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Surgery Opening
Hours

Monday 08:30- 18:00
Tuesday 08:30-18:00
Wednesday 08:30 - 18:00
Thursday 08:30 - 18:00
Friday 08:30- 18:00
Saturday & Sunday - CLOSED

*We offer extended hours until
8pm on two evenings a week
alternating Mon/Tues and
Weds/Thurs
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Over the last month we have been looking in to how we can make
our surgery more Dementia Friendly. All of our Patient Services
Advisors have undertaken additional training to become
‘dementia friends’ (look out for the blue flower badge on their
lanyards!)

As a starting point we have also added additional signs on
consulting room and toilet doors in a format that is more
accessible to those with dementia.

One of our Administrators Christina has recently left us to go on
maternity leave — we wish her all the best.

I Our phone options

I Just areminder of our phone options to make sure
I yougetthe help and advice as soon as possible:

Option 1: Results and Childhood Immunisations
| Option 2: Secretary team for referral queries
I Option 3: Annual Reviews

I Option 4: Appointments and General Queries

| Option 5: Automated services to cancel
| appointments and check appointment details
| (available 24 hours a day, 7 days a week!)
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: Wellington Medical Centre is proudto [ Staff Training Closures [
| saywe participate in the Green Impact || We will be closed for staff training from 2pm on !
[ for Health Scheme! I . _ I
I I the following days: I
I Green Impactis a United Nations award- 0 | . dav 8™ April 2025 |
: winning programme designed to support 11 uesday pri I
I environmentally friendly and socially I | Wednesday 14th May 2025 |
I sustainable practice within organisations. : | I
| 1 Thursday 121" June 2025 :
: :' During these times if you need medical advice, ,
I . |

: : I please contact 111 or 999 in an emergency I
I |

Our new ‘Did Not Attend’ policy

We have a very high Did Not Attend (DNA) number here at the surgery each month. Missed appointments
not only wastes the clinicians time, but also denies other unwell patients the opportunity of getting
treatment and also significantly lengthens the waiting time to see a GP. We have therefore decided to
implement a new policy at the surgery to try and tackle these numbers and find ways to make it easier for
patients to attend their appointments.

Last month we had a total of 180 appointments not attended. This equates to 45 hours of clinician time.

If you have missed an appointment at the surgery recently, we may get in touch with you to find out the
reasoning behind this which will then help us to plan ways we could improve accessibility to the surgery to
help patients attend their booked appointments.

Here is a reminder of the ways you can cancel your appointment if you’re unable to make it in:

e Callus onourmainline 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.

e Cancelling your appointment via the NHS App.

e 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.

e 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!



NHS App Queries

We have recently had a few patients contact us to say that they have had a message on the NHS app and
asking if we can text them instead. Unfortunately, we aren’t able to do this. Any text message we send
will automatically go via the App first if you have this set up —we can’t control this nor bypass it. If the

message you receive on the app is hot opened within a certain time frame it will then get sent by text as
normal.

It is important you have your notifications for the App turned on so you can receive messages this
way. If you need help on how to do this, please get in touch.

We are actively trying to improve our
services and welcome any feedback and
suggestions. Here is something we
implemented at the surgery as a result of
patient feedback:

We have re-organised our Patient Services
Advisor rota so there are now more advisors
available to answer your calls in the morming.
When we have reached capacity in the
afternoon we have changed our phone
message - you should now be informed that
we have no more available appointments for
that day, but you can still get through to any
of our departments as normal if you have a
routine, non-urgent query.

(etting through to the
surgery by phone is

difficult, especially when
lines are closed in the

afternoon

What have we done over the last month?

Total number of triages processed and actioned: 5,339

Average triages actioned each day of the week: Monday - 343,
Tuesday - 249, Wednesday - 231, Thursday — 198, Friday — 226.

Number of on the day appointments offered with a GP or ACP:
899

Number of routine appointments offered with a GP or ACP: 399

Total number of appointments with any healthcare
professional: 2,798 face to face appointments, 1296 telephone
appointments




April Awareness Month

Parkinsons Awareness Month

Parkinson’s Awareness Month is an annual event
dedicated to increasing awareness about
Parkinson’s disease. It aims to educate the public
about the symptoms, challenges, and research
progress related to this condition. The month also
focuses on supporting those living with Parkinson’s
and their families, encouraging community
involvement, and funding research initiatives.

Parkinsons UK-0808 800 0303
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Walk to work day 04/04/2025

Walk to workday, observed annually on the first
Friday in April, encourages individuals to
embrace walking as a healthy and eco-friendly
means of commuting.

This day promotes the benefits of incorporating
physical activity into daily routines while
reducing carbon emissions and traffic congestion

Stress Awareness Month

In 2023/24 there were 776,000 cases of work-related stress, depression or anxiety.

The main work factors cited as causing work-related stress, depression or anxiety
include the demands of the job, lack of control, lack of information and support, work
relationships, and roles and responsibilities.

Symptoms of stress could include feeling restless, feeling tearful, using drugs or
alcohol to cope, inability to concentrate, lateness or absences from work.

Samaritans 24/7 on 116 123
Be A Mate - text ‘BEAMATE’ for free 24/7 support on 85258




