MATLOCK AND ASHOVER PRACTICE
You and Your General Practice: Patient Charter
This Patient Charter sets out the mutual expectations and commitments between Matlock and Ashover Practice and you as a patient registered with our surgery. Our aim is to work together to provide high-quality, safe, and compassionate care.
WHAT CAN YOU EXPECT FROM US AT THE PRACTICE - We will:

· Treat you with dignity and respect, regardless of your age, gender, ethnicity, religion, disability, or sexual orientation.
· Protect your confidentiality at all times, in accordance with data protection and NHS guidelines.
· Provide high-quality medical care, delivered by qualified professionals.
· Offer appointments appropriate to your clinical need, including face-to-face, telephone, or online consultations.
· Refer you to an appropriate specialist or service when necessary.
· Provide clear explanations about your condition, treatment options, and any tests or procedures.
· Respond to your feedback and concerns in a constructive and timely manner.
· Ensure our premises are clean, safe, and accessible.
· Help you to make healthy lifestyle choices by offering support, advice, and signposting to appropriate services.
 WHAT WE ASK FROM YOU THE PATIENT - Please:
· Treat all staff and other patients with courtesy and respect. We have a zero-tolerance policy towards abusive or aggressive behaviour.
· Attend your appointments on time or let us know as early as possible if you need to cancel or reschedule.
· Use NHS services responsibly—for example, only requesting same-day appointments for urgent medical issues.
· Be honest and open with us so we can provide the best care.
· Keep us informed of any changes to your contact details or circumstances.
· Follow medical advice and take medications as prescribed.
· Order repeat prescriptions in good time, using the appropriate channels.
· Make use of self-care resources (e.g. pharmacies, NHS website) where appropriate before contacting the GP.
WORKING TOGETHER 
We believe that health is a partnership between the patient and the healthcare team. By understanding our mutual responsibilities, we can provide care that is safe, effective, and centred around your needs.
Together, we can:
· Promote wellness, prevention, and early intervention
· Ensure efficient use of NHS resources
· Build a stronger, more respectful relationship between patients and staff
FEEDBACK AND COMPLAINTS
We welcome your feedback, whether positive or constructive. If you have a concern or complaint, please ask for our Complaints Policy, or speak to a member of staff. We will always listen and try to resolve issues fairly and promptly.
Contact Details
Practice Manager – Mrs Joanne Gordon
Phone: 01629 593240
Email Address: ddicb.admin.map@nhs.net
Website: www.matlockandashoverpractice.co.uk

