Suggestions, Problems or Complaints
We are always pleased to receive suggestions on ways to improve the services offered. 

We aim to give a friendly and professional service to all our patients. However, if you have any concerns about any aspect of our service, please let us know. Speak to whomever you feel most comfortable – your GP, our practice manager or our reception staff will be happy to help.
Complaints will be dealt with under the NHS complaints procedure.  A copy of the complaints procedure is available on request.   In the majority of cases, concerns can be resolved quite easily. However, if you feel we have not dealt with the issues you have raised as you would wish, you can write to:

Judith Paget

Chief Executive

Aneurin Bevan Health Board

St Cadoc’s Hospital

Lodge Road 

Caerleon, Newport NP18 3XQ

· or phone the Customer Contact Centre on: 01495 745656

· or email: Puttingthingsright.ABHB@wales.nhs.uk
Information to assist you with raising a concern with Aneurin Bevan Health Board can be found at: http://www.wales.nhs.uk/sitesplus/866/page/40457 
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  St Luke’s Surgery

Gwyddon Road
Abercarn

Caerphilly
NP11 5GX

01495 244 205

www.stlukessurgery.co.uk




Practice Opening Times 
8.00 am to 6 pm

Monday to Friday

Patients are able to access a receptionist 

via the telephone Monday - Friday - 8:00am to 6:30pm


Last  updated August  2020
St Lukes GP Practice is a partnership consisting of 4 part time doctors (GP Principles), and 1 employed GP.  The surgery was purpose built and opened in January 1995.  The present building was constructed on the site of the old surgery premises, which was previously a Working Man’s Institute and Library.  

The surgery is constructed at ground level and is accessible to all.  Disabled patients please contact the surgery if you have any difficulty accessing our services.  There is a designated disabled parking bay within the staff car park.

The Practice has over 7,500 patients and is commissioned to provide primary care services by:
Aneurin Bevan Health Board - Caerphilly Locality 

Unit 1, Newbridge Gateway, Bridge St, Newbridge, Gwent
NP11 5GH website: www.aneurinbevanhb.wales.nhs.uk
Tel. 01495 241200                
  Fax. 01495 241201

We expect that our staff are courteous at all times and politely request the same of our patients.  This practice we will not tolerate violent, abusive or sexually inappropriate behaviour.  Any occurrences will result in the patient being removed from our list.  We believe it is reasonable to expect high standards of health care and all our staff work hard to achieve this.
Please switch off mobile phones during your consultation. 

For more information please contact the Practice Manager. 
Tel. 01495 244205 
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Rights and Responsibilities of Patients
The doctors, manager, and staff at the Practice aim to provide the best possible service to all of our patients. Your assistance is required to enable us to do so. We ask you to follow these simple guidelines:

· Please treat your doctor and their staff as you would expect to be treated – with politeness and respect. 

· Please cancel appointments that you cannot attend or no longer need. 

· Please do not expect a prescription every time you visit the surgery – good advice is often the best treatment. 

· Please remember that you can find basic health information elsewhere – for example your local pharmacist and NHS Direct and our own surgery website www.stlukessurgery.co.uk 
· Please request your repeat prescriptions in good time to avoid any delays. 

· Please remember that doctors are only human – they cannot solve all your problems and some illnesses cannot be cured. 
· Please ensure we have your up to date address and telephone number – if you change either of these please let us know immediately 
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Repeat Prescriptions

We do not accept telephone requests for prescriptions. Please place your counterfoil (attached to your previous repeat prescription) in the secure box provided in the surgery.  If you have mislaid your counterfoil there are re-order forms available at reception.  

Your prescription will usually be ready for collection from the surgery in 3 working days. It may take longer if you are using a chemist collection service.  

Alternatively, your repeat request may be posted (with an SAE for return if required).  We are happy to post them back to you but please allow 5 days for return.  A number of local pharmacists offer a collection service.  They will be happy to supply more information on request.  

On-line ordering of prescriptions.  Patients registered for services with ‘My Health On Line’ may be able to order their regular repeat prescriptions on line.  Please ask the reception staff for further details.
Patients should inform their GP if they have stopped taking a repeat medication so that our records can be amended accordingly.
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Booking an Ambulance
If you have to attend hospital and for medical reasons you require an ambulance you can book transport via the Transport Booking Centre freephone 0300 1232303. Please make sure you phone them at least 2 working days before your appointment date or as soon as you receive your appointment.


If you feel your problem is a life-threatening emergency at 

any time of the day call 999

       For urgent Out of Hours GP and other NHS Services 

         dial 111 and you will be directed to the appropriate service
Useful Telephone Numbers

	Royal Gwent & St. Woolos Hospitals
	01633 234 234                      

	Ysbyty Ystrad Fawr Hospital
	01443 802 200

	Nevill Hall Hospital
	01873 732 732

	County Hospital
	01495 768 768                   

	Community Nurses – Pontllanfraith

Community Nurses - Risca
	01495 229 561

01495 241 858           

	Midwife – YYF Birth Centre
	01443 802 437 (428)

	Health Visitor
	01633 619090

	NHS Dental Helpline
	01633 488 389             

	Pharmacy out of hours opening
	111

	Social Services
	01495 226 622                  

	Gwent Drug Advisory Service
	0333 9993577

	Stop Smoking Wales
	0800 085 2219

	Community Health Council
	01633 838516
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Clinics
	Asthma/COPD/

Diabetes/

Heart Disease
	By appointment Mon-Fri
	Practice Nurse

	Ante-Natal
	Thurs am
	Midwife

	Hypertension
	By appointment Mon-Wed
	Practice Nurse

	Travel Immunisations
	By appointment Mon-Fri
	Practice Nurse

	ECG/Spirometry
	Mon pm
	Health Care Assistant

	Cytology
	By appointment Mon-Fri
	Practice Nurse

	Women’s Health & Family Planning
	Tuesday pm
	Specialist Nurse

	Childhood Immunisations
	Wed pm
	Practice Nurse

	Physiotherapy
	By appt Tues am
	Matthew Lewis

	Pharmacist
	By appt Mon
	Andrew Hodges


If you are unable to attend an appointment please call to cancel so that someone else can use the appointment

We participate in the Gwent Emergency Health Record.  This means when you attend the Out Of Hours service the Doctor treating you, with your permission, will have access to essential patient information that will help them make informed decisions about diagnosis treatment and follow-up care.  
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Our Appointment System

All appointments must be booked before attending.  

We do not operate a drop in surgery. 

Pre-booked appointments there are some available 1 week in advance and some up to 4 weeks in advance. 

Same day appointments are available from Monday to Friday.  These can only be booked on the same day, from 8:15am for morning appointments.  This means that people with an urgent need to see a doctor can usually be seen on that day. There are limited afternoon appointments, available to be booked at 1:30pm.  The doctors would prefer patients to telephone in the morning for an appointment.

Telephone Triage System may be used when you think your symptoms need urgent attention, but there are no available    appointments.  The receptionist will ask you to leave a contact telephone number.  The doctor will assess your call and decide if you need to come to the surgery to be seen, or any other appropriate action to be taken.  

Telephone Messaging Service is available if you are concerned about something, or have a query but don’t think it’s medically urgent to see a doctor that day.  The receptionist will ask you to leave a message for either the doctor of your choice (if he or she is available), or the duty doctor, so that they can assess your call and you will be contacted by someone from the surgery.  

House Calls will only be made by doctors in exceptional circumstances.  The doctor will call on patients who are terminally ill or those who for medical reasons cannot leave their homes.  We regret that lack of transport is not a reason for the doctor to make a call.  It is your responsibility to make arrangements to get to the surgery.  
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Zero Tolerance policy for violent or abusive patients

Violence means “Any incident where staff are abused, threatened or assaulted in circumstances related to their work, involving an explicit or implicit challenge to their safety, well being or health”.

This practice does not tolerate any acts of violence or abuse towards its staff. If a patient is abusive, aggressive or violent to a member of staff the following steps will be taken:

Abuse or aggression:
· Patient will be sent a warning letter which states that their behaviour is unacceptable and will not be tolerated. 

·  Should another incident occur then they would be given notice that they were to be removed from the practice list after 28 days and should therefore find themselves an alternative practice. 
Violent incident:
· The incident would be reported to the police. 

· A request will be made for an immediate removal from the practice list. 

· The Local Health Board will be notified, and a decision will be made as to whether an allocation to another GP practice should be made, or whether a referral to the safe haven would be more appropriate. 
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Medical Team
Dr W Thompson
MB BCh (Cardiff1983) Male (Family Planning Certificate, listed for child health surveillance) (Male)
Dr N Beswick
            MB BCh (Cardiff 1982) Male

Dr J Sweetman
MB ChB (Bristol 1991) Male (MSc, BSc, MRGCP,
                                     DRCOG, Dip Palliative Medicine,  
                                     PGDip Diab, DFFP, listed for child
                                     health surveillance) Male
Dr S Emde
GME (Germany State Exam 1995) Female (listed for child health surveillance);Dip Sport & Exercise Med (Female)
Dr F Gerrard
MB BS
, DRCOG,MRCGP, DFFP/DFSRH, FRCGP Clinical Senior Lecturer Cardiff Uni (F)
Dr D Pagington
MBChB, MRCGP, DRCOG, DFSRH, RCGP Cert alcohol misuse (Female)
Nicola Hale
Community Nurse Practitioner
Andrew Hodges
Clinical Pharmacist
Janette Harrison
Senior Practice Nurse RGN II

Jayne Meredith
Practice Nurse 
Bethan Lang

Practice Nurse
 
Diane Saunders
HealthCare Assistant

Jennifer Meyrick
Phlebotomy
Nursing Team:  Our highly qualified nurses, deal with a range of conditions and health concerns.  They are trained in cervical cytology, wound care management, vaccinations and immunisations and experienced in many areas of disease management such as diabetes and asthma.
Health Care Assistant: Our HCA works under the supervision of our qualified nurses to provide services including taking blood, checking blood pressures, spirometry, ECGs and ambulatory monitoring, suture removal and dressings.

Phlebotomy:  In addition to the above, we have a part-time phlebotomist whose principal role is to take bloods.
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Practice Manager

Jenny Powell MSc. (Health Information Management), DipPM
IT/Admin
Laurie Evans

Pamela Bishop
Dawn Roch 
Reception

Elaine Williams            Jackie Sheppeard    Ingrid Bartlett   

                                      Rita Burrows         
Jennifer Meyrick    (Reception Manager)   


Two Community Nurses teams cover our practice. 

Risca team 01495 241858 

and Pontllanfraith team  01495 229561
The Health Visitor can be contacted on 01633 619090

The Midwife can be contacted on 01443 8022437/802428   
Registering at the Practice

The practice accepts all requests to join the patient list without discrimination on the grounds of race, gender, social class, religion, sexual orientation, appearance, disability or medical condition.  

It is practice policy to refuse patients who reside outside the practice area and those who have a history of violence towards practice staff or have been previously removed from this list.  The practice area includes Abercarn, Newbridge, Crosskeys and Crumlin.  If you are currently registered with the practice and move close to but outside of this area it may be possible to remain on the practice list.  Please check with the Reception staff for details. 
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My Health  on line

We are now registered with My Health on Line (MHOL) which means you can book an appointment and request your repeat prescription on-line without ringing or coming to the surgery.   On-line appointments can be booked up to 7 days in advance.  

Further information and related documentation regarding online booking and re-ordering of repeat prescriptions is available from our reception staff or please visit  our website at www.stlukessurgery.co.uk  where you can download all the necessary registration forms and User Guides.  Alternatively, someone can collect the forms and register on your behalf, with your permission.   When registering for on-line services please note that the reception staff may ask you to provide identification.

The Data Protection Act and our Patients

Under the Data Protection Act this practice cannot use any data it has on you, our patients, without your consent.  Your data will only be shared with fellow Practitioners and other Organisations (e.g. the local hospitals) for health related matters.  If you do not want any data about you shared with any organisation, please ask at reception for the appropriate form.  Please note that this could prevent us from making routine hospital referrals on your behalf.  Your wishes will be respected subject to legal, statutory or life-threatening situations.
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