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WELCOME TO THE PRACTICE
We are a medical practice, part of the Dorset Clinical Commissioning Group, committed to providing 
the best possible care to our patients. Swanage Medical Practice is regulated by the Care Quality 
Commission (CQC).

The Practice Partners
Dr Wendy Heard  BM DCH MRCGP DFFP Southampton 1989
GMC No. 3319132

Dr Claire Hombersley     MBBS MRCGP St Georges Hospital Medical School 1997
GMC No. 4434245

Dr Katie Evans     MB BCh MRCGP Cardiff University 2005
GMC No. 6102405

Dr Mark Law MB BS MRCGP King’s College 2010
GMC No. 7084563

Dr Kiran Qureshi MRCGP October 2016 RCGP London
GMC No. 6048138

Dr Andrew McIntosh MRCGP 2016 MRCP 2013
GMC No. 7015910

Salaried GPs
Dr Vanessa Mulholland MBBS Exeter and Plymouth University 2010
GMC No. 7083354

Dr Bethany Law MRCGP August 2019
GMC No. 7083379

Practice Manager - Miss Natasha Ritchie
Nat joined the practice in 1997 as a part time receptionist and has subsequently worked in all aspects 
of practice administration and management obtaining Diplomas in Business Management and Primary 
Care Health Management in 2009. Nat will be pleased to discuss any non-medical problems that you 
have, and is also happy to receive any suggestions for improving the services offered.

Our Clinic Team
As well as our GPs, we also have Advanced Nurse Practitioners, Primary Care Paramedics, Clinical 
Pharmacists, Practice Nurses and Healthcare Assistants.
When you request an appointment, we will do our best to ensure you are seen by the most appropriate 
member of our clinical team.

Practice Nurses and Healthcare Assistants
Our practice nurses and healthcare assistants each have their own speciality, and they all deal routinely 
with blood tests, injections and dressings. Some of the speciality clinics available are:
Asthma, Baby Immunisation, Cardiac Care, Diabetic, Family Planning and Foreign Travel.
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Receptionists And Administration Staff
We employ a number of receptionists, secretaries, information technology and administration staff.

Community Staff
District nurses and health visitors based at the Health Centre are managed by Dorset Healthcare University 
Foundation Trust and any requests or problems relating to services provided by the community team 
should be addressed to Dorset Healthcare University Foundation Trust, 11 Shelley Road, Boscombe, 
Bournemouth BH1 4JQ. Tel: (01305) 368900.

New Patients
One of our receptionists will supply the registration form, help you fill it in if required, and ask to see 
identifying documentation. To maintain an even distribution of patients among the GPs on registration 
you will be allocated a specific GP who will have overall responsibility for the care and support our 
surgery provides you. 

Surgery Hours
The Surgery is open from 8.00am - 6.30pm, Monday to Friday (excluding all UK bank holidays).  There 
are also some early morning and evening weekday and Saturday morning appointments available. 
These appointments are intended for those who find it difficult to make appointments during normal 
opening hours.  During these extended periods the health centre is not open for any other enquiries 
nor will the telephone be switched on.  If you have a pre-booked appointment you will need to ring the 
doorbell and be let in.
Please do not phone the surgery outside of the above surgery hours.  See "When The Surgery Is Closed" 
section overleaf.

Telephone Consultations
During the Covid pandemic we are offering telephone triage with our GPs, advanced nurse practitioners 
and paramedic.  Our reception team will book you a telephone consultation with one of our experienced 
clinicians and they will arrange for you to be seen face to face if clinically appropriate.
During the Covid pandemic we are offering extended hours appointments which will also be telephone 
triage first.  These are offered on some mornings and evenings during the week and Saturday mornings 
at the practice.
Our trained receptionists are here to help you and they will ask you for brief details of your condition 
when you telephone so that they can record them for the attention of your doctor. This is to ensure that 
we can assist you as speedily and professionally as possible. If you do not wish to give your reason for 
seeing a doctor, simply ask the receptionist to tell the doctor you have “personal reasons”.
For your peace of mind the practice receptionists are covered by the NHS and practice codes of 
confidentiality, exactly the same as all the health care professionals at the surgery.
For some conditions it may be more appropriate for our receptionists to arrange an appointment with a 
practice nurse, nurse specialist, health visitor, district nurse, etc and they will help you choose.

Urgent Appointments
Patients who need urgent medical attention will be booked for a same day telephone consultation with 
one of our nurse practitioners, paramedic or a GP and they will arrange for you to be seen face to 
face if clinically appropriate.
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Cancelling An Appointment
It is very important that you let us know in-advance if you are unable to keep any appointment made, 
so that we may offer it to someone else. We offer a text appointment reminder and cancellation service. 
Please ensure we have your up-to-date mobile telephone number to access this service.

Late Arrival For Your Appointment
If you are late for your appointment, you may be asked to wait until the end of surgery or be asked to 
make another appointment.

Home Visits
If you need a home visit, please telephone between 8.30 - 10.00am where possible, as this helps 
the doctors and Paramedic to plan their rounds. Brief details of the problem should be given to the 
receptionist to help the doctor assess the urgency of your request. Please do not ask the doctor to visit 
unless the patient is genuinely too ill to come to the surgery. Most children can quite safely be brought 
to the surgery by car, taxi or pushchair. Home visits are time consuming for the doctor - it takes, on 
average, about three times as long to see a patient at home as in the surgery. If it is simply not possible 
for you to attend the surgery but you need to see a doctor we will endeavour to arrange this. Please 
accept that this, unless urgent, may not be on the day of your choice nor with the doctor of your choice.
For home visits please phone (01929) 422231.

Healthcare Services During The Day And When The Surgery Is Closed 
NHS 111
When to use NHS 111
Calls to the NHS 111 service from landlines and mobile phones are free and the service is available 
24 hours a day, 365 days a year to respond to people’s healthcare needs, when:
-  they need medical help fast, but it’s not a 999 emergency.
-  they don’t know who to call for medical help or don’t have a GP to call.
-  they think they need to go to A&E or another NHS urgent care service.
-  they require health information or reassurance about what to do next.
-  between 6.30pm and 8.00am, weekends and bank Holidays, i.e. out of hours. 
Calls to NHS 111 are handled by a team of highly trained call advisers, supported by experienced 
clinicians. Using an appropriate clinical assessment system, questions are asked to assess callers’ 
needs and determine the most appropriate course of action without the need for re-triage. This includes 
ambulance dispatch, referral to a service within the NHS, referral to an alternative service, and advice, 
reassurance and information, including for self care.
If your injury or illness is severe, or you have had a serious accident, call 999 and ask for an ambulance. 
Or you can visit your local A&E department.
You can also use eConsult which is available via our website: 
www.swanagemedical.org.uk/pages/eConsult
Swanage Hospital – Minor Injuries Unit
The Minor Injuries Unit is open 8.00am until 8.00pm every day of the year and is nurse led.
The types of injuries that can be seen include:
Limb injuries (from sprains, strains to fractures) Eye injuries
Foreign bodies (eg fish hooks, splinters) Head injuries  
Wounds (including suturing if required)
Insect bites/stings           Emergency contraception  
X-ray is available most weekday mornings should this be required for an injury.
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Pharmacies
Your local pharmacy (chemist) will answer any questions you may have regarding your medication and 
are able to provide advice and over the counter treatments for minor ailments. They are also able to look 
after some of your other healthcare needs and it is worth asking each of them for the details of the services 
they provide. Your local paper has details of pharmacies open late on weekdays and on Saturdays, 
Sundays and Bank Holidays. 

Online Services
Our secure online appointments system allows you to book a telephone or a face-to-face appointment 
with your doctor regardless of time of day.  You can also request to view your medical records, order 
your prescriptions and cancel appointments online.  Before you can start using this system, you need 
to register for the service in person at the surgery and you will be given a username and password. 
Please  bring some form of ID with you such as your passport, driving licence or birth certificate, as we 
are now required (as part of CQC) to check patient ID before giving out access to online. Parents of 
children aged under 16 may request a username and password, however, ID will need to be provided 
and in some cases proof of parental responsibility might be requested.

Repeat Prescriptions
Please request your medications at least five working days before they run out.  We ask that all patients 
sign up to the Electronic Prescribing Service, nominate a pharmacy and where possible request your 
medication online or via your chosen chemist. All Swanage chemists will order and collect your 
prescriptions from the surgery.  You then only need to go to the chemist for your medicine.  
Alternatively your prescription request can be made in person at the surgery.  Please note that we do 
not take prescription requests over the phone.

Community Midwife
Your community midwife will care for all aspects of pregnancy during the antenatal period and (following 
your discharge from the maternity unit) postnatally, until you and your child are passed to the care of 
the health visitors. The midwife holds an antenatal clinic at Swanage Health Centre every Wednesday. 
To make initial contact with the midwives, please ask at reception for details.

Health Visitors
Your health visitor will remain involved with you and your baby up to school age or older, should you have 
a need. She will monitor your child’s growth and development and answer any concerns you may have. 
via their doctor or other members of the primary health care team. To ask for further advice telephone.

Community Physiotherapy
For patients unable to attend the local hospital, help in the form of treatment or equipment can be given 
at home. Referral is made via your doctor or by other members of the primary health care team. 

District Nurses
The community nursing team provide an "In Hours" nursing service to patients and carers of all ages requiring 
moderate to high level of care at home. The nurses will provide specialist services for people too incapacitated 
to attend the health centre. Referral is via the GP or by other members of the primary health care team. 
Tel: (01929) 422231. Out of hours 6.00pm to 7.00am and at weekends and bank holidays telephone 111.

Smokestop
Go Smokefree - there are over 50 venues in Dorset where support is offered. For more details call Live 
Well Dorset on 0800  840 1628.

Family Planning
For family planning advice, including coil fitting, depo and the pill please phone (01929) 422231 and 
speak to a receptionist who will make you an appropriate appointment.  You may, of course, consult 
your own GP for family planning if you prefer.
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Cervical Smears
Women, normally between the ages of 24 and 65, will be invited for a routine smear test every three 
years. Smears are normally taken by our practice nurses but may also be taken, if considered necessary, 
by your doctor.

Chiropody
An NHS chiropody service is available at Swanage Community Hospital for all diabetics and those 
with medical conditions affecting their feet. New patients are referred by their GP and will be assessed 
by the chiropodist and advised of their treatment plan.

Foreign Travel
Foreign travel may expose patients to certain infections so it is important to be immunised. If you have 
a trip planned, at a minimum of six weeks in advance of travel, please collect a 'Foreign Travel Form' 
from reception or you can complete our online foreign travel form via our website. Once completed this 
will be passed to a nurse who will contact you direct to book an appointment. Please note most travel 
vaccinations incur a charge.

Mammograms
All women who have reached the age of 50 are offered a breast screening service every three years 
until the age of 65. You will have a simple screening x-ray called a mammogram. Leaflets on breast 
examination are available at the surgery. Please make an immediate appointment to see your GP if 
you discover any breast lump.

Change Of Name Or Address
Keeping our records accurate is essential, so please notify us of any changes as soon as possible.
Please ensure we have your up-to-date mobile telephone number so you can access your text reminder 
and cancellation service.

Test Results
There is no need to contact the surgery, unless otherwise directed, as your doctor will contact you if any 
further action is required arising from your test.

Services Provided By Your GP, Which Are Not Covered By The NHS
Some services are not covered by the NHS and you will be asked to pay a fee. These include:
Private Medicals and Certificates Pre-employment Medicals
Fitness to Drive Medicals Some Holiday Vaccinations
Taxi, HGV and PSV Medicals Completion of Insurance Claim Forms, etc 
Driving Licence Countersignatures
A full list of fees is displayed in the surgery. If you have any queries please ask at reception or contact 
the practice manager.
Please note that your GP will not sign passport applications. A list of professionals who will is displayed at 
reception.

Complaints And Suggestions
If you have a complaint or suggestion about any of our services, please ask to speak to the practice 
manager. Any complaint will be investigated promptly through our in-house complaints procedure, which 
is available from reception. Whilst we would prefer to deal with your complaints internally, however 
you do have the right to make your complaint directly to NHS England.
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Confidentiality
All patients’ records and computer files are confidential. To protect this, laboratory and x-ray results will 
only be given to the patients themselves or to the parents of minors if appropriate. We are registered 
under the Data Protection Act. All patients’ records and computer files are confidential. To protect this, 
laboratory and x-ray results will only be given to the patients themselves or to the parents of minors if 
appropriate. We are registered under the Data Protection Act.  If you have a carer or would like your 
partner to be able to receive your results please put this in writing to the practice manager.

Health Records
You have the right to see your health records, subject to the limitations of the law. These will be kept 
confidential at all times.

Voice Recording of Telephone Calls
Swanage Medical Practice uses the surgery telephone system to communicate with patients to a high 
degree.  For your safety and security all calls to and from the practice are securely recorded using 
computerised technology. Access to recordings is password protected.  For any call to be accessed the 
need for this has to be agreed by the practice manager. It is envisaged that it would be extremely rare 
that there will be any need to listen retrospectively to any call and we wish to reassure all our patients 
that this will occur only when there is a specific need. A record of any access will be kept.
If any patient has any queries please contact the practice manager Natasha Ritchie.

Disabled
The surgery entrance has suitable access for wheelchairs and there are toilet facilities for the disabled.

GP Registrar
There may be a GP registrar in post with us. They are fully qualified doctors who have worked in hospitals 
for several years but who have chosen general practice as a career and who will be gaining valuable 
experience by being based in our practice. At all times, they provide the same standard of care as the 
other doctors in the centre. If we would like to use your consultation for teaching purposes, you will be 
asked beforehand and you may, of course, decline.

Medical Students
Occasionally there will be a medical student in attendance whilst you are having a consultation with your 
doctor. However, if you prefer you can ask your doctor to have the consultation without the student present.

No Smoking Policy
Swanage Medical Practice operates a no-smoking policy throughout the health centre.

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 the practice manager.

Zero Tolerance
We strongly support the NHS policy on zero tolerance. Anyone attending the surgery who abuses the 
GPs, staff or other patients be it verbally, physically or in any threatening manner whatsoever, will risk 
removal from the practice list. In extreme cases we may summon the police to remove offenders from 
the practice premises.
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Special Arrangements For A Consultation With Your GP
Where a registered patient has reached the age of 16 but not reached the age of 75 and has never 
attended for a consultation with a GP, nor a clinic provided by the practice, within a period of 3 years 
prior to the date of request, they may request a consultation. Where such a request is made, the practice 
will provide a consultation and the GP will, in the course of the consultation, make such inquiries and 
undertake such examinations as appear to be appropriate in all the circumstances. 
Where a registered patient has reached the age of 75 and has never attended a consultation with a 
GP; nor a clinic provided by the practice, within a period of 12 months prior to the date of request; they 
may request a consultation. Where such a request is made the practice will provide a consultation and 
the GP will, in the course of the consultation, make such inquiries and undertake such examinations as 
appear to be appropriate in all the circumstances. This consultation will take place in the home of the 
patient where, in the reasonable opinion of the GP, it would be inappropriate, as a result of the patient’s 
medical condition, for the patient to attend at the surgery. 

Patient Participation Group (Friends of the Practice)
The PPG is an independent group of patients that meet regularly and are kept informed about the practice. 
The aim of the group, amongst other things, is to identify patient’s needs and hear their views and to 
act as a liaison group between the practice and patients when considering the impact of changes in 
health care policy proposals and constraints. They also fundraise regularly for much needed equipment 
for the practice. Do consider getting involved in their valuable work; for more information contact the 
surgery for an application form. Your views are really important and can be a catalyst for change! 

Childhood Immunisations
As a parent, you may not like seeing your baby or child being given an injection. However, vaccination 
is an important step in protecting your child against a range of serious and potentially fatal diseases. 
Vaccinations are quick, safe and extremely effective. Once your child has been vaccinated against a 
disease, their body can fight that disease more effectively if they come into contact with it. If a child isn’t 
vaccinated, they will be at increased risk of catching the illness.
Ideally, kids should have their jabs at the right age to protect them as early as possible and minimise 
the risk of infection.
Further details on this important aspect of your child’s healthcare needs can be found on the NHS 
Choices web site or from our practice nurses and health visitors. 
Appointments are usually sent out automatically, once the child is registered with our health visitors. If 
you feel your child has missed any vaccinations, or is unable to attend, please phone (01929) 422231.
Occasionally babies and children get a raised temperature after an immunisation. If this occurs, it is normally 
during the first 48 hours but following the MMR it may happen as late as 6 to 11 days after the injection.

Prescription Prepayment Certificate
If you need two or more prescriptions a month but cannot get them free, you may save money by buying 
a ‘Season Ticket’. It’s quickest to buy your PPC online (https://apps.nhsbsa.nhs.uk/ppcwebsales). The 
PPC will start from the day you submit your application, unless you request a different start date. However, 
the start date must be within one month before or after the date of your application.
If you prefer talking to someone, you can call the PPC order line on 0300 330 1341. Again, your 
certificate is valid from the day you make the phone call unless you request otherwise. You can also 
download a form from NHS Choices web site or by post from, PPC Issue Office, PO Box 854, Newcastle 
upon Tyne, NE99 2DE.

NHS Constitution
To view details of The NHS Constitution - The Practice, Patients and Staff Rights, please go to our website 
www.swanagemedical.org.uk
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Local NHS Treatment Centres
Boscombe and Springbourne Health Centre have a weekend only drop-in service for sudden onset 
infections and illness. Phone first on the number below.
66-68 Palmerston Road, BH1 4JT  Tel 01202 720174

GP & Nurse Led Urgent Care Centre
Weymouth Community Hospital, 3 Melcombe Ave, Weymouth DT4 7TB (01305) 760022

The Care Quality Commission (CQC)
The CQC is an independent regulator of health and social care in England.
They monitor, inspect and regulate services including general practices to make sure fundamental 
standards of quality and safety are met and they publish their findings, including performance ratings.
You can find out more about the CQC by visiting: www.cqc.org.uk

Dorset  Clinical Commissioning Group (CCG)
Swanage Medical Practice is part of the Dorset Clinical Commissioning Group who can be contacted 
at, Dorset Clinical Commissioning Group, Canford House, Discovery Court Business Centre
551-553 Wallisdown Road, Poole, Dorset, BH12 5AG
Tel: 01202 541400

Useful Telephone Numbers
Hospitals
Swanage Hospital .......................................................................................... (01929) 422282
Dorchester Hospital ........................................................................................ (01305) 251150
Poole Hospital ............................................................................................... (01202) 665511
Royal Bournemouth Hospital ............................................................................ (01202) 303626

Local Dentists
SCA Trafalgar Dental Practice ......................................................................... (01929) 427356
Regency Dental Practice .................................................................................. (01929) 422515

Chemists
Day Lewis ..................................................................................................... (01929) 422115
Boots ............................................................................................................ (01929) 422096
Well Pharmacy .............................................................................................. (01929) 422538

Others
Police ........................................................................................................... (01202) 222222
Social Services .............................................................................................. (01929) 553456
James Smith, Funeral Directors ......................................................................... (01929) 422445
Registrar (Town Hall), Tuesdays and Thursdays .................................................. (01305) 225153

Citizens Advice Bureau
Monday and Wednesday ............................................................................... (01929) 427134

Purbeck District Council
Monday to Friday .......................................................................................... (01929) 556561

NHS 111 .................................................................................................. 111
ZZ/JC 03.23               S44943I - 35
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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
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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