Complaints, compliments and suggestions

The aim of the practice team is to provide expert and friendly healthcare for your family. We welcome your constructive comments about our service. We are always happy to look at suggestions for improvements. If you are unhappy with any aspect of our service or your treatment, please ask the receptionist for our complaints information or visit our website. 
Violence & Abuse towards our Staff and Patients
In keeping with NHS England guidelines this practice operates a ‘zero tolerance’ policy with respect to the protection of its entire staff. The doctors and staff of Squires Lane Medical Practice are not prepared to tolerate rude or abusive behaviour. Any such behaviour may lead to removal from our practice list and be reported to NHS England. 

NHS England
P.O. Box 16738

Redditch

B97 9PT

Tel: 0300 311 2233

Email: england.contactus@nhs.net
Non English speakers and Sign Language Users / Hard of Hearing: 
If you need an interpreter, please ask for one when booking an appointment. Hearing loop available at reception. 
Chaperones
Available on request.
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How to Register 
You will be required to bring proof of address (utility bill dated within the past 3 months and your NHS Medical Card). You will need to complete a New Patient Questionnaire and make an appointment with the nurse for a New Patient Health Check. You can also register online. Please check our website for more information: New Patient Registration - Squires Lane Medical Practice
Booking Appointments

Appointments can be booked by submitting an eConsult. if you are unable to submit an eConsult, please contact reception who can support you with this. 

If you cannot keep your appointment, please inform us as soon as possible so that the appointment can be offered to someone else.  
Patients who frequently miss appointments may be removed from the list.

Lateness
If you are late for your appointment you may have to wait to be seen or the doctor may ask you to rebook the appointment.  
Patient Online Access

Patient Online gives patients the option to order repeat prescriptions and view their electronic medical records online rather than having to phone or visit the practice. Please speak to our reception team for more details.
Minor Injuries - Walk in Centres 

For assessment and treatment of minor illnesses or injuries you can drop into the NHS Walk in Centre at Finchley Memorial Hospital, Granville Road, Finchley N12 (8.00am – 10.00pm, seven days a week).

Home Visits

If a visit is essential, please submit an eConsult. The doctors can then assess your problem and arrange a home visit if appropriate. 

Results
Please telephone us for all results. Results of any investigations may be obtained by phoning between 2pm - 3.30pm from Monday to Friday. Please allow at least one week for blood tests, urine tests, stool tests and ECG results, two weeks for x-ray results, and four to six weeks for smear tests. Receptionists can give results only to the named patient unless we have prior consent from the named patient. 
Repeat Prescriptions

Please use the request slip from your previous prescription to order repeats, online access or send an email to nclicb.prescriptions.squireslane@nhs.net (your pharmacy can also send an email on your behalf) and allow two working days for your repeat prescription to be issued. Repeat prescriptions are never urgent. Drugs not previously prescribed for you cannot be ordered on repeat. In order to prevent mistakes, a written request is required. NO REQUEST WILL BE TAKEN BY PHONE. Prescriptions can be posted if a stamped addressed envelope is provided.
In-House clinics with nurse
· New Patient Health Checks 

· NHS Health Checks for 40 - 74 ears old

· Baby immunisations

· Women’s Health
· Travel Vaccination
· Diabetes, Asthma, Hypertension, Chronic heart disease, and Smoking cessation 
Patient Participation Group
If you would like to be involved in decisions about the practice and are happy to be contacted from time to time by email or post then please speak to our reception team for more details.

Use of Personal Health Information

The Practice manages the confidentiality of your medical records in accordance with the Data Protection Act 2018. Please note that medical records are subject to inspection by the Primary Care Trust or its equivalent, for the purpose of financial audit, record validation and research. Should you wish your records to be excluded from such inspection or use, please speak with the Reception staff.  

The following people may access your records in the course of providing your care:  GP, Practice Nurse, Receptionists (to file letters etc), District Nurses and Health Visitors and other professionals involved in your care.

Hospitals - Contact Details





Barnet 				020 8216 4600


Chase Farm			020 8375 2999


Edgware Community		020 8952 2381


Finchley Memorial		020 8349 7500


Middlesex			020 8965 5733


North Middlesex		020 8887 2000


Royal Free 			020 3758 2000


University College		020 3456 7890


Whittington			020 7272 3070


FMH Walk-in Centre		020 8349 6371





Practice Opening Times


Monday			8am – 1pm		2pm – 6.30pm


Tuesday			8am – 1pm		2pm – 6.30pm


Wednesday		8am – 1pm		2pm – 6.30pm


Thursday		8am – 1pm		2pm – 6.30pm


Friday			8am – 1pm		2pm – 6.30pm





(We are closed between 1.00 and 2.00pm except for emergencies.)





Extra GP and nurse appointments are available in the evenings and on weekends in Barnet:


Monday to Friday 		6.30pm – 8pm


Weekends 			8am – 8pm


If you wish to book one of these appointments please call The Appointments centre on 020 3948 6809 between 6.30pm and 8pm during the weekdays and 8am – 8pm at the weekends. 











