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Drury Surgery Ltd
175 Great South Road Drury Auckland

Postal address

PO Box 19 Drury 2247

EDI drury: 
Phone 09 294 3005 
Fax 09 294 8317

Professional Medical Care for all the family

Drury Surgery Ltd is a Cornerstone accredited teaching practice and a member of Procare Network Manukau PHO.

We have been part of our Drury community for over 30 years and pride ourselves that our qualified medical professionals are recognised by their peers for their knowledge and skills.

We are a family centered surgery and all of our staff works closely together to ensure we provide the best possible primary healthcare services to our patients.

Our doctors and nurses are qualified and registered medical professionals with the knowledge and skills to provide patient-centered, personal, family, whanau and community orientated, comprehensive primary medical care to all of our patients in a professional, friendly and courteous manner
We want our patients to feel that they have been dealt with in a friendly, courteous manner and that all that can be done for them has been done.

Vision for our practice.

“Provide the highest quality health care to local population in a good working environment for staff and patients.”

Some of the strengths of our practice 

Very experienced medical personnel; Balance of male and female practitioners; Team loyalty; A fun and compassionate place for staff to work in; Good leadership; The building has good flow and use of available space; Good systems and processes; Good complaints process with a no blame culture; The teams willingness to embrace the Continuous Quality Improvement process; The use of patient input into service development; and Excellent use of electronic resources.
Medical Emergencies:

For any medical emergency dial the ambulance service on 111
We are closed all weekends and all public holidays.
Afterhours 

At the end of each day our surgery line 2943005 

Diverts to HML nurse triage service 

And reverts back to the surgery at 8am on the next business day. 

The HML nurse triage service provides a free after-hours telephone consultation with a registered nurse. 

If necessary the HML nurse may advise you to go to an urgent after hour’s accident and medical centre for care.

National Health Line: 0800 611 116 

 Free after-hours telephone consultation with a registered nurse.
ZERO FEES FOR UNDER 13 YEARS FROM 1 JULY 2015
DON’T LET THE FLU GET YOU

Have you had your flu vaccine yet?
Flu vaccines are available March till July
Phone 2943005 to book your flu vaccine appointment.

Cervical Screening saves lives

You can book your smear appointment with our nurse smear taker Margo and with Michele when she has completed her smear taker course after July 2016. 

NEW PATIENTS WELCOME

Dr Erik Benjamins Dr Robyn Chandler and Dr Min Ju Kim are accepting new patients.
Unfortunately at present our remaining doctors have full books and are not currently accepting new patients.

Meet our staff

Doctors

Dr Judy Goulden started this practice in 1985 and, together with her husband Dr Peter Coleman and Dr David Shand, are GP shareholder owners of this practice.

David, Peter and Judy together have a combined total of over 90 years primary healthcare experience.

They are recognised as high quality healthcare providers by the public and other healthcare providers.

Peter and Judy have a special interest in sports medicine.

The rest of our team of doctors comprises:

Dr Lynnette Ashby, Dr Christine Rushton, Dr Robyn Chandler, Dr Erik Benjamins and Dr Min Ju Kim.

Erik is here Monday to Friday except for Tuesday afternoon. 
Erik is accepting new patients.

Christine is here three full days and one half day per week; Monday, Tuesday and Friday full days and Thursday mornings. Christine is part of the GPs with a Special Interest (GPwSI) scheme and sees referrals from CMDHB under the ORL and ENT referral scheme. Christine is currently unable to accept new patients.

Min Ju is here four days a week,Monday, Tuesday Thursday and Friday from July.
Min Ju is accepting new patients.

Robyn returned from maternity leave in April. Robyn works Tuesday Wednesday and Friday Robyn is accepting new patients.
Judy works a full day Monday, Tuesday afternoon and Wednesday mornings. Judy is currently unable to accept new patients.

Peter and David work three half days and one full day per week, each taking alternate Thursdays and Fridays as their day off. Peter and David are currently unable to accept new patients.

Lynnette is here two full days each week on Wednesday and Thursday and is currently unable to accept new patients.

General Practice Registrars

We are a teaching GP registrar practice training two GP registrars each year.

Each year we have our first GP registrar from mid Dec until June and our second GP registrar from June till December. Peter and David provide the teaching component of the GP registrar programme. 
Our current GP registrar is Dr Paul (Sang-Hyun) Park .
Dr Grant Coe is passionate about undertaking skin cancer work in South Auckland region and will be spending one full day per fortnight (usually a Wednesday) at Drury Surgery.
Grant has opened a mole screening/skin cancer clinic in Northcote Point and he will be offering full digital dermoscopy/mole screening under his new "MoleMan" brand here alternate Wednesdays

Nursing staff

Margo, Rosa, Jill, Michele and Julia make up our practice nurse team with Jo and Lisa providing casual cover when required.
Margo is our nurse smear taker and after Michele has completed her smear taking course you will also be able to your smear appointments with either Margo or Michele. We have a private nurse consultation room for your smear appointments. 

All of our nurses assist the doctors with minor surgery, patient recalls (including immunizations, chronic care management and diabetes checks), acting as a chaperone, collecting specimens and review of laboratory reports and assisting patients with preventative health care (and information for patients), including blood pressure checks, cardio-vascular and diabetes screening, blood glucose testing, ear syringing, dressings and ACC consultations. 

We have a dedicated phone nurse each day on

Phone 2943005 option 1 on the phone menu

Practice Clinical Assistant.

Angela is in this role to assist and communicate with our clinical team.

Reception and administrative staff

Our clinical team is also wonderfully supported by our reception and administration team.

Our receptionists are pivotal people in our medical practice, as they are our patients' and visitors' first point of contact. They assist and communicate with clinical staff to co-ordinate our services and help prioritise workflows and manage patient expectation.

We want our patients to feel that they have been dealt with in a friendly, courteous manner and that all that can be done for them has been done. 
Sue Neems has been our Practice Manager since 1999. The GP owners entrust and delegate the running of the practice on a day to day basis to Sue. Sue is responsible for coordinating the majority of non-medical tasks in the practice including overseeing all Human Resources and delegation of workload and liaison with staff and development and maintenance of our policies and procedures. Sue is our Privacy, Complaints, and the Health and Safety officer. Sue is assisted in these administration tasks by Kelsi Moore.

Jennifer, Kelsi, Liam, Marilyn, and Ruth make up our front line reception team. Kathie provides reception cover when required. Our reception team are happy to book patient appointments, handle your enquiries, take your payments and also deal with a huge range of administrative tasks. They are unable to help with any medication requests or queries on your health management; all of these enquires will be redirected to our nursing team. 

Please call any of our receptionists for an appointment on 

Phone 294 3005 option 0 on the phone menu 

We have a dedicated phone nurse each day on

Phone 2943005 option 1 on the phone menu

We appreciate your comments and will use your feedback to support improvements. A “suggestion box” is in the reception area where written suggestions can be placed.

We are Royal New Zealand College of General Practitioners (RNZCGP) Cornerstone accredited practice: The General Practice Accreditation Programme Cornerstone is a continuous quality improvement programme that supports development of managerial, organisational and clinical systems as a method to improve quality in the practice team and promote greater accountability. Practice systems are measured against the indicators and criteria in the New Zealand standard for general practice. The achievement of CORNERSTONE accreditation signifies a practice’s commitment to patients by meeting legal/safety standards, essential standards as set by a multidisciplinary development team. 

Please phone one of our practice nurses for your medication requests or queries and for your health management queries. 
Repeat medication. 

Please use the repat prescription form on our service page on our website www.drurysurgery.co.nz
Whilst as a practice we do not endorse patients getting repeat prescriptions without review, we do appreciate that there are times when this is necessary. Please be aware that there may be times when the doctors decline your request for a repeat prescription because it is deemed more appropriate for you to be reviewed. We are not trying to be obstructive, just to deliver safe care. 

When making a request for a prescription we need to know the correct name and dose of the medication. 

Please be aware that it takes at least 24 hours for your doctor to process your prescription request and that we are unable to do same day requests. 
There is a $18.00 prescription fee.

Please ring and speak to one of our practice nurses on 294 3005 option 1 to talk about your prescription requirements. Some pharmacies charge an administration fee if the prescription needs to be faxed. 
Results:

Patients are asked to contact one of our practice nurses to find out their test results. 
We advise that it is our practice policy for nurses to only ring and advise significant abnormal results and results that require a change in health management. 
The nurses may be able to give you your test results over the phone or they may ask you to come into the practice in person to discuss the results with your GP. 

Medical and Nursing Services offered

Our practice offers a range of primary health care services by appointment, including:

· Standard medical and nursing consultations for any health concerns

· Minor surgical procedures

· IUD and Mirena procedures

· Assessment and treatment for minor accidents

· Regular recall for breast examinations, cervical smears, diabetes checks and immunizations

· Pregnancy tests and first trimester maternity care

· Contraceptive advice, sexually transmitted disease screening and treatment 

· 6 week new baby check

· Well child checks

· Insurance medical assessments

· Immigration medical assessments

· Travel medical check-ups and travel immunizations 

· Referrals to physiotherapists, specialists and hospital clinics where necessary

· Liquid nitrogen for removal of warts and some skin lesions

· Our nurses provide a Zoledronic (Aclasta) Infusion referral clinic. A 45 minute appointment is required to be booked thru the nurses on referral from your GP.  

· Our nurses all arrange other clinics that include Retinal Eye Screening, Spirometry and a Diabetic Dietitian Clinic. The nurses will contact you regarding these clinics.

Forms and Certificate completion
There is a charge for all paper work completed with or without a consultation. 

Please be aware that ALL WINZ and ACC forms and certificates are unable to be completed without a consultation with your doctor.  A normal consultation fee will apply.

All other forms may also need a doctor’s appointment so please check with the receptionist before leaving forms for completion. 
For forms that require a consultation a normal consultation fee will apply.
If you have a medical emergency phone the ambulance service on 111.
Patients are requested to always ring and book an appointment with your nurse or doctor.

We do not book appointments between 12pm - 1.30pm. This enables your doctors to attend to their paper work and have some lunch.

When our nurses are unable to immediately take your call it will be redirected to the nurse voice mail and one of our nurses will ring you back as soon as possible.

Our phones switch on at 8am each weekday and turn off at 5pm Monday to Friday and 4pm the night before a public holiday.

After Hours calls are redirected to HML nurse triage service and will be answered by a registered nurse.

We are closed all weekends and all public holidays.
Enrolling with Drury Surgery Ltd

Our general practice is part of ProCare Health Limited which is a Primary Health Organisation. 
The governments funding of primary health care in NZ has undergone radical changes with the move to total capitated population based funding.

Our practice is required to have those patients that are registered with our Practice as their primary health care giver, enrolled with our Practice to receive funding and then each quarter the PHO send us a report showing which of our enrolled patients have been accepted for funding by the Ministry of Health.

To confirm your enrolment with our practice we are required to have a signed Patient enrolment form on file. If we have not seen you for 3 years or you have enrolled at another practice then we are required to get an updated form from you.

We are required to confirm our patient’s eligibility to enrol by confirming their NZ residency and need you to provide a copy of your NZ birth certificate or NZ passport or proof of your current continuous NZ residency for a period of at least two years.

To be eligible for funding you must meet the eligibility criteria which includes residing permanently in NZ 
*The definition of residing in NZ is that you intend to be resident in NZ for at least 183 days in the next 12 months.

If you are NZ born but living and or working overseas for more than 6 months of the year then you are not eligible to be enrolled.

Patients, who are 16years old and older, or soon to be turning 16 years, are required to complete their own Patient enrolment form rather than be included on a family enrolment form.

New patients need to be enrolled to be a funded patient.
All initial first visit appointments for new patients will require a 30 minute appointment and will be $78.00. Payment is required at time of service.

Any future consultations will reduce to the standard consultation charge.
Please advise the receptionist when booking if this is your first visit.
From the 1 July 2015 we will provide zero fee visits for enrolled children 
0-12years 
Fees: All services shall be paid for on the date of service or via internet banking within 7 days from the date of service. A $10 administration fee is added to any invoice not paid in full within 7 days from date of service.

New patient initial consultations are booked for 30 mins duration and have a fee of $78.00.
Repeat prescriptions  $18.00
Please note when extra time is needed then a double appointment fee will be charged.

Different charges apply to casual, non-enrolled patients and for other services.

Nurse services have a minimum service fee of $22 plus any consumable costs

These services include but are not exclusive to Removal of Stitches; Dressings; Liquid Nitrogen and Injection given:

All consumable costs will be charged. All non-subsidised vaccinations must be paid for at the time of ordering.

All non-consultation prescription requests require at least 24 hours to be processed and have a charge of $18.00.

Copies of our current fees are available on our website www.drurysurgery.co.nz. and are displayed on our practice notice board.

These fees are subject to change and may be adjusted from time to time as per our terms of trade, a copy of which is at the end of this leaflet.

Our Public Health Organisation also runs initiatives that may subsidise some of the patient cost for Chronic Care Management that meet the eligibility criteria. 

When you come to your first visit to our practice, the receptionist will ask you to provide us with information about yourself which the local DHB and the PHO require us to collect. The personal information that we hold confidentially on our computer register (and which you are able to correct and update as necessary) includes the following:

· First Name and Surname 


· Address and phone number

· Gender





· Community Services card details

· High User Health Card details


· National Health Index Number

· Date of birth




· Next of kin

· Ethnicity





· Your previous GP

Most patients coming to Drury Surgery Ltd choose to enrol with us for their usual primary medical and nursing care. 

Some patients – because they are “just looking” or getting a second opinion, or are people from out of town but needing some medical or nursing care do not enrol with us. They are deemed to be casual patients by the Ministry of Health. Our PHO also requires us to collect the above information for casual patients. It is important to note that casual patients do not automatically receive written or phone reminders from the practice nurse when their immunizations, smear tests or other routine screening procedures are due.

At present we do not have enough appointments available to see casual patients and will only book appointments for patients currently registered with our practice or new patients that have completed a Patient enrolment form.

We ask ALL our patients to ALWAYS report to reception on arrival this is to ensure your nurse or doctor knows you are here for your appointment.
Our standard appointments are booked at 15-minute intervals.

Sometimes despite our best intentions, we may run late. This may be because a patient has needed an unexpectedly long consultation time or because we have “fitted in” an acutely sick patient who needed very urgent attention or because a patient before you has been late in arriving. 

We will do our best to minimize the time that you have to wait and apologize for any occasion when we may keep you waiting and any inconvenience that this may cause you.

We accept all major credit cards (except American Express), eftpos, cash and cheque. 
We accept internet bank payments to our practice account
ANZ Bank. Drury Surgery Ltd 01- 0170- 0123580- 00.
Please always state your name and chart number this is found on your Invoice and statement forms, as references on any payments made this way.
Some patients also find it convenient to budget for medical expenses by setting up an automatic payment. The receptionists have automatic payment forms for you to fill in. Once again we will need your name and chart number as a reference.

Drury Surgery Ltd staff are committed to working in partnership with you to achieve the best possible outcome and it is expected that you will:

· Be involved in your treatment and care whenever this is possible

· Provide information that could assist with your care and treatment

· Inform us if your rights are not being met

· Respect the privacy of others and keep in confidence any information gained about them

· Be sensitive to the needs of others

· Supervise your children while inside and outside our building

· Talk in moderate tones to avoid disturbing others.

· To avoid disturbing others please ensure you go outside to take any mobile calls and please ensure your phone is off when you are seeing the doctor or nurse.

· Respect the staff and property of Drury Surgery Ltd

· Honour our smoke-free policy.

· Honour our zero tolerance for violence. We will not tolerate.

· Verbal abuse or bad language

· Physical assault

· Threatening behaviour

· Bad language

· Police will be called.

· No food or drink is permitted in the waiting room

· Honour our terms of trade and pay for all services on the date of service.

How we can help you:  The range of facilities available for patients includes:

· Making appointments. Please phone the receptionists on 294 3005 option 0 between 8am and 5pm Monday –Friday to book your appointments.
· Car parking. Patients are able to park at the front or rear of our building. 
A reminder to please only park in the disabled car park if you are or have a disabled person with you and your car has a mobility sticker.
· Toilet. There are two toilets in our practice for patients’ use.

· Test results. We advise that it is this practice policy for nurses to only ring and advise significant abnormal results and results that require a change in health management. Patients are asked to contact one of our practice nurses to find out their test results. The nurses may be able to give you your test results over the phone between 8:15am to 5pm, or they may ask you to come into the practice in person to discuss the results with your GP. 
· Confidentiality. We have a combination of electronic and paper-based records and all health care information is kept confidential to each individual patient. When required and with your knowledge, we will send information about you to specialists or other health professionals where appropriate. Where required and authorized by you, we will provide relevant medical information to insurance companies for insurance medical check-ups.

· Suggestion Box. We have a suggestion box in the waiting room. Please leave us a note with any suggestions you might have at any time. We take these seriously.

· Chaperone. If you wish, you are welcome to have a chaperone or advocate accompany you on any consultation with your GP or nurse. Similarly, the GP or nurse will ask another staff member to join them as a chaperone, if they believe this is appropriate.

· Complaints procedure. We are always looking to improve our service to patients. If, at any time, you have a concern regarding any aspect of the service you have received at Drury Surgery Ltd, please bring this up as soon as possible with the staff member concerned. You are also welcome to write to your GP at the practice or Sue Neems the Practice Manager. We will respond to and resolve any concerns or complaints promptly. You have the right to take your complaint directly to an independent advocate at any stage. You can contact the Health and Disability Advocacy Service on free phone 0800 555 050 free fax 0800 2787 7678 or by emailing advocacy@hdc.org.nz or contact the Health and Disability Commissioner’s Office on 0800 112233

· We can provide a business card with our telephone number and contact information.
How you can help us

Drury Surgery Ltd is a busy medical centre and there are a number of things you can do to help us provide a good service. These include:
· ALWAYS let the receptionist know when you have arrived. This ensures that the doctor or nurse knows you are here for your appointment.
· Please arrive on time. If you are concerned that your GP may be running late you are welcome to call the receptionist on 294 3005 in advance to check. If you arrive late the receptionist will check with the doctor if they are still able to see you, please do not be offended if we say we are unable to see you now at that a new time needs to be made.

· Our standard appointments are booked at 15-minute intervals. If you have a large number of health issues or you have some major concerns to talk about with your doctor then it helps to make a note of things you want covered, however please be realistic about what can be covered in a 15-minute consultation. For good quality of care this will be 1 or 2 problems, more are likely to take longer than 15 minutes to discuss
· If you think that you will need longer than 15 minutes please let the receptionists know when you phone for an appointment and they can book you for a double appointment. Some procedures will always require more than one 15-minute appointment. Please check with the receptionist or nurse. An extra charge will apply for the extra time.
· Only book one patient per appointment. Please do not expect our doctors to be able to see 2 or more patients, or siblings, in the one 15 minute appointment slot.

· Where possible please plan ahead: Please do any blood tests that have been requested before your appointment so that the results can be reviewed in your appointment. 

· Book an appointment well in advance. It is best to not leave it until the day your medicine runs out. 

· When you are unable to attend your appointment we hope that this is not due to your medical condition. It would assist the practice if you would notify us if you are unable to keep your appointment with at least 60 minutes’ notice or more if possible so that the appointment time may be offered to someone else. Failure to do this may lead to a charge being made for a missed appointment.

We reserve the right to charge a minimum “failed appointment” fee of $22 if a patient fails to attend a booked appointment, without reasonable notification to us.

· Tell us if your personal circumstances have changed especially if have shifted your address or contact phone number so that we can update our register information

· Please pay for your consultation on the day of service. – As per our Terms of Trade Full payment is required at time of service or alternatively payment may be paid via internet banking within 7 days of date of service to our bank account 01-0170-0123580-00 with your chart number and name as reference. After 7 days a $10.00 administration fee is added to all outstanding amounts due. 
We may withhold further provision of service where there is any outstanding amount due.

· Should you have difficulty paying your account in full then please discuss alternative arrangements with our Practice Manager. 

Medical Emergencies:

· For any medical emergency dial the ambulance service on 111
· National Health Line: 0800 611 116 for a free after-hours telephone consultation with a registered nurse.

For urgent afterhours accident and medical care please use your closest accident and medical clinic some of which are: 

We do not have X-Ray or plaster facilities at our practice.

For accident care and urgent after hours medical care please use:

· Takanini Care: Phone 299 7670 situated Great South Road Takanini next to BP Express: Clinic hours 8am – 9pm Monday to Friday:  8am – 10pm weekends and public holidays. 
· Counties Care: Phone 299 9380 situated 175 Great South Road Papakura opposite Roseland’s shopping centre: Clinic hours 8am – 8pm Monday to Friday:  8am – 9pm weekends and public holidays. 
· East Care Accident and Medical: Phone 277 1516 situated at 260 Botany Road they are open 24 hours a day 7 days a week.

Afterhours Telephone Consultation: 2943005
Your after-hours calls are redirected to the HML nurse triage service and will be answered by a registered nurse.
The HML nurse triage service provides a free after-hours telephone consultation with a registered nurse. When necessary, the HML nurse may advise you to go to an urgent afterhour’s accident and medical centre for care
Opening hours:
Our phones switch on at 8am each weekday and turn off at 5pm Monday to Friday and 4pm the night before a public holiday. We are closed all public holidays and every weekend

Patients are requested to always ring and book an appointment with your nurse or doctor.

We do not book appointments between 12pm - 1.30pm. This enables your doctors to attend to their paper work and have some lunch.
Many thanks 

Sue Neems, practice manager

 On behalf of the practice owners;

Dr Peter Coleman Dr Judy Goulden and Dr David Shand 

Please ask our receptionist for a copy of our current charges.
Drury Surgery Ltd

Patient Credit Terms and Conditions of Trade

The following Terms of Trade apply to services provided by Drury Surgery Ltd Centre to its patients.  

Registering as a patient with our practice shall be deemed to be acceptance to the Terms and Conditions of Trade as stated:

1. No staff member of Drury Surgery Ltd Medical Centre may agree to any terms other than as written in this contract.

2. Prices include GST unless otherwise stated.

3. Prices quoted for services may be adjusted from time to time, and the customer hereby agrees to pay any such adjusted price, e.g. in instances where cost of goods increases, government surcharges increases, errors or omissions by Drury Surgery Ltd or its representatives.

4. Unless otherwise agreed, all services shall be paid for on the date of service.

5. Payment shall be accepted in the form of cash, cheque, eftpos, and credit card (excluding American Express) or via direct credit or direct debit.

6. Where it is agreed that payment need not be paid on the day of service, it shall be paid within 7 days following date of invoice.

7. An administration fee will be added to any outstanding balances within 7 days following the date of the invoice.

8. Drury Surgery Ltd may withhold further provision of service where there is any outstanding amount due.

9. Where patients are in breach of agreed payment terms, we may disclose this information to debt collection agencies and legal proceedings may follow. This may result in your name and address being entered into the Computer Bureau default listing which will have an impact on your credit rating.

10. Interest may be charged on overdue accounts at a rate to be decided by Drury Surgery Ltd from time to time.

11. Costs incurred to recover outstanding monies will be charged to the customer.

12. Termination of the contract may apply where there is non-payment without prejudice to any claims Drury Surgery Ltd may possess.

13. No goods supplied by Drury Surgery Ltd may be returned for credit.

14. Supply of goods for personal use will be covered by the Consumer Guarantees Act 1993.

15. Variations to the Terms of Trade may occur from time to time, and Drury Surgery Ltd will notify the patient by way of invoice – receipt of which shall be deemed to be acceptance by the patient.

16. Your Drury Surgery Ltd account records will be forwarded with your medical history should you transfer to another Health provider

17. Drury Surgery Ltd may disclose my personal information in order to provide credit references to other agencies that request them, and for debt collection, repossession, credit reporting and other similar purposes. 

18. Drury Surgery Ltd agrees not to use or disclose any information more than is reasonably necessary in the circumstances for its genuine business purposes.

Drury Surgery Ltd practice owners;

Dr Peter Coleman Dr Judy Goulden and Dr David Shand 

