
 
 
Our responsibilities 
 

 Members of staff will treat you as an individual and act with courtesy and respect at all times.  
 We will protect your confidentiality. 
 Staff members will wear a name badge in order to identify themselves to you. 
 If you need to see someone urgently, please make this clear to the receptionist and they will try their 

best to accommodate you.  We will always see your child the same day if you feel they might be quite 
ill, in pain or if you are worried about a serious illness. 

 We will visit you at home if you are too ill or infirm to be brought to the surgery. 
 The doctors and nurses will aim to see you within thirty minutes of your appointment time.  If there is 

a delay, you will be given an explanation by a member of staff. 
 We will try to answer the telephone within six rings; however, a delay may occur between the hours of 

8am until 10.30am when the telephones tend to be very busy. 
 Repeat prescriptions will normally be available within 48 hours of request. 
 We have the right to remove patients from our list if they repeatedly and persistently ignore their 

responsibilities to us and other patients or who are rude and aggressive. 
 We endeavour to ensure that all users of our service are protected from abuse.  If you suspect abuse, 

please speak to a doctor or any member of staff. 
 
Your Responsibilities 
 

 Please treat the doctors, nurses and all of the practice staff with courtesy and respect.  We do not 
tolerate abusive behaviour under any circumstances. 

 Please attend appointments on time.  If you cannot attend, please let the reception know so that the 
appointment can be given to another patient. 

 An appointment is for one person only; if another member of the family needs to be seen or discussed, 
another appointment must be made. 

 If a home visit is needed, please phone between 8am and 10am.  Try to come to the surgery whenever 
possible.  Usually we can see you more quickly and the facilities for examination and treatment are far 
better. 

 Please remember that doctors may not always be available due to covering three surgeries (Lichfield, 
Burntwood and Chasetown).  However, you can go to any of these surgeries for appointments if you 
wish. 

 If you change your name, address or telephone number then please let us know. 
 Try to order your medicines well in advance.  Please note our receptionists have been instructed not to 

take requests for prescriptions over the telephone. 
 Please let us know what you think about the service you receive.  This will help us improve our service 

to you and others. 
 If you have any complaints or comments, please bring these to the attention of either Julie Rushton or 

our Business Manager Katrina Dipple so that they can be dealt with quickly and efficiently. 
 
 
……………………………………………………………………………   …………………………………… 
Signed         Date 
 
…………………………………………………………………………… 
Please print your name 
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