................116123
Smoking Quitline (Quit 51) ..................................................................................................... 0800 622 6968
Social Services  - Adult Social Care .........................................................0300 200 1005
 - Children's Services ......................................................0300 470 9100
Spelthorne Family Support .......................................................................................................01372 474 382
Spelthorne Personal Alarm Network (SPAN) ........................................................................01784 444277
Salvation Army Family Tracing Service ................................................................................ 0845 634 4747
Shopmobility .................................................................................................................................01784 459416
Stillbirth & Neonatal Death Society (SANDS) .................................................................... 0808 164 3332 

T-Z
Transport - Community Transport ......................................................................................... 0300 123 9840
Victim Support Scheme ............................................................................................................ 0808 168 9274 

Late Night Pharmacies and Pharmacies From Whom You May Collect 
Prescriptions 
Broadway Pharmacy, Stainash Parade
(open 9.00am - 6.00pm Mon to Sat) .....................................................................................01784 452813
Boots the Pharmacy, Two Rivers, Staines 
(open 9.00am - 6.30pm Mon to Sat 10.30am - 4.30pm Sun) ........................................01784 455437
Pill Box Pharmacy (formerly Westlake), Wheatsheaf Lane
(open 9.00am - 6.30pm Mon to Fri & 9.00am - 1.00pm Sat) ........................................ 01784 451731
Hive Pharmacy, Edinburgh Drive, Staines 
(open 8.30am - 6.00pm Mon to Fri & 8.30am - 12.00 noon Sat) ....................................01784 252962
Sunset Pharmacy, London Road, Staines 
(open 9.00am - 6.30pm Mon to Fri & 9.00am - 1.00pm Sat) ........................................01784 452549

Self Care    
Hangover, grazed knee, sore throat, cold

NHS 111   
Unwell? Unsure? Confused? Need Help?

Pharmacy    
Diarrhoea, runny nose, painful cough, 
headache.

GP     
Vomiting, ear ache, stomach ache, 
back ache.

Minor Injuries Unit   
Cuts, strains, itches, sprains.

A&E or 999    
Choking, chest pain, blacking out, 
blood loss.
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