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WELCOME TO THE PRACTICE

Our commitment to you, our patient, is to provide you with the highest possible standard
of care with an efficiently run and friendly service.

Our practice leaflet has been designed to provide you with information on the services
we offer. We hope you find it useful, for any further questions you have please visit our

website or contact our friendly, helpful reception team.

Doctor/Patient - A two-way relationship

As a patient you are entitled to:

e Absolute confidentiality

e Be treated with courtesy and respect

e Beseenontime if possible or be notified if there is a significant delay

e Be seenthe same day should you have a medical emergency

e See your confidential records subject to any limitations in law

e Be given the most appropriate care or treatment by suitably qualified people

Your co-operation will help us to help you, as such:

e Please arrive on time for your appointment

e Please inform us if you are unable to keep your appointment so that we can offer
it to another patient

e [fyou have been offered an urgent appointment, please restrict the consultation
to the urgent problem only

e Please note that appointments are given for the named person only. Please do not
ask for another family member to be seen at the same time; separate
appointments should be made

e Please ask questions if you are unsure of any explanations or instructions

e Please be advised that our doctors, nurses and practice staff will always treat you
with courtesy and respect. We expect the same courtesy and respect from you.
Bad manners detract from good practice and achieve little. As a practice we have
a zero tolerance policy to abuse.

e Please inform us of any change of address or telephone number as we may need
to contact you urgently

Porthcawl Medical Centre

Porthcawl Medical Centre is situated on Clos Y Mametz, has on site parking and is near
2 bus stops. We do ask our patients to respect our neighbours and not parkin the
nearby housing estate and to use the practice car park where possible.

Porthcawl Medical Centre has disabled access at all entrances and the practice itself is
accessible via lifts located near the main entrance on the ground floor for anyone who
needs to use it.



Porthcawl Medical Centre is under CTM UHB, their contact details are as follows:
CTM UHB HQ

Navigation Park

Unit 3

Ynysmeurig House

Abercynon

Mountain Ash

CF45 4SN

01443 744800

Opening hours

Door Opening Hours

Monday 8am-6pm
Tuesday 8am-6pm
Wednesday 8am-6pm
Thursday 8am-6pm

Friday 8am-6pm

Telephone Opening Hours
Monday 8am-6:30pm

Tuesday 8am-6:30pm

Wednesday 8am-6:30pm
Thursday 8am-6:30pm

Friday 8am-6:30pm

Practice Staff

Partners
Dr Peter Evans (Senior Partner) MB ChB (Liverpool 1991), DRCOG, MRCGP

Dr Rhian Gronow MB ChB (Bristol 1993) DRCOG, MRCGP



Dr Janine David MB BCh (Wales 1998). MRCGP, DRCOG, DFFP, FECSM
Dr Monique David MB BCh (Cardiff 2007), MRCGP

Dr Sheena Egan MB BCh (Cardiff 2006), MRCGP

Dr Andy Wilkinson MB BS MRCGP(2075)

Dr Charlotte Reilly MB BCh (Cardiff 2077), MRCGP

GP’s

Dr Rod Evans MB BCh (Wales 71988), DijpGM, DipRCOG, MRCGP

Dr Jessica Hayes MBChB (Birmingham Medlical school 2077), MRCGP
Dr Jenny Jenkins MBChB (Manchester 2003), MRCGP, DRCOG, DFFP
Dr Claire Davies MB BS 7997 University of London

Dr lbrahim Yasin BM BS 2079 University of Southampton

Dr Yasmine Oumellil MB ChB 2019 University of Birmingham

Dr Adam Heavens MB ChB 2077 University of Bristo/

Porthcawl Medical Centre is a designated training practice for GP registrars, we may at
any time have up to 4 of these in the practice.

Practice Manager

Our practice manager is Mr Matthew Whysall, if you wish to make enquiries about
administration or non-clinical issues he will do his best to assist you.

Practice Nurses

Sister JThomas — RGN Dip Diabetes
Sister G Hughes - RGN
Sister A Hopkins - RGN

L Curran—- RGN

G Tracey - RGN

JJury- RGN

Our practice nurses are able to offer a wide range of services including;: -
e advice on minor ailments
e bloodtests
e ECGs
e asthma monitoring



e coronary heart disease monitoring

e diabetes monitoring

e advice on smoking, obesity and healthy living
e contraceptive services

e childhood immunisation

e dressings, suture removal

e vaccinations

e treatment of minor injuries

In addition to the practice nurses, Porthcawl Medical Centre also employ 4

phlebotomist/HCA’s who are able to carry out blood tests as well as assist patients with
blood pressure monitoring and ECG’s.

Administration

As well as all of the above staff the practice currently employs the following.

e 14 receptionists
e 12 members of admin.

Receptionists

Our reception team are the face of the practice and they are there to help you. Asyou will
notice when you visit, their job is very demanding and incredibly busy. They answer the
telephone and deal with enquiries from all directions. Remember that they have to satisfy
the needs of the doctors, nurses, staff and patients, occasionally under difficult
circumstances, so please be patient.

Clinics and Services

Services we offer (at no cost):

o Alcohol and drugs advice and support

e Asthma clinics and chronic obstructive disease clinics (COPD)
» Baby clinics

e Cervical cytology screening

e Child health surveillance

e Childhood vaccinations and immunisations

« Contraceptive services, IUD/IUS fitting/removal

e Diabetes clinics

o Doppler scans

e ECGs (electrical heart trace)

e Flu immunisation and routine adult immunisations
e GP consultations

e Home visits

e Medication reviews



o Nurse consultations

e Nursing home visits

o Phlebotomy

e Smoking cessation advice and support

o Telephone triage

« Wound management / dressings / suture removal

Clinics

As a practice, we also offer a number of dedicated clinics. These include specific
disease management for those patients suffering with diabetes, chronic heart disease,
chronic obstructive pulmonary disease and asthma. These clinics enable our clinicians
to monitor these patients so that appropriate advice, guidance and treatment can be
offered. We aim to offer appointments at these clinics on an annual basis and an
invitation letter will be sent to you. You are welcome to contact reception to request an
appointment in one of these clinics if you have not been seen for 12 months or more.

In addition to these disease management clinics, we also offer the following dedicated
clinics:

e WellWoman Clinic

e Contraceptive Clinic

e Child Health Clinic

e Minor op/Jointinjection clinic

Well Woman Clinic

You can make an appointment for a cervical smear in Well Woman Clinic, run by our
practice nurses. Please note that you must have received a letter advising you to make an
appointment from Cervical Screening Wales. You may also book an appointment for this
clinic if a doctor has advised you to do so.

Contraception Clinic

Patients wishing to discuss new contraceptive options need to make an appointment
with a doctor in the first instance. For those patients who have already done this and
require a coil change/removal or an Implanon change/removal, a doctor's appointment
is not needed, and an appointment can be made for this clinic.

Emergency contraception (‘morning after' pill) can be obtained from a pharmacist and
may be prescribed 72 hours after unprotected sexual intercourse. Alternatively, you may
request to speak with a doctor urgently.



How to register

To register with our practice a registration form (GMS1) and a new patient questionnaire
will need to be completed. These forms can be obtained from the reception desk at the
surgery. A form needs to be completed for each person wishing to register with the
practice.

The registration form must be signed and dated and contain the following information:
o Title
¢ Name
e Town & Country of Birth
¢ Date of birth
e Gender
e Current Address
e Previous Address
e Previous Doctor
e NHS number

Adult patients (over 15 years of age) also need to complete a New Patient Questionnaire.
All new patients are required to provide proof of identification upon registration. We
require documentary evidence to show where a patient is living (proof of home address)

and who a patient is (photo identification).

Alternatively to doing the above, you can complete the form on our practice website.

Practice Area

The Practice accepts registrations from patients in the following postcode areas:

Porthcawl - CF36 (all sub-codes); Tythegston - CF32 OND & CF32 ONE; Happy Valley -
CF32 ONF & CF320NG;

Wig Fach - CF32 ONH; Ty Coch - CF33 4RR; The Grove - CF33 4RA

Some areas of North Cornelly - CF31

Appointment Booking

To book an on the day appointment patients are required to phone the practice at 8am.
Although the practice doors are open, our reception desk is closed until 8:30am to deal
with phone calls. You can attend the practice to book an appointment, providing there
are any left, at 8:30am. If all the appointments are gone our reception team will triage you
through to our duty doctor who will see anyone who needs seeing on the same day from
a clinical point of view — this decision will be made by the duty doctor on a clinical basis.



We also offer e-consults which can be completed via our website. Please note that an e-
consult is not a way to book an appointment.

We offer routine pre-bookable appointments which can be booked at any point in the
day. Appointments for nurses or HCA’s/phlebotomists can also be booked at any time of
the day.

You may specify if there is a particular GP that you wish to see however our reception

team may point you in the direction of a different GP in the practice if they specialise in
the area of your concern.

House Calls

Our house calls line is open from 8:30am-11am. Please try to let us know before 11am if
you need a house call. House calls are at the discretion of the GP and will only be given
to those patients who are truly house bound. If you are able to attend other appointments
such as dentists or hospital, or if you are able to go to the shops, you will not be eligible
for a house call.

Prescriptions

How to order prescriptions

If you are on regular treatment, a request for a repeat prescription can be made by
either:
e bringing your repeat prescription backing slip to the surgery and ticking which
items are required, or
« sending this by post to either surgery, or
« ordering via the NHS Wales App or online via our practice website, or
« making arrangements with a local chemist to make the request on your behalf.
« Please note, we do not accept repeat medication requests over the phone

NHS App Wales

You can download the NHS Wales app to access online services by doing the following:
1. Download the NHS Wales App, or visit app.nhs.wales on an internet browser.

2. Create your NHS login account.

3. Loginvia your NHS login account and manage your health, from anywhere.

4. If you need any help or support using the NHS Wales App,
visit: https://apphelp.nhs.wales

In the NHS Wales App, you can:
e order a repeat prescription (please note that these will only be processed and be
available for collection from the surgery or at your designated chemist)


https://apphelp.nhs.wales/

e view your existing repeat prescriptions
e view current and past medicines

If you experience problems accessing the app, please visit the NHS Log-in Help Centre.
To order acute/short-term or one-off prescriptions, please click on the 'How Do |I?' tab on
our website and 'Order prescriptions'. Alternatively, you can submit a written request for

these to Porthcawl Medical Centre.

How to request a sick note

For the first seven days off work, you can self-certify. A sickness certificate from the
doctor is not required. A self-certification in excess of 7 days can be requested at either
surgery or via email to enquiries.w95041@wales.nhs.uk or by completing the online form
on our Practice website.

Please note requests can only be made on the day that the sickness certificate is
required. We are unable to process requests before a previous sickness certificate has
expired.

Sample and Test Results

All samples must be brought to the surgery before 12.00 p.m. to ensure they can be
transported to the pathology laboratory.

Results of tests may be obtained by telephoning the enquiries line at the surgery between
11amand 1pm or between 2pm and 5pm. Your doctor or nurse will usually give you some
idea how long the results are likely to take, and it would help us if you avoided ringing too
soon for the results.

Making a complaint

If you wish to make a complaint this should be put in writing to the practice manager
who will deal with your complaint in line with the NHS ‘Putting things right’ procedure.
A complaint can be submitted via sending a letter to the practice, emailing the
enquiries email address or coming in to the practice and completing a complaints form
which can be found behind reception. If you do not wish to put something in writing you
can phone the practice on 01656 304204 and ask to speak to a manager who will listen
to your concerns.

How to make a Freedom of Information Request

Under the Freedom of Information Act you have the right to access the 'recorded'
information held by the Practice, subject to some exemptions. You can use your rights
under this Act to ask for a range of information such as the Practice's policy on data


https://help.login.nhs.uk/
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protection or you may wish to know about a particular area of the Practice's business
such as planned property development works.

Ordinarily there will be no charge for responding to a request for information unless the
supply of information requires the Practice to carry out significant amounts of work or
photocopying. Work that takes more than 18 staff hours is regarded as over 'the
appropriate limit' (as defined by the Act).

You also have the right to request information held by the Practice relating to or affecting
the environment (subject to certain exceptions). This could relate to land development,
pollution levels, energy production and waste management.

To make a freedom of information request please send a request to:
Matthew Whysall

Practice Manager

Porthcawl Medical Centre

Porthcawl

CF36 5DJ

Further details can be found on our Practice website or at either surgery.

How to make a Subject Access Request

All individuals who are the subject of personal data (i.e. medical records) held by the
practice are entitled to copies of the information held about them.

Anindividual can request this information by making a 'Subject Access Request'. This can
be done by making a request in writing, by email or by speaking with us.

To make a Subject Access Request in writing, you can complete a Subject Access
Request Form (available on our Practice website or at either surgery).

The Practice will reply to a request within one month/30 days of the receipt of the
request. The time limit starts from the day after the Practice receives the information
needed to identify the patient and/or third party, until the corresponding calendar date in
the next month.

The Practice will always verify the identity of anyone making a Subject Access Request
before handing over any information.

Please be advised that any requests considered manifestly unfounded or excessive,
including repeat requests for the same information, may attract a reasonable fee based
on our administrative costs of complying with the request.



Non-NHS Services

Services such as private sick notes, insurance claim forms, medical examinations, etc.
not covered by the NHS can be dealt with and are charged for on a private basis in line
with BMA recommendations.

Out of hours - Local Information

If you require urgent medical attention between the hours of 6.30 p.m. until 8 am every
day and on Bank Holidays and weekends, the GP Out of Hours Service provides
care. They can be accessed by telephoning 111. It’s free and will help you find the right
advice support and treatment. Please remember, that this service is for problems which
cannot wait until the surgery reopens. For severe problems such as difficulty breathing,
chest pains, severe bleeding or suspected broken bones, you should call 999.

If you have a medical problem that cannot wait until the surgery routinely opens or in life
threatening emergencies such as severe bleeding, collapse, unconsciousness and
severe chest pains: TELEPHONE 999 IMMEDIATELY.

Zero Tolerance Policy

The Practice takes it very seriously if a member of staff is treated in an abusive or violent
way. The Practice supports the government's 'Zero Tolerance' campaign for Health
Service Staff. This states that GPs and their staff have a right to care for others without
fear of being attacked or abused. To successfully provide these services, a mutual
respect between all the staff and patients must be in place.

Our Practice staff aim to be polite, helpful, and sensitive to all patients’ individual needs
and circumstances. They would respectfully remind patients that very often staff could
be confronted with a multitude of varying and sometimes difficult tasks and situations,
all at the same time. The staff understand that unwell patients do not always act in a
reasonable manner and will take this into consideration when trying to deal with a
misunderstanding or complaint.

However, aggressive behaviour, be it violent or abusive, will not be tolerated and may
resultin you being removed from the Practice list and, in extreme cases, the Police being
contacted.

In order for the practice to maintain good relations with their patients, the practice
would like to ask all its patients to read and take note of the types of behaviour that
would be found unacceptable:

e« Using bad language or swearing at practice staff
¢ Any physical violence towards any member of the Practice or other patients,
such as pushing or shoving



e Verbal abuse towards the staff in any form including verbally insulting the staff

e Racial abuse and sexual harassment will not be tolerated within this practice

e Persistent or unrealistic demands that cause stress to staff will not be accepted.
Requests will be met wherever possible and explanations given when they
cannot

¢ Causing damage/stealing from the Practice's premises, staff or patients

¢ Obtaining drugs and/or medical services fraudulently

We ask that you always treat all our staff kindly.

Removal from the practice list

The removal of patients from our list is an exceptional and rare event and is a last resort
where there is a breakdown in relationship between the patient and the practice. A good
patient-practice relationship, based on a mutual respect and trust, is the cornerstone of
good patient care. When trust has irretrievably broken down, the practice will consider
all factors before removing a patient from our practice list, and communicate to them
thatitis in the patient’s best interest that they should find a new practice. An exception
to thisis in the case of immediate removal on the grounds of violence e.g. when the
Police are involved.

Removing other members of the household

In rare cases, because of the possible need to visit patients at home, it may be necessary
to terminate responsibility for other members of the family or the entire household to
ensure the safety of practice staff.

The prospect of visiting patients at the residence of a relative who is no longer a patient
of the practice due to unacceptable behaviour, or the risk of being regularly confronted
by the removed patient, may make it difficult for the practice to continue to look after the
whole family. This is more likely where the removed patient has been violent or displayed
threatening behaviour, and keeping the other family members could put doctors or their
staff at risk.

Common Ailments Scheme

The Common Ailments Scheme in Wales provides free NHS advice and treatment from
community pharmacists for a range of minor illnesses. This service aims to offer
convenient access to healthcare for common conditions, reducing the need to visit a GP
for minor ailments.

The specific ailments covered vary slightly by area, but generally include conditions
like acne, athlete's foot, back pain, chickenpox, cold sores, conjunctivitis, constipation,
diarrhoea, dry eyes, and more.

Here's a more detailed list of conditions commonly covered by the scheme:



acne vulgaris

allergic rhinitis

athlete’s foot

lower back pain without radiculopathy (acute)
chickenpox (in children under 14 years of age)

cold sores

conjunctivitis (bacterial)

constipation

diarrhoea

dry eye disease

dry skin (includes contact dermatitis and atopic eczema)
dyspepsia

haemorrhoids

head lice

infantile colic

in-growing toenail

mouth ulcers (simple aphthous)

nappy rash

oral candidiasis

ringworm (tinea corporis), tinea cruris and intertrigo
scabies

sore throat

teething

threadworms

Urinary tract infection in women and transgender males who have not undergone
sex reassignment surgery (lower, non-complicated, 16 — 64 years; not pregnhant or
catheterised)

vulvovaginal candidiasis

warts and verrucae



