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Mary-Rose Pritchard and Janette Qualtrough
Nurse Practitioner/Advanced Nurse Practitioner Partners
Snaefell Surgery LLC, Cushag Road, Anagh Coar
Douglas, Isle of Man, IM2 2BZ
Tel:  01624 686960  Fax:  01624 686975

Our Practice leaflet is now available on our web page.  For those not on the web, you can access the internet at the local library.  www.snaefell-iom.com
The Surgery is open from 08.00 -18.00hrs Monday to Friday, with our ‘phone lines opening at 08.30am. Consultations with the Clinicians are by appointment only, and can be made by ‘phoning the above number or by booking via Patient Access.
District Nurse:  656032/3 (Onchan Team) or 612332 (Douglas Team)    Health Visitors:  686962 (child)
Repeat prescriptions can be ordered in the following ways:
1. Attending the Surgery
2. Collection Service – ask your local pharmacy
3. By post (If you send an SAE we will return the prescription to you).
4. By fax – 686975
5. By email – medicine.snaefell@gov.im
6. Patient Online Access – see Reception for further details

**REPEAT PRESCRIPTIONS CANNOT BE ORDERED OVER THE ‘PHONE**
You should allow 48hrs for the prescription to be ready for collection and longer if you wish it to be forwarded to a Chemist.
Email:  	admin.snaefell@gov.im – General Enquiries  
medicine.snaefell@gov.im – Repeat Prescriptions ONLY

If lines are busy and you need to CANCEL an appointment, please email admin.snaefell@gov.im, cancel using Patient Access App or NHS App
Snaefell Surgery LLC is based at Cushag Road, Anagh Coar, Douglas, IM2 2BZ and is situated above Clear Pharmacy.  There is a public car park nearby.  The Surgery has two Advanced Nurse Practitioner Partners, one salaried GP, two regular locum GPs, two Practice Nurses and a Healthcare Assistant.  Complementing the clinical team, we have a Practice Manager and a Business Manager plus a Coding Clerk and four Receptionists.  We also have a Health Visitor and a District Nursing team (both offsite).
Surgery Opening Times
8am-6pm Monday-Friday - Closed Saturday and Sunday. Telephone lines open from 08.30am-6pm – Tel:  686960
Contact Numbers
Surgery:  			01624 686960	Fax:  			01624 686975
Business Manager:	01624 686961	Health Visitor: 		01624 686962
Practice Manager:		01624 686710	MEDS			01624 650355
District Nurse:		01624 656032/3	Patient Info Bureau	01624 650103		
Noble’s Hospital:		01624 650000	Crisis Response Team	01624 642860

Parking and Disabled Access
There is ramped access to the Surgery for wheelchair and pushchair users, or for those patients who find stairs challenging.  We also have a wheelchair for patient use should this be required.  Patients are reminded that this is used at their own risk and that the Surgery holds no responsibility for any injury or accident caused during its use.
GP and Advanced Nurse Practitioner Appointments - Improving Access & Our Triage System
Over the past 12 months, we have implemented a triage system within the practice. This was introduced with the aim to improve patient access and reduce waiting times for appointments.
The triage system is designed to ensure patients are managed safely at the right time, in the right place, by the right clinician or service. Importantly, the triage system has not replaced face-to-face appointments, which we recognise are often essential and remain our preferred method of consultation.  However, the system provides flexibility and choice where appropriate. We have analysed activity data and reviewed valuable patient feedback from over the past 12 months, and our data has demonstrated the following:
· A 52.7% increase in appointment access
· 95% of patients were seen within 2 weeks, with only 0.4% waiting longer than 4 weeks - our latest figures show improving access over the past year
· A 20% improvement in patient satisfaction
· 17% reduction in MEDS attendances

While the data suggests the system appears to be effective, we recognise that there will be areas where we can improve. We remain committed to ongoing review and refinement of our processes to ensure we continue to meet the needs of our patients. We would like to thank all patients and colleagues who have engaged with this process so far.
 
How our triage system works

Our triage system is available all day, not just first thing in the morning. To keep patients safe, we work within a safe limit of clinical contacts each day. If that limit is reached, anyone contacting us later in the day is automatically added to the next working day and will be given clear advice on what to do if their condition worsens.
This helps to:
• Remove the early morning rush for appointments
• Provides reassurance that patients will be responded to without the need for them to make repeated phone calls
When you contact us, we may respond in a number of different ways, including:
• Secure online questionnaires
• Secure text messaging
• Telephone consultations
• Face-to-face appointments

The type of response offered is guided by patient preference wherever possible, while always making sure care is safe, appropriate, and clinically indicated. If you have any queries or would like further information about our triage system, please contact us via our website. If you wish to provide feedback, this can be done by accessing our website or by completing the Friends and Family Survey (QR code can be found on the last page of this leaflet)

Please note, we operate a one person per appointment policy:  should you require more than one member of the family to be seen please indicate this when you call.  Urgent cases are given priority and will be seen the same day.  All persons under 16 years of age must be accompanied by a responsible adult.  Routine appointments are 15 mins long:  if you have more than one problem, please do not be offended if the clinician asks you to make a further appointment, or if you feel you may need longer than 15 minutes, please advise the Reception team that you need a longer appointment.
If you cannot keep your appointment, please let us know as soon as possible so that it can be allocated to someone else.  Attending late for an appointment may result in you being asked to make another appointment or having to wait until the end of the clinic to be seen:  to maximise clinical time, all patients are advised to attend for their appointment in good time.
Practice Nurses/HCA Appointments
Our Practice Nurses and Health Care Assistant run clinics by appointment only.  As with all our clinicians, you may be asked by the Receptionist why you wish to see the Nurse – this is to assist us in the appointment time planning to ensure we have adequate time set aside for you as some procedures and medicals take longer than the standard 15 minute slot.  Please assist us by giving us as much information as you can regarding your requirements.  The Nurses sees patients for chronic disease management including prescriptions, dressings, immunisations, dietary advice/weight checks, health check and BP management. The Nurses use valuable individual health information from our computer database to offer the very best of care to our patients.  One ANP and both Practice Nurses offer cervical screening tests appointments.
Your Team
Mary-Rose Pritchard and Janette Qualtrough	Advanced Nurse Practitioner Partners
Dr Chris Waldrum				Salaried GP
Emily Lord and Jo Parsons				Practice Nurses
Lyndsey Thomson 				HCA/Phlebotomist

Part Time Clinicians:
Dr Jenny Duggan and Dr Bankole Idowu are permanent locum GPs who work on Wednesday and Friday mornings respectively.

Adam Culyer 		Advanced Paramedic Practitioner
Mr Hassan Ridha 		Orthopaedic Surgeon – available by appointment on Thursdays every 5 weeks.
Martin Martinez 	 First Contact Mental Health Practitioner available by appointment only on Fridays
Pamela Purcell 		Pharmacist 
Jeanette Hogg 	Admiral Nurse Dementia available by appointment monthly for carers of those with dementia.
Practice Manager, Receptionists and Administrative Staff
Robin Hynes	Business Manager		Linzi Carvin		Patient Care Co-ordinator
Carole Johnson 	Practice Manager		Tammi Briars		Patient Care Co-ordinator
Yvonne Sayle	Patient Care Co-ordinator	Michelle MacMillan       	Patient Care Co-ordinator
Vivienne Corlett	Patient Care Co-ordinator

They are your first point of contact with our Practice, and they will try and meet all your requirements efficiently and courteously.  They have a busy and difficult job so we would appreciate your co-operation in providing them with the information they request.  We will not tolerate any abusive, aggressive or threatening behaviour to any of our staff, and this will result in the patient being removed from the Surgery list with immediate effect.
Should you have a complaint or concern about the service you have received from the Clinicians or any of the staff working in the Practice, please let us know.  We operate a practice complaints procedure as part of an NHS wide system for dealing with complaints.  Our system meets the national criteria.
The Patients’ Charter, Access to Medical Records and GPDR
Information regarding these topics is available at Reception; please ask if you require any assistance.
EMIS Web Patient Access
We are now able to offer Patient Online Access within our computer system EMIS Web. This allows patients to book and cancel appointments (book up to two appointments online within a given period), request prescriptions for repeat medication, view test results, and medical record items such as consultations, problems and immunisations. using a User ID and password.  To register for this service, please contact Reception in person, with a form of photographic ID, and a login will be issued to you.  Please note, this service is only available at this Practice to regular patients 16 years and over. 
Patient Participation Group 
Snaefell Surgery values the opinions and suggestions of our patients, and the Patient Participation Group (PPG) is an ideal way to disseminate information and suggestions for the good of the Practice and patients alike.  Members of the PPG are asked to comment on the annual Patient Satisfaction Survey results and are also invited to attend/contribute to Health and Care Transformation events run by the Department. Following suggestions from the PPG, the Surgery has made changes to the waiting area furnishings and decoration. PPG correspondence is via email/post so there is no requirement to attend physical meetings.   Any patients who are interested in joining this Group, please contact Carole Johnson, Practice Manager, on 686960, for more information.
PPE Requirements
Please be aware that during Pandemic/Endemic situations, patients may be required to wear a face covering such as a fluid resistant mask, but not a neck tube or snood. This requirement ended on 13.06.22, however patients with acute respiratory infections may wish to wear a mask when attending the Surgery.  If in doubt, please speak with Reception.
Carers’ Register
Are you a carer or are cared for? If so, please ask Reception for a Carer’s Identification Form. This will allow us to add your care status to your medical record and if necessary, signpost you to various care support groups/agencies etc as required.


District Nurses 
The Practice has a team of District Nurses who are contactable by telephoning 656032/3 (Onchan Team) or 612332 (Central Team).  Please ask at Reception which team you will need to contact as this is address specific.  If they are not available, you may leave a message on their answerphone and they will return your call as soon as possible,  
Health Visitors
The Practice has an attached Health Visitor (offsite).   She can be contacted on 686962.  Our Health Visitor specialises in family health, childcare and health promotion.  
Home Visits
If you can attend the Surgery, please do so.  If a problem is urgent, we will endeavour to fit you in as soon as possible.  Home visits are intended for those who are too ill to come to the Surgery, not for those for whom it is inconvenient.  Lack of transport is not a reason to request a home visit.  Please telephone as early in the day as possible as visits are done after the morning surgery.
Out of Hours Emergencies – MEDS (Manx Emergency Doctor Service)
For emergencies outside normal surgery hours, please telephone the usual surgery number 686960 and your call will be redirected to the duty doctor at MEDS; alternatively, you can telephone MEDS on 650355.  This service is for patients who need to see a doctor urgently and cannot wait until the Surgery opens at 08.30am; it is not for patients who cannot attend the Surgery during the normal working day.
Patient Registration
Patients who wish to register with us can do so providing they do not have an existing GP within the Douglas or Onchan area:  if, however you have a member of your immediate family who is already registered with us, or you have moved into the surrounding area and would find travelling to another GP Surgery difficult through disability or illness, we would be prepared to allow you to register with us.
Our Surgery area is represented by a semi-circle of 4–5-mile radius from Douglas town centre.  To the North, it extends as far as West Crosby and to the South, Santon. The boundaries can be found via the QR Code at the bottom of this page. 
Please ask Reception for more details regarding the registration process and registration medical appointment with the Practice Nurse.
Temporary Residents (Visitors to the Island)
It has been agreed that any resident of the United Kingdom will be able to receive treatment by a GP on the Isle of Man on the NHS as a Temporary Resident providing we have an available appointment, or if none available, patients will be advised that they can be seen by any GP on the Island.  This care should only be for immediate and necessary treatment.  Any person not having a permanent Isle of Man or UK address will incur a fee.  Please see poster at Reception regarding this, or our website for further details.
Subject Access Requests
Should you require a copy of your medical records, this can be requested using a Subject Access Request from which is available from Reception.  The first copy is free but there is a charge for any subsequent copies of your medical records. Please note this can take up to 20 working days. On collection, you will be required to bring a form of photo ID with you in order that we can confirm your identity.
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