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Questionnaires

A belated thank you to those of you who filled
in and returned a questionnaire earlier this
year. Overall we are pleased to report that
satisfaction levels with the practice were high,
particularly with the reception staff and doctor
availability. One point that did come up was
that many people were unaware that they could
telephone the doctor for advice. As a result of
this, we have now designated specific times
when this service is available; this will be
discussed further below.

There were also a number of people looking
for evening or weekend surgeries.
Unfortunately, due to staff constraints, this is
not possible. There is a surgery on a Monday
and Thursday that runs until 5.30pm - if you
are unable to make the 5.30pm appointment,
but can arrive before 6pm, then on a Thursday
if you let the staff know we can accommodate
you.

In addition, the Well Woman Clinic has now
also been moved to 4.30-5.30pm on a
Wednesday.

In addition, there were some people who were
unaware they could always receive an urgent
appointment the same day. There are always
some slots left free for emergencies, but when
the normal surgery is full, you may be asked
the reason for your appointment in order that
these extra slots are only used when absolutely
necessary.

Also on the subject of questionnaires, because
of the new GP contract this will be an annual
event! This year we will be sending out postal
surveys to a random selection of adults with
SAEs. If you receive one, please complete and
return it, as without your feedback we don’t
know whether we are doing things well or not!

New Telephone Surgery

From Monday 3rd July, there will be specific
telephone surgeries when you can phone to
speak to the doctor. These will be daily except
Tuesday from 11-11.30am and 3.30-4pm.
During these times, you can phone to discuss
any issues with the doctor, or speak to them if
you are unsure whether you need a face to face
appointment or not.

If you have had investigations done, and the
result is abnormal, the doctor may also contact
you during these times. If you telephone with a
query outside these times, you will be asked
for a contact number and given a time when
you will be called back. This should prevent
any missed return calls, as well as enabling a
better advice service.

Video Surgeries

Dr Usher is going to videotape some surgeries
over the next few weeks. This is for her to
further her education, with the aim of
achieving the higher qualification of MRCGP.
All such videos made are subject to strict
confidentiality, and will only be viewed by
trained doctors as part of the assessment
process.
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If you make an appointment for one of these
sessions, you will be told beforehand that you
will be videoed. If you do not wish to be
videoed, please let us know. This will not
affect your care in any way. However, if you
are willing, thank you for your assistance.



Out Of Hours/NHS24

This is just a reminder that Dr Usher no longer
covers out of hours, that is the time period
outside Monday — Friday 8am — 6pm. During
the remaining period, NHS Highland has
responsibility for managing your care for
emergencies that are unable to wait until Dr
Usher is on duty.

If you need a doctor out-of-hours, you can still
phone the surgery number. Your call will,
however, be put directly through to NHS24,
who handle all calls for NHS Highland.
Alternatively, you can phone NHS24 direct on
08454 24 24 24,

They will ask you for some basic information,
then pass your call to a nurse adviser. If at the
initial stage, it is clear you need an emergency
ambulance, then this will be arranged for you.
Alternatively, you can telephone 999 direct.

The nurse adviser will discuss your symptoms
with you, and may offer advice, ask you to
attend the out of hours centre in Wick, or if
necessary, arrange for a doctor to visit. These
doctors are all trained GPs, but may work
purely in the out of hours period. If you do not
have transport, this may be arranged for you.

Please note also that roughly once a month, all
practices in Highland close for Protected
Learning. Again, your call will go to NHS24.

If you have any complaints about this service,
then please address them either to NHS
Highland or to NHS24. You may still mention
them to the practice, but we can take no further
action unless you authorise us to take it up
with these services on your behalf.

Midwifery Cover

All out of hours calls for antenatal problems or
possible labour will be triaged via the
Henderson Wing (telephone 01955 880330) at
Caithness General. This is to save time for you
if you should need admission. In an
emergency, therefore, contact the hospital
direct, and ask to be put through to the
Henderson Wing.

Angela Echavarren is now the main midwife
for this area, although she is based in Wick.
The antenatal clinic runs from 3.30 — 4.30pm
on a Wednesday afternoon. When Angela is on
holiday, you may see one of the other
midwives from Wick, but your care will be
continuous.

There are now two permanent consultants
appointed in Wick, so the hospital maternity
service is going to continue.

Staff News

Belated congratulations go to Fiona MacPhee,
relief District Nurse, on the birth of her
daughter Eilidh on April 3rd.

As many of you may be aware, Marion Pink is
leaving us in the near future once her house is
sold. We will shortly be advertising for a
replacement — if interested, contact reception.

Page 2

In the meantime please make appointments
with the nurse as usual on a Thursday
afternoon between 2-4pm. If you are offered a
routine review, you can attend either the nurse
or the doctor.



House Visits

Can we remind you that calls for house visits If calls are made after this time and are not
should be made before 10.30am except in a deemed urgent, they may be left until the
dire emergency. following day at the doctor’s discretion.

Repeat prescriptions

Repeat prescriptions should be collected and All patients on regular medication will be
ordered after 11am if possible. Please also called for review at least annually. Please
allow at least 24 hours notice prior to attend these appointments when offered.
collection.

Homoeopathy Treatment
As many of you may be aware, Andrew Usher If you are interested in homoeopathic
previously offered private treatment to local treatment, nutritional advice, or hypnotherapy,
patients, but has not had the time to do this then please contact Andrew Usher via the
recently. However, he now intends to restart surgery in the first instance for more
sessions. information.

Remember, outside surgery hours your call to the surgery (731205) will
be diverted to NHS24.,

Other useful numbers include:-
NHS24 (0845) 4 24 24 24
Caithness General Hospital (01955) 605050

District Nurses (9am — 5pm) (01593) 731218

Midwife (9am — 5pm) (01955) 880289
Chiropodist (01955) 604758 (for appointments)
Health Visitor (01955) 611479
Home Help Department (01955) 602413
Social Work Department (01955) 605040
CPNs (01955) 605128
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