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Everyone who uses NHS services in Scotland has rights about how they access and receive their care. These rights ensure people are treated safely, fairly and effectively, and with consideration, dignity and respect. 
It’s important that you know your rights and understand what you can expect from us whenever you use NHS services. But it’s also important to recognise that you have responsibilities – things that everyone is expected to do to help the NHS work effectively in Scotland and to help make sure it uses its resources responsibly.

THE PRACTICE CHARTER

Our Commitment to You

1. To treat all patients with dignity and respect and equally regardless of race, gender, sexual orientation, age, disability, social class, appearance, medical condition or religious belief.

2. To provide up to date medical care, within a framework which values the individual doctor/nurse/patient relationship.

3. To provide safe and effective treatment that is provided at the right time, in the right place, by the most appropriate person.

4. To provide routine appointments with a doctor/nurse within the usual opening times of the Practice. You may have to wait up to 7 working days for a GP to contact you for a non urgent ailment.  You may have to wait up to 14 working days for a GP of your choice to contact you – longer if they are on leave.

5. To provide an emergency appointment on the same day, if prioritised as an emergency by our doctor,

6. To advise patients of the emergency out of hours service number - 111 (Gmeds) enabling you to contact them for advice after 6pm and before 8am Monday to Friday, and all day Saturday and Sunday.

7. To involve you in your care, respect your confidentiality and, when necessary, refer you for specialist treatment or investigation.

8. To visit you at home if you are too ill to travel to the surgery.

9. To keep confidential records to which, subject to the limitations of the law, only you and those involved in your care have access.

10. To listen and respond openly to your suggestions, comments and complaints.

11. To undertake relevant appropriate training to remain confident and competent family doctors and nurses and an efficient administration support team.

Your Commitment to Us

1. To treat our staff with dignity and respect. We will not tolerate any behaviour from patients which causes upset or distress to any member of the Practice team.

2. To treat all staff equally regardless of race, gender, sexual orientation, age, disability, social class, appearance, medical condition or religious belief.

3. To value the doctor/nurse/patient relationship as we do.   For continuity of care it is better for you to continue to see one doctor for an episode of illness. However, if this is not possible, all doctors and nurses in this practice have access to your medical records and are here to provide a caring service to all patient whether they have been seeing them for a particular episode of care or not.

4. To always try to appropriately assess the correct degree of urgency when requesting an appointment.   If in doubt, discuss it with the receptionist.    

5. To provide our staff with as much information as possible when requesting an appointment as this information is vital for our doctors. Remember that our practice staff are here to provide a professional, quality service to both the patients and doctors and all staff carry the same responsibility for confidentiality.  Your information can assist the receptionist to ensure you are contacted by the most appropriate health professional at the earliest opportunity relevant to your need. The appropriate health professional might not be a doctor but a nurse, pharmacist, physiotherapist, dentist, optician etc. 

6. To prepare for appointments  Think about how you are feeling and what you want to tell us. Try to convey this as clearly and succinctly as you can.  It may help you to write it down while you await your call back. Please only one main aliment at a time.  It is impossible for us to properly deal with a ‘shopping list’ of ailments during one appointment.

7. To tell the doctor or nurse if you do not understand what they are explaining to you.

8. To let us know if you cannot keep an appointment.   If you are asked into the Practice for a face to face appointment, always inform us as soon as possible – if you are unable to attend.  Someone else can then be seen in your place.

9. To look after yourself – Your health is your most valuable asset. Look after it by leading a healthy lifestyle. If you are not sure what this is, please ask us.   We have information we can send out about healthy lifestyle, which cater for all age groups.

10. To only ask for a home visit if the patient is too ill to travel.     If in doubt, discuss it with the receptionist.

11. To let us know if you change your name, address or telephone number so we can update your medical records and ensure the doctors can make contact with you when required.
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