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Welcome to Health Ngatea.   At our practice it is important to us to have a high-quality, sustainable rural GP service in Ngatea.   As a GP led clinic, we continue to strive to provide the best experience to our patients.  We enjoy being part of our community and believe in partnering with our patients to improve their health and well-being.  We are always looking for ways to innovate and improve the service and appreciate your feedback.

Practice Hours:
Monday to Friday:	     9.00 – 5.00pm (by appointment from 9am to 4:15pm) 
Saturday and Sunday:  9am-12noon (by phone triage in the first instance)
Dr. Hayley Scott – Monday and Wednesday (subject to change)
Dr. Tom Nicholson – Tuesday and Friday ( subject to change )
Dr  Keegan Edwardson – Thursday (subject to change)

After Hours Care Arrangements:
This practice provides 24-hour care for patients via a phone triage system.  
Please call us on 0786 77521 and your call will be put through to the on-call service where you will be triaged.
GPs are available weekdays till 10pm and on weekends from 9am-12noon (by phone triage in the first instance)

On Arrival:
Please report to the receptionist.  This alerts the doctor to your arrival.  Let reception know if you have had an accident or if you require urgent attention.  A wheelchair or walker is available if required.


Routine Appointments:
Please call 07 86 77521 for an appointment.  Routine appointments are for conditions or services that are not immediately affecting your health such as repeat medications or filling out paperwork.
When possible plan your appointments ahead of time to ensure you can see the doctor of your choice, at the time you choose.
You may be asked the reason for your appointment.  This allows the practice to plan the appropriate time and any necessary equipment for your appointment.  If the appointment is of a personal nature and you do not wish to disclose to  the receptionist, please feel free to tell them it is personal,  and they will happily respect this.  
Please tell us if more than one family member needs to be seen or if you require some extra time.  If you or a family member requires an interpreter service, we can organise this for you.  Please let us know this when you make the appointment.

Urgent Appointments:
Our staff are in attendance between 08.30am and 5.00pm weekdays. Every effort will be made to see all genuinely urgent cases at the earliest opportunity.  At Health Ngatea we run a phone triage system.  This means that if you ask for an appointment on the same day, you will be rung back by a doctor or a nurse to discuss the appointment.  This allows us to ensure that those patients who have illnesses immediately affecting their health, can be seen first.  It also allows us to look at managing some problems in different ways, often saving patients from needing to come into the practice at all.  We keep several appointments for patients who have immediate health requirements so that they can be seen as soon as possible.  If you feel you have an urgent condition, please tell the staff on the phone or at Reception.

Phone Consults:
If you have a problem that does not need an examination, it may be possible to have a phone consult.  These can be booked through Reception and the doctor will ring you back at a specified time.  The advantage to phone consults, is that you don’t need to come into the practice, and they can be done wherever you are.

Patient Portal:
Our practice believes that great health care involves the patient as much as possible.  To help with this, we have a patient portal.  This is available through a website or smart phone app, and can be used to book appointments, email the doctor, see your notes, and look at your blood tests results. This is the easiest way to contact the practice for non-urgent issues and you can contact Reception to join up.  This is a free service. 

Results
We encourage patients to access their test results through the patient portal, as this is where they are available at the earliest opportunity.  You will be contacted by phone or email if there are significant results.  We are unable to contact everyone with normal, routine results due to the large number of results we receive, however we encourage you to ring for your results if you are concerned, or just want to know your results. Or better still, join the patient portal and you will be notified by email as soon as they are available.

Teamwork:
At Health Ngatea we like to work as a team.  If your doctor is away, another doctor in the team will check your results and contact you if there are concerns.  We encourage patients to choose a doctor as their main provider, however all team members have access to the patients notes to ensure they are able to access the information they need should the main provider be away from the practice.  Several of our patients who are high users of the services, may have one or more GPs who are familiar with their case, so that they have an option if one is away.  Please discuss this with your doctor if you wish to have another doctor involved in your care.

Services Available:
General medical practice care, routine preventive medical checks, routine well child health checks, family planning, cervical smears, pregnancy tests, vaccinations, minor surgery, liquid nitrogen freezing therapy, asthma and diabetes care, blood pressure checks, smoking cessation, men’s health checks, Ear Microsuction Clinics, LARCS, skin checks and HIP (Health Improvement Practitioners). 
Home visits may be necessary for some patients. These are arranged according to patient and doctor requirements. 

Visiting Specialists to Health Ngatea:   Richard Sommerville
Also available within the Medical Centre:  Pathlab services, Counselling, Plunket, and Physio.

Fees and Billing Arrangements:
We are funded by the government under the non-VLCA formula.  If you would like more information on this, you can access it at https://www.health.govt.nz/our-work/primary-health-care/primary-health-care-subsidies-and-services/capitation-funding. 
A full list of our fees is available at Reception.
Fees are payable at the time of consultation.  Unpaid consultations will incur an administration fee and if not paid within 2 months may be sent to Debt collection services. 
If you anticipate that payment may be a financial difficulty, please ask one of our friendly Admin ladies to set you up on an Automatic Payment system. If we can support you in this way, it may be a preferred option to you.   

Phone calls:
The doctors prefer not to interrupt your appointment for phone calls as much as possible.  They are therefore unable to be contacted directly by phone. The practice nurses, wherever possible will deal with phone calls in the first instance.  It may also be possible to book a phone consult with a doctor if you need a consult, but don’t need to come in.

Reminder System:
Our practice is committed to preventive care.  We may issue you with a reminder notice from time to time offering you preventive health services appropriate to your care.  If you do not wish to be part of this system, please discuss this with a doctor or practice nurse.

Management of your Personal Health Information:
Your medical record is a confidential document. It is the policy of this practice to always maintain security of personal health information and to ensure that this information is only available to authorised members of staff.

Your Rights:
In providing a quality health service this practice complies with the Code of Health and Disability Services Consumers’ Rights.  We encourage feedback from our patients regarding our services.  We have several ways to feedback.  There is a suggestion box in the waiting room, or you can contact our Patient Participation Group via their email or directly to one of the members.  The contact for this is available on our website, or on the wall in the practice waiting room.
.
If you feel your rights have been breached please let us know, we welcome any opportunity to improve our standard of service and uncover any problems.  You may make a complaint verbally or in writing, alternatively should you feel unable to do so, you may have the support of an independent advocate from the Health and Disability Commissioners office by phoning 0800 11 22 33. For more information about our complaints process please ask any member of staff.
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