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General Practice Patient Charter

Our Commitment to You

Personalised and Professional Care
We are committed to providing personal, friendly, professional, and confidential care to all
our patients.

Equality and Respect

Every patient will be treated equally, with dignity and respect, without discrimination
based on gender, gender identity, race, disability, sexual orientation, religion, or age.

Health Promotion

We support you in leading a healthier lifestyle by offering information and support that
enables informed health choices.

Transparent Communication

We aim to keep you fully informed about our services, your rights, and any information that
directly affects your care and treatment.

Patient Involvement
We will listen to you and involve you in decisions regarding your care and treatment
options.

Accessible Services

We aim to provide fair and timely access to our services based on clinical need. While we
strive to offer appointments as soon as possible, there may be times when we are at full
capacity. In such cases, we will ensure you are appropriately signposted to alternative care
options in line with our GP contract obligations—such as NHS 111, local pharmacies, or
urgent care services.

We are committed to making our services accessible to all patients, including those with
disabilities. Our facilities include:
- Step-free access to the building
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- Accessible toilets
- Hearing loops for patients with hearing difficulties
- The option to request interpreters or alternative communication formats

If you have specific accessibility needs, please let us know so we can support you
appropriately.

We are compliant with the Equality Act 2010 and strive to ensure that no patient is
disadvantaged in accessing our care.

Continuous Improvement

Our staff regularly undertake professional development and training to stay up to date with
the latest medical and clinical practices.

Efficient Operations

We monitor and improve our systems continuously to deliver the best care we can within
our available resources.

Feedback and Complaints

We welcome and encourage all feedback—positive or constructive. We have a confidential
complaints procedure and make full use of our Patient Participation Group (PPG) to ensure
patient voices help shape the services we offer.

How You Can Help Us Deliver Better Care

Manage Appointments Responsibly

Please attend your scheduled appointments or notify us in advance if you cannot, so we can
offer the slot to someone else.

Check In Efficiently

On arrival, please use our self-check-in screen at the main entrance or report to reception.

Follow Up on Test Results

Please contact us approximately one week after your test. We will contact you immediately
if any serious abnormalities are found.

Hastings Old Town Surgery Churchwood Medical Practice Warrior Square Surgery
The lce House Tilebarn road Marlborough House
Rock'A'Nore road Hastings 19-21 Warrior Square
Hastings TN38 9PA Hastings
TN34 3DW 01424 853888 TN37 6BG

01424 452800 —_— 01424 434151



" Hastings Be Committed
& Rother Be Caring
Healthcare Be Excellent

Monitor Your Referrals
If you haven't heard back within the advised timescale following a referral, please follow up
with us.

Understand Delays

Occasionally delays may occur due to emergencies or patients needing extra time. We
appreciate your patience and will keep you informed where possible.

Using Our Services Wisely

Respect Our Prioritisation Process

We must allocate care based on clinical urgency. Please understand that immediate
appointments are not always available for routine or non-urgent matters.

See the Right Clinician

Our team includes a range of professionals. You may not always need to see a GP. We will
help direct you to the most appropriate team member for your needs.

Use Alternative Support Services

Where suitable, please consider using local pharmacies, NHS 111, the NHS App, or Patient
Online for advice and support.

Request Prescriptions Considerately

Allow adequate time for repeat prescriptions to be processed and do not ask staff to
approve unauthorised or last-minute medication requests.

Keep Your Details Updated
Inform us of any changes to your name, address, or contact numbers so we can stay in touch
with you as needed.

Patient Conduct and Behaviour

We are committed to providing a safe and respectful environment for all patients and staff.
In return, we expect all patients to treat our team—and other service users—with courtesy,
patience, and consideration.
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We ask that patients:

- Communicate with us in a respectful manner

- Use our services reasonably and responsibly

- Work with us to maintain a safe, inclusive, and supportive care environment

We have a zero-tolerance approach to abuse, discrimination, or any behaviour that
threatens the wellbeing of our staff or the smooth operation of the practice.

To ensure safe and fair access for all patients, the Practice reserves the right to withdraw or
restrict access to Rapid Health where the service is misused or where it is not clinically
appropriate for an individual patient. Alternative methods of contacting the Practice will
remain available.

Persistent or serious breaches of this conduct, including repeated unreasonable demands or
disruptive behaviour, may result in formal warnings or removal from the practice list in line
with our Patient Removal and Managing Unacceptable Patient Behaviour Policy and Good
Behaviour Agreement.

Supporting the NHS Constitution

This Charter reflects the principles of the NHS Constitution, which sets out:
- The rights and pledges you can expect from the NHS

- The responsibilities of patients and the public

- Core NHS values such as respect, dignity, and compassion

We encourage all patients to familiarise themselves with the NHS Constitution at:
https://www.gov.uk/government/publications/the-nhs-constitution-for-england

Inclusive and Accessible Services

We understand that not all patients have access to or are comfortable with digital tools. In
addition to online services, we continue to offer traditional methods of contact including
phone and in-person support to ensure no patient is left behind.
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