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Making a New Appointment to see a Doctor.

Our appointment system is mainly designed to enable patients to get an appointment quickly – that means that we encourage people to contact the practice on the day that they wish to be seen by a doctor. This system works very well for people who have just become ill, or who have just noticed an illness, and wish to be seen by a doctor quickly.

This is convenient for patients who do not particularly mind which doctor they see – it is not always possible, however, to offer patients an appointment with a particular doctor on the day. Some of the doctors work part time, and have holiday and study leave just like everyone else – reception staff will always try and offer you an appointment with your own doctor first, and then offer you an appointment with a different doctor if your own doctor is unavailable.

We do realise that it is not always convenient or necessary for a patient to come to the surgery on the day – this could be due to work commitments, transport difficulties etc. It may also be that you really would prefer to see a particular doctor, who may be unavailable on the day that you contact the practice.
In this instance, we do have a number of appointments for each doctor, each day, which may be booked in advance – the receptionist is able to pre-
book an appointment up to four weeks ahead (we feel that four weeks is reasonable, as from experience we have found that people can generally make their arrangements within that time – any further ahead, and people forget to turn up, or are better, but don’t let us know, therefore wasting an appointment).

Whist the receptionists will try and give you an appointment with the doctor of your choice, this may not always be possible, as the number of pre-bookable appointments is limited each day. Reception staff will make every effort to find you a suitable appointment with the doctor of your choice, but there may be occasions where you will be offered an appointment with a different doctor. 
Please call at the surgery or phone in the normal way on 01200 413535. The telephone lines are open from 8.00 am, but you do not need to ring at 8.00 am to get an appointment (the telephone lines are extremely busy until 9.00 am). Appointments will still be available throughout the morning and into the afternoon.
We try and use the early morning and late afternoon appointments for people who work – if you don’t, please try and use the appointments after 9.00 am and before 4.00 pm.

In order to know when your doctor is in surgery, please ask the receptionists for a timetable.


You may not always need an appointment with the doctor - if you feel that your problem or medication review could be dealt with by telephone please mention this to the receptionist (the doctor will ring you during the day - normally at the end of one of their surgeries.
Please try to give as much information to the receptionist as possible. This information is given in confidence, and will help the staff to direct queries to the right place.
Minor Illness


The practice provides daily clinics for patients who have a minor illness, but still wish to be seen by a healthcare professional. This service is run by two of our very experienced Practice Nurses, who both have additional qualifications in dealing with minor illness – prescriptions are provided in the clinics where necessary.

The nurses running the minor illness clinics work alongside one of the doctors, so you can be assured that if a doctor’s opinion is required, one will be on hand to attend to you.
If you contact the practice with any of the following conditions, you will be offered an appointment with the nurse: tonsillitis/sore throat, sinusitis, cough, cold/flu, conjunctivitis/sore eyes; urinary tract infection (females only), skin problems, earache, diarrhoea and vomiting, thrush, shingles/chicken pox, hay fever or need the morning after pill.
Children under the age of 2 years will always be seen by a doctor.

Making a Follow-Up Appointment

Sometimes when you have seen the doctor, you may be asked to make a follow-up appointment. If the doctor wishes to see you in a week’s time, they can do that for you before you leave the surgery, or you can call in at the reception desk on your way out and ask the receptionist to do that for you.
You can make appointments up to two weeks ahead. Please let the reception staff know that you have been asked to book a follow-up appointment when you contact the practice. Unfortunately, we cannot book appointments more than two weeks ahead, as they will not be set up on the system prior to that. Please contact the practice within the week before you are due to come in – do try and avoid Mondays and Tuesdays if possible.
PLEASE REMEMBER THAT A DOCTOR’S APPOINTMENT IS 10 MINUTES ONLY (and for 1 person) – YOU MAY BE ASKED TO MAKE A FURTHER APPOINTMENT IF YOU HAVE MORE THAN ONE THING TO DISCUSS
Ringing for Test Results

The doctor sees all the results of blood tests and other investigations such as scans and X-Rays as soon as they arrive back from the hospital. The practice will not contact patients unless the doctor wishes to discuss the results further.

If the doctor wants to discuss your test result, a member of the team will get in touch with you to make an appointment. We will normally telephone to a “land line” rather than a mobile phone. 

We wish to remind patients that we are extremely mindful of confidentiality, and we will not leave details of the call on an answer phone. We also have problems getting through to patients who have a “call blocking” system on their telephones – this means that we sometimes can not telephone a patient’s home number, as our telephone system has a “caller withheld number” facility. This helps to protect patient confidentiality.
We do understand that patients may be concerned if they have not heard anything, so if you want to telephone the practice for the results of a test or investigation, please wait until after 2.00pm.

Requesting a Home Visit

The doctors may visit a patient at home, but only if their medical condition prevents them from coming down to the surgery. Please remember that a lot more patients can be seen in a surgery. Please ring for home visits before 10.30 am, unless urgent. This will increase the chance of you seeing your own doctor. You will be asked for details of your illness by the receptionist.
Making an appointment to see a Practice Nurse

We have a team of five Practice Nurses. Patients are encouraged to book appointments with the practice nurses in advance. Appointments can be made by telephoning the main surgery number at the health centre in the normal way.

What do the Practice Nurses Do?
They provide chronic disease management for asthma and other respiratory diseases, diabetes and coronary heart disease. They also offer advice on smoking, diet and weight management.

The Practice Nurses are able to check blood pressures and cholesterol levels.

The nurses can offer a great deal of advice on women’s health, and not forgetting men’s health too! Many women come to the Practice Nurses for their cervical smears – doctors are doing fewer of these now.  Advice is available on routine oral contraception, and other alternatives. 

The Practice Nurses now also provide a Minor Illness Service – clinics are held afternoon each day.
Please ask to speak to one of the Practice Nurses for guidance on how often you should have things like your blood pressure checked, and especially if you have a specific chronic disease such as diabetes, asthma and other respiratory problems, and coronary heart disease.

Travel Abroad

For people travelling abroad on either business or pleasure, the nurses provide travel advice including vaccination. Patients should contact the reception and make an appointment to be seen in the Travel Clinic – this must be arranged normally about 6-weeks prior to the date of travel.
Practice Nurses provide 20-minute appointments, so will often have more time than the doctors to discuss health matters.

Healthcare Assistant

The practice employs a Healthcare Assistant, who works alongside the doctors and nurses. The Healthcare Assistant is not a nurse, but is trained to be able to do things like checking blood pressures, weighing and measuring people, helping with basic tests etc and generally assisting with the care of patients. 

The Healthcare Assistant has her own clinics, and patients may be referred to her by a doctor or nurse for regular blood pressure checks. We have recently set up a hypertension clinic (for people with high blood pressure), run by one of our practice nurses – the Healthcare Assistant works alongside the nurse and will see patients to collect information and carry out some tests before they see the nurse.

She provides excellent support to the practice nurses, and whilst trained to do blood tests and take blood pressures, she is not involved with the interpretation of results. These discussions will need to take place with the practice nurse or your GP.

Patients may be invited to come in and see the Healthcare Assistant prior to an appointment with the Practice Nurse, as part of the management of their chronic disease - patients who may have heart disease, diabetes, asthma or COPD. The practice will send an annual letter (bi-annual in the case of diabetes) to patients inviting them to come in for a check-up, and may follow these up with a telephone call if patients have not responded.

What to do if……………………………………..?
These are just a few notes that may help you deal with some matters without having to see a doctor.

Your repeat prescription list of medicines has a message on the bottom of it saying: “Review Overdue”  

You don’t have to do anything. This message is for the doctor who is signing the prescription not for the patient. It is intended to remind the doctor that it may be some time since the patient’s medication requirements have been reviewed. Your doctor will check your records to satisfy themselves that they are happy for you to continue with the medication or if a check-up is needed. If there is a message written to you in person on the form such as – “please make appointment with practice nurse” then you should follow the instructions.

You need a regular blood test

You are asked to contact the reception and make an appointment in the Blood Test Clinic.
You need a routine check on something such as blood pressure.

Most people would not need to see a doctor for such a check. There is usually no urgency for this sort of check up to be done and our practice nurses or healthcare assistant will do most of them. (NB Not the treatment room nurses) Please ask the receptionist to book you an appointment with the nurse at the next available slot convenient to you.

You need some more contraceptive pills

The practice nurses monitor patients on the contraceptive pill and will be able to sort you out with a prescription. There is no need to see a doctor. If you are having problems that the nurse cannot deal with, she will seek advice from a doctor. If you have run out of pills (though you should try not to) and need some more pills before the receptionist can give you an appointment with the nurse, ask the receptionist to arrange for a supply to ‘keep you going’.

You think you need antibiotics
Doctors are unlikely to prescribe antibiotics without seeing the patient face-to-face or speaking to them on the telephone. They are also unlikely to give antibiotics for conditions such as sore throats, earache, colds and coughs. These things normally get better on their own. You should use simple remedies such as Paracetamol or Ibuprofen in sufficient doses to try and ease the symptoms (a dosage guide is available at reception). This applies to both children and adults. Some patients are making appointments to see the doctor when they have had something such as a sore throat for a few hours. This is a waste of the doctor’s time and prevents others with conditions that need to see a doctor from getting appointments – if you are concerned, you may make an appointment in the Minor Illness Clinic.
You have backache

Back pain is one of the most common problems to affect people. Most of the time back pain will improve on its own, over the course of two to three weeks. The advice is to try and keep active and use pain- killers (an advice leaflet is available at reception). Most patients do not need to see a doctor with back pain. If the pain is persisting for longer than a few weeks it might be advisable to ask your doctor to check you over. 

You need a medical certificate for work

If you have been absent from work due to sickness for more than 7 days, you will need to see the doctor to obtain a sick note. This can be done without an appointment, if we have a hospital letter, eg after an operation. 

Doctors, by law, do not need to provide a medical certificate for a period of incapacity of less than 7 days. You should complete a self-certificate for any periods of up to 7 days that you are off work sick. This practice will not provide certificates for periods of absence of less than 7 days despite some employers requesting them. If you think that your employer will not accept this, the receptionist will provide you with a letter which explains the law and which you can give to your employer. If the employer is still dissatisfied the doctor concerned will be willing to speak to your employer on the telephone and you have our blessing to suggest this to your employer. 

You have been in hospital

You will normally be prescribed medication by the hospital doctor before you are discharged. You GP will be informed of the medication that you are taking – when the initial supply runs out, you do not need to make an appointment to see your GP.

You should telephone the dispensary on 01200 413585, ask for a repeat prescription, and just mention that it is something which has been prescribed whilst you were in hospital.

You have been called in to have a cervical smear

The practice nurses do the vast majority of the cervical smears. You should make an appointment via reception to see the nurse. Please do not book an appointment to see the doctor for a cervical smear unless the doctor has specifically asked you to.

You have Diarrhoea and Vomiting (D&V)

Most D&V will settle within 4 to 7 days and does not require a doctor to see the patient. The vomiting will normally settle first, usually after a day or two but the diarrhoea may persist for some time. Whilst vomiting try to take just sips of water frequently or suck an ice-lolly. Some Imodium capsules will help to slow the diarrhoea and can be purchased from the chemist. Paracetamol will help to control the crampy abdominal pains that often occur with D&V. Don’t try to eat food until there has been no vomiting for at least 12 hours. When food is started try to keep away from dairy foods such as milk, yoghurts etc for several days. This also applies to children. If blood is passed with the diarrhoea this should be reported to the doctor. 

More care must be taken with young babies under 1 year old. Vomiting in children of this age group, especially when associated with a fever can indicate more serious problems and a baby such as this who has persistent vomiting over a few hours should be checked by the doctor. 

The 10-Minute Consultation

At The Castle Medical Group we have a standard appointment time of ten minutes per patient. Ten minutes to take an initial, complete medical history, a complete medical examination and give medical advice. It doesn’t seem very much time does it? This is especially so when a study done in this practice a few years ago indicated that the average patient takes approximately 30 seconds to reach the consulting room having been called through to the doctor and that the average time for a patient to undress is 1.5 minutes (Scottish Home and Health Services Department 1979). Thus only 8 minutes left for the rest!

What actually goes on between doctor and patient in the consultation has been studied and analysed intensively over the years. Inevitably as medical science advances the complexity of what the doctor has to consider increases. The development of preventative medicine has also added further burdens to the time pressed general practitioner who is now also expected to monitor blood pressures, enquire about such matters as smoking, drinking, exercise and weight and to give advice where appropriate. We now have National Service Frameworks (NSF’s) detailing what the government considers doctors should be doing to monitor the health of patients with chronic diseases and to prevent ill health. These guidelines are very detailed and time consuming. Add to these things the rise in medico-legal claims making it important that doctors keep accurate and detailed records and the computer on the desk that demands our attention and there is plenty to keep the doctor busy.
So the 10-minute consultation is not as straightforward as it may at first appear.
Patients can help the doctor to help them in a number of ways:

· Try to be on time.

· Before going into the doctor try to have a clear idea of what the problem is and how it is affecting you.

· If you think the doctor is likely to need to examine you wear clothing that is easy to remove.

· If you want to ask the doctor about more than one problem tell the doctor at the start of the consultation that you have more than one problem to discuss. The doctor may decide to deal with a more serious problem first and ask you to return at a later date with your other problems
· The appointment is for one person only

Suggestions and Complaints
We are always happy to receive any ideas and suggestions about our services from patients. 
Equally, patients should feel able to contact the practice if they are not happy about something. 

Please address any suggestions or complaints to:

Mrs Christine Anderson

Practice Manager

The Castle Medical Group

The Health Centre

Railway View Rd

Clitheroe

BB7 2JG
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