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You spoke... we listened 

Thank you to everyone who took the time to respond to our 

recent Patient Survey; we have gained some really valuable 

insights, as to how our service operates, and as such we 

are going to make some small changes to how we deliver 

our services to you; this will make more effective use of our 

time and resources, so we can delivery better care to you. 

Telephones 

 

You told us that at times you find it hard to get through on 

the telephone.  We would receive hundreds of telephone 

calls every week, and in order to make sure you can get 

through when it really matters, we are going to make the 

following changes, and clarify existing arrangements. 

 

We will only give out blood test results after 11am.  
 

Why is this?  The early hours of the day are the busiest part 

of the day.  It is also the time when we would receive some 

very important phonecalls; for example, we may need to 

organise a house call; someone may be very unwell; this is 

why we must shift the less urgent phonecalls to later in the 

day.  It is also when we deal with a significant number of 

patients who present to the Open Surgeries.  Deferring 

these less urgent phonecalls to later in the day, when the 

receptionists have more time to speak with you, will result in 

a better service for all. 



Please do not phone us to check if your 
routine prescription is ready. 

Why is this?  We would receive a very 

significant number of these requests every 

day; this ties up our telephone lines and then 

others cannot get through.  Also, the time 

spent searching for the prescription 

prevents our receptionists from undertaking 

other more urgent tasks. 

 

Please be assured we will continue to process 

prescriptions for you promptly, in most cases 

no longer than 24 hours.  Please order your 

medicines in good time, and please allow 

extra time for your pharmacy to process your 

prescription. 

 

Receptionists will no longer be able to 
check if the prescription is ready for you in 

non-urgent instances. 
 

Have you tried ordering prescriptions online? 

Why might this be useful to me?  This is a very useful 

facility which can allow you to order your repeat 

prescription from your computer or smartphone.  We are 

aware some of our existing users have had some 

technical issues that the software developer is trying to 

resolve - but if you've never tried it before - please give it a 

go.  You can order 24 hours a day, and this also frees up 

telephone resources.



Safe ordering of prescriptions 

The Surgery aims to follow good practice with regards safe 

prescribing.  To this end, the Surgery would prefer prescription 

requests be submitted in one of the following ways. 

 

* Using our Online Services.  Why?  This is quick and safer 

as the details are taken straight from your repeat prescription 

record, reducing the risk of an error. 

 

* Submitting a written request.  Please use the order form 

attached to the right hand side of your prescription where 

possible; if not, please ensure written requests are clearly 

legible, and include your name, address and date of birth. 

 

* Your pharmacy may be able to help facilitate you with 
managing your prescription. 

 

Why is the phone a less preferred option? 

* There is a risk of misinterpretation. 

* This ties up the phone lines, making it difficult to get through 

as previous discussed. 

 

If you do need to phone your prescription request in, please 

be aware we will now only accept telephone requests after 
11am.  This will keep the phones lines free for urgent queries 

at the busiest time of the day, and prescription requests are 

not considered by the Doctors until after their morning surgery 

has finished. 

 

The NHS looses millions of pounds a year by 
unneccesary prescriptions being ordered.  

Please help us by only ordering what you need. 
 



Finaghy Treatment Room 

Many of you will have used our Treatment Room in 

Finaghy; which is delivered on our behalf by Belfast 

Trust; this is a resource we share with our colleagues 

in Finaghy Health Centre, the Irwin Practice. 

Based upon feedback in last years survey, the 

morning provision moved from a Walk-in model to a 

Bookable appointments model.  This years survey 

gave us insights showing that this has been a positive 

development, but at times appointments have not 

always been easily available; hence some further 

refinements will be made. 

At our Finaghy site, routine wound dressings will now 
only be carried out in the afternoons. 

Why is this?  Our treatment rooms, at both sites, carry out a 

very wide range of functions; two key areas of work include 

taking bloods; this is necessary for diagnostic purposes, 

monitoring treatment etc; and managing routine wound 

dressings; for example, leg ulcer or compression dressings. 

These dressing appointments often require longer to carry 

out; this is why they will now only be done in the afternoon - 

as this then frees up more time; and is a much more efficient 

use of our nursing resources.  If repeated dressings are 

required, it is the responsibility of the patient to plan ahead 

and book future appointments; it can be very difficult to 

accommodate longer appointments at a late stage.



Missed appointments... 
missed opportunities for us to help. 

As discussed above, and in common with all areas of 

Healthcare, time and resources are finite; we all have a 

responsibility to use these resources wisely, both as patients 

and providers of care. 

 

If you cannot attend your appointment, please let us know in 

good time so someone else can make use of the appointment 

time; if your appointment is for a routine review, for example of 

your Diabetes or Asthmas, please be sure to reschedule at a 

suitable time as soon as possible. 

 

Considering the month of April, on 15 occasions patients did 

not attend previously booked practice nurse review 

appointments for Asthma, COPD or diabetes, with others 

cancelling at very short notice.  These are very important 

appointments to protect the health of our patients, and many 

more patients could have been seen in this time.  This was 

equivalent to three full clinics with Valerie lost. 

 

Please help us to help you by making the most of our 
clinical practitioners time.



The better weather 
is finally here... 
a great time to 
get more active. 
www.getalifegetactive.com 

www.bit.ly/startactive 

http://www.bit.ly/startactive
http://www.bit.ly/startactive
http://www.bit.ly/startactive


http://www.hscboard.hscni.net/download/PUBLICATIONS/CHOOSE%20WELL/choosewell-Belfast.pdf
http://www.publichealth.hscni.net/sites/default/files/Focus%20on%20alcohol%2019_10_16_FINAL.pdf
http://www.publichealth.hscni.net/sites/default/files/Take%205%20Leaflet%20LR%2012_16.pdf
http://www.publichealth.hscni.net/sites/default/files/MenACWY_leaflet_01_17_third_A4%20(2)_0.pdf


And finally
The practice would like to welcome a number of 

new staff to the team; 

We welcome Sara Bassett, our new receptionist; 

Jackie Moore and Emma Brady, our new Healthcare

Assistants in Donegall Road; and also we wish 

Paula well in her new ventures.  Rosann Craig joins 

the team as an additional practice pharmacist; 

Rosemary Howarth is the new Sister in Finaghy 

Treatment Room, and finally Dr Sarah Ddamba 

joins us for some GP sessions. 

We trust you will make them feel welcome and 

we thank you for your ongoing 

support. 


