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Local Access Policy
Heart Networks UK Limited
Introduction
This policy outlines how Heart Networks UK Limited ensures timely and appropriate clinical care for patients. Its purpose is to define the requirements and standards for managing patient access from referral to treatment and discharge. It includes processes for booking, notice requirements, patient choice, and waiting list management at all stages of referral to treatment pathways (RTT).
Referral to Treatment Pathway (RTT): As per the NHS Constitution, all patients have a legal right to begin NHS consultant-led treatment within a maximum of 18 weeks from referral, unless they choose to wait longer or it is clinically appropriate to do so.
The aim of this policy is to establish a clear process that prioritizes patients' needs to ensure optimal care. The Service is committed to managing patient access consistently, adhering to national waiting time standards, the NHS Constitution, and addressing known health disparities.
This policy applies to all staff and contractors within the Service.
Objectives
1. Ensure patients can access information, care, or treatment by an appropriate member of the Organisation in line with clinical needs.
2. Prevent patients' access from being restricted based on characteristics such as age, disability, gender, race, religion, sexual orientation, gender reassignment, or socio-economic status. Note: The Service does not cater to patients under 18 or those who are pregnant.
3. Enable clinicians and staff to manage resources effectively to meet demand and maintain high levels of service and access.
4. Involve patients and carers in monitoring and developing systems to meet their needs effectively.
Patients’ Rights
As a patient, you have the right to:
1. Access easily understandable information about the Service.
2. Receive clear information about your treatment in a suitable format and language to make informed decisions with your clinician.
3. Enjoy privacy and confidentiality.
4. Be treated with dignity and respect, with access to a chaperone if requested.
5. Provide feedback or lodge complaints if not satisfied with the Service.
6. Choose the clinic location for appointments.
Patients’ Responsibilities
As a patient, it is your responsibility to:
1. Treat all staff with respect.
2. Attend appointments punctually.
3. Cancel unwanted appointments promptly to allow others to attend.
4. Inform the Service about any special needs, including communication requirements, for necessary accommodations.
5. Raise concerns about care if unsure or dissatisfied, enabling clarification or rectification.
6. Make efforts to maintain your health.
7. Provide accurate health and status information.
8. Use the Organisation's services appropriately.
Organisation Opening Hours and Appointment Times
	Branch
	Name
	Address
	City
	Postal Code

	Main Branch
	Heart Networks UK Limited
	15 Christie Way
	Manchester
	M21 7QY

	North Manchester Branch
	The Manchester Institute of Health and Performance
	299 Alan Turing Way
	Manchester
	M11 3BS



	Contact Information
	Details

	Telephone
	0161 749 4755

	Website
	www.heartnetworks.org



Opening Hours: Monday to Friday, 09:00 – 17:00.
Appointments are arranged via GP referrals in North, Central, and South Manchester localities through the NHS E-referral Service.
Appointment Duration: Standard appointments last 20 minutes. Longer appointments can be requested if additional time is needed.
During out-of-office hours (17:00 – 09:00), calls are directed to an answerphone system.
Note: The Service may occasionally close for staff training or essential meetings. Notifications will be displayed on the website and within the clinic.
Missed or Late Appointments
Unwanted appointments should be cancelled promptly to allow others to use the slots.
1. Cancel appointments via telephone or the appointment reminder message system.
2. Arriving late may require waiting until the end of the clinic to be seen.
3. The Reception team will inform patients of delays, allowing them the option to rebook.
4. Repeated missed appointments (DNA) may lead to the RTT clock being stopped and/or discharge back to GP care.
Communication
All communications, whether verbal or written, must be clear, concise, and informative.
1. Written correspondence and verbal communication summaries must be documented in the patient’s electronic record.
2. GPs or relevant referrers will be updated on patient progress in writing. Transfer of clinical responsibility (e.g., after completed treatment) must be clearly communicated.
Improving Access for Patients
The Service welcomes feedback regarding its accessibility and operations.
Please contact the Business Manager at 15 Christie Way, Manchester, M21 7QY, or submit feedback via the website.
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