Welcome to Stokes Medical Group — You and your

General Practice

At Stokes Medical Group, we are committed to providing the highest quality care for our patients. This
Patient Charter outlines the services you can expect from us, and how we will work together to meet
your healthcare needs.

When and how can you contact your general practice?
Your general practice is open from 8.00am to 6.30pm, Monday to Friday.

Anima is open from 7am, this is the best way to contact us for medical or
administrative help.

Phone lines are open 8:00-18:30 — Phone numbers to each general practice is below.
Our doors are open 8:00-18:30 — please note you should not come to front desk to
arrange an appointment, please use Anima or call us as above.

NHS app 24/7 — You can request repeat prescriptions and view your medical records.

Our Services

GP Appointments - Please use Anima on our website to contact us about a new or on-
going health problem. Please provide as much information as possible. If you have
more than one condition, please use separate Anima forms.

Advice and Guidance - With Anima, you can also message our teams directly. E.g. Our
Prescribing Team; Pharmacists; Long Term Condition Nurses; Administration/
Secretaries etc.

Routine Appointments - You can use Anima to request a routine appointment with
our GPs, Nurses, and Healthcare Assistants or associated clinicians.

Repeat Prescriptions - Please use the NHS app to request repeat prescriptions. We
are unable to take requests over the phone. Please allow 72 hours for the request to
be processed.

Health Checks and Screenings - We offer a range of health checks including blood
pressure monitoring, cancer screenings, and vaccinations. Please contact us via anima
if you feel that you need or are due any of these and please do respond to all NHS
screening invitations.

Triage - When you make a request, we may ask for additional information to assess
the urgency of your situation. Our staff will prioritise urgent cases appropriately.


https://patients.animahealth.com/blue/signIn?name=U3Rva2VzIE1lZGljYWwgR3JvdXA%3D&redirectTo=%2Fblue%2F%3Fname%3DU3Rva2VzIE1lZGljYWwgR3JvdXA%3D

o Care Navigation - To ensure you receive a prompt and appropriate service, and where
itis deemed that a GP appointment would not best meet your needs, the practice may
direct you to one of our specialist colleagues, a local service or NHS guidance.

Communicating with you. After requesting an appointment, please remember to check your
phone/email/NHS app. Text messages will be sent to the NHS app and then sent as a message
if not read. Longer messages may be sent by email to your registered email address. If you
are expecting a telephone call, please have your phone to hand. Most calls should be
identifiable, but some GP calls may have the number withheld so please do answer if
expecting a call.

Appointment Booking

¢ Anima. Please use Anima to request an appointment. If you cannot get online, please
telephone and the team will raise an Anima request for you. Please note that ALL GP
appointments are assessed using Anima and so receptionists will not be able to offer
a GP appointment immediately.

o Clinical requests are limited to a maximum of 500 per day. When our clinical
capacity is reached, we will redirect any additional requests to NHS 111 or the
out of hours service.

o Non-urgent and administrative requests. The system is open from 7:00am —
until we reach capacity. Mon to Fri.

o Request limits. Please note that patients can have up to 2 medical requests
and 1 administrative request open at a time.

e Online Booking: You can book a selection of appointments online via the NHS App.
Please only book an appointment following an invitation to do so and ensure that the
appointment that you select is appropriate. Where required, we will also send direct
booking links via text message.

e Phone and In-Person: You can call us or visit the practice during our opening hours
(from 0800 — 1830).

e Appointment Types:

o In-person consultations with a GP, Nurse or other Allied Health Professional.

o Telephone consultations for routine matters.

o Video consultations where appropriate.

Appointment Response Times
e Routine Appointments: We will aim to confirm the details of any non-urgent
appointment requests within 24 hours.
¢ Urgent Requests: If your issue is urgent, we will aim to see you the same day, subject
to availability.

Opening Hours
e Core Hours: Our practice is open from 8:00 am to 6:30 pm Monday to Friday.
¢ Extended hours. There will also be appointments available from 0730 — 0800 and from
1830 — 2000 spread throughout the week.



e Out-of-Hours Care: For medical emergencies outside of these core hours, please call
NHS 111 or visit your nearest urgent care centre. If it’s a serious or life-threatening
emergency, go straight to A&E (Accident and Emergency) or call 999.

Your Rights as a Patient
e You have the right to see a GP of your choice, subject to availability and where assessed
as medically appropriate.
e We treat all patients with respect, dignity, and confidentiality.
o If you are dissatisfied with our service, please follow our complaints procedure
(available on our website).

Your Responsibilities as a Patient
e Treat our staff with respect and dignity. We will enforce our zero-tolerance policy and
remove any violent or abusive patients from our patient list.
e Attend planned appointments. Frequent missed appointments can lead to patients
being asked to register at an alternative practice.
e Provide full and accurate information.

Out of Area Patients

Due to new building in the area and population growth, we are unable to accept patients
who live outside of our practice boundary. We will ask you to register with a local practice if
you move out of our area.

How to Contact Us
e Online via Anima at www.stokesmedicalgroup.nhs.uk/
e Email bnssg.SMG-Admin@nhs.net (This is NOT for appointment requests)

Stoke Gifford Medical Centre Conygre Road Medical Centre Bradley Stoke
Surgery

Ratcliffe Drive Conygre Road Brook Way
Stoke Gifford Filton Bradley Stoke
Bristol Bristol Bristol

BS34 8UE BS34 7DA BS32 9DS

t: 0117 9799430 t: 01454 616262 t: 0117 9799430

We value your feedback and aim to continually improve our services. Please contact us if you have
any suggestions or concerns.

For more information, please visit www.stokesmedicalgroup.nhs.uk/ or see our patient guide



http://www.stokesmedicalgroup.nhs.uk/
mailto:bnssg.SMG-Admin@nhs.net
tel:01179799430
tel:01179799430
http://www.stokesmedicalgroup.nhs.uk/

