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This booklet has been designed to help you benefit as much as possible from the services we 
can offer you. We hope you find it informative.

This practice endeavours to provide the highest level of healthcare to our local community in 
the Vale.

We are a vibrant and innovative practice serving the people of Cowbridge and the Western Vale 
of Glamorgan. We have three premises. Our main site, which is also our main administrative 
centre, is in Cowbridge and we have branch surgeries in Llantwit Major and St. Athan. 

Historically the practice dates back to the early part of the last century and since then it has 
undergone many changes. We currently have eight doctors, three practice nurses and 23 
reception and administrative staff.

Our main surgery is now located on The Broad Shoard in Cowbridge, it is a brand new modern 
£6,000,000 facility, conveniently located next to The Leisure Centre.  We have ample parking 
for both staff and patients.  

There are facilities for disabled persons at all our premises.

We are a training practice and undertake the vocational training of new general practitioners 
and the teaching of medical students.

W e l c o m e  t o  t h e  p r a c t i c e

Practice Doctors

Dr Janet Taylor

Dr Richard Jones

Dr Timothy Pardoe

Dr Dominic McGovern

Dr C Dawn Wilkinson

Dr Sarah Coleman

Dr Isabel Graham

Dr Kate Hydon

MB BCh (1976 Wales) BSc

MB BCh (1976 Wales) Dip Counselling and Dip Applied Hypnosis

MB BCh (1979 Wales) FRCP

MB ChB (1991 Dundee) MRCGP

MB BCh (1990 Wales) DRCOG MRCGP DCH

MB ChB (1995 Leicester) MRCGP DFFP

MB ChB (1984 Wales) DRCOG Cert Family Planning

BSc MBBS (2000 London) MRCGP

The practice endeavours to provide the 
highest level of healthcare to our local 

community in the Vale

‘‘ ‘‘
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Practice Nursing Services

Practice Nursing Staff

Health Care Checks

Practice Results Policy

Change of Circumstances

Senior Practice Nurse  Sister Charlotte Torres
Practice Nurse   Sister Kala Harji
Practice Nurse   Sister Sarah Davis

Our practice nurses offer health-care checks for all patients aged 40 and over. This gives us the 
opportunity to take your blood pressure and discuss any health needs or concerns you may 
have. If you are elderly or housebound, we can arrange for a practice nurse to do a home visit.

Whilst we are very happy to provide information regarding your test results over the telephone, 
we do ask that you call us after 11.00am when our phone lines are a little quieter. 

We have an excellent team of practice nurses who you can see instead of a doctor for some of 
your care. They provide a wide range of treatments, advice and services. Our nurses are happy 
to see you for any of the following:

• Minor illnesses
• Medication services
• Contraception
• BP checks
• Travel advice
• Asthma
• Diabetic care
• INR monitoring
• All vaccinations
• Smoking cessation
• Well-person checks

To make an appointment with the practice nurse, please contact reception on 772383.

Please remember to notify us immediately if you change your address or have a change of 
circumstances, so that we can update our records. 

Please see our website, www.cowbridgedoctors.com, to download a form.

Practice Personnel

Cowbridge Health Centre Management, Admin and Secretarial Staff

Practice Manager   Patricia Hold
Assistant Practice Manager  Claire Sutcliffe
Senior Practice Admin   Vivien Clough                       
Admin Assistant    Tracy Lawrence
Medical Data Processor   Sarah Miles 
Medical Secretary   Sandra Eley 
Medical Secretary   Sarah Dando

Cowbridge Health Centre Reception Staff

Senior Medical Receptionist  Sandra Dickens
Medical Receptionist                      Denise Brazier  
Medical Receptionist                Sandra Eley  
Medical Receptionist                      Lesley Phillips  
Medical Receptionist                     Jane Richards
Medical Receptionist                      Carol Jennings  
Medical Receptionist                      Helen Handley
Medical Receptionist   Tracy Lawrence
Medical Receptionist                      Sarah Dando
Medical Receptionist                      Sherona Treen-Coward
Medical Receptionist                      Louise Nation
Medical Receptionist   Celia Wisenden

Llantwit Major Clinic Reception Staff

Senior Medical Receptionist  Pauline Wallace
Medical Receptionist         Vicki Head 
Medical Receptionist        Christine Notley
Medical Receptionist        Carol Jennings  
Medical Receptionist   Jane Faulkener

                                                

St Athan Surgery Reception Staff

Medical Receptionist   Helen Handley
Medical Receptionist          Glenys Allen  
Medical Receptionist                     Louise Nation
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• Be treated as an individual, with courtesy, respect and dignity at all times.

• Be given the names of people involved in your care. 

• Be offered a health check appointment on registering with the practice. 

• Be seen, under normal circumstances, within reasonable time of your appointment or to be 
given the reason for the delay and have the right to make another appointment.

• Be given, under normal circumstances, an appointment within 24 hours with an appropriate 
health professional. 

• Receive advice or action you can take to promote good health. 

• Be given the most appropriate care by suitably qualified people and no care or treatment 
will be given without your informed consent.

• Be referred to a consultant acceptable to you when a clinician feels such a course of action is 
necessary.

• Have access to your health records subject to any limitations in the law. 

• Expect a complaint to be treated in accordance with health service guidelines and to receive 
a leaflet describing the process.

• Receive a copy of the practice booklet from reception which will give you details of all 
practice services etc., which are available to you.

 

Patient Charter

As a patient of the practice, you have a right to: 

What we expect from you: 

• To telephone the surgery prior to attending for urgent treatment for which you do not have 
an appointment.

• To attend the surgery instead of requesting a house visit, when at all possible, to gain 
benefit from facilities available. Home visits will normally be made only in true emergency 
situations where, for medical reasons, the patient is unable to attend the surgery. Please 
note that under current NHS regulations, should the doctor consider that the most clinically 
appropriate place for assessment is at the surgery or our out-of-hours centre, then a home 
visit will not be made.

• To be on time for an appointment or let us know as soon as possible if you cannot attend. 

• To treat the staff with courtesy and understanding. If you fail to do this or act aggressively 
or violently towards any member of staff, the police will be called and you will be removed 
from our patient list and we will ask the Cardiff and Vale University Health Board to make 
other arrangements for you to have access to services.

• To use the out-of-hours and emergency services appropriately. Ask for emergency/night 
medical attention only when it is truly necessary and attend the emergency treatment 
centre if requested. 

  

 

Practice Opening Times

Cowbridge Health Centre

The premises are open:    8.30am to 6.30pm  Monday to Friday

Llantwit Major Clinic

The premises are open:    8.30am to 6.00pm  Mon/Tues/Thurs/Fri
     8.30am to 1.00pm  Wednesday

St Athan Surgery

The premises are open:    8.30am to 1.00pm  Mon/Tue/Wed/Fri
     2.00pm to 6.00pm  Wednesday

Appointments 

Our Appointment System

All our consultations for doctors and nurses are by appointment only.  We endeavour to provide 
you with the choice of booking an appointment most appropriate to your needs. 

When you need to see a doctor on a weekday, please phone the surgery as early in the day as 
possible and you will be given an appointment to attend within 24 hours. 

Please note: for more than 80% of our GP consultations we have allowed a generous 15 minutes’ 
allocation. The remainder are the more standard 10-minute appointments. Nurse appointments 
can be booked in multiples of 15 minutes to create longer appointments if required.

Telephone Advice

If you require telephone advice from either a doctor or practice nurse, please give as much 
information as possible to the receptionist and your call will be returned. However, if you do have 
a genuine emergency please tell the medical receptionists who will transfer you to a doctor.

Home Visits

If you need a doctor to visit you at home because you are too unwell to come to the surgery, please 
phone before 10.00am whenever possible. The receptionist will ask for an indication of the nature 
of the problem. This information helps the doctors plan their home visits and to assess the degree of 
urgency. Please help us by coming to the surgery whenever possible. Home visits take the doctor a 
great deal more time than surgery consultations and sometimes full examinations and tests cannot 
be done at home. Difficulty with transport is not in itself a valid reason to request a home visit.
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Out-of-Hours Service 

How to Register as a Patient with the Practice
As long as you permanently reside within our practice catchment area (please refer to the map towards the back 
of this booklet) we will be delighted to welcome you as a patient.

If you have your current medical card, please take it to the surgery with which you wish to register.  If you do not 
have your medical card, we will give you a registration form to complete.  This can also be downloaded from 
our website. This can be taken home for completion at your leisure if you prefer, but you should be aware that 
until the form has been processed by the practice you will not be registered with us. The registration forms can 
be completed on behalf of another person as long as they are a husband, wife or a blood relative. We regret 
that we are unable to accept forms completed on behalf of a partner or a common law partner.

At the time of registration, you will receive a practice leaflet which we hope you will find informative. You 
will also be asked to complete a new patient health questionnaire. It is very important that a questionnaire 
is completed for everyone aged five and over. Please be as accurate as you can with the answers as it will 
help us to provide you with good medical care. Please be reassured, all information supplied is completely 
confidential. 

In addition, as part of our registration procedure, we invite all new patients to attend a ‘New Patient Health 
Check’ with one of our practice nurses. This is an important opportunity for us to familiarise ourselves with your 
medical history and for you to ask any questions or discuss any concerns you may have. You will also be able to 
find out about us and the services we can offer you. If you would like to make an appointment, please speak to 
a receptionist and they will do their best to offer you an appointment that will fit into your schedule. 

Once your registration process has been completed, it will probably take six to eight weeks for your full medical 
records to be forwarded to us from your previous practice, via the Central Records Department. However, if you 
need to be seen or if you require any further information, please speak to a member of staff. 

‘Out-of -hours’ is usually defined as 6.30pm - 8.00am on weekdays plus all day at weekends, bank 
holidays and other public holidays. The out-of-hours service is for patients who need immediate medical 
attention outside normal surgery hours and who cannot wait until their practice is next open.
 
If you require immediate medical attention outside normal surgery hours, please telephone the usual 
surgery number where you will hear a message relaying the relevant information on how to contact 
us or the out-of-hours service.

A trained health professional will answer your call and take some personal details and basic information 
about your health problem. If you need to be seen, you will be advised which primary care centre to attend. 
On arrival at the centre, you will be assessed by a nurse and referred to an appropriate health professional.
 
A home visit will only be made if considered necessary by a health care professional. 

Life-threatening medical emergencies will still be dealt with by the ambulance service. This includes 
loss of consciousness, severe chest pain, heavy blood loss and severe breathlessness. Please dial 999 
and request an ambulance.
 
If you are in any doubt about whether emergency treatment is appropriate, please contact NHS Direct 
(0845 4647) for advice. 

Community Attached Staff 
We have a large team of professional staff that are attached to the practice. These include health 
visitors, the district nursing team, physiotherapist, chiropodist, community psychiatric team and 
our midwife team based at Llandough Hospital.  Cowbridge Health Centre Clinic Clerk, Mrs 
Marion Harris can be contacted on 01656 763138 (am only).

The district nurses are in attendance at Cowbridge Health Centre. They can be contacted on 
through the District Nurse Referral Centre on 02920 444501.

District Nurses 

District Nursing Sister   Rosemary Smith
Senior Staff Nurse   Sue Jones
Community Staff Nurses   Paula Curtis, Anne Higgins, Chris Hooper, Julia Lemkey
Community Phlebotomist Louise Curry

CBHC Leg Ulcer Clinic:   2pm - 4pm- daily, by appointment

District nurses care primarily for housebound patients, offering clinical care, advice and support and 
assessments for equipment, care packages and incontinence needs. They also provide nursing care for 
post-operative and terminally ill patients.

Health Visitor -   Tracy Leigh - Contact Number: 01656 763134

The health visitor is primarily responsible for the care of young children. She visits mothers and babies 
at home and is available for advice to mothers before confinement and for children up to school entry. 
With the help of a community paediatrician she runs a well-baby clinic. 

School Nurse - Lyn Williams  -  Contact Number: 01656 763137

Midwives - Contact Number: 02920 350622 

The midwives see patients in the antenatal clinic at Cowbridge Health Centre on Tuesday afternoon 
and attend patients at home before and after delivery.  

Physiotherapist -  Contact Number: 02920 743428

Available for referrals from a GP Monday and Friday: 8.00am - 4.30pm. 

Community Psychiatric Nurses - Contact Number: 01656 763131

The community psychiatric nurses make home visits to psychiatric patients of all ages receiving psychiatric care. 

Chiropodist/Podiatrist -  Contact Number: 02920 335335

Available for referrals from a GP and self-referrals by pensioners and certain at-risk groups. 

Phlebotomists

Phlebotomists attend Cowbridge Health Centre every weekday morning, St Athan Surgery on Tuesday morning 
and Llantwit Major Clinic on Friday morning. Attendance is strictly by appointment, made with the practice.
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Referrals

Important Information About Your Referral 

In the majority of cases we are required to route our clinical referrals through the Referral 
Management Centre based at the Health Board. Should you have any objections to this it is 
important that you inform us immediately.

Once your referral has been processed you can check the estimated waiting list time in several 
ways. Either telephone NHS Direct on 0845 4647 and they will be able to give you details (you 
will need to know the name of the hospital, the consultant and the department from which you 
will be receiving care), or you can check waiting times by visiting www.wales.nhs.uk

When referring you to other healthcare workers, the doctors will make available to them 
details of your medical history. The doctor will respect the wishes of any patients who object 
to particular information being shared with others providing care, except where this would put 
others at risk of serious harm. 

Research and Planning 
Information about patients is requested for a wide variety of purposes including education, 
research, monitoring, epidemiology, public health surveillance, clinical audit and planning. The 
practice will anonymise data where possible. Only where it is essential for the purpose will 
identifiable records be disclosed. Such disclosures will be kept to the minimum necessary for 
the purpose. You have a right to object to any such disclosures and your objection will be 
respected. 

If you have any objections to the disclosure of information for this purpose please tell your 
doctor. 

The staff at this practice record information about you and your health so that you can receive 
the right care and treatment.  We need to record this information, together with the details of 
the care you receive, because it may be needed if we see you again.

We may use some of this information for other reasons, for example, to help us to protect the 
health of the general public generally, to plan for the future, to train staff and to carry out 
medical and other health research for the benefit of everyone.

We are currently involved in research studies for which we provide anonymised information 
from patients’ notes.  You cannot be identified in any way from this information as none of your 
personal details are given to researchers.  Individual patients’ records are added into a much 
larger anonymous database, containing records from millions of patients across the UK.  This 
information is used by researchers outside this practice.  The database to which we contribute 
anonymised records is known as The Health Improvement Network (THIN) .  This database is 
managed by a company outside the NHS which does not have access to your personal details, 
only to anonymous medical records.  The data are used for research into such topics as drug 
safety, disease patterns, prescribing patterns, health economics and public health.  Many of 
these studies provide useful information to medical staff on diseases, the use of drugs or 

outcomes of disease or treatment.

These studies may be performed by academic researchers or commercial companies amongst 
others.  However, no researcher has access to your full details such as your name and address, 
initials or your full date of birth.  The researchers are not given information on the GP nor the 
practice name, address or post code. 

If you would like to opt out of this data collection scheme, please let your doctor know and no 
data from your records will be collected or used in research.  This will not affect your care in 
any way.

If anything to do with the research would require that you provide additional information about 
yourself, you will be contacted to see if you are willing to take part;  you will not be identified 
in any published results.

Note that you have a right of access to your health records.  If at any time you would like to 
know more, or have any concerns about how we use your information, you can speak to Mrs 
Patricia Hold. Telephone number: 01446 772383.

Audit
The Health Board has a duty to visit the practice annually to assess the progress in achieving a 
quality standard. The persons carrying out the visit will have been properly trained and authorised 
by the Health Board. They will be subject to a duty of confidentiality in their employment 
contract or because of their registration with a statutory regulatory body.

If you have any objections to the disclosure of information for this purpose please tell your 
doctor. 

Training Accreditation Visits
It may occasionally be necessary to disclose information which is required to ensure the practice 
is compliant with educational standards for trainee doctors.

If you have any objections to the disclosure of information for this purpose please tell your 
doctor. 
 

Freedom  of Information - Publication Scheme
The Freedom of Information Act 2000 obliges the practice to produce a Publication Scheme. A 
Publication Scheme is a guide to the ‘classes’ of information the practice intends to routinely 
make available. This scheme is available from reception.
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Services Provided by the Practice 
NHS Services 
The Cardiff & Vale University Health Board is responsible for commissioning the range of essential, 
additional and enhanced services available at this practice. These services are outlined below: 

Essential Services 

• Management of patients who are ill or believe themselves to be ill, with conditions from 
which recovery is generally expected, for the duration of that condition, including relevant 
health promotion advice and referral as appropriate, reflecting patient choice wherever 
practicable. 

• General management of patients who are terminally ill. 
• Management of chronic disease in the manner determined by the practice, in discussion 

with the patient. 

Additional Services

•  Cervical screening. 
•  Contraceptive services - please contact the surgery for range of services provided. 
•  Vaccinations and immunisations. 
•  Child health surveillance. 
•  Maternity services - excluding intra-partum care (which will be an enhanced service). 
•  The minor surgery procedures of curettage, cautery, cryocautery of warts and verrucae, 
 and other skin lesions. 

Enhanced Services 

• Childhood immunisations. 
•  Influenza and pneumococcal vaccinations. 
•  Minor surgery. 
•  Anticoagulation monitoring. 
•  Near patient testing (shared care monitoring of specific conditions between hospital and 
 the practice). 

Yellow Fever Centre
We are a Yellow Fever centre for the vaccination of patients and non-patients who will be 
travelling to countries where Yellow Fever is a high risk. This service is not available on the NHS; 
there will be a charge.

Complaints
Practice Complaints Procedure 

If you have a complaint or concern about the service you have received from the doctors or any of the 
staff working in this practice, please let us know. We operate a practice complaints procedure as part 
of the NHS system for dealing with complaints. 

Our complaints system meets national criteria. 

How To Make A Complaint 

We hope that most problems can be resolved easily and quickly, often at the time they arise 
and with the person concerned. If your problem cannot be resolved in this way and you wish 
to make a complaint, we would like you to let us know as soon as possible - ideally within a 
matter of days, or at most a few weeks - because this will enable us to establish what happened 
more easily. If it is not possible to do that, please let us have details of your complaint within 
six months of the incident that caused the problem; or within six months of discovering that you 
have a problem, provided this is within 12 months of the incident. 

Complaints should be addressed to Mrs Patricia Hold, practice manager, or any of the doctors. 
Alternatively, you may ask for an appointment with Mrs Hold in order to discuss your concerns. 
She will explain the complaints procedure to you and will make sure that your concerns are dealt 
with promptly. It will be a great help if you are as specific as possible about your complaint. 

What We Shall  Do 

We shall acknowledge your complaint within two working days and aim to have looked into 
your complaint within 10 working days of the date you raised it with us. We shall then be in a 
position to offer you an explanation, or a meeting with the people involved. When we look into 
your complaint, we shall aim to: 

• Find out what happened and what went wrong. 
• Make it possible for you to discuss the problem with those concerned, if you would like this. 
• Make sure you receive an apology, where this is appropriate. 
• Identify what we can do to make sure the problem does not happen again. 

Complaining On Behalf Of Someone Else 

Please note that we keep strictly to the rules of medical confidentiality. If you are complaining on 
behalf of someone else, we have to know that you have his or her permission to do so. A letter 
of authority signed by the person concerned will be needed, unless they are incapable (because 
of illness) of providing this. 

This and additional information is available upon request in leaflet format if required. 

Complaining To The Health Authority 

We hope that if you have a problem, you will use our practice complaints procedure. We believe this 
will give us the best chance of putting right whatever has gone wrong and an opportunity to improve 
our practice. This does not affect your right to approach the Local Health Authority if you feel you 
cannot raise your complaint with us or you are dissatisfied with the result of our investigation. 

You should contact: 
Complaints Officer, Cardiff & Vale UHB, Concerns Department, Whitchurch Hospital, Park Road, 
Whitchurch, Cardiff CF14 7XB 

You may also like to contact the Community Health Council for help - their address and telephone 
number are as follows: 
Vale of Glamorgan Community Health Council, 2 Stanwell Road, Penarth, CF64 2AA. Tel: 029 2035 0611 

In addition, the Community Health Council can offer an advocacy service.

Cowbridge_Practice_16pp.indd   12-13 14/10/11   11:50:22



Useful Telephone Numbers

NHS Hospitals
University Hospital of Wales       02920 747747
Llandough Hospital      02920 711711
Princess of Wales, Bridgend       01656 752752
Royal Glamorgan Hospital      01443 443443
Whitchurch Hospital      02920 693191
Barry Hospital      01446 704000
Velindre       02920 615888
Holme Tower      02920 426000

Private Hospitals/Clinics 
The Vale Hospital, Hensol      02920 836700
Vale Healthcare, Cardiff Bay Clinic     02920 836714
Bridgend Clinic      01656 754321
SPIRE, Cardiff      02920 735515
Cyncoed Consultant Rooms      02920 764611

Chemists 
Sylvia Williams, Cowbridge      01446 772255 
Lloyds, Cowbridge      01446 774072
Boots, Llantwit Major      01446 792300
Co-Op Pharmacy, Llantwit Major     01446 792267 
St Athan Pharmacy      01446 751568 
Boots, Cardiff Bay      02920 229612 
Tesco Pharmacy, Bridgend      01656 685449 
Tesco Pharmacy, Cardiff      02920 427147

Miscellaneous
Social Services      01446 730402
Blue Badge Applications      01446 730402
District Nurse      01656 763130
Clinic Clerk, Bridgend      01656 763138
Clinic Clerk, Llantwit Major      01446 791170
Health Visitor      01656 763134
BSC      01495 332000
Dentist (Out of Hours Service)     02920 566980
Samaritans      02920 344022
Cruse      02920 226166
Police      01656 655555
Vale Council      01446 730402
Job Centre Plus      0845 6000345
 

Notes

Telephone Numbers
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