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         WWW.ASHWELLSURGERY.CO.UK 

    Ashwell               Tel: 01462 417377        Fax: 01462 742764 

                                         Bassingbourn      Tel: 01763 290555        Fax: 01763 247842 

        Staff Matters 

Registrars – We have said goodbye to Drs Behrooz Haddad and Nicola Phillips, who were with 
us for 4 months training as GPs.  We thank them both for all their hard work and wish them every 
success in their careers. Drs Jennifer Green and Marian Malak joined us in August for their final 

year of training; they will be working closely with Dr Jarvis under his supervision. They will be 
with us for a year.   

Reception – You may have seen some new faces at the surgeries recently. We would like to 

welcome, Stephanie, Jackie, Claire, Laura and Julie.  As a surgery we took the decision to reduce 
the longer hours from staff that had left and increase the part time hours so we could hire more 
staff.  This helps with sickness, and holiday cover.  The staff are in training currently so please be 

patient with them as they may need another member of staff to assist them at times.  We also 
have an apprentice working with us Abi who is working through a college in Cambridge.   

Out of Area Patients 

If you move out of the catchment area for both Bassingbourn and Ashwell surgeries you will be 

unfortunately asked to leave the surgery.  We need to ensure we offer the best possible service to 
local patients.  We have two new housing developments in the final stages for planning in our 

surgery catchment area of Bassingbourn along with the re-opening of Bassingbourn Barracks to 
service personnel and their families, as a surgery we have to accommodate these new residents. 
Historically we are aware that patients have been allowed to stay at the surgery once they have 

moved out of area, but due to the increasing size of the population in our surgery catchment area, 
we can no longer accommodate these requests and you will need to re-register with a GP in your 

local area.  Should you move back into the area at any point we would love to have you back as a 
patient, we apologise for any inconvenience this may cause. 

Surgery FaceBook Page 

Please note that the Facebook page for the surgery is for information only, you cannot send any 
requests for information or medication through this page.  Please go to our website 

www.ashwellsurgery.co.uk to make medication requests.  If you are not yet set up for online 
access please stop by reception for information. 

http://www.ashwellsurgery.co.uk/
http://www.ashwellsurgery.co.uk/
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DON’T FORGET………. THE CLOCKS GO BACK ON SUNDAY 28TH OCTOBER AT 

..........ONE HOUR EXTRA IN BED!!! 

APPOINTMENTS  

 

We are still finding our reception team are being subjected to a number of particularly rude and 
aggressive patients when they cannot get an appointment immediately or with a GP of their 

choice on a specific day and time.  This has been particularly prevalent during the summer 
holidays when two registrars left and our GPs were on their holidays.  The level of aggression 
towards our staff is unacceptable as highlighted in our previous newsletters.  The surgery is here 

to ensure that we provide a safe and caring service to those who need it.  Many patients who 
aggressively ‘demand’ an appointment don’t actually need one – they may have a form to fill in, 

a medication query or just need to speak briefly to a GP, regarding for example a blood test 
result, that can be dealt with in a routine telephone slot. 

Most patients are now happy with our ‘triage’ system whereby the duty GP will call them (and 
calls are priortised by the GP so when you speak to the reception, please give the receptionists as 

much information as you are able to).  This is done so staff can signpost you to the correct 
clinician in an efficient manner ensuring more urgent requests can be prioritised.   The on call 

GP requests as much information as possible, so if you can provide the receptionist with this 
information we would be very grateful.  If a patient needs to be seen urgently they will be 
allocated an appointment on the same day either in the minor illness clinic or by the on call GP.  

We are sorry that this doesn’t meet the needs of all our patients all of the time, but we strongly 
feel that a safe and caring system is fundamentally the most important aspect of our services to 

our patients. 

Please note: The reception at Ashwell and Bassingbourn surgeries are not open until 08:30 am. 
Phone lines open at 08:30am.  The reception is shut between 12:45pm and 1:45pm. Phone lines 
closed from 12:45pm-2pm. The dispensary is open from 08:00am to 6:00pm.  Due to staff 

sickness we have had to reduce the hours in the dispensary for a temporary period, please see 
notice board in reception.  They are currently closing from 12:30-2pm on a temporary basis. 

New Phone System    

 
You may have noticed that both surgeries now have or will shortly have a new phone system.  
This system now gives us more options at both surgeries. These include; 

 
1. Full oversight of all incoming calls allowing us to prioritise incoming calls 

with the intention of reducing patients waiting time on the phone. 
2. New interface allowing us to direct patients to the correct department, but also 

more options so that staff will have more of an idea of what the reason for the 

call is before it is answered. 
3. All in-coming and out-going calls are now recorded for training and legal 

purposes. 
4. An option for patients to cancel their appointments, hopefully to reduce Did 

not Attend appointments at the surgery. 

 



3 

 

 
 

 
 

 
 
5. All calls sorted so that if the phone is busy at Ashwell or Bassingbourn, it will 

divert the calls to the other surgery to ensure overall capacity between 
surgeries. 

6. We now have certain extensions operating only at certain times, i.e. results, 
repeat prescriptions, test results.  This will free up staff to complete numerous 
other tasks more efficiently and allow the calls not to be clogging up the 

system at 8:30am when people are ringing for emergency appointments. 
7. Our new system means that our number is no longer withheld and you will be 

able to see that it is either Ashwell or Bassingbourn calling and so not a spam 
call. 

 

Drop Ins  

We do not operate a drop in service at the surgery.  Please do not come down to the surgery if 
you are unwell, please ring the reception in the first instance even if you have been advised by 
the pharmacist to be seen, you must ring the surgery first. 

Missed Clinical Appointments!!!! 

In the month of July we had 67 missed clinical appointments and 58 in August.  If you are 

unable to attend an appointment, please ring the surgery to cancel your appointments.  With 
patients waiting to be seen and the demand high this is an unacceptable rate of appointments to 

be lost.  If you are not set up to receive text message reminders, please stop by reception and 
update your contact details with us.  Thank you to all our patients who do ring in and cancel in a 
timely manner.  Our phone system is in the process of being updated and there will be an option 

to leave a voicemail message on the system to cancel your appointment, the more time you can 
give us when cancelling the more likely we can fill the slot with another patient and keep our 

wait times down. 

Flu Campaign 2018 

Are you eligible? 

 

All patients 65 and over 

 Any patient under 65 who suffers from chronic condition including (but not exclusively) 
respiratory, heart, immunosuppression and kidney conditions. 

 All pregnant women 

 Any carers                                  

 Children aged 2-4 years old (as of 31st August 2015) their vaccination is given as a nasal 

spray. 

 The majority of patients who are admitted to hospital with flu – or who die from the 
virus are in the under 65 age bracket (including pregnant women) and suffer from a long 

term or chronic condition.  Do NOT underestimate flu – it can be an extremely 
debilitating and dangerous illnesses. 

 
Please contact Ashwell or Bassingbourn Surgery to book your flu injection. 
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When will clinics be held? 

Please see posters up and around the surgery regarding clinic dates, and our Facebook page for 
patients who have updated their contact details with a mobile phone number and fall into the 

categories above you will receive a textual reminder asking you to call us.   
 

Our requests to you 

As we have so many patients to vaccinate, the flu clinics are for this purpose only and therefore 
in order to reduce congestion as far as possible, we regret that no other issues can be discussed 

when you attend for our vaccination. 
 

Home visits 

Home visit are solely for those patients who are totally housebound and unable to get a lift in via 
a relative/friend/taxi.  They are not by appointment – clearly if a patient is housebound then they 

should be at home for any time.  You will be put on a list and a GP will vaccinate at a later date. 
 

We thank you very much in anticipation for your cooperation in helping us to deal with this 
exceptionally busy time and workload.   
 

Updating your Personal Information 

 

Unfortunately there are occasions when we have to rearrange your appointment at short notice.  
Please can you remember to inform us if you have changed your phone number so that we can 
update our records, thank you. 

 

Online Access 

 

If you are not already signed up for Access Online, please stop by the reception and ask the 
receptionist to sign you are.  There are many things that you can do to make your life easier as 

listed below; 

• Book appointments online (GP appointments only) 

• Order repeat prescriptions 

• Update personal information 

• Register as a patient  

• View a brief summary of your medical record 
 

You will be required to provide two forms of ID, one in picture form i.e. Driving Licence or 
Passport. 

 

Hospital Prescriptions   

 

You should make sure your prescription issued by the hospital is fulfilled by the hospital.  We 
cannot fulfil your request at the surgery in Ashwell and your prescription will be unfortunately 

rejected.  The first prescription needs to be fulfilled in the hospital as the consultant there has 
issued you with the script not the GP, after this the GP can continue the care as required. 

 
Medications     

Our staff are still getting some aggression from patients demanding their prescriptions before the 

deadline of 72 hours (3 working days, Monday-Friday).   The surgery is not open at the 
weekend so no prescriptions are processed then.  
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Please see below repeat collection times. 

 
Ordered      Collect 

 

Monday AM                  Thursday AM 

Monday PM      Thursday PM 

Tuesday AM                 Friday AM 

      Tuesday PM closed – Any repeated to be collected Wed AM 

Wednesday AM     Monday AM 

Wednesday PM     Monday PM 

Thursday AM      Wednesday AM 

Thursday PM      Wednesday PM 

Friday AM      Wednesday AM 

Friday PM      Wednesday PM 

 

 

Unfortunately due to staff absence we have had to reduce the dispensary hours at Ashwell over 
the past few weeks. The dispensary has to close over lunchtime temporarily to help the reduced 
staff. They will be closed from 12:30-2pm until further notice.  We have a notice up on the board 

with amended times in reception.  We do apologise for this inconvenience but this is only 
temporary measure and please bear with us during this time. 

 
We now have a new phone system and we will be changing the hours that you can order your 
repeat prescriptions, you can order your scripts through the following mediums; 

 

 Completing the back of your prescription and putting in the box in reception at Ashwell or 

Bassingbourn 

 Using our online access system to order your prescriptions.  If you are not set up for this, 

please talk to the reception. 

 Email – ashwell.dispensary@nhs.net. 

 
We are particularly getting complaints from patients at the Bassingbourn branch that are not 
ordering their prescriptions on time and being verbally abusive with the reception staff.  The 

staff are there to help and will do their best to sort out any prescription queries in a timely 
manner.  It is totally unacceptable behavior to take this out on the staff and the onus is on you the 

patient to get your prescription request in on time.  We also have new staff working at 
Bassingbourn and they are still in training. 
 

If you have a valid complaint, please fill out a complaint form. These are available at the front 
desk, your complaint then will be dealt with accordingly. 

 
Medication reviews and Blood Pressure checks  

 

It is important to keep up to date with your medication reviews to ensure that you are on the most 
beneficial medication and dose.  If you are notified that your review is due when you pick up 

your prescription, please make an appointment at the surgery.  If you are advised that you need 
to have your BP checked, you can use the machine in the main waiting room at Ashwell.  This  
machine should only be used if you have been directed to do so by a clinician, our Nurses no 

longer do appointments for BP checks. 
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Medical reports and Adhoc forms  

 

The demand for GPs to complete medical forms, holiday cancellation letters, Lasting Power or 
Attorney documents, sign forms etc. has risen tenfold in the last year.  We only have 3 Partners 

that are able to do this work.  This is considered private work and NHS work takes precedence at 
all times. There are times when GPs are away or on holiday so there will be delays.  We are 
experiencing some patients demanding that paperwork is completed on the day or within a very 

short time frame.  We have by law 30 days to complete any such paperwork.  All requests for 
such things must be given to the Office Manager, Linda Johnson in writing.  There will be a 

charge for this work and you will be advised of the cost before work has begun, you may or may 
not require an appointment.  Sometimes this work can mean retrieving patients paper notes, 
photocopying, making phone calls to insurance companies, solicitors etc. which can be very time 

consuming for our small team who are dealing with all the other day to day tasks.   
 

What is GDPR? 

 

The EU General Data Protection Regulation (GDP|R) came into force in May 2018. What does 

this mean?    As a surgery we will have to adhere to strict rules regarding how we deal with your 
personal and sensitive information. This includes, name, address, email, telephone etc., and also 

sensitive data such as genetic data, religious, political views, sexual orientation etc. We are in the 
process of amending and creating new policies so that we do not breach any data protection laws.  
This means that we have a lot of work to do at the surgery.  As a patient you will be asked for at 

least 3 identifiers over the telephone, name, date of birth and first line of address.  Any patients 
wishing to register at the surgery need to supply us with two forms of ID, one in picture form 

and proof of address such as council tax, utility bills etc. Any patients wishing to register for 
online services will also have to provide two forms of ID. We cannot give out or discuss any 
medical information out to members of your family if you have not supplied us with written 

consent.  
 

If you have a representative picking up your prescriptions, we will need to record their name and 
address on your notes.  If you regularly have somebody else pick up your prescriptions, we will 
require a letter from you stating this so we can scan this onto your records.  

  
Results 

 

Our new phone system will advise you when you can ring for medical results. The onus is on the 
patient to ring for blood test results within 3 days. If your result is urgent, the surgery will ring 

you.  Please be aware that some scan and X-ray results can take up to 10 days to come back from 
the hospital. 

ASHWELL PATIENTS’ GROUP INVITES YOU TO A TALK ON CANCER 

PREVENTION 

Prevention measures, early diagnosis, screening, signs and symptoms  

Speaker:  JAY SMITH of CANCER RESEARCH UK 

Time and date: Tuesday 25th September 3:00 pm 
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Refreshments from 2:40pm 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Everyone who works at Ashwell and Bassingbourn surgeries are here to help you.  Our aim 

is to be as polite and helpful as possible to all patients. 

Shouting and swearing at Practice staff will not be tolerated under any circumstance and 

patients who are abusive may be removed from the patient list. 

A zero tolerance policy towards violent, threatening and abusive behaviour is now in place 

throughout the National Health Service. The staff who work in this practice have the right 

to do their work in an environment free from such behaviour and everything will be done 

to protect that right. 

At no time will any violent, threatening or abusive behaviour be tolerated in this practice. 

If you do not respect the rights of our staff we may choose to make arrangements for you 

to be removed from our medical list. 

PLEASE RESPECT THE STAFF 


