
Routine Hours are:

9:00 am—1:00 pm and 2:00 pm—6:00 pm

Monday to Thurs and 9:00 am—1:00 pm

Friday.  

There may be occasions where these alter

or the surgery is closed. A taped message

will advise of these changes and we

apologise for any inconvenience this may

cause.

A doctor can be contacted after hours by

calling East Wimmera Health Service—

Charlton Campus on (03) 5477 6800.

On weekends Dr Webb participates in a

rotating roster with doctors from

surrounding towns. Phone the Hospital

for details and to access medical care.

For more information about our practice

and doctors, visit charltonmedical.com.au
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Clinical  Staff
Dr Stephen Webb MB ChB (Edin) MRCGP, FRACGP,
FACRRM, DRCOG studied in Edinburgh, and completed his
GP training in Scotland before moving to Australia. He
commenced working in Charlton in April 2002.  Stephen is
a vocationally registered GP and has further qualifications
reflecting additional years training in Obstetrics and
Gynaecology. He has a particular interest in trauma
medicine, and is a trainer for the Royal Australasian College
of Surgeon’s trauma programme, EMST, as well as being
interested in dermatology and minor surgery to remove
skin lesions. Other areas of interest include paediatrics and
cardiothoracic medicine. He is married with three children.

Dr Lisa Bendtsen MBBS FRACGP visits Charlton Medical
every 6 weeks as part of the federally funded Rural
Women's GP Service. Her medical interests include
women’s health sports medicine and paediatrics. Lisa is
available to discuss any women’s health issue, as well as for
general medical care of any of our patients. The service is
bulk-billed.

Reece Carroll RN RIPRN is our clinical nurse. In his spare
time Reece works on a casual basis with Ambulance
Victoria as an Ambulance Community Officer.

Administration
Jeanne Webb is Practice Manager and also works as
Privacy Officer. Our administrative assistants - Lynne
Southwell, Jenny Watts, Hayley  Soulsby, Kylie Turnbull
and Jemimah Webb  - work part time. They will always do
their best to assist you with any queries that you may have.

Requests for information as to the nature of your proposed
consultation are made to assist in allocating the
appropriate time slot, and your co-operation in this matter
enables the surgery to run more smoothly.

The doctor may be contacted by telephone during normal
clinic hours. When the doctor is with another patient the
secretary will take a message or may be able to help you
with your query. 

The doctor will always talk directly to you if it is an
emergency. Please remember that email is not a secure
way to transmit private or confidential information.

Appointments
Consultations are normally by appointment, but the
doctors will see urgent cases immediately. Every effort is
made to keep to schedule. Please be tolerant in the event of
delay, as this reflects the unexpected needs of patients or
an emergency. Appointments can be made by phone, online
using the HealthEngine app or in person,. Telling the
secretary, briefly, the purpose of your visit will allow an
appropriate time to be booked, minimising delays. You may
also book a Telehealth appointment using telephone or
video. We book in 15 minute slots and you are welcome to
request a longer consultation. Please do not expect to deal
with numerous problems unless you have booked extra
time.

You will be informed of the best way to obtain results of
tests during your consultation. Sometimes it is possible to
telephone for your results; at other times you will need to
make another appointment with the doctor to discuss.

Charlton Medical is an accredited teaching practice, and we
often host medical students. Please speak to the reception
staff if you would prefer to not have a student observe your
consultation.

Home Visits
House calls are possible on occasion with prior
arrangement. Normally illness of sufficient severity to
justify a home visit is better managed by attendance at the
hospital. Ambulance transport can be arranged if
necessary. 

Fees
Charlton Medical offers electronic claiming, allowing you to
lodge your Medicare claim when you pay your account,
saving you the hassle of filling in forms. Accordingly we
would greatly appreciate you settling your bill at the time
of service, however, an account facility is available at an
additional charge of $30.00 per service. Delays in settling
an account will incur further charges. All patients over 65
years of age as well as Veterans' Affairs gold cardholders
and Aged Pensioners will be bulk billed on presentation of a
valid card.  

Charges for consultations are on display at reception and 
 in our fees brochure.  Should there be any one of our staff.

We will make every effort to accommodate exceptional
circumstances both courteously and discretely.

Confidentiality
Charlton Medical is committed to ensuring the privacy of
information that we collect about you, and we are
compliant with legislation referring to privacy, including
the Federal Privacy Act and the Victorian Health
Information Act. A brochure entitled ‘What happens to
information about me?’ explains this in detail.

All consultations remain confidential between the doctor
and the patient. Records are maintained for continuity of
care, the essential component of family medicine, and all
staff who have access to the records are bound by the same
requirements of confidentiality. The information you
provide for your ‘patient information printout’ forms the
basis of details passed on to a specialist if you are referred.
We are happy to provide a copy of this information for you
to keep. This has proved particularly useful for travellers
and to those with serious illnesses - much the same as the
‘Medicalert’ information.  
Further information about your privacy is available. Talk to
your doctor or to our Privacy Officer, Jeanne Webb, and
ask for a copy of our Privacy Policy.

Patient Feedback
From time to time we will ask patients to complete a
questionnaire on their views of the practice and how it
could be improved. These surveys are confidential and help
us to improve the service we can offer to you. If you are
unhappy with any aspect of the care you receive, we would
be only too happy to listen to your concerns as it is the
objective of all staff to offer a prompt, courteous,
confidential, and efficient service. Any suggestions you
have that help us to provide a higher standard of care
would be greatly appreciated.

Complaints
In the event that you are dissatisfied with some aspect of
service you have received from this practice, and you have
been unable to satisfactorily resolve this issue by
discussion with practice staff, you are entitled to raise this
issue through an external complaints arbiter who can be
contacted at the following number:  
The Health Complaints Commissioner
Phone: 1300 582 113


