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The Staff
The practice manager, Mrs Kathryn Green and her assistant Mrs Marie Heaps, are
responsible for the administration of the practice. Any comments, suggestions and
feedback, both negative and positive, are welcome, and should be directed to them.
The Practice Nursing Team
A team of practice nurses and health care assistants work in the treatment room and
perform a wide variety of tasks during surgery hours.
The practice nurses are able to offer care in diabetes, asthma and COPD,
hypertension, coronary heart disease, cervical smears, sexual health and family
planning, travel vaccinations, infant immunisations and minor illness.
Treatment room appointments can be made for all types of dressings and suture
removal and various other nursing procedures.
The health care assistants are able to take blood samples, perform ECGs and blood
pressure readings.
They are also trained to perform new patient medicals, NHS Health Checks, Vitamin
B12 injections and Flu vaccinations
Travel Health and Vaccinations
Please book your travel clinic appointment with the practice nurse well in advance of
your holiday, at least six weeks prior to departure. You will be asked to complete a
form with the details of your holiday to be returned at least two weeks before your
appointment. Please note some vaccinations require more than one visit for a
complete course.
There may be a charge for some vaccinations.
St. Mary’s Surgery is an approved Yellow Fever Centre.
The Reception Staff
As in every doctor’s surgery, the receptionists perform a difficult task, coping with the
needs of the patients and the constraints of an appointment system. They are fully
trained and will always endeavour to provide the best service possible to the patients
in total confidence. It would be very helpful if general enquiries by telephone could be
made after 10.30am.
The Dispensary Staff
The team of dispensary assistants dispense prescriptions for patients living more than
one mile from the nearest chemist, and also process repeat prescriptions for patients
living within the City of Ely.
The Secretarial and Administration Staff
A group of secretaries and administrators completes the practice team, dealing with
computer tasks, hospital referrals, pathology results, filing and general administration.
General Practice Training
St. Mary’s Surgery is a recognised teaching practice for undergraduates. These
students sit in on consultations with the doctors. Patients are informed when students
are observing consultations and are perfectly entitled to request the student to leave.

District Nurses
Community nurses based at the Princess of Wales Hospital, Ely are attached to St.
Mary’s Surgery. They can be contacted on 0844 931 0045, option 1, then option 3.
Health Visitors
The health visitors attached to St. Mary’s Surgery are also based at the Princess of
Wales Hospital, Ely. They too can be contacted directly by telephoning Ely 652070.
They are qualified nurses who have undertaken further training in order to work as a
member of the primary healthcare team in promoting health and the prevention of
illness in children. They work closely with GPs and other social and healthcare
professionals and are a great source of support, able to offer telephone advice,
information (e.g. to new parents) and screening.
Community Midwives
Community midwives can be contacted at Ely Children’s Centre on Ely 611594.
Surgery Times
The surgery is open at the following times:
Monday - Friday

8.30am - 6.30pm

Options on the telephone menu are:
1. Make an appointment
2. Genuine medical emergency
3. Cancel an appointment
4. Speak to Dispensary
5. Home visit
Evening GP and some Nurse and Health Care Assistant appointments are available
on a Monday and Wednesday up until 7.30pm (Please note other surgery services
are not available during these extended hours). Appointments can be made by
telephoning Ely 663434 and pressing option 1 between 8.30am and 1.00pm, and
2.00pm and 6.00pm or by visiting the surgery reception desk between 8.20am and
6.30pm. Appointments are also available to book online; please call at Reception to
ask about the registration procedure for online appointments. The same procedure
also enables patients to request repeat medication online.
To Register with a GP
Patients wishing to register with a GP and who live within our practice area (shown at
the back of this booklet) will be asked to complete a registration form and a new
patient questionnaire for each family member with details of full name, date of birth,
new address, previous home address and GP details. Your NHS number should be
included. On registration you will be given a named accountable GP; you are
welcome to express a preference in relation to the GP from whom you wish to receive
medical services, and we will endeavour to comply with any reasonable preference.
We operate an open access policy whereby any patient can request to see any
doctor. However, where possible, it is preferred that a patient sees the same doctor to

encourage continuity of care. If for any reason one doctor is absent, the remaining
doctors will see his or her patients where possible.
Appointments
All consultations with doctors, practice nurses and healthcare assistants between
Monday and Friday are by appointment only and are available from 8.30am - 6.00pm.
In addition, evening GP appointments beyond 6.30pm are available on a Monday and
Wednesday. (Please note not all surgery services are available during these
extended hours.) Appointments can be made by telephoning Ely 663434 and
pressing option 1 between 8.30am - 1.00pm and 2.00 - 6.00pm or by personal
application at the appointments desk between 8.20am - 6.30pm. As many
consultations are clinic-based, it would be helpful if patients could give an indication
of their appointment needs to the receptionist. Appointments are categorised either
routine or urgent:
Routine Appointments
These can be booked up to four weeks in advance and are usually for non-urgent
problems.
Urgent Appointments
We operate a triage system for urgent appointments needs, with the aim of assessing
the patient’s condition by telephone initially and then signposting to the most
appropriate treatment or course of action. Access to the triage system is by
contacting the surgery on the usual appointments number (01353 663434, option 1)
from 8.00am.
Unfortunately, many appointments are lost every week when patients fail to turn up. It
would considerably ease the difficulty if cancellations were phoned in to option 3 on
the telephone menu at the earliest opportunity so that the appointment can be used
by someone else. At times, individual consultations over-run the allocated time,
causing delays in subsequent appointments; patients are requested to be
understanding of this problem. Appointments can also be cancelled online.
Out-of-Hours Emergency Service
When this surgery is closed, and in a genuine medical emergency only, patients
should telephone
NHS 111, which can be accessed by dialling 111. All called to this service will be
assessed and either:
•
Medical advice given
•
Referral made to a healthcare professional for further advice
•
Arrangements made for you to be seen by a healthcare professional at a local
centre (Princess of Wales Hospital, ELY, North Cambridgeshire Hospital, WISBECH
or Doddington Hospital)
•
Arrangements made for you to be visited at home if you are bedbound by your
illness or genuinely housebound
•
A 999 ambulance despatched if appropriate
The Cambridgeshire and Peterborough Clinical Commissioning Group is responsible
for commissioning these services.

Minor Injuries (those that have occurred within the last 48 hours)
Patients should attend the Minor Treatment Centre based at the Princess of Wales
Hospital or, out of hours, the accident and emergency departments in Cambridge or
Huntingdon. If not urgent, patients may wish to consider contacting NHS 111
(accessed by dialling 111) for advice before attending A&E. We are now also
contracted to treat some minor injuries at our surgery at a pre-booked nurse
appointment.
The Minor Injuries Treatment Centre - Princess of Wales Hospital
This is a service where nurse practitioners see patients. They are supported by the
doctors from the Cathedral Medical Centre. No appointment is necessary. Examples
of what can be treated are:
Wounds - cuts and bruises (risk of tetanus)
Bites – human, insect and animal
Minor burns and scalds
Muscle and joint injuries, strains, sprains and limb fractures
Minor sport injuries
Also, some minor illnesses can be dealt with:
Eye problems - removal of foreign bodies, conjunctivitis
Earache (patients aged two years and over)
Sore throats (patients aged two years and over)
An emergency contraception service is also available.
The unit is open:
Seven days a week 8.30am - 6.00pm (including Bank Holidays). There are no X-ray
facilities on a Sunday.
Telephone Number: 01353 656675
NHS 111
For information on any aspect of healthcare or advice from qualified nurses, this
service may be used as an alternative to contacting the surgery. NHS 111 is manned
24 hours a day including bank holidays. The service can be accessed by telephoning
111.
Home Visits
If a home visit is required by a patient who is too unwell to travel to the surgery,
please telephone Ely 663434 and press option 5 before 10.00am. All requests for
home visits will be triaged so please remember to leave a contact telephone number.
The most appropriate person to visit you will be arranged; this may be a paramedic, a
member of the JET team, a district nurse or a doctor. A home visit takes four times as
long as a surgery consultation. Please attend the surgery wherever possible.
Sick Certificates
The patient is responsible for self-certification for the first seven days of an illness,
using form SC2 which can be obtained from your employer or surgery reception.
Thereafter, if appropriate, NHS certificates will be issued by the doctor. A consultation
may not always be necessary for a certificate to be issued - please ask at reception

prior to booking an appointment. Please give reception as much information as
possible, e.g. date for the start and end of certification required, reason for being unfit
for work, any forthcoming hospital appointments.
Dispensing
Under strict NHS regulations, the surgery can only dispense medication for those
patients living in the surrounding villages.
Patients living within the City of Ely may collect medication from the local chemists.
These are listed at the top of the repeat request slip.
Repeat Prescriptions
Please order your repeat prescriptions in writing, allowing 72 hours for processing.
If the computer slip has been mislaid then please write your names and address with
a list of the drugs that you require and hand to the dispensary staff.
Repeat requests for medication can be ordered by any of the following;
• Registering with the dispensary to order medication online via the surgery website.
• Faxing directly to the dispensary – 01353 645656
• Post the repeat request slip into the letter box, either in the surgery next to the
dispensary or the outside front door letterbox.
• Posting via royal mail.
All the local chemists have repeat boxes within their stores where repeat slips can be
posted; the chemists will then deliver these requests to the surgery so that a
prescription can be processed and returned to the chemist for them to dispense for
you.
Cost Cutters, Little Downham and Stretham Stores have repeat request posting
boxes inside the shops. These boxes are emptied twice a week. Dispensing patients
can register with the dispensary and we are also able to deliver your medication to
these shops for collection at your convenience. We also do home deliveries to
patients in Witchford.
Repeat prescriptions are checked by your doctor before being issued. On certain
occasions the doctor may decide it is more appropriate to see you for an appointment
rather than issuing further medications. This decision is made by the doctor and not
the dispensary staff.
In line with national guidelines we have moved to issuing 28 days supply of medicines
at a time. There is a huge cost to the NHS of medicines issued to patients that are
never used. In certain cases it may be more cost-effective for patients to have a prepayment certificate.
Like all practices in the locality we comply with the NHS Cambridgeshire prescribing
formulary which has a first and second line choice of clinically appropriate drug
therapies. There is also a red list of drugs which are not normally funded for
prescribing by general practitioners and these can only be prescribed in specific
circumstances. From time to time medications may be changed to comply with the
Cambridgeshire Joint Prescribing Group policy.
A further way of making sure that the NHS has value for money from the medication
that patients take, is by avoiding brands and prescribing by the chemical name
(generic prescribing). Brands vary enormously in price whilst the drug is exactly the

same. We are trying to ensure we increase our generic prescribing. We are
promoting “self care awareness” and will recommend self purchase of medicines
available over the counter where appropriate, e.g. antihistamines, simple analgesics,
emollients. The dispensary number is ELY 663434 and option 4.
Telephone Calls
If a patient needs to speak to a nurse or doctor, they should telephone Ely 663434
and speak to the operator, leaving their name, address, telephone number and, if
possible, the reason for the call. They will return the call as soon as they are able;
please be aware that not all GPs work every day. We aim to return the call within five
working days. If urgent it will be passed to the triage team. Please be aware that our
number will appear as a ‘withheld’ number for confidentiality reasons. Please advise
reception of any change in your contact details (home and mobile numbers and
address).
Text Messaging
We have a text messaging service for mobile phones. This allows us to communicate
more efficiently with you regarding appointments, health checks, prescriptions,
referrals and other aspects of patient care. Please advise reception if you would like
to take advantage of this service.
Hospital Transport
To qualify for hospital transport you must live at least three miles from the hospital
and have no other means of attending, i.e. own vehicle, friend or public / voluntary
transport. If you suffer severe physical or mental problems, or are attending for
treatment which has physical side effects, you may qualify for transport. If you think
you qualify for transport, this can be arranged by telephoning 0845 603 8117. Lines
are open Monday to Sunday 8am-6.30pm. All subsequent transport arrangements
should be made at the hospital when booking your next appointment.
Volunteer Car Service
For patients who do not qualify for hospital transport there is a social car service in
Ely operated by Ely & District Volunteer Bureau. For information telephone Ely
666553. There is a small fee for this service.
Change of Personal Details
We ask our patients to ensure that reception are advised of any change of name,
status, address or telephone number, in order for medical records to be accurately
maintained. It would also be helpful if you could let us know if you are happy to
receive text reminders of your appointments at the surgery.
Disabled Access
Spaces are reserved for the disabled in the rear car park. Wheelchair access is
available by the main entrance to the building. A toilet for the disabled is situated on
the ground floor. The surgery also has a hearing loop at reception, as well as a
portable facility for use within consultations. Please ask at reception if this is required.

Behaviour
Patients using threatening or violent behaviour to GPs or any other person on the
practice premises will be removed from the patient list with immediate effect.
Newly Registered Patients
All new patients are warmly welcomed to the practice. On registration each patient
will be offered an appointment within six months to see a nursing assistant for a
health check. However if you are on medication you will be offered an appointment
with our nurse prescriber.
Patients Aged 16-75 Years
Patients aged between 16 and 75 years of age who have not had a consultation in
the previous three years can request a consultation for a routine check-up. We invite
eligible patients aged 40-74 for an NHS health check every five years.
Patients Aged 75 Years And Over
Patients in this category who have not had a consultation in the previous 12 months
are entitled annually to see their doctor or a practice nurse to assess whether any
treatment is required. Appointments can be requested at the surgery, or in the home if
a patient is housebound.
Temporary Residents
The doctors are happy to see any of your family and friends who need a doctor when
they are staying with you. Similarly, when you are away from home in the UK you
can visit any local doctor.
Please note there may be a charge for some overseas visitors.
Clinics
The following clinics are held at the surgery. The days shown may change due to
holidays or training.
Antenatal Clinic
Patients are seen by the community midwives by appointment, at Ely Children’s
Centre. Please telephone 01353 611594 to book an appointment.
Asthma Clinic/COPD Clinic
Trained respiratory nurses run these clinics which are strictly by appointment only.
Child Immunisation Clinic
These are held at the surgery. Appointment reminders are sent out by Child Health.
Please ring Ely 663434 and press option 1 to book the appointment when notified.
Child Welfare Clinics
Development checks are offered to all new babies at six to eight weeks. Invitations
are sent to attend these clinics, which are held at St Mary's Surgery.
Diabetic Clinics
Strictly by appointment only. These are run by trained diabetic nurses.
Family Planning Clinic
A full family planning service is offered at the surgery on Tuesday late afternoons.

Consultations are with a female GP and include the fitting of coils and the insertion
and removal of Nexplanon contraceptive implants. Patients may consult their own GP
for the oral contraceptive pill, or morning after pill within normal surgery hours but not
all GPs fit coils or Nexplanon. Our nurses can deal with pill and coil checks and give
depo-provera injections as well as general contraceptive and sexual health advice.
Our family planning nurse also fits and removes Nexplanon contraceptive implants.
Flu Vaccination Clinics
Flu vaccinations are given annually during the flu season to susceptible and eligible
patients. Please contact the reception staff in September, or when you see our flu
banner displayed outside the surgery, to book your appointment. We usually run
specific flu clinics on Saturday mornings during the autumn.
With all nurse-led clinics, there is some flexibility to be seen during treatment room
sessions. However, we do need to manage these carefully to ensure adequate
supplies of the vaccination are available, so please speak with reception if you cannot
manage an appointment during specified clinic times.
Minor Surgery
We hold a clinic on a Thursday afternoon for minor surgical procedures which are
undertaken by GPs qualified to carry out this work. Any such requests must be
arranged with a doctor.
Stop Smoking Service
The Stop Smoking Service (CAMQUIT) can offer information and advice, counselling
and Nicotine Replacement Therapy on prescription for anyone wishing to give up
smoking. Clinics are held at the surgery weekly. Please contact us on Ely 663434
and press option 1 to arrange for an appointment, or for telephone advice ring 0800
018 4304.
Clinical Research
St. Mary’s Surgery is part of the Primary Care Research Network in the East of
England and is accredited by the Royal College of General Practitioners for research.
Various clinical trials are undertaken each year and patient volunteers are sought for
these.
Access to Medical Records
In general, patients are entitled to information about their health from any practitioner
who is treating them. Should you require access to your records, please ask at
reception for details of the procedure to be followed. Further information regarding
access to medical records is contained within the leaflet "Health and Social Care
Information and the Data Protection Act 1998" which is available from the surgery.
Confidentiality
We have a legal responsibility to keep confidential all of the information held about
you. The obligation that the NHS has, together with the rights that every individual
enjoys, are set out in the Data Protection Act 1998. Information about you may,
however, need to be shared with others involved in your care from time to time - for
example, with a hospital consultant or a district nurse. The sharing of medical
information is specifically covered by the Act. Further information regarding the Data
Protection Act is available from reception.

Chaperones
Chaperones are available for both male and female patients in the event that you
need to be examined. To request a chaperone, please either ask at the reception
desk, or mention this to the GP or nurse at the time of your appointment.
Interpreters
We can arrange for an interpreter to speak by telephone to the doctor or nurse at
your appointment. Please ask at reception. It would be helpful if you could give us as
much notice as possible so that we can ensure the availability of an interpreter for the
required language.
Complaints Procedure
Complaints about the services offered by St. Mary’s Surgery are thankfully very rare,
but are taken extremely seriously and are dealt with fairly and promptly.
Complaints, or compliments, should be addressed to the practice manager.
Freedom of Information - Publication Scheme
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.
Patient Participation Group (PPG)
We have a PPG and its aim is to create a communication link between the practice
and its patients, providing a forum for constructive discussion in areas such as health
promotion and education, improvement of services and other topics determined by
the needs of the community. For more information please leave your name and email
contact details at the surgery reception. We will keep you informed of future meetings .
Non-NHS Services
A wide range of services are provided at St. Mary’s Surgery which are not covered by
the National Health Service e.g. medical examinations for HGV and PSV licences,
pre-employment and fitness to travel examinations, signing of passport application
forms and completion of private medical certificates etc for our own patients.
These services are provided at the discretion of the doctors and a fee will be payable.
SMILE
St. Mary’s Surgery immediate and long-term equipment fund is called SMILE.
Occasionally donations are received which are deposited in this fund.
This enables the practice to purchase items of equipment which benefit our patients,
e.g. nebulizers for respiratory conditions, glucometers for diabetic patients, sonic aids
for antenatal patients, an ECG machine, a defibrillator and dermatoscopes.
If you would like to make a donation, please ask to speak to the Practice Manager.
Details of Primary Medical Services
Details of Primary Medical Services in the area can be obtained from NHS
Cambridgeshire's Patient Advice and Liaison Service Team. Block 23, Ida Darwin,

Fulbourn, Cambridge, CB21 5EE
Telephone 0800 279 2535 or 01223 725588.
Zero Tolerance
We strongly support the NHS policy on zero tolerance. Anyone attending the surgery
who abuses the GPs, staff or other patients be it verbally, physically or in any
threatening manner whatsoever, will risk removal from the practice list. In extreme
cases we may summon the police to remove offenders from the practice premises.
Self Treatment of Common Illnesses
Back Pain
Back pain causes 13 million lost working days in Britain each year. Usually too much
or inappropriate lifting or gardening is the cause. Be sensible, take things easy,
prevention is better than cure. Rest and painkillers will relieve most cases within a
few days. Your doctor will not mind if you approach a qualified physiotherapist,
chiropractor or osteopath directly.
Burns and Scalds
Apply large quantities of cold water to the burn as soon as possible and maintain this
for several minutes. A loose dressing is suitable for unbroken or mildly blistered skin.
Larger burns and burns in children should be seen by a nurse or doctor.
Coughs, Colds and Sore Throats
No magic cure has been found for these common ailments. Viruses cannot be treated
with antibiotics. Aspirin or paracetamol, soothing drinks and other remedies help
relieve the symptoms until they pass naturally in a few days or so.
Diarrhoea and Vomiting
Again normally caused by viruses. Even holiday diarrhoea can be treated with small
amounts of clear fluids, not milk, taken frequently to rest the stomach and prevent
dehydration. In children, mixtures of glucose and salts (Rehidrat/Dioralyte) can be
used. If the patient appears very ill, or in babies who can become dehydrated more
quickly, consult the surgery if symptoms persist.
Earache
Usually earache accompanies coughs and colds. Paracetamol will relieve the pain. If
symptoms persist, and with children, consult the surgery.
Head Lice
Very common in children, head lice prefer clean hair and are not a sign of poor hygiene.
Lotions are available from the chemist for all the family.
Threadworms
All children will get these at some stage. An itching bottom, especially at night, is the
most common complaint. Threadworms resemble small pieces of white cotton. Your
chemist can advise you about treatment, again for all of the family.
Head Injuries/Concussion
Most bumps on the head cause no damage. A slight headache can be helped with
paracetamol. If the patient is knocked out for more than a few seconds, consult the
surgery. We may advise that the patient is taken to hospital if a more serious injury is
suspected even though the patient can at first appear well.
Spots

Most childhood spotty illnesses are minor and often cause little upset. Measles is
more serious, but is rare now that all children are immunised. Your doctor will not
mind you attending the surgery with a spotty child to confirm diagnosis. All of these
illnesses are contagious before the spots appear.
Insect Bites/Stings
Antihistamine tablets from the chemist relieve itches as can calamine lotion.
Antihistamine creams are not recommended.
Nosebleeds
Pinch the nose between thumb and forefinger gently for five to ten minutes below the
nasal bone. Persistent bleeding or a clot of blood down the throat may need further
medical intervention. If heavy bleeding continues for more than 20 minutes you
should go to A & E.
Sprains
R.I.C.E. - Rest, ice, compression, elevation. A cold compress with ice (a bag of frozen
peas) applied over the strain for 30 minutes reduces and prevents swelling. A crepe
bandage can be used and elevation continued until all swelling subsides. Gradual
resumption of movements and exercise over a few days is recommended.
Sunburn
Treat as other burns. Calamine lotion and paracetamol will help. Avoidance,
especially in children is most important. High factor sunblock and hats etc are
advisable in all but the mildest of exposure to the harmful effects of the sun.
Alternative Formats
This leaflet can also be made available in other languages and in large print. Please
ask at Reception for more detail

Useful Telephone Numbers
Addenbrooke’s Hospital……………………………. 01223 245151
Minor Treatment Centre.……………………………. 01353 656675
Princess of Wales Hospital…………………………. 01353 652000
X-ray Department……………………………………. 01353 652075
Physiotherapy Department…………………………..01353 652046
Centre 33……………………………………………... 01223 316488

Hinchingbrooke Hospital……………………………. 01480 416416
Newmarket Hospital…………………………………. 01638 558400
Health Visitors…………………………………………01353 652070
District Nurses……………………………………….. 0844 931 0045
Chiropody……………………………………………. .01353 652185
Police……………………………………………………………… 101
Social Services.... Adults 0345 045 5202/Children 0345 045 5203
Boots the Chemist…………………………………. . 01353 661461
Lloyds (St Mary’s Surgery)…………………………. 01353 662226
Lloyds (Princess of Wales Hospital)………………. 01353 664820
Tesco (Pharmacy)…………………………………....01353 602547
St Mary's Street (Pharmacy)……………………….. 01353 772937
Sainsbury’s (Pharmacy)……………………………. 01353 605608
Haddenham (Pharmacy)…………………………… 01353 740257
Samaritans……………………………... 116 123 or 01223 364455
Urgent Care Cambridgeshire……………………….0330 123 9131
NHS 111 Service…………………………………………………. 111
Patient Experience Team……… 01223 725588 or 0800 279 2535
Village Benefits Advice Service……………………. 01353 666990
Social Car Service……………………………………01353 666553
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