Patient Charter – Sutton Manor Surgery
Our Commitment to You
At Sutton Manor Surgery, we are committed to providing safe, high-quality, and patient-centred care. We aim to treat all patients with dignity, respect, and courtesy, and to work in partnership with you to meet your healthcare needs.
Our Premises
Our surgery premises are warm, welcoming, well maintained, and accessible. We aim to meet the needs of all our patients, including those with disabilities or mobility difficulties.
Reception Services
Our reception team will acknowledge you promptly, treat you courteously and respectfully, and handle your enquiries efficiently and confidentially. Reception staff may sometimes ask for brief information to ensure you are directed to the most appropriate service.
Appointments
We offer a range of non-urgent appointments up to four weeks in advance, early morning appointments from 8.00am for working patients, and we will inform you if clinics are running more than 30 minutes late.
How You Can Help
Please arrive on time and check in at reception or use the self check-in system. Let us know as soon as possible if you cannot attend. Arrivals more than 10 minutes late may need to be rebooked. Each appointment is for one patient only.
Home Visits, Urgent Appointments and Triage
Home visits are available for housebound patients and should be requested before 10.30am where possible. Urgent requests are triaged by a doctor and you may receive advice by telephone.
Telephone Access
We aim to answer calls promptly and courteously and keep waiting times to a minimum.
Test Results
You will be told how to obtain your test results when they are requested. Please phone for results between 13.30 and 18.00 when lines are less busy.
Medical Records and Confidentiality
We keep accurate and confidential medical records in line with NHS and Data Protection legislation. You have the right to request access to your records. Please keep your contact details up to date.
Repeat Prescriptions
Repeat prescriptions are available 48 hours after request. Online ordering is available. Please allow sufficient time and nominate a pharmacy if required.
Comments, Suggestions and Complaints
We welcome feedback. Please contact the Practice Manager if you wish to make a comment or complaint.
Zero Tolerance Policy
Abusive, threatening, violent, or discriminatory behaviour towards staff or other patients will not be tolerated and may result in removal from the practice list.
