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ODIHAM AND OLD BASING HEALTH CENTRES


Patient Leaflet





Odiham Health Centre					Old Basing Health Centre
Deer Park View						Manor Lane
Odiham							Old Basing		
Hampshire							Hampshire
RG29 1JY							RG24 7AE



Telephone: 01256 702371

Email: hiowicb-hsi.odihamhealthcentre-reception@nhs.net

Website: www.odihamhealthcentre.co.uk
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Partners at Odiham and Old Basing Health Centres 
Dr David Andrews BM (1998 Southampton) MRCGP
Dr Jessica Pizzotti MBBS (2004 London) BSc (Hons) MRCGP DRCOG DFFP
Dr Juliette Williams MD, MPH

Associates 
Dr Nicola Pickup MBChB (2010 Warwick Medical School) MRCGP (2018)
Dr Emma Rogers BSc (Hons), BM (Hons, 2006 Southampton) MRCGP
Dr James Carter MBChB, MRCGP, BSc (Manchester University)
Dr Ana Al-Soodi MD, MSc, MRCGP 
Dr Fergus Shannahan MBChB, BA (Hons), MRCGP (2017), DFSEM
Dr Vicky Nye BSc (Hons) BM (2006 Southampton) MRCGP
Dr Helen Duff MBBS BSc (Hons) DRCOG MRCGP (2018)

Nurses
Sister Holly Kindred RGN
Sister Jenny Piper RGN BSc in Adult Nursing
Sister Debbie Stafford RGN, RSCN, BSc Public Health
Sister Anne-Christina Hitchin RGN, Therapeutic Counsellor
Sister Christie Mooney - RGN
Sister Sheila Boulton – Frailty Nurse RGN
Erin Page – Mental Health Nurse RGN 
Chloe Davies – Mental Health Nurse RGN

Other Clinical Staff 
Jodie Williams - Paramedic 
Lizzie Bettridge – Advanced Nurse Practitioner
Kirsty Palmer – Phlebotomist
Linsey McCallum - Phlebotomist
Joanna Usinska – Pharmacist Technician
Mohammad Azhar – Lead Clinical Pharmacist
Anna Nadaj - Clinical Pharmacist
Anne Badger – General Practitioner Assistant
Pradnyesh Katte – First Contact Physiotherapist

Community Staff
Jenny Tinson – Social Prescriber
Emma Wells – Long term conditions Care Co-ordinator

Practice Management Team 				 
Nicky Savage
Amy Molin
Samantha Taylor

Practice Statement 
To provide high quality patient care and best practice through the delivery of services which are timely, considerate and responsive to the needs of the patient population. 

Welcome as a patient to Odiham & Old Basing Health Centres. You have access to two surgeries and as you can see from the above many clinicians. We trust that you will be happy with the services available from us. 

Surgery Opening Times - Telephone lines
 8.00 am to 6.30 pm Monday to Friday Appointments 8.00 am to 6.00 pm Monday – Friday 
Improved access clinics are held during the evening and one Saturday a month.

Making or Cancelling an Appointment 
You can make an appointment by using your NHS app, phoning the surgery, using the practice website, completing an online form or through reception.  To cancel an appointment please phone the surgery on 01256 702371, your NHS app or via confirmation text.

Telephone Triage – Same Day Appointments 
For patients requiring help for urgent on the day medical conditions, please call reception who will take details of your problem for review by the triage team.

All Prescription and Fit Note requests will be processed by our team in line with our published turnaround times. Existing and non-urgent problems will require a routine pre-bookable appointment via the triage system.

Home Visits
If you are too unwell to come into the surgery and you require a home visit we would appreciate it if, when possible, you could phone the surgery before 11.00am. Home visits do use up a lot of time, so we ask that whenever possible, please come into the surgery. We do work with a Home Visiting service who may attend at your home.

Out of Hours Care - NHS 111 
Out of hours care can be accessed by dialling 111 or going online 111.nhs.uk
You can also use the 111 service for advice with minor illness, mental health or to be assessed and directed to the right place 24 hours a day, 7 days a week. 
111 are commissioned to provide.
111 is free from UK mobiles and landlines.


Access 
Odiham Health Centre is easily accessible from the high street. There is a public pay and display
car park adjacent with disabled bays. We have ramps, automatic doors and accessible bathrooms. Wheelchair available onsite. Nearest pharmacy is Touchwood Pharmacy which is just a few minutes’ walk.

Old Basing Health Centre is located on Manor Lane in Old Basing. There is a free car park with disabled bays. We have ramps, automatic doors and accessible bathrooms.  Wheelchair is available onsite. Nearest pharmacy is Day Lewis which is next door. 

Hearing Difficulties - If you are experiencing hearing difficulties when being called in to see your clinician, please do let us know so that we can set up an alert on your medical records and personally collect you from the waiting room.  Alternatively, we do have the facility of a portable induction loop. If you would like to use this, please ask at reception for assistance.

Learning difficulties - If you have learning difficulties please do let us know so we can be sure to provide reasonable adjustments to meet your needs and requirements.  Alternatively, we do have the facility of communication aids, a quiet environment, extra time and resources. If you would like to use this, please ask at reception for assistance.

Repeat Prescriptions 
There are a few ways you can request a repeat prescription. The most convenient is via your online NHS account, or our website www.odihamhealthcentre.co.uk or by emailing hiowicb-hsi.ohc-prescriptions@nhs.net Please include your full name and date of birth along with which medication you require. 
You can take advantage of the Pharmacy Collection and Delivery Service, which is arranged by you at your local pharmacy or by choosing one of the many online prescription services now available. 
When a repeat prescription is requested by any of these methods, it will take five working days to process your request.

Odiham and Old Basing Health Centre is a Training Practice 
We are a Training Practice and, as such, frequently have attached GP Registrars and Medical Students. GP trainees are fully qualified Doctors who hold their own surgeries. You will occasionally be asked if you would be happy to see a Medical Student. Under such circumstances, the consultation will be fully supervised. You will always be given the opportunity to decline. 

Patient Participation Group (PPG) 
The Patient Participation Group (PPG) provides a forum for patients to share practice awareness campaigns and provide suggestions as to how services can be improved and developed. The group is led by Chair Jonathan Brewin and made up of patients who volunteer and share their thoughts together through meetings with the Practice. Members of the Group can be contacted through the surgery; new members are always welcome.

Suggestions and Complaints 
Have a suggestion, let us know! Email us hiowicb-hsi.odihamhealthcentre-reception@nhs.net or pop in and speak with reception. 
The Complaints Process – Talk to Us 
Every patient has the right to make a complaint about the treatment or care they have received at Odiham and Old Basing Health Centres. 
We understand that we may not always get everything right and, by telling us about the problem you have encountered, we will be able to improve our services and patient experience.

Who to talk to
Most complaints can be resolved at a local level. Please speak to a member of staff if you have a concern and they will assist you where possible. Alternatively, ask to speak to the complaints manager, but note this may not be a booked appointment. 

How can I make a complaint?
A complaint can be made verbally or in writing.
A complaints form is available at reception. Additionally, you can complain via the email address above.

I want to complain to a third-party
If for any reason you do not want to speak to a member of our staff, then you can request that the Integrated Care Board (ICB) investigates your complaint. They will contact us on your behalf: 
Hampshire and Isle of Wight ICB
Omega House, 112 Southampton Road
Eastleigh, SO50 5PB
0300 561 2561
Hiowicb-his.patientexperience@nhs.net 

Timeframes for complaints
The time constraint on bringing a complaint is 12 months from the occurrence giving rise to the complaint, or 12 months from the time you become aware of the matter about which you wish to complain. 
The Complaints Manager will respond within three business days to acknowledge your complaint. We will aim to investigate and provide you with the findings as soon as we can and will provide regular updates regarding the investigation of your complaint. 

Investigating complaints 
We will investigate all complaints effectively and in conjunction with extant legislation and guidance.

Confidentiality
We will ensure that all complaints are investigated with the upmost confidentiality and that any documents are held separately from the patients' healthcare record.

Third party complaints
We allow third parties to make a complaint on behalf of a patient. The patient must provide consent for them to do so. A third-party patient complaint form is available from reception.

Final response
We will issue a final response to all complainants which will provide full details and the outcome of the complaint. We will liaise with you about the progress of any complaint. 

Further action
If you are dissatisfied with the outcome of your complaint from either the Integrated Care Board (ICB) or this organisation, then you can escalate your complaint to:

Parliamentary Health Service Ombudsman (PHSO) at either: 
Milbank Tower, Milbank
London
SW1P 4QP

Citygate, Mosley Street
Manchester
M2 3HQ 
Tel: 0345 015 4033
www.ombudsman.org.uk 


Useful Contacts
· The North Hampshire Hospital (Basingstoke) www.hampshirehospitals.nhs.uk 01256 473202
· Samaritans www.samaritans.org  116 123 
· Cruse Bereavement Support www.cruse.org.uk 0808 808 1677 
· Let’s Talk About It (sexual health) www.letstalkaboutit.nhs.uk 0300 300 2016
· Young Minds (young peoples mental health) www.youngminds.org.uk 
· Narcotics Anonymous  www.ukna.org 0300 9991212
· Alcoholics Anonymous www.alcoholics-anonymous.org.uk call 0800 9177650
· Learning disability services :: Hampshire and Isle of Wight NHS Foundation Trust https://hiowhealthcare.nhs.uk/our-services/learning-disability-services  
· Easy Health – www.easyhealth.org.uk
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