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We are committed to providing a safe, respectful, and supportive environment for all patients and staff. 
This charter sets out what you can expect from us and what we ask of our patients, to help us to provide services effectively and to ensure resources are used responsibly. 

What you can expect from us:
· To be treated with courtesy and respect by all Practice personnel.
· To be treated in clean, safe premises appropriate to the needs of our patients, including those with disabilities.
· To be seen as close to your appointment time as possible. Where a delay is likely we will do our best to keep you informed.
· To be provided with care and treatment appropriate to your needs and preferences in line with national and NHS guidelines. 
· To be provided with information and advice that is relevant to you, in a way that you understand.
· To be provided with equal access regardless of age, disability, race, religion, sex, sexual orientation, gender reassignment, pregnancy, or marital status.
· To be treated by qualified, professional staff in a safe, regulated setting.
· To be involved in decisions about your treatment, decisions about your care will be made with you not for you.
· To be provided with clear information about risks and benefits of care 
· To have your decisions respected, including the right to refuse or accept treatment. 
· To be given access to medicines and treatments recommended by the National Institute for Health and Care Excellence (NICE) where clinically appropriate.
· To be given the opportunity to receive routine vaccinations as part of the national immunisation schedule.
· To be referred to secondary care when clinically appropriate.
· To be given access to your medical records, including online access, in accordance with current legislation.
· To have your information kept private and secure. We will maintain your confidentially and protect your personal information.
· To be listened to when you have concerns. We will respond to any feedback and concerns about the service appropriately and fairly.

What we ask of our patients:
· Treat our staff and other patients with the courtesy and respect at all times. Aggressive, abusive, threatening or intimidating behaviour, whether verbal, physical or in writing, may lead to prosecution and removal from the practice.
· Respect the premises where our services are provided.
· Attend appointments on time. Being late for an appointment or being unavailable for a planned call-back can affect other patients and may make it necessary to reschedule your appointment.
· Notify us in advance if you are unable to attend, or no longer need, an appointment. Cancelling an appointment that you are unable to attend means that appointment can be made available to another patient who needs our help.
· Use the automated patient check-in screens when you arrive for your appointment whenever possible, if you are not able to use the check-in screen please let the receptionist know you have arrived.
· Only request a home visit when absolutely necessary, and accept the clinician has the final say about whether a home visit will be provided. Several patients can be seen in the practice in the same amount of time that it takes to make one home visit, for this reason we reserve home visits for the housebound or seriously ill.
· Accept that it may not always be possible to see the clinician that you choose. While we strive to provide continuity of care and patient choice, sometimes we may need to ask you to see a different clinician if your preferred clinician is not available.
· Use our service responsibly, please do not expect immediate treatment for non-urgent or routine conditions.
· Inform us of any changes to your contact details. Having up to date information like a mobile telephone number makes it easier for us to send you appointment reminders, invitations to attend appointments, and other important information about your health. 
· Provide us with accurate information about your health, condition and status.
· Follow the course of treatment which you have agreed or talk to your clinician if you find this difficult.
· Use other avenues of help, for example Community Pharmacy service and accept that our staff may advise you to use these services if appropriate.
· Order your repeat medication in plenty of time so you don’t run out.
· Only order the medication that you need. Approximately 1.4 million medicine items are wasted unnecessarily in Gloucestershire each year at a significant cost to the NHS.
· Avoid stockpiling medication. Stockpiles of medicines kept at home can be dangerous for children and pets.
· Participate in important public health programmes such as vaccination.
· Sign up for and use the NHS App if possible. You can book or cancel appointments, order repeat prescriptions, and see your test results online.
· Understand that there is a charge for non-NHS work for example holiday cancellation forms, insurance forms, and give us as much time as possible to process your request as we have a duty to prioritise NHS work over non-NHS work.
· Provide feedback on the service we deliver. Your ideas and suggestions whether complimentary or critical are important in helping us to provide a first class, safe, friendly service in pleasant surroundings.
· Recognise your responsibility for your own health and endeavour to maintain, with our help and advice, a healthy lifestyle.
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