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Croft Road 
Crowborough 
East Sussex, TN6 1DL 
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Website www.saxonburyhousesurgery.co.uk 

When the surgery is closed call NHS 111 calls are free 

Saxonbury House Medical Group 

Quality in everything we do ..... 

Welcome to Saxonbury House Surgery. 

We aim to provide the highest standards in patient care 
for all our patients. We are able to offer a wide variety 
of appointments including same day appointments, 
prebookable appointments, pre bookable weekend 
appointments to suit your needs. 



Working together 

This is facilitated by our dedicated team which includes 
five doctors (of which four are partners) and an 
excellent Nursing team including a nurse prescriber.  

Please see our Clinics & Services page for a 
comprehensive list of what is available.  

We also benefit from having Chappells Pharmacy in our 
premises to help expedite the processing of your 
prescriptions. 

At your fingertips 

We have made every possible effort to make our 
website as user friendly as possible. You can book for 
your appointments online and even request for routine 
repeat prescriptions online. You can also view a 
summary of your medical record online using Patient 
Access (www.patientaccess.co.uk)  

The reception and administration staff work hard to 
answer all your calls as promptly as possible and deal 
with your queries as efficiently as possible. We ensure 
that we have a rolling programme of ongoing training to 
keep our staff abreast of all relevant changes that may 
affect us. 



Access 

The practice have designated disabled parking spaces at 
the front of the building. Wheelchair access to the 
building is via the main door. The disabled patients' WC 
is provided near the side entrance and access to this can 
be gained from the main entrance. 

If you need any assistance please let the reception team 
know 

We take pride in the standards we deliver and 
in serving our local community. 

On line prescriptions  

 If you wish to use Patient Access click here  

Allocated GP: All patients have an allocated GP. If you 
wish to know your allocated GP please ask at reception. 

Flu vaccinations are available free of charge to ALL 
patients. Just ask your GP or nurse during your 
consultation. Be protected! 

Our Care Quality Commission inspection report has 
been published. You can read it here  

Opening Times 

Monday  08:00 - 18:30 



  

  

  

  

  

  

  

  

  

Surgery Times 

Tuesday  08:00 - 18:30 

Wednesday  

08:00 - 18:30 

closed 12:50 - 
13:50 for staff 
training 

Thursday  08:00 - 18:30 

Friday  08:00 - 18:30 

Saturday  
08:00 - 13:00 (for 
pre-booked 
appointments only) 

  Morning  Afternoon  

Monday  08:30 - 12:00 
15:00 - 
17:30 

Tuesday  08:00 - 12:00 
15:00 - 
17:30 

Wednesday  08:00 - 12:00 
15:00 - 
17:30 

Thursday  08:00 - 12:00 
15:00 - 
17:30 



 

When We 
Are Closed 

Please do not 
ask to see a 
doctor out of 

hours unless you genuinely cannot wait until the surgery 
re-opens.If you do need to see a doctor when the 
practice is closed, telephone 111. 

The practice out-of-hours cover is provided by NHS 111 
and South East Health (formerly On Call Care). 

Please note calls to NHS 111 are free. 

Minor Injuries Unit (MIU)  

Crowborough War Memorial Hospital, South View 
Road, Crowborough TN6 1HB.  

Open 08:00 - 20:00 7 days a week.  

Telephone 01892 603 602.  

Friday  08:30 - 12:00 
14:00 - 
17:30 

Saturday  

08:30 - 13:00 
(only for 

pre-booked 
appointments) 

closed  



Call 999 in an emergency. Chest pains and / or 
shortness of breath, severe bleeding, collapse 
or unconsciousness constitute an emergency. 

All consultations are by appointment which 
can be made in person or by telephone 
01892 603131 between 08:00 and 18:00. 

GP Appointments can also be booked online. 

You can pre book appointments up to three months in 
advance. Monday appointments are strictly book on the 
day only. For more urgent same day appointments 
please phone in at 08:00 on the day you wish to see be 
seen. 

Duty Doctor 

We have a duty doctor system in place so that if/when 
all the available appointments for that day have been 
allocated our receptionists will offer a ring-back from 
the duty doctor for that day. Some problems can be 
resolved over the telephone; however the duty doctor 
will triage the problem and offer an appropriate 
appointment that day if necessary. 

Emergencies will be dealt with as soon as possible at all 
times. 



We also offer pre bookable weekend appointments on 
Saturday mornings, including post natal examinations.  

Please note appointments are normally for 10 minutes. 
If you feel you need more time please advise the 
receptionist when making your booking. 

Triage Clinic 

The surgery runs a daily triage clinic. This is a nurse-led 
service run by an experienced, qualified nurse who has 
undertaken further training to equip her with specialist 
knowledge in minor illness.When booking an 
appointment you will find that the receptionist will 
enquire whether your illness/condition would be 
suitable for the triage clinic or if the nurse could offer 
you advice over the telephone. This is necessary in order 
to make the most efficient use of the appointments that 
are available, which will ensure that you are offered the 
soonest or most appropriate appointment.  

In the triage clinic you will be assessed by a nurse, given 
appropriate advice and if the nurse feels a prescription 
is required, one will be issued. A doctor is available if the 
nurse requires a further opinion or advice. We see this 
service as enhancing our commitment to provide a high 
level of care and service to our patients. 



Telephone Consultations 

If you think that you have a problem that needs to be 
attended to on the day, and that a pre-bookable routine 
appointment is not an option, please ring the surgery on 
01892 603131 and ask our receptionists for a telephone 
consultation. Our doctors will endeavour to ring you on 
the day to help you with your problem. Do please bear 
in mind though that telephone ring-back times are 
normally outside the surgery times. 

Cancellations 

If you are unable to attend your appointment for any 
reason please let us know as soon as possible in order 
for the slot to be given to someone else. 

How our Duty Doctor System Works 

Each doctor is rostered to undertake a duty (on call) day. 
The duty doctor deals with the emergency face to face 
consultations and telephone consultations. They are 
also required to undertake visits. This system allows 
patients to be seen / triaged by a doctor where there is 
a genuine medical need regardless of who they are 
registered with. 



In response to suggestions and previous 
surveys the practice have put in place the 
following:- 

 Installed 2 further incoming telephone lines to 
allow more calls to come through at any one 
time. 

 Installed 2 dedicated outgoing lines to allow GP's 
and staff to dial out without blocking incoming 
lines. 

 Made Monday appointments book on the day 
only, to cope with demand for appointments and 
to allow patients who may have been unwell at 
the weekend access to their own GP. 

 Advertise Saturday surgeries more effectively. 

We are continually looking at how we can improve our 
service to you and welcome comments and suggestions 
from our patients. 

Home Visits 

Home visits are at the discretion of your doctor. Please 
do not ask your doctor to call unless the patient is 
genuinely too ill to come to the surgery. A rash or a 
temperature does not prevent patients coming to the 
surgery and will not endanger others. Simply tell the 
receptionist on arrival. 



Where the condition of the patient does require a home 
visit, please try to let us know before 10:00 in the 
morning. 

You can also be visited at home by a community nurse if 
you are referred by your GP. You should also be visited 
at home by a health visitor if you have recently had a 
baby or if you are newly registered with a GP and have a 
child under five years. 

Sickness Certificates 

You do not require a doctor's sickness certificate for any 
illness lasting seven days or less. Your employer may 
however require you to complete a self-certification 
form (SC2) which is available from your employer or on 
the HMRC website (www.hmrc.gov.uk/forms/sc2.pdf) . 

Evidence that you are sick 

If you are sick for more than seven days, your employer 
can ask you to give them some form of medical evidence 
to support payment of SSP (statutory sick pay). 

It is up to your employer to decide whether you are 
incapable of work. A medical certificate, now called a 
'Statement of Fitness for Work’ (see below) from your 
doctor is strong evidence that you are sick and would 
normally be accepted, unless there is evidence to prove 
otherwise. 



You could also provide evidence from someone who is 
not a medical practitioner, e.g. a dentist. Your employer 
will decide whether or not this evidence is acceptable. If 
your employer has any doubts, they may still ask for a 
medical certificate from your GP. 

Statement of Fitness for Work - ’Fit Note' 

The 'fit note' was introduced on 6 April 2010. With your 
employer's support, the note will help you return to 
work sooner by providing more information about the 
effects of your illness or injury. 

For more information see the DirectGov website 
(www.direct.gov.uk/en/MoneyTaxAndBenefits/BenefitsT
axCreditsAndOtherSupport/Illorinjured/DG_175850) 
(where this information was sourced) 

Online repeat prescriptions. 

To access EMIS Patient Access click here  

Repeat Prescriptions 

We cannot accept repeat prescriptions over the 
telephone unless you are housebound. Prescription 
requests have to be in writing. 

It is helpful when ordering repeat prescriptions to 
provide an explanation at the time of request if there 
are any changes i.e. ordering early due to a holiday. 



Please make sure that you have ticked all the items that 
you want on your repeat prescription.  

It takes us two working days to process your 
prescription from the day of your dropping your request 
in. We then send your prescriptions to the pharmacy of 
your choice, who may take at least another one 
working day to order your medication. 

Prescription Time Tables  

 Into Surgery Monday collect Thursday from 
pharmacy 

 Into Surgery Tuesday collect Friday from 
pharmacy 

 Into Surgery Wednesday collect Monday from 
pharmacy 

 Into Surgery Thursday collect Tuesday from 
pharmacy 

 Into surgery Friday collect Wednesday from 
pharmacy 

 Into Surgery Saturday/Sunday collect Thursday 
from pharmacy 

Medication Reviews 

Patients on repeat medication will be asked to see a 
doctor, nurse practitioner or practice nurse at least once 
a year to review these regular medications and 
notification should appear on your repeat slip. Please 



ensure that you book an appropriate appointment to 
avoid unnecessary delays to further prescriptions. 

Prescriptions Charges and Exemptions 

Extensive exemption and remission arrangements 
protect those likely to have difficulty in paying charges 
(NHS prescription and dental charges, optical and 
hospital travel costs).  
 
The NHS prescription charge is a flat-rate amount which 
successive Governments have thought it reasonable to 
charge for those who can afford to pay for their 
medicines. Prescription prepayment certificates (PPCs) 
offer real savings for people who need extensive 
medication. 

 

NHS charges 

These charges apply in England only. In Northern 
Ireland, Scotland and Wales prescriptions are free of 
charge. 

 Prescription (per item): £7.85 
 12-month prepayment certificate (PPC): £104.00 
 3-month PPC: £29.10 



If you will have to pay for four or more prescription 
items in three months, or more than 15 items in 12 
months, you may find it cheaper to buy a PPC. 

 Telephone advice and order line 0845 850 0030 
 General Public - Buy or Renew a PPC On-line 

There is further information about prescription 
exemptions and fees on the NHS website 
(www.nhs.uk/NHSEngland/Healthcosts/Pages/Prescripti
oncosts.aspx)  

Please allow 48 hours, excluding weekends and Bank 
Holidays, for your prescription to be available for 
collection or sent to the pharmacy. Any problems please 
telephone the surgery. 
 
+++IMPORTANT NOTICE+++ 
 
In September 2014 we are changing our clinical records 
system and from then you will need to register for the 
new, secure online service in order to request repeat 
prescriptions. This service will be disabled in January 
2015. 

Please note: Prescriptions are ready for collection from 
us within 48 hours, this does not mean your medicines 
will be ready for collection at your pharmacy. 
Pharmacy dispensing turnaround time remains the 
responsibility of each pharmacy. 



  

+++IMPORTANT NOTICE+++  

In September 2014 we are changing our clinical records 
system and from then you will need to register for the 
new, secure online service in order to request repeat 
prescriptions. This service will be disabled in January 
2015.  

Clinics & Services 

Antenatal Care  

Although a large part of antenatal care is with the 
community midwives our doctors are still keen to look 
after you during your pregnancy. Women can choose 
where they give birth. Low risk patients may deliver in 
the midwife unit at Crowborough Birthing Centre, part 
of Crowborough Hospital. Other cases are delivered at 
Pembury Hospital, Eastbourne or elsewhere. 

The community midwives are all attached to 
Crowborough Birthing Centre and will care for you both 
in the hospital and at home.  

Family Planning/Teenage Sexual Health 

Each doctor provides this service and will be happy to 
discuss individual needs. Anyone requiring a 



contraceptive implant (Nexplanon) or coil will be 
referred to Dr Stokes who specialises in this field. 

Sister Pullen provides teenage sexual health information 
and treatment on Monday evenings. 

Asthma Clinic 

Wednesday 08:00 - 13:00  

Children's Immunisations 

Tuesday 10:00 - 10:30  
Wednesday 14:30 - 15:00 
Thursday 14:00 - 15:30 

Cryotherapy Clinic (For treatment of warts) 

Tuesday Afternoon 

Diabetic Clinic 

Wednesday 14:00 - 17:00  
Friday 14:00 - 16:00 (follow up appointments) 

Minor Operations (alternate weeks) 

The practice offers a full range of minor surgical 
procedures usually on Monday, Tuesday and Friday 
afternoons. 



Immunisations 

Children's Immunisations 

The current recommended schedule is: 

 2 months  
o 5 in 1 (Diphtheria, Tetanus, Pertussis, 

Polio, Hib (Haemophilus)) & 
Pneumococcal (PCV) 

 3 months  
o 5 in 1 (Diphtheria, Tetanus, Pertussis, 

Polio, Hib (Haemophilus)) & Men C 
(Meningitis) 

 4 months  
o 5 in 1 (Diphtheria, Tetanus, Pertussis, 

Polio, Hib (Haemophilus)) & Men C 
(Meningitis) 

 12 months  
o Hib/Men C (Meningitis) 
o Pneumococcal (PCV) 

 13 months  
o 1st dose MMR (Measles, Mumps and 

Rubella) 
 3-4 years  

o Pre-school booster (Diphtheria, Tetanus, 
Polio) and Pertussis 

o 2nd with MMR (Measles, Mumps & 
Rubella) 

 15 years  



o Booster - Diphtheria, Tetanus and Polio 

Influenza And Pneumococcal Vaccine 

In accordance with Department of Health guidelines, we 
recommend an influenza plus pneumonia vaccination 
for patients over 65 and those patients under 65 with 
diabetes, chronic heart, lung or kidney disease and 
residents of nursing and rest homes. The vaccination is 
available in October; please contact the practice nurse 
for further details. 

SATURDAY FLU CLINICS FOR 2013  

SATURDAY 12TH AND SATURDAY 19TH OCTOBER. 
08.00 TO 11.30 A.M. 

To book please telephone reception. 

Non-NHS Services 

Medical Examinations 

Medical examinations for special purposes, such as 
fitness to travel, pre-employment, insurance, driving 
medicals etc are undertaken outside normal surgery 
hours. A fee will be payable. Please contact the surgery 
to make an appointment. Fees are clearly displayed in 
the reception area. 



Private Counsellor  

James Sweeney, who can be seen on a private basis 
working on Monday mornings at the Practice. James 
works with a wide range of issues including problems 
arising from illness and death, childhood and other 
trauma, relationship difficulties, anxiety, stress and 
depression. He also works with those seeking to grow 
and understand themselves better in order to lead a 
richer life. James works with adults, teenagers and 
children as well as with groups and couples. 

You will find more information about James on his 
website: James-Sweeney-counselling-and-therapy.com 
and in his brochure in reception. 

If you want to make an appointment please contact our 
receptionists on 01892 603131. 

Test Results 

Laboratory Specimens 

Specimens are sent to the hospital on Monday to Friday. 
If you are asked to bring a specimen on those days 
please ensure that we receive it before 12 noon. 

Test Results 

These may be obtained by ringing 01892 603131 after 
14:00.  



The receptionist may then inform you of the result, or 
she may ask you to arrange an appointment with your 
doctor to discuss your result.  

It is practice policy only to give results of medical tests 
to patients over 16 and to the parents of those below 
this age. In the interests of confidentiality, we may 
require you to confirm your identity when requesting 
results over the telephone. 

  

  

  

Blood Tests 

Blood Tests 

A blood test is when a sample of blood is taken for 
testing in a laboratory. Blood tests have a wide range of 
uses and are one of the most common types of medical 
test. For example, a blood test can be used to: 

 assess your general state of health  
 confirm the presence of a bacterial or viral 

infection  
 see how well certain organs, such as the liver and 

kidneys, are functioning  



A blood test usually involves the phlebotomist taking a 
blood sample from a blood vessel in your arm. and the 
usual place for a sample is the inside of the elbow or 
wrist, where the veins are relatively close to the surface. 
Blood samples from children are most commonly taken 
from the back of the hand. The child's hand will be 
anaesthetised (numbed) with a special cream before the 
sample is taken.  

You can find out more about blood tests, their purpose 
and the way they are performed on the NHS Choices 
website. 

X-Rays 

X-Ray 

An X-ray is a widely used diagnostic test to examine the 
inside of the body. X-rays are a very effective way of 
detecting problems with bones, such as fractures. They 
can also often identify problems with soft tissue, such as 
pneumonia or breast cancer. 

If you have a X-ray, you will be asked to lie on a table or 
stand against a surface so that the part of your body 
being X-rayed is between the X-ray tube and the 
photographic plate. 



An X-ray is usually carried out by a radiographer, a 
healthcare professional who specialises in using imaging 
technology, such as X-rays and ultrasound scanners. 

You can find out more about x-ray tests, how they are 
performed, their function and the risks by visiting the 
NHS Choices website (www.nhs.uk/conditions/x-
ray/Pages/Introduction.aspx) . 

Registration 

Registration 

If you live within our practice area you are welcome to 
register with us and our reception staff will be happy to 
guide you through the procedure. Eligibility can be 
quickly confirmed from your address so please provide 
proof by way of a recent utility bill. We also require one 
form of photographic ID 

You will need to complete a registration form and a 
health questionnaire which will provide useful 
information whilst we wait for your medical records to 
arrive from your previous doctor. Both forms are 
available to download from the above "Registering 
Online" tab.  

It is necessary for all new patients wanting to register 
with the practice to book an appointment for a health 
screening examination. This is to ensure that any 



required tests are up to date and that we have an 
accurate note of any repeat medication you may be 
taking.  

Changes to Personal Details 

If you change your name, address or telephone number 
please provide us with full details so we may update our 
records. This will help us in contacting you when we 
need to. 

Medical Cards 

MEDICAL CARDS  
 
 

The PCSS no longer 
issue medical cards  

  

routinely.  
 

If you require a medical 
card please visit  



 

www.pcss.nhs.uk/Medi
calCard.aspx 

(www.pcss.nhs.uk/Medi
calCard.aspx)  

 
 

Or  
 

Telephone  
 

01903 756800  

Online Services 

You can now order repeat prescriptions and book, 
change and cancel appointments online! Test results will 
also be available in the future. This is all available via 
Patient Access. 



  

You simply need to register to use the online services. 
Go to www.patient.co.uk (www.patient.co.uk) . and click 
on the register button on the top right hand side, then 
click on Patient Access. 

Summary Care Record 

Summary Care Record  

There is a new Central NHS Computer System called the 

Summary Care Record (SCR). The Summary Care Record 

is available to help emergency doctors and nurses help 

you when you contact them when the surgery is closed. 

Initially, it will contain just your medications and 

allergies. Later on as the system develops, other staff 

who work in the NHS will be able to access it and further 

key information may be included with your consent.  

Your medications, and any known allergies/adverse 

reactions will be extracted from practices such as ours 

and held on central NHS databases.  

As with all new systems there are pros and cons to think 

about. When you speak to an emergency doctor you 

 



might overlook something that is important and if they 

have access to your medical record it might avoid 

mistakes or problems, although even then, you should 

be asked to give your consent each time a member of 

NHS Staff wishes to access your record, unless you are 

medically unable to do so. If you are travelling in the UK 

health care staff that are authorised to see the 

information from the central NHS database can view 

your record but if you are going abroad it may help to 

have a copy of your Summary Care Record so that is it 

clear what medication and dosage you are taking in case 

of an emergency. On the other hand, you may have 

strong views about sharing your personal information 

and wish to keep your information at the level of this 

practice. The Health and Social Care Information Centre 

(HSCIC) was set up in April 2013 as the government 

agency responsible for the Summary Care Record and 

have agreed with doctors’ leaders that new patients 

registering with this practice should be able to decide 

whether or not their information is uploaded to the 

Central NHS Computer System.  



For existing patients it is different in that it is assumed that 

you want your record uploaded to the Central NHS 

Computer System unless you actively opt out.  

For further information visit the SCR patient website : 
http://www.nhscarerecords.nhs.uk/ 
(www.nhscarerecords.nhs.uk/) or the HSCIC website 
http://systems.hscic.gov.uk/scr 
(systems.hscic.gov.uk/scr)  

 

If you choose to opt out of the scheme, then you will need to 

complete a form and bring it along to the surgery where your 

choice will be added to your patient record.  

Download the opt out form >>>> 
(systems.hscic.gov.uk/scr/staff/aboutscr/comms/pip/opt
out.pdf)  

Vacancies 

We have vacancies for a Nurse 
Practitioner and a Practice Nurse. For 
further details click on the link below: 

Nurse Positions 



GP Earnings 

All GP practices are required to declare the mean earnings 
(e.g. average pay) for GPs working to deliver NHS services 
to patients at each practice.  

The average pay for GPs working in Saxonbury House 
Medical Group in the last financial year was £74,816 
before tax and National Insurance. This is for three full 
time GP Partners, one part time GP Partner and one part 
time salaried GP.  

Carers Direct 

(www.nhs.uk/carersdirect/Pages/CarersDirectHome.asp
x)  

Are You a Carer? 

If you are please let us know - we may be able to help 
you  

There is a wealth of information on NHS Choices 
(www.nhs.uk/carersdirect/Pages/CarersDirectHome.asp
x) about carers and caring. Below are some links into the 
site that we hope you will find useful. 

 Caring for a parent 
(www.nhs.uk/video/pages/medialibrary.aspx?Pa
ge=1&Filter=&Id={6F24B98E-41DC-499F-B97C-
0A2C688F5100}&Tag=Carers&Title=NHS+VIDEOS



+|+Caring+for+a+parent+at+home&Uri=video/20
09/November/Pages/Caringforaparentathome.a
spx)  

Watch this video on: caring for a parent at home 

 Telling people 
(www.nhs.uk/CarersDirect/yourself/relationships
/Pages/telling-friends.aspx)  

Caring responsibilities can make it difficult to 
maintain friendships or develop new ones. 
Telling your friends you're a carer is important so 
they understand and can support you. 

 Taking a break 
(www.nhs.uk/CarersDirect/yourself/timeoff/Pag
es/Overview.aspx)  

Caring for someone can be a full-time job, but it's 
essential that you take time out for yourself too. 
Read our guide to accessing breaks and respite. 

 Housing and carers 
(www.nhs.uk/CarersDirect/guide/practicalsuppor
t/Pages/Housing.aspx)  

Do you know your tenancy rights as a carer? Are 
you aware of all your care at home options? Do 
you need tips on moving someone around the 
home? 



Contact Carers Direct 
Telephone  

0808 802 0202  
Helpline Information  

http://www.nhs.uk/carersdirect/carerslives/updates/pages/c
arersdirecthelpline.aspx 
(www.nhs.uk/carersdirect/carerslives/updates/pages/carersdi
recthelpline.aspx)  

Email  
CarersDirect@nhschoices.nhs.uk  

Office Hours  
Lines are open 8am to 9pm Monday to Friday, 11am to 4pm 
at weekends. Calls are free from UK landlines.  

Carers support groups  

Finance and Law 

Help claiming benefits, looking after your bank balance 
and understanding the legal issues of caring. 

 Benefits for carers 
(www.nhs.uk/carersdirect/moneyandlegal/carers
benefits)  

Directing carers to the benefits that can help 
them in their caring role 

 Benefits for the person you care for 
(www.nhs.uk/carersdirect/moneyandlegal/disabi
litybenefits)  



Advice and information on helping the person 
you look after get the benefits that they are 
entitled to 

 Death and benefits 
(www.nhs.uk/carersdirect/moneyandlegal/death
andbenefits)  

How your benefits maybe affected after the 
death of the person you look after and what 
happens to their benefits 

 Managing someone's legal affairs 
(www.nhs.uk/carersdirect/moneyandlegal/legal)  

Advice for when carers find they have to take 
over the legal affairs of the person they are 
looking after 

 Other benefits 
(www.nhs.uk/carersdirect/moneyandlegal/other
benefits)  

Advice for carers and the people they are looking 
after on claiming a whole host of other benefits 
unrelated to their disability or caring 

 Personal and household finance 
(www.nhs.uk/carersdirect/moneyandlegal/financ
e)  



Advice on keeping a tight rein on household and 
personal finance for carers 

 Social fund 
(www.nhs.uk/carersdirect/moneyandlegal/social
fund)  

 Tax credits 
(www.nhs.uk/carersdirect/moneyandlegal/taxcre
dits)  

Information on claiming tax credits and whether 
you might be eligible 

Patient Advice 

Patient Advice and Liaison Service (PALS) 

(www.pals.nhs.uk/) The NHS employs over a million staff 
in thousands of locations. It is a large and complex 
organisation providing a broad range of services. It is not 
surprising that sometimes you or a loved one may feel 
bewildered or concerned when using the NHS. And this 
can be at times when you are feeling at your most 
vulnerable and anxious.  

So, what should you do if you want on the spot help 
when using the health service? The NHS expects all 
members of staff to listen and respond to you to the 
best of their ability. But sometimes, you may wish to 
talk to someone employed especially to help you. The 



Patient Advice and Liaison Service, known as PALS, has 
been introduced to ensure that the NHS listens to 
patients, their relatives, carers and friends, and answers 
their questions and resolves their concerns as quickly as 
possible. 

PALS also helps the NHS to improve services by listening 
to what matters to patients and their loved ones and 
making changes, when appropriate.  

 

What does PALS do?  

In particular, PALS will:  

 Provide you with information about the NHS and 
help you with any other health-related enquiry  

 Help resolve concerns or problems when you are 
using the NHS  

 Provide information about the NHS complaints 
procedure and how to get independent help if 
you decide you may want to make a complaint  

 Provide you with information and help introduce 
you to agencies and support groups outside the 
NHS  

 Inform you about how you can get more involved 
in your own healthcare and the NHS locally  

 Improve the NHS by listening to your concerns, 
suggestions and experiences and ensuring that 



people who design and manage services are 
aware of the issues you raise  

 Provide an early warning system for NHS Trusts 
and monitoring bodies by identifying problems 
or gaps in services and reporting them.  

 

Find out more  

If you would like more information about PALS, the 
functions it is intended to provide and the standards it 
should strive to achieve , follow this link 
(www.pals.nhs.uk/) .  

Charges for Non-NHS work 

Sometimes patients will need to ask their doctor to 
provide written medical evidence for things such as life 
Insurance, shot gun licences etc or to provide them with 
a medical examination for the purposes of their work. 

These such services are what we call Non-NHS Services 
and are not paid for under the NHS. Therefore patients 
are expected to pay for the following services. 

Private Sick Certificates - £13.00  

Letter, 'To whom it may concern' (references/ schools/ 
college etc) - £13.00  



Short fitness to travel certificates - £15.00  

Passport form / driving licence form - £15.00  

Holiday cancellation certificate - £20.00  

Long complicated fitness to travel certificate - £25.00  

Fitness to attend school - £25.00  

BUPA, WPA, PP, Spire claims forms - £25.00  

School fees claim forms - £47.00  

Extract from records - Insurance company - £47.00  

Ofsted / Childminder forms - £47.00  

Fitness to drive (elderly) - £75.00  

Hackney Medical - £65.00  

Pre-employment medical - £90.00  

HGV medical - £90.00  

Fitness to race, box, climb, parachute etc - £90.00  

Other services at an hourly rate - pro rota - £180.00  



Travel vaccines are also chargeable, for further details 
please see our travel vaccines section. 

  

Prices correct at 13th September 2012  

Parking 

We have limited parking facilities in our premises. Cars 
are parked at vehicle owners risk. Please do not block 
the entrance to the parking reserved for the doctors as 
access is needed at all times. 

At busy/peak surgery times the demand for parking is 
sometimes in excess of the available parking 
spaces. Therefore, at busy/peak surgery times it would 
be appreciated if patients who were able to park nearby 
and walk to the surgery would do so. This would allow 
those patients most in need of parking in the car park to 
do so without difficulty, for example patients with poor 
mobility/needing mobility aids, elderly/frail patients, or 
parents with small children.  

Parking spaces in the surgery car park are 
understandably finite; however there is available 
parking on neighbouring roads and a free short stay car 
parking available at Waitrose a few yards down the 
road.  



Your help and understanding is appreciated. 

  

Friends of Saxonbury House 

The Friends Of Saxonbury House Surgery is an 
independent charitable group. Its role is to provide 
much needed additional funding to support and extend 
the facilities available to the doctors and staff of the 
surgery. We are most indebted to those patients who 
raise funds for the practice.  

Any contributions received go towards the cost of 
adding to or replacing essential medical equipment for 
the sole benefit of our patients. If you are interested in 
joining this group, please come into the surgery and 
avail of a membership form from the front reception. 

Pets 

Animals (Except Guide Dogs) should not be brought into 
the surgery. They can be secured outside. 

Practice History 

History of Saxonbury House  

Saxonbury House was converted from a private house in 
1970. Enlarged and modernised in 1985 and again in 



2006, it offers a pleasant and welcoming atmosphere 
with easy access for the disabled. The waiting room has 
a children’s corner with books and toys available.  

The practice area covers Crowborough and extends to 
the surrounding villages of Rotherfield, High Hurstwood, 
Fairwarp and parts of Mayfield, Groombridge, Nutley 
and Hadlow Down. The practice is part of the East 
Sussex Downs and Weald Primary Care Trust, which is 
part of the NHS.  

We take pride in the standards we deliver and 
in serving our local community. 

Practice Policies 

Confidentiality 

We ask you for personal information so that you can 
receive appropriate care and treatment. This 
information is recorded on computer and we are 
registered under the Data Protection Act. The practice 
will ensure that patient confidentiality is maintained at 
all times by all members of the practice team. However, 
for the effective functioning of a multi-disciplinary team 
it is sometimes necessary that medical information 
about you is shared between members of the team. 
Prescriptions and some of the consultation records are 
run purely on computer. This enables us to analyse 



various aspects of health care and to produce an annual 
practice report.  

 

Freedom of Information 

The Freedom of Information Act 2000 obliges the 
practice to produce a Publication Scheme. A Publication 
Scheme is a guide to the ‘classes’ of information the 
practice intends to routinely make available.  

This scheme is available from reception.  

 

Staff Protection  

A zero tolerance policy towards violent, threatening and 
abusive behaviour is now in place throughout the 
National Health Service. The staff in this practice have 
the right to do their work in an environment free from 
violent, threatening and abusive behaviour and 
everything will be done to protect that right. At no time 
will any violent, threatening or abusive behaviour be 
tolerated in this practice. If you do not respect the rights 
of our staff we may choose to inform the police and 
make arrangements for you to be removed from our 
medical list.  



Rights & Responsibilities 

GPs' Responsibilities  

 You will be treated as an individual and will be 
given courtesy and respect at all times.  

 You have the right to be treated confidentially.  
 Respect for religious and cultural beliefs will be 

honoured.  
 Wherever possible we will answer the telephone 

promptly and courteously.  
 You have a right to information about your own 

health (illness and treatment, possible side 
effects, prevention or recurring illness etc).  

 We will offer medical advice and information for 
promotion of good health.  

 You have the right to see your own medical 
records subject to the limitations of the law. A 
charge may be made.  

 Home visits will be made when requested and if 
a doctor feels that you are not well enough to 
attend the surgery. The final decision rests with 
the doctor.  

 We may give you test results when you 
telephone the surgery for them, or you may be 
asked to make an appointment with the doctor 
to discuss them.  

 On registering as a new patient, you will be 
offered a health check with the nurse.  



 If your doctor believes that you need a second 
opinion, then they will arrange this.  

 You will be given a time to see a doctor in 
accordance with the system used in this practice. 
If there is a substantial delay for any reason, you 
will be given an explanation.  

 Repeat prescriptions will normally be ready 
within 48 hours from the surgery, or 72 hours for 
collection from a local pharmacy following your 
written request arriving at the surgery.  

 Routine referral letters for hospital 
appointments will normally be dispatched within 
three working days of the referral being agreed 
with the doctor. Urgent referrals for hospital 
appointments may be faxed, telephoned or 
provided as a handwritten note for the patient to 
take to the hospital.  

 If you are 75 years or older, you will normally be 
offered an annual health check.  

Patients’ Responsibilities  

 We ask that you treat our doctors and all 
practice staff with courtesy and respect. The first 
hour of the morning can be extremely busy. 
Please keep telephone calls brief. If possible, 
leave routine calls till later in the day.  

 You are responsible for your own health and that 
of your children. Please take the advice given to 
you at the practice.  



 Let us know immediately if you change your 
address or name and remember to give your 
phone number and postcode.  

 Please speak to a member of the practice staff if 
you wish to see your medical records. This can 
then be arranged with your doctor. There may 
be a fee payable.  

 Please contact the surgery between 8.00 and 
10.00am for a home visit during the day. Please 
ask for a night visit only if it is truly necessary.  

 If tests are ordered for you, please ask your 
doctor or a member of staff about receiving the 
results.  

 Please read the rest of practice booklet to get 
the best out of the services available. You can 
discuss any medical matter with the doctor, 
including asking for a second opinion.  

 Please let us know if you are unable to keep an 
appointment. We can then offer this 
appointment to someone else.  

 Where an appointment or acknowledgement of 
a routine referral for a hospital appointment is 
not received within six weeks, contact the 
hospital concerned.  

Suggestions & Complaints 

We are very happy to receive constructive comments 
and suggestions for improving our service to patients. 
We take your feedback seriously and try to act on it to 



constantly improve our services. Should you have a 
complaint or any feedback to give to us, please speak to 
us. The Practice Manager will endeavour to respond to 
you at the earliest possible opportunity in writing or in 
person to create a plausible positive outcome for all 
parties concerned. 

If you are not satisfied with the response you may write 
to: 
NHS England  
PO BOX 16738  
Redditch  
B97 9PT  
Tel: 0300 311 22 33  

Staff Details 

 

Doctors 

Dr Susan 
Padgham 

Senior Partner 

MBBS (Lond) BSc (Hons) MRCGP 
DRCOG DFFP Qualified 2002 Imperial 
College School Medicine, University of 
London having previously gained a 
Bachelor of Science in pharmacology at 
Kings College. Joined the practice in 
2007. Enjoys all aspects of medicine 
but has a particular interest in 
women's and children's health. Has 



undertaken training in Colposcopy as a 
specialist interest at the Chelsea and 
Westminster Hospital London. She is a 
keen musician and sportswoman. 

Dr Adam 
Bennion 

Partner 

MBBS London, MRCGP, MRCP (UK), 
BSc (Hons) Dr Bennion joined 
Saxonbury House in September 2009. 
He is interested in all aspects of 
General Practice and is a keen 
musician and sportsman. 

Dr Fran 
Sneddon 

Partner 

BSc MB BS MRCP MRCGP Qualified 
1987 The London Hospital. Joined the 
practice in 1996. She has five small 
children, enjoys general practice and is 
a keen sportswoman. 

Dr 
Wesleigh 
Mulder 

Partner 

MBBS Bsc MRCGP DFSRH Dr Mulder 
joined the practice in May 2013. Dr 
Mulder qualified as a doctor in 2007 at 
Kings College , London. 

Dr 
Priyesh 
Patel 

 



 

Nurses 

 Our practice nurses see patients by 
appointment. They are involved in all 
the screening programmes as well as 
taking blood samples, ear syringing, 
routine blood pressure checks, 
undertaking cardiograms and cervical 
smears. They can offer advice on 
numerous health topics. They also assist 
in all the clinics that are run and are 
competent at carrying out general 
health checks. 

Sister 
Robyn 
Colvin 

Lead Nurse 

RGN Diploma, Bsc Acute Clinical Care 

Sister 
Cathy 
Kirwan 

 

Sister 
Mandy 
Brooker 

Asthma, NHS Health Checks 

 

Healthcare Assistants 

Mrs Sue Pither  

 



Practice Management 

Mr Eddie 
Thomas 
MCMI 

Practice Manager 

The practice manager is involved in 
managing all of the business aspects of 
the practice such as making sure that 
the right systems are in place to 
provide a high quality of patient care, 
human resources, finance, patient 
safety, premises and equipment and 
information technology. The practice 
manager supports the GPs and other 
medical professionals with delivering 
patient services and also helps to 
develop extended services to enhance 
patient care. 

Ms 
Sandie 
Lankford 

Assistant Practice Manager 

 

Reception 

Mrs Alexa 
Irving 

 

Mrs 
Charmain 
Smith 

Alexa and Charmain are our joint 
Reception Leads. They oversee our 
dedicated team of Receptionists, 
who perform a variety of roles. 



 

Community Nurses 

 The community team of nurses care for patients 
who need nursing at home and are based at 
Grove House, Crowborough. They can usually be 
contacted by leaving a message at reception or 
by calling the surgery on 01892 603131. 

 

Health Visitors 

 There are health visitors who cover the practice. 
They have special responsibilities to mothers and 
children and are based at Grove House, 
Crowborough.  

You may contact Grove House by ringing 01892 
669393 

  

 


