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Get in touch
If you have any problems or require
further information, please do not
hesitate to contact us and ask to speak
to one of the OIS Administrators:

Orthopaedic Interface Service
Paulton Memorial Hospital
Salisbury Road
Paulton
BS39 7SB

t: 01761 412 315

What if I have a concern?
We are committed to providing you with
the best service possible. We are always
looking for ways to improve the service
and would like to hear your comments,
compliments or complaints.

If you would like to make a complaint,
please speak to a member of the
team caring you in the first instance.
Alternatively, you can speak to our
Customer Services Team:

HCRG Care Group
Customer Experience Team
The Heath Business and Technical Park
Runcorn
Cheshire
WA7 4QX

t: 0300 303 9509

The full complaints process is in our
“Here to help” leaflet and is also online
at
www.hcrgcaregroup.com
If you would like any help, please speak
to a member of staff in the service.

Your records
We record all of the information about
you confidentially on our clinical system.
Keeping healthcare records is important
as they help to:

• Record important clinical information

• Help health professionals to care for
you

• Improve public health and the services
provided to you

We will only share information about you
with your consent unless required by law
or the data is anonymised. If you would
like to know more about how we look
after and use data, or if you would like
to know how to access your data, please
visit www.hcrgcaregroup.com or write
to our Information Governance Team:

HCRG Care Group
The Heath Business and Technical Park
Runcorn
Cheshire
WA7 4QX

Service provided by

Non English Speakers and other
formats
We will provide all our leaflets in other
languages and formats. Please let us
know if you would like a copy of this
leaflet in a different format or language.

What if I need to change
my appointment?
Whilst every effort is made to
accommodate your requirements, please
note that rescheduling appointments may
result in a longer wait.
Failure to attend an appointment without
notifying us means that you will be
discharged from the service and you will
need a new referral from your GP.



Our commitment to you
HCRG Care Group takes your dignity and
privacy very seriously and we will at all
times respect your confidentiality. Please
treat our staff with respect so that we can
provide you with the very best care we
can. Ask a member of staff for a copy of
Your rights and responsibilities.

In order for us to provide you the best
quality of care and ensure your safety,
every member of our team has to provide
evidence of their professional registration,
training and criminal record status before
they can work with you.

Would you recommend us?
You can help shape your service by taking
part in the Friends and Family Test. Tell us
what was good or what could be
improved about your recent visit to our
service.

We will take on board your comments
and suggestions by making the necessary
changes to make your next visit as
pleasant and comfortable. You can
provide feedback by free text message,
on a paper form or online. For further
information please go to
www.hcrgcaregroup.com/feedback or
speak to our staff at our service
for details.

Chaperones
If you want to have someone with you during
your appointment then you can request a
chaperone. This could be a trained member
of our staff or a person of your choosing who
is over 18 years old. The clinician will
consider whether or not it is appropriate for a
relative or friend to act as a chaperone and
may ask for a member of staff to also be
present.

Please let us know before your appointment
if you would like a chaperone to be present.
If either the patient or the clinician wishes a
chaperone to be present or either is
uncomfortable with the choice of chaperone,
the appointment may be delayed to a later
date when a chaperone or alternative
chaperone is available.

What you should know
Your appointment letter will explain what to
do when you arrive at your appointment site.
Every effort will be made for you to be seen
at your appointment time, but sometimes
delays do occur. If there is a long delay,
please report to a member of staff.  You may
need to spend some time at the clinic in
order that necessary examination, treatment
or investigations can be carried out.

On occasions we have students or other
clinicians observing our service.  This will be
discussed with you before your appointment
starts so if you do not want this please let the
clinician know.

What is the Orthopaedic
Interface Service?

This is a specialist orthopaedic
clinic. You will be seen by an
Advanced Physiotherapy
Practitioner or Advanced
Podiatry Practitioner (APP),
depending on your condition.
These clinicians have extensive
training working with
Orthopaedic Consultants to
become highly knowledgeable in
this area.  If required they can
refer you for X-ray, MRI scan
and nerve conduction studies.
They can also administer joint or
soft tissue injections.

We run clinics from:
Keynsham Health Centre,
Widcombe Surgery,
St Martins Hospital and
Paulton Memorial Hospital.

What should I expect at my
appointment?
The APP will gather a detailed history from
you about your condition.  They will also
need to know about any other medical
conditions you have and any medication
you are on.  Please bring this list with you.
During your appointment you will have a
physical examination. It may be necessary
for you to undress for this. You are
welcome to bring a relative or a friend with
you to your appointment. By the end of the
appointment a management plan will be
agreed between you and the clinician.  This
may include referral for investigations,
referral to other services such as
physiotherapy or referral to secondary
care.  Your clinician will advise you if a
follow up appointment is required. This
may be over the phone or in person.
Following your appointment, you will
receive a letter summarising your
assessment and management plan.  Your
GP will also receive a copy of this letter.

You may also be asked to complete a
questionnaire in order for us to evaluate
our service, although we welcome your
feedback and comments at any time.


