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Our phone options 

Just a reminder of our phone options to make sure 
you get the help and advice as soon as possible: 

Option 1: Results and Childhood Immunisations  

Option 2: Secretary team for existing referral queries 

Option 3: Annual Reviews 

Option 4: Appointments and General Queries  

Option 5: Automated services to cancel 
appointments and check appointment details 

 

Our fantastic Lead Nurse Maddy has been accepted to be a Queen’s 
Nurse. This is a title given to individual nurses who have demonstrated 

a high level of commitment to patient care and nursing practice. 
Congratulations Maddy, we are very proud of you! 

We say goodbye to Dr Ahmed at the beginning of November. We are 
very sad to see him leave but wish him every success and happiness 

with his new venture. 

From the 20th September we will be starting our Flu Vaccination clinics. 
In September we are only able to vaccinate children and pregnant 

ladies, however from October we will have clinics running for all other 
eligible patients. If you are eligible for the free NHS flu vaccination we 

will send you an invite by text or letter to contact us and book in. 

 

 

 

  

 

 

 



 

 

 

 

 

 

 

 

 

 

 

 

  

Staff Training Closures 

We will be closed for staff training from 2pm on the 
following days: 

Thursday 18th September 2025 

Tuesday 14th October 2025 

Wednesday 12th November 2025 

These closures have been agreed with the ICB. During 
these times if you need medical advice, please 

contact 111 or 999 in an emergency. 

 
 

MISSED APPOINTMENTS 

Last month we had a total of 171 
appointments not attended. 

This equates to 43 hours of clinician 
time. 

What have we done over the last month? 
Number of triages processed and actioned – 4575 

Average triages per day of the week; Monday – 238, Tuesday – 264, 
Wednesday – 200, Thursday – 203 and Friday - 189 

Number of on the day appointments offered (GP/ACP) – 2019 (face-to-
face and telephone calls) 

Number of routine appointments offered (GP/ACP) – 709 (face-to-face 
and telephone calls) 

Total number of appointments with any healthcare -professional:  3575 
face-to-face appointments and 1669 telephone appointments. 

What to do if you can’t make your appointment 
We understand things happen that sometimes mean you are no longer able to attend your booked 
appointment. In these cases, it is important to let us know as soon as possible so we can offer that 

appointment to someone else who needs medical treatment.  

Here is a reminder of the ways you can let us know you won’t be able to attend: 

• Call us on our main line 01823 663551 and speak to one of our Patient Services Advisors. Our lines are open 
from 8am until 6:30pm. If our emergency line is on, you can still get through to let us know you won’t be able to 
attend an appointment. 

• Cancelling your appointment via the NHS App. 

• Sending us an online message to let us know you won’t be able to attend. You can do this on the NHS App or 
through our Practice website. These forms are open from 7:30am until 5pm Monday – Friday. 

• You will receive a text reminder of your appointment three days and 24 hours before your appointment and 
these messages contain a link that you can use to cancel that appointment. 

• Calling our main line 01823 663551 and selecting option five to go through to our automated check and cancel 
appointment line. This line is open 24 hours a day and seven days a week so is very quick and easy to use – no 
need to join a queue! 

 



 

 

Select the service you need – ‘I have a health problem’ for medical advice or an 

appointment, or ‘I have an admin request’ for sick notes, repeat prescriptions or 

test results 

New to the Practice? 
Welcome!  

We understand coming to a new surgery can be daunting, so we have put together some 
helpful information about how Wellington Medical Centre operates and how you can 

navigate the system. We hope this helps make the transition easier for you. 

We also have a practice brochure available at reception or on our website with more 
details. Feel free to pop in to pick one up!   

APPOINTMENTS 

Since January 2024, Wellington Medical Centre allocates appointment by a Total Triage system. This means 

all appointment requests get submitted to our duty GP each day to review and advise the best course of action 

for you. To do this: 

• You can use our online service via our practice website to request an appointment from 7:30am (8am 

from 1st Oct.). You can also send the same message using your NHS App. All requests go straight to 

the duty GPs inbox for them to review.  

• If you are not able to use the website or NHS App you are welcome to call up and one of our Patient 

Services Advisors will complete the form on your behalf.  

• You can also come to the desk to do this, however please be aware the team will need to take details 

of your medical condition to complete the form. We do have paper forms to complete yourself instead 

if you would prefer not to discuss your condition at the desk. 

Whether you complete the form online at home yourself or call up and one of our team complete this for you, 

your query will go to the same inbox for the duty GP to review.  

You can also submit administration requests via this form and one of Administration team will look into this 

query for you and action appropriately. This includes medication requests, sick note requests and test results 

amongst other things.  

 

How long does it take to triage 

my online form? 

Our Duty GP will advise on 

your query as quickly as 

possible and we aim to get 

back to you with their advice 

within 24 hours. 

I have not had a response back, 

should I submit another form? 

Please do not resubmit or call 

chasing your form for the same 

query. Your triage will remain open 

until dealt with. If you have not heard 

anything from us after 24 hours, 

please get in touch. 

Do I submit a form if I need a Nursing 

appointment or blood test? 

No, for these appointments our Patient 

Services Team can book these for you 

and they do not need to go via the duty 

GP. Pease pop in, give us a call or 

complete our Admin online form if you 

need one of these appointments.   

Select the ‘contact us’ banner on our practice website or on the NHS App and 

follow the instructions. You do not need any login details for the website. 

Fill in all the relevant details with as much information as possible 

and send! 

Here’s how it works: 



 

 

 

  

How do our phone lines operate? 

Our phones lines are open Monday - Friday 8:00am-18:30pm.  

However from 8-8:30am, 12pm-1pm and 5pm-6:30pm are dedicated to our emergency line. We ask 
that you please don’t call up during these times for routine queries. 

We update the message on our phone lines regularly with important information you need to know so 
please do listen to the full message when you call up. 

 

We do also have a call back service, so if you need to get hold of us but can’t wait on the phone you 
will have the option to retain your place in the queue, put the phone down and then we will call you 

back when you reach first position in the queue. This will save you having to wait on the line.  

Our phone message will prompt you to select this option once you have dialled our number and if the 
queue is lengthy. You do not have to chose this and can wait on the phone if you prefer.  

 

Our phone options: 

Option 1 – Results/Childhood Immunisations / Option 2 – Secretaries/Referral queries / Option 
3 – Annual Reviews / Option 4 – General queries / Option 5 – Appointment cancellation / Option 

9 – Flu queries/bookings (during flu season only) 

Wellington Medical Centre is a teaching 
Practice, which means that some 
appointments are held by Medical 

Students, under the supervision of one of 
our Partner GPs. We will always inform you 

if we are booking you in to our student 
clinic and you can decline to be seen by 

them if necessary.  

We are proud to say we are a Veteran Friendly and a 
Dementia Friendly practice 

 

For the month of October we have Flu clinics 
running every Saturday. We will be sending 
invites to all those eligible, including if you have 
just come from Luson surgery. We will have 
spaces available for you to book in to. You do not 
need to do anything at this point as WMC will 
contact you to book your appointment once you 
are registered.  



 

 

Requesting a repeat prescription 

The best way to request your repeat medication is through your NHS App. This will 
then go straight to your GP to review & issue if appropriate. 

If you cannot use the NHS App the other ways to request these are: 

1. Submitting an ‘admin request’ form on our website 
2. Coming into reception to complete the medication request slip - this is located to the 

left-hand side of the of the reception desk – or the right hand side of your prescription. 
Please drop this in the box provided on the table. 

3. Writing down the names of the medication and dropping this into us. You can pop it in 
the prescription box in the waiting room, post this into us or drop it in the letterbox 

located on the gate at the entrance to the car park. 

Please note we cannot accept prescription requests over the phone. 

 

 
LUSON PATIENTS 

 WELLINGTON MEDICAL CENTRE TRANSFER UPDATE 

At Wellington Medical Centre we are working hard to prepare for the 

transfer of patients from Luson.  We look forward to welcoming you to the 

Practice. 

As part of the transfer process, your electronic medical notes will have to 

be moved from Luson to Wellington Medical Centre. This is an independent 

process which is outside of the control of either practice and takes place 

over the period from 12:00pm on Friday 26th September to Monday 

29th September. 

We have been informed that this process will not be completed for when 

we open on Monday 29th September. We have been reassured that the 

process will be completed by Tuesday 30th September and all functions 

will be up and running. 

As a result of this we will not have access to medical records on 

29th September & we will only be able to provide urgent appointments for 

patients who are unwell. We have allocated additional resource in order to 

be able to deliver this. 

We would request that patients wait until Tuesday 30th September to 

contact Wellington Medical Centre about any routine matters e.g. routine 

appointments, prescriptions, blood tests. However, as we imagine this will 

be an incredibly busy time for us if your query can wait until the week of 

the 6th October this will help our staff out immensely. Thank you for your 

help with this. 

 



 

 

  

Are you coming over from Luson Surgery and you currently use the 

NHS App? 

The NHS App is a great way to take control of your health by viewing your medical notes at 

home, having access to your test results, ordering repeat medications or dropping us a message. 

However, there are some important things to note regarding accessing the App if you are being 

transferred over to us from Luson surgery on the 29th September.  

Please read the following information carefully, which has been provided by NHS Digital on their 

website, so you know what to expect on this day: 

 

When Luson patients transfer to Wellington Medical Centre, Patient Facing 

services (the NHS App) will be switched off. 

This means patients will no longer be able to use online services while this is switched off. This 

includes ordering prescriptions or seeing any medical history. 

When you log in to the App during this time you will be presented with an error code starting with 

3C. You will then be prompted to contact the NHS App service desk. You do not need to do this 

as this is the message that we have been informed will be sent to patients who see this error 

code: 

“Your GP surgery Luson Surgery is merging with Wellington Medical Centre. Your surgery has 

disabled online patient services during this time, including access to the NHS account. 

If you used photo ID to register for an NHS account, you should be able to access it again shortly 

after the merger is complete. 

If you registered for an NHS account without photo ID you may need to ask your surgery to set 

you up again.” 

 

Therefore, any patients who have verified their identity using photo ID will automatically 

reconnect when these services are turned back on. 

If you were set up using a PIN number, we will need to issue this again for you. To do this, please 

come to reception to grab an online access form and complete this. Please drop back to us and 

we will set you up as soon as we are able to. Please allow us some time to get this set up as we 

are envisioning a high increase in workload following the transfer. 

 

What to do in the meantime 

While patient facing services are switched off, if you need to order medication or receive test 

results please get in touch with us. The best way to do this is on our online form on our website:  

 

 

 

 

or give our results line a call by selecting option 1 on our phone line between 10am and 12pm 

and 2pm and 4pm daily. 



 

 

  

 

 

 

 

 

  

September Awareness Month 

Urology Awareness Month 2025 

The theme of Urology Awareness Month 2025 is 
‘Bladder Leakage: Time to Act’ 

Urinary leakage is a huge issue, affecting many 
areas of urology health. Their 2025 Urology 
Awareness Month campaign will drive real 

action by: 

- Raising awareness of the impact of 
bladder leakage  

- Supporting patients and their families by 
sharing practical information, providing a 

platform for them to be heard and 
encouraging open conversations  

- Facilitating opportunities for the wider 
community  

The Urology Foundation - 020 3417 9820 

 

 

World Alzheimer’s Month 2025 
This campaign is held every September to raise awareness and challenge the 
stigma surrounding Alzheimer’s Disease and other forms of dementia.  
 
The campaign emphasises the importance of understanding dementia, 
recognising the early signs, and supporting those who live with it.  
 
Alzheimer’s Society’s Dementia Support Line – 0333 150 3456 
 
 

 

Childhood Cancer Awareness 
Month 2025 

CCLG, along with many other children’s cancer 
charities marks Childhood cancer awareness 

month each year in September.  

Whilst they work all year round, during September 
they focus on increasing awareness of cancer in 

children.  

Their Child Cancer Smart campaign discusses 
many of the symptoms of cancer to educate 

parents and professionals and encourage earlier 
diagnosis.  

- 1,900 children up to the age of 15 in the UK 
are diagnosed with cancer each year 

- 88 different types of cancer have been 
diagnosed in children  

- 84% of children now survive their cancer for 
5 years or more  

- 2 in 3 survivors will have a long-term side 
effect related to their cancer treatment 

IF YOU HAVE ANY FURTHER QUESTIONS OR CONCERNS REGARDING THE 

CLOSURE OF LUSON SURGERY AND THE TRANSFER OF PATIENTS PLEASE 

CALL THE NHS SOMERSET INFORMATION LINE ON 0300 303 6409 

 


