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1.  Aim 
 

This document sets out how Crofton and Sharlston Medical Practice ensure that all patients 

are able to access timely and appropriate clinical care. 

 

2.  Objectives 
 

 Patients are able to access information, care or treatment by a GP or appropriate 

member of the practice team in line with their clinical needs. 

 The ability of patients to access the above does not vary on account of 

characteristics such as age, disability, gender, race, religion or belief, sexual  

orientation, geography or socio- economic status. 

 Clinicians and staff are able to manage available resources to meet demand 

effectively so that the best possible levels of service and access are maintained at all 

times. 

 Patients and carers are aware of how to get the best from the practice and are 

involved in monitoring and developing the systems and procedures to ensure that 

their needs are met. 

 

3.  Rights and responsibilities for the patient 
 

3.1   Patients’ Rights 
 

As a patient, you have the right to: 

 join the practice of your choice in the area where you live following acceptance by the 

practice; 

 easily-accessible information about your practice and how to access care via the practice 

leaflet and website; 

 appropriate urgent care as per Section 5 Access Targets; 

 clear information about your treatment in a suitable format and language so that you 

and the clinician may make an informed decision about the best course of action; 

 privacy and confidentiality; 

 be treated with dignity and respect at all times (including access to a chaperone if 

required); 

 comment or complain if you are not satisfied with the service provided. 

 be registered in accordance with NHS England’s ‘Patient Registration’ standard 

operating procedure.  

 Be registered or receive treatment without delay where the patient cannot produce 

photo ID or proof of address.  

https://www.england.nhs.uk/commissioning/wp-content/uploads/sites/12/2015/11/pat-reg-sop-pmc-gp.pdf
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3.2   Patients’ Responsibilities 
 

As a patient it is your responsibility to: 

 treat all practice staff with respect; 

 ensure you attend any appointment made at the surgery and arrive on time; 

 cancel an unwanted appointment as soon as possible so it can be offered to someone 

else; 

 inform the practice if you change your address or telephone number so the practice can 

contact you urgently if needed; 

 inform the practice if you have any special needs, including communication needs, so 

the practice can make any necessary arrangements; 

 let a member of the practice staff know if you are unsure about or dissatisfied with your 

care so that it can be explained or put right; 

 do your best to look after your own health; 

 use the services of the practice appropriately. 

 

4. Surgery opening hours and appointment times 
Although we have 2 sites, we use one local telephone number for all patients to use when 

they need to access any of our services at either site. That number is 01924 862621 Sites 

are manned by reception staff during every working day listed below. 

 

Crofton Health Centre, Slack Lane, Crofton, Wakefield WF4 1HJ – main site.  

 

Days open Opening hours Extended hours 

Monday 8.00am – 6.30pm  

Tuesday 8.00am – 6.30pm 06.30am - 8.00am* 

Wednesday 8.00am – 6.30pm 06.30am – 8.00am * 

Thursday 8.00am – 6.30pm 
 

06.30am – 8.00am * 

Friday 8.00am – 6.30pm  

*Subject to change – please check with reception staff 

Sharlston Medical Practice, Clifton Road, Sharlston, Nr Wakefield WF4 1AR – branch site.  

 

Days open Morning Afternoon 

Monday 8.00am – 11.30am 1.30pm – 6.00pm 

Tuesday 8.00am – 12.30pm 2.00pm – 6.00pm 

Wednesday 8.00am – 11.30am 2.00pm – 6.00pm 

Thursday Opens at 8.00am Closes at 6.30pm 

Friday 8.00am – 12.00 noon 
(main site open until 6.30pm) 

Closed 
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The practice can be contacted by calling into either reception, book or cancel appointments 

through online services provided by SystmOne, or phoning one local number to book an 

appointment, at their preferred site 

 

We also offer telephone appointment slots, so if appropriate and you wish to speak to a nurse or a 

doctor on the telephone please inform reception staff and they will advise you on how this service 

works. 

All sites are closed for staff training for a maximum of ten Wednesday afternoons (from 12 

noon) each year.  Details are displayed clearly on the practice website and each practice site 

at least four weeks in advance together with instructions on what to do if you need help 

when the surgery is closed.  

  

The practice provides a first appointment with a GP, Nurse or Nurse Prescriber at 8.30am 

Monday to Friday and the last pre-bookable appointment is 5.50pm with a GP. The practice 

provides standard appointment length of 10 minutes with GPs and the Nurse Prescriber, but 

longer appointments are available on request for patients who need more time. 

 

The practice provides extended hours appointment slots, outside of core working hours 

which are from 7.00am to 8.00am every Tuesday, Wednesday and Thursdays at our Crofton 

site. Patients from either site can attend or book these appointment slots. We do not run 

them on a Wednesday TARGET date so please check availability as one Wednesday surgery 

each month, may be held on a different day of the week. Please check with reception 

 

Crofton and Sharlston Medical Practice, working with six other local Practices, delivers a 

nurse-led telephone triage service for all same day GP appointment requests, called Trinity 

Care.  The service covers six practices in the centre of Wakefield and one Practice on the 

outskirts, operating 7 days a week, every day of the year from 8am-8pm Monday-Friday and 

9am-3pm on weekends and Bank Holidays.  Patients registered with the seven practices can 

ring this service directly on 01924 784100 or request a call back via their Practice’s reception 

staff. 

 

All calls are answered by a fully-trained nurse who will have access to your medical 

notes.  Patients should expect to be asked questions about your problem so that the nurse 

can find out more about the nature of your illness or problem. Once the nurse has talked to 

you and referred to your medical notes you may then be given an appointment with a 

doctor for that day or later in the week if it is felt that the problem can wait.  It is important 

for patients to understand that not all calls to the Triage Service will result in an 

appointment with a doctor. Sometimes patients may be booked to see a nurse at a minor 

illness clinic, given advice about actions and treatments which can be taken at home or 

advised to visit to their local pharmacist.  The service is also able to offer appointments with 

a physiotherapist or a community mental health nurse depending on your needs. 
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Further information on the service can also be found at www.trinitycarewf.org.uk  or by 

looking on our practice website at www.croftonandsharlston.co.uk   

 

5. Access standards 
 

5.1 Routine consultation standard 
 

All patients will be offered a telephone or face-to-face consultation with a doctor or other 

suitable practitioner (such as a senior nurse) within two working days of contacting the 

practice, unless the call is triaged to be safe for a longer time frame or  the patient may 

choose to wait longer if they want a more convenient appointment or to see their preferred 

practitioner.   

 

5.2 Urgent clinical assessment standard 
 

All patients who believe that they have an urgent medical problem which needs to be dealt 

with the same day (and cannot be offered an appointment that day) will be contacted by a 

doctor or another suitable practitioner from the practice within four hours, provided they 

clearly identify themselves to the receptionist and supply a contact telephone number and 

where possible a brief indication of the problem.  The patient must inform the receptionist if 

he/she believes the problem requires attention more quickly. 

 

5.3 Repeat prescriptions standard 
 

The practice will generate and sign all repeat prescriptions within two working days of 

receiving a request to do so, except where; 

 the practice has tried and failed to contact the patient where this is needed before 

the prescription can be issued safely,  

 or where a medication review is pending and must be undertaken before the 

prescription can be issued safely. The request for a medication review will be 

highlighted on the patient’s most recent prescription.   

 

The practice aims to generate and sign repeat prescriptions within 24 hours of request but 

because of the need to ensure patient safety patients should allow two working days.  The 

practice will do its best to provide prescriptions in urgent circumstances but will not 

compromise patient safety to do so. 

 

After careful risk assessment, the practice no longer accepts repeat prescriptions over the 

telephone. However there are still a number of other ways to order medication, which 

includes using the practice online services provided by SystmOne, by filling out their request 

http://www.trinitycarewf.org.uk/
http://www.croftonandsharlston.co.uk/
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on the repeat prescription counterfoil, or through the pharmacy of their choice, using their 

RPS (repeat prescription service), which can either order and collect from the practice and 

even deliver to the patient’s home if requested to do so. 

 

6. If you miss your appointment or are late 
 

There would be much shorter waits for appointments if every unwanted appointment was 

cancelled and so available for another patient to use.  It is frustrating for doctors and nurses 

to be under pressure to provide better access when up to 1 in 10 appointments are wasted 

by people who simply do not turn up. 

 

If you attend the surgery late for your appointment it may be difficult to fit you in without 

making other patients wait longer.  The clinicians will refuse to see you if you are more than 

10 minutes late and you will have to rebook your appointment. Please try to attend just 

before your appointment slot but not too early.  If the surgery is running late you will be 

informed by reception so that you have the option of re-booking, or though other 

communication methods where available, such as the self-arrival screen. 

 

7. Seeing the doctor or nurse you prefer 
 

For most problems you may not mind which doctor or nurse you see but there may be times 
when you may have a firm preference or it is best for you to see a particular practitioner.  
Please always ask the receptionist about this when booking your appointment, but please 
be aware that we cannot guarantee your preferred GP will be available. 
 

8. Improving access for patients 
 

The practice is always pleased to receive comments and suggestions about its services 

including how easy it is to access them.  Please contact Ann Batty, the practice manager if 

you have comments or suggestions to make. 

 

Patients are encouraged to join our Patient Participation Group. If you would like more 

information regarding what happens at a PPG group, who attends, what we discuss, or how 

to join the group, please contact the practice manager for more information or look on our 

practice website www.croftonandsharlston.co.uk   

 

The practice has ‘Young Person Friendly’ accreditation. All reception staff have received 

training in assisting young people to get the best from the practice. There is access to 

resources specifically for young people via the practice’s website and the practice provides a 

dedicated clinical advice service for young people at least once per week (in consultation 

http://www.croftonandsharlston.co.uk/
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with young registered patients and at least equivalent to a half hour telephone or face to 

face surgery conducted by a suitably qualified nurse or doctor). 

 
 
 All practices in Wakefield are implementing or have started to prepare the implementation 

of the Accessible Information Standard. This tells NHS organisations how they should make 

sure that disabled patients receive information in formats that they can understand and 

receive appropriate support to help them to communicate. 

 

The practice does support communicating with patients by meeting their needs. For 

example, if a patient does not speak English, we have access to Telephone  Language Line 

translation. If a patient requires BSL interpreter, we have access to book a face to face 

interpreter 

 

The majority of our staff has undergone training to become a dementia friendly practice to 

help make visiting the practice an easier experience for those patients suffering with 

dementia. Our practice building in Crofton, was the first in the area, to trial the suggested 

risk assessment tool kit based specifically for GP practices and were able to work with our 

council and public health colleagues in making the building risk assessment tool, fit for 

purpose. 
 

From May 2016, Crofton and Sharlston Medical Practice joined Trinity Care to support local 

services including our Accident and Emergency units and also to ensure out of hours 

services for our patients, remain as local as possible for as much of the time we are 

currently able to cover. The service runs from Trinity Medical Centre, based in central 

Wakefield and covers patients registered at Crofton and Sharlston Medical Practice, 

Warrengate Medical Centre, Maybush Medical Centre, Grove Surgery, Almshouse Surgery 

and Eastmoor Surgery. 

 

During the day anyone asking for a GP appointment, may be placed on the triage list to be 

called back by experienced triage nurses who will make an assessment of your symptoms 

and will determine the most appropriate care for you. This may be a same day appointment 

with a GP, an appointment with a mental health nurse, an assessment by a physiotherapist, 

or you may be asked to visit a local pharmacy. Sometimes the nurses may suggest that you 

take some over the counter remedies and call back if your symptoms worsen or do not 

improve. 

 

From 6.30 - 8pm on weekdays and 9am - 3pm at weekends and on bank holidays if you 

need to be seen urgently you should still phone our practice telephone number 01924 

862621, but your call will automatically be directed to Trinity Care during these hours. They 

will assess your symptoms and if necessary you will be able to see a GP at Trinity Medical 
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Centre. For calls outside of these hours will remain the same - for clinical advice, home visits 

that cannot wait until the surgery reopens, please call 111. For urgent assistance, please call 

999. 

 

The rota for weekends is staffed by GPs from the above surgeries so you will be seeing 

either a GP from this surgery or another local GP depending on rata coverage at the time. 

Trinity Care is open 365 days a year including Christmas, Easter and New Year 


