Updated November 2022

Liscard Group Practice   
[image: image1.wmf] 


Victoria Central Health Centre,

Mill Lane,
Wallasey, Wirral 
CH44 5UF

Tel:  0151 638 4764

www.liscardgrouppracticewirral.nhs.uk

Information for Patients
The Doctors here are a General Practice Partnership. The Practice aims to provide a pleasant and relaxed atmosphere for our patients whilst offering a full range of medical services.  Our Practice area covers Wallasey.
Opening Times
Monday - Friday          8.00 am - 6.30 pm
Monday 


6:30 pm – 8.00 pm*
The telephone lines are closed 12.30 pm – 1.30 pm
If you require a doctor during this time, please telephone 07935 221333
*The telephone lines are closed but the reception desk remains open during this time
Evenings, weekends and bank holidays are covered by the
GP Out of Hours Service

Telephone:  111
A car park is provided for patients who are visiting the surgery, with designated parking spaces for the use of disabled patients.  Please park only in the spaces provided

Doctors

Dr. Karla Crossland 
MB.ChB (Liverpool 2002) DRCOG MRCGP 

Dr. Crossland joined the Practice in August 2006 as a Salaried GP before becoming a Partner. As of November 2022, she is the Senior Partner in the Practice.
Dr. Michaela Fischler 
MB.ChB () DRCOG MRCGP

Dr Fischler joined the Practice in December 2012 as a Salaried GP and is now a Partner in the Practice.

Other Clinicians

Advanced Nurse Practitioner – Diana Tyson
Mental Health Nurse Practitioner – Holly Medcalf

Practice Nurse – 
Practice Pharmacist – Fahima Rahman
Healthcare Assistant – Julie Plant
Our Doctors and Practice Nurse deal with a range of conditions and health concerns and provide a full range of services including general medical care, family planning, health promotion and management of chronic disease. For full range of services see NHS services provided.

Practice Manager – Victoria Dodge
Reception/Admin Staff - Carol, Tracy, Debra, Mary, Liam, Susan, Beccy, Layla and Sinead.
As your first point of contact, our Reception Staff will do their best to help you at all times.  The more information you can give them, the more they may be able to help you.  All staff are governed by a strict code of confidentiality.

NHS Services Provided:
· Chronic Disease Management

· Respiratory Clinic (asthma, COPD, spirometry)

· Diabetes Clinic

· Coronary Heart Disease Clinic

· Childhood Immunisation Clinic 

· Cervical Screening/Postnatal Screening
· New Patient Screening

· Blood Pressure checks
· Holiday Vaccinations and advice

· Flu and pneumonia vaccinations

· Weight and lifestyle 

· General health care (ECGs, dressings, medication reviews)

· INR Clinic
· Phlebotomy
Primary Care Health Team
Supporting the Medical Team we have the following staff working with the surgery:-

District Nursing Team

This service has been redesigned and patients come under the care of the Liscard team of community nurses.  They provide nursing care in the community for housebound patients

Health Visitors
The Health Visitors are based at Victoria Central Health Centre, and give advice on health care and development for babies and children under the age of five. Please call 0151 514 0219 for more information on days & times.
Health Coach
Our Health Coaches Helen and Cath provide personalised lifestyle support, helping patients to increase activity levels, improve eating habits and maintain the long-term changes they need to improve their health and well-being. Cath is at Liscard Group Practice on Mondays and Helen on Thursdays. Please speak to our Reception team to make an appointment.
Wellbeing Practitioners aka Social Prescribing Link Workers
Wellbeing Practitioner Beth provides holistic and personalised support to individuals, their families and carers, helping them take control of their wellbeing, live independently and improve health outcomes. Beth is at Liscard Group Practice on Thursdays and Fridays. 

Wellbeing Practitioner Sarah provides personalised support to our patients with Learning Disabilities and is at Liscard Group Practice on Fridays.

Please speak to our Reception team to make an appointment with Beth or Sarah.
Cancer Care Coordinator

Please speak to our Reception team to make an appointment with Sarah, our Cancer Care Coordinator who can provide support for oncology patients from the  beginning of their diagnosis, guaranteeing their needs are addressed at a physical and mental level. 
Smoking Cessation Advice
Wirral’s stop smoking service is ABL Wirral. The team is on hand to provide tailored and person support for anyone who wishes to quit smoking, using chewing tobacco, shisha or electronic cigarettes. Those wanting to stop can get quick and free access to support sessions and approved medicines to help.

Get in contact with the team today for free, confidential advice:

Call : 0151 541 5656

Text ABL to 60777

E-mail : Wiccg.ablwirral@nhs.net
For more information visit www.smokefreewirral.co.uk  
Non NHS Services
Medical Examinations, Certificates and items which are not covered by the NHS will involve a fee.  These include Driving Medicals, Sports Medicals, Life Assurance, Employment Medicals, PIP letters,  private prescriptions and private letters.  You will be advised of the required fee when making your request.   Lengthy forms such as Life Assurance reports may take up to four weeks to be completed. There are list of fees payable on Reception.
Patients with particular needs
The surgery has easy access at ground floor level with automatic opening main doors.  
There are toilet facilities for the disabled on the ground floor waiting room.

For patients with hearing problems, we have special hearing loop installed.  
We can also arrange interpretation and translation services in person or by phone for patients who do not speak English. Please let us know if you need this service when booking an appointment.

New Patients
To register at the Practice, simply visit the surgery and complete a registration form. 

As medical records can take some time to arrive from your previous Practice, we request that all new patients complete a health questionnaire and attend for a New Patient health check. 

Please note that you are registered with the Practice, rather than with an individual GP.  However, you may request to see the Doctor of your choice. This may entail a slightly longer wait as not every Doctor works every day.
Appointments
An Appointment can be made to see a Doctor or Nurse by telephone or calling at the surgery.  Appointments can be booked in advance with the Nurse to fit in with patients commitments, but we also endeavour to have appointments available every day.  We will always see emergencies on the same day, but would ask patients to telephone as soon as possible in the morning so that an appropriate appointment may be given.  If you cannot keep your appointment, please let us know, as we can often fill the appointment slot even at short notice.

Telephone Consultations
Sometimes a problem can be dealt with over the telephone, or a patient may only require advice rather than an appointment.  The Doctors are available for this service during surgeries.  If the Doctor or patient feels an appointment is required, this can then be arranged if necessary.
Home Visits
Please help us to help you, and always attend Surgery whenever possible.  Visits are only for those patients who are too ill or too frail to attend.  Please telephone before 10.30 am when possible.  The receptionist will enquire about the problem in order that the Doctor may assess the urgency of the call.  The Doctor may call you back if further information is required.

Out of Hours service

Wirral Emergency out of Hours provide this service for us outside normal Surgery hours. This is an Emergency service and is not to be used for second opinions, repeat prescriptions or for routine appointments. You may contact this service by phoning 111. Please note all calls to this service are recorded.
NHS Walk in Centres

Victoria Central Hospital (with x-ray facilities)

Mill Lane, Wallasey, CH44 5UF

8am – 9:45pm weekdays

8am – 9:45pm Weekends and Bank Holidays

Arrowe Park Hospital

Upton Road, Upton CH45 9PE

8am – 9:45pm weekdays

8am – 9:45pm Weekends and Bank Holidays

Repeat Prescriptions
For safety reasons, prescription requests can only be accepted in writing, and preferably using the repeat prescription request slips or online services.  This is to prevent a wrong drug being given in error.  Please only request the drugs you need to prevent costly drug wastage.  At times, you will be requested to speak to a Doctor, Pharmacist or Nurse before a further prescription is issued.  This is to ensure the medicines you receive are still working to their best effect, and are not causing any problems.
If you are unable to come to the surgery, you can send in your request, together with a first-class stamped addressed envelope (to ensure delivery on time) to the surgery.  

You can also request prescription via Patient Access online

Please allow 48 hours notice for prescriptions.

Many of the local chemists offer a collection service (feel free to speak to your local chemist about this service).

Test Results
For reasons of confidentiality, test results can only be given to the person on whom the tests have been done.  Exceptions are children under 16 years of age.  If you are telephoning the surgery for any test results, could you please telephone after 2pm when the receptionist is likely to be a little less busy.  If the doctor has asked to see you again after you have had any test done, could you please check that your results have come in BEFORE you make your appointment?
It is the responsibility of all patients to check the results of their tests.  Blood results are usually back after 3 days, but x-rays and some specific blood tests often take longer.

Patients will be informed in writing via the Cervical Screening Programme of their results; however, you may contact the Surgery for your results (please note they take up to 6 weeks to process).

Chaperones

Our Practice is committed to providing a safe, comfortable environment where patients and staff can be confident that best practice is being followed at all times, and the safety of everyone is of paramount importance.

All patients are entitled to have a chaperone present for any consultation, examination or procedure where they feel one is required.  

Your healthcare professional may also require a chaperone to be present for certain consultations in accordance with our chaperone policy.

If you wish to have a chaperone present for your consultation please mention this to our Reception staff or to the doctor at your consultation, and this will be arranged.

Medical Students
Occasionally, you may be asked if you would mind a Medical Student who is in training with one of the Doctors, sitting in on your consultation.  You may request them not to be present during your consultation without it affecting your medical care in any way.
Carer’s Register
The Practice has a Carer’s register for people who care for a relative/friend. Carer’s information is available from our Reception Staff and there is Carer’s information in the Waiting Room. 

Patient’s rights and responsibilities

We will endeavour to give Patients a choice of which GP they would like to see, but this may not always be possible.  If there is any concern, a patient may also speak to the Doctor on the telephone.  It helps us to maintain this access if patients always cancel any appointments they cannot make, even at short notice.  Missed appointments are very frustrating, particularly when we are very busy and are short of appointments.  
Just as we expect our staff to always be courteous, we expect a similar courtesy from our patients, and we operate a zero tolerance of abuse, both verbal and physical.  In rare instances when patients are removed from our list for aggressive or violent behaviour against our staff or premises, we shall share details of the patient and violent act with other health and welfare agencies insofar as it is necessary to protect others.

Patient Information.
We are a computerised Practice registered under the Data Protection Act.  Everyone working for the NHS has a legal duty to maintain the highest level of confidentiality about patient information.  There are times when we have to share information with others such as the Health Authority or Primary Care Trust.  This is always done confidentially or by removing identifying details.  Wirral also has an Electronic Health Register which shares patient information between the local hospitals and local GPs.  
You can choose whether or not your data is used for research and planning. If you choose to opt out of sharing your data, your personal health information will still be used to make sure you get the treatment and care you need. For example, your data may be shared so that you can be referred to hospital or get a prescription. Speak to Reception if you wish to opt out.
Other facilities
We have:

· A room available for nappy changing

· A room available for breast feeding (on request)

· A room to discuss matter in private (on request)

· A comfortable waiting area (our Practice is cleaned and checked every day)

In keeping with our commitment to providing the best possible service to all our patients, we have CCTV installed which we hope will provide assurance to patients and staff that safety and security are high on our agenda.
We uphold our policy that all consultations are private and confidential therefore please be assured that no monitors have been installed in any of the consulting rooms.

Comments, Suggestions and Feedback

We welcome your views and constructive feedback and suggestions which will help us improve our services to you. Written feedback/comments can be handed in at Reception or emailed to: WICCG.LiscardGroupPractice@nhs.net
If you feel that you need to complain…

We operate a Practice Complaints Procedure as part of the NHS system for dealing with complaints. We hope that most problems can be sorted out easily and quickly, often at the time they arise and with the person concerned.  If your problem cannot be sorted out in this way and you wish to make a complaint, we would like you to let us know as soon as possible – ideally within a matter of days or at most a few weeks – because this will enable us to establish what happened more easily.  If it is not possible to do that, please let us have details of your complaint in writing (letter or email):
· Within 6 months of the incident that caused the problem; or 

· Within 6 months of discovering that you have a problem, provided that is within 12 months of the incident. 

Victoria Dodge our Practice Manager, will deal with any complaint.  She will explain the procedure to you and make sure that your concerns are dealt with promptly. 
What you can do next

We hope that, if you have a problem, you will use our practice complaints procedure.  We believe that this will give us the best chance of putting right whatever has gone wrong and the opportunity to improve our practice. 

However, this does not affect your right to approach (PALS) if you feel you cannot raise your complaint with us or you are dissatisfied with the way we are dealing with your complaint. The Patient Advice and Liaison Service (PALS) which is a confidential advice and support service provided by our local PCT (Primary Care Trust) which aims to help patients sort out any concerns they may have about  the service they receive.
The Contact details for PALS:
Opening Hours: 9.00 - 4.30  Mon - Weds, 8.30 - 4.00 Thursday - Friday

Postal Address: Wired, Unit 7, Wirral Business Park, Arrowebrook Road, Upton, Wirral CH49 1SX

Freephone: 0800 054 2137
Text: 07781472493 
Email: wirralpals@wired.me.uk 

Website : www.wired.me.uk  

Health Ombudsman

Helpline: 0345 015 4033 

The helpline is open 8.30am to 5.30pm Monday to Friday, excluding public holidays: Fax: 0300 061 4000 

Email: phso.enquiries@ombudsman.org.uk
Website: www.ombudsman.org.uk
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