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Opening Times- The surgery telephones are answered by our surgery reception  staff  between the hours of 8.00am to 6.30 pm Monday to Friday  and the surgery premises are open from 8.00am -6.30pm Monday to Friday (excluding Bank Holidays)

Outside of these hours, including weekends, patients are advised to ring 111 (the SEL NHS 111 call centre) and the call will be directed to the appropriate service dependant on the results of a clinical assessment. Calls to 111 from both landlines and mobile phones are free of charge.
Extended Opening Hours - In addition, the surgery also offers commuter clinics on Tuesdays from 6.30-8.00pm.
 We want to make it easier for you to get an appointment at our surgery. In addition to our normal opening hours, we also offer appointments in the morning, evenings and on Saturdays.
You will be offered a face to face appointment, but your appointment may also take place by phone or video.
We are working with our neighbouring GP surgeries to offer these additional appointments, you may be offered an appointment from one of these other surgeries. Our surgery is part of a small group of surgeries called a Primary Care Network and we work together in a number of ways. Our neighbouring GP surgeries in the Primary Care Network are:
1. Lyndhurst Medical Centre
2. Albion Surgery
3. Plas meddyg surgery
To book an appointment
Contact us in the usual way (by phone or online) to make an appointment.
 If you need to cancel an enhanced access appointment, please email bhnc.8to8hub@nhs.net.
Alternatively, if you need any support, please contact NHS 111 online (www.111.nhs.uk) or by calling 111 if you do not have access to online services. 


Surgeries — we offer a range of appointment times with all Healthcare Professionals during the morning and afternoon, Monday to Friday. SURGERIES ARE BY APPOINTMENT ONLY and appointments can be booked by calling into the surgery, telephoning on the above numbers or registering for Vision Online Services, which allows patients to book appointments online. You will be asked the reason why you need an appointment in order that the Receptionist can deal with your request effectively.
Emergency Appointments — Patients who require emergency treatment need to complete an ACCURX request via the Practice website (www.Burstedwoodsurgery.co.uk). A clinician at the Practice will triage all ACCURX and patients will be offered either advice, a prescription, a telephone consultation, a video consultation or a face-to-face appointment. All ACCURX will be responded to within 48 working hours.
Routine Telephone Consultations are bookable with the GPs and members of the Nursing Team, although the Nurses are only available to give advice. Please ask at reception if you wish to book a telephone consultation. The Healthcare Professional will ring you as near to the allocated time as possible on the telephone number given at the time of making the appointment and they will only make one attempt. Registering - Patients applying to join the practice patient list must live within the practice area shown on the boundary map at www.Burstedwoodsurgery.co.uk.
We do accept all patients from Bexley – please speak to a member of our registration team for details.

Each applicant is required to complete a New Patient Questionnaire 
This can be done via our website and NHS services online or by collecting a form from reception, You may be asked to provide the appropriate proof of address (dated within the last three months) as detailed on the New Patient Questionnaire. Please avoid visiting the surgery at our busiest times (Monday morning and Friday afternoon) to submit registration documents.
Failure to provide the requested documentation may result in the refusal of your registration. It is practice policy for all patients over five years of age to attend a new patient registration examination with a member of our nursing team as it may well take several months for us to receive your full medical records. It also gives us the opportunity to make sure that your vaccinations are up to date and that any regular medication is recorded on the computer.
Please note that a patient's registration with this practice is not complete until this examination has been carried out therefore, failure to attend may result in you being removed from our practice patient list.
We will endeavour to comply with the rights of the patient to express a preference of practitioner but it might not always be possible. If this were to be the case an explanation would be offered. The following services are available at the surgery:
Health Screening I Chronic Disease Management I Well Woman Checks I Well Man Checks I Contraceptive Services and Family Planning I Adult Vaccinations and Immunisations I Cervical Smear Tests I Minor Surgery I Child Vaccination Clinics
Community Nursing Service (The District Nurses) can be contacted on
0208 320 3550 
The Health Visitors can be contacted on 0208 304 8352
Please check our website for other service numbers in the self-care and self-management section.
Chaperones - If you would like a chaperone to be present during a consultation please inform the receptionist either at the time of booking the appointment or when you arrive for your appointment at the surgery
Non-NHS Medical Services - We provide a number of services to our patients that fall outside of the NHS, such as completion of holiday cancellation forms, private insurance claim forms etc. These services are provided at the discretion of the GPs on a private basis and are completed outside normal consulting hours. A fee will be payable and a list of current private fees is displayed in the waiting room. Our fees are in line with those suggested by the British Medical Association.
Please note these can take a while for them to be completed.

Requests for medical certificates, To Whom It May Concern letters etc can be requested by email. Please send your request to Burstedwood@nhs.net.
ACCURX TRIAGE  is available at this Practice by completing the online form via the link on the home page of our website www.burstedwoodsurgery.co.uk. Once you have entered your symptoms, you will receive instant self-help advice, together with signposting to NHS 111, pharmacies and other healthcare services.
Home Visits are available for patients who are housebound .Please telephone BEFORE 10.00am on the same day.
Repeat Prescriptions - If you need to take tablets or medicines regularly, your doctor may suggest that you be issued with repeat prescriptions. This will be authorised by your GP who will issue you with a repeat prescription request slip from the computer detailing your repeat medications. When you require a new supply, you can request them in the following ways.
[image: bulletpoint]	We encourage patients to download the NHS App from https://www.nhs.uk/using-thenhs/nhs-services/the-nhs-app/. This App allows patients to order repeat prescriptions, view your medical record and submit ACCURX TRIAGE .please also turn on notifications for this app.
•	Patients can utilise a prescription service offered by many local chemists and the receptionists will be able to provide details of the chemists offering this service but they are unable to make recommendations. Patients need to set up the collection service with the chemist directly to ensure that they know how their chemist system operates and to ensure they know who will be sending your prescriptions. Prescriptions will be sent to the chemist via the Electronic Prescription Service.
Patients utilising a service operated by a local chemist should allow additional time for their prescription to be processed and dispensed. The Practice cannot accept any responsibility for errors resulting in a failure of a system operated by a chemist. If you are unable to use either of the above methods, you can order your repeat prescription by sending an email to Burstedwood@nhs.net but please note that we cannot guarantee the security of email transmissions and therefore the Practice cannot accept liability for any loss or damage as a result of email transmissions.
It is advisable for you to request your repeat prescription at least one week before it is needed (do not wait until you are running out of your medication). However, prescriptions will normally be available three working days after the request is received (weekends and Bank Holidays are not classed as working days). Requests that require reauthorisation from a GP will take longer to process and therefore additional time should be allowed.
The repeat prescriptions are processed by our Prescription Administration Team who are available between 8.00am and 5.00pm to answer prescription queries. The reception staff are always on hand to assist you with any queries you may have regarding the system, however they are unable to make any alterations to your repeat medication or issue prescriptions.
We regret we are unable to take prescription requests by telephone as the lines must be kept free for more urgent calls and to avoid mistakes occurring. We are unable to fax or email prescriptions to the chemists.



Change of Name, Address or Telephone Number
Please ensure that we have a record of your correct address and contact telephone number(s) in order that we can amend our records. We will only contact patients on a mobile telephone number in an urgent/emergency situation. Therefore, it is important that patients provide a landline telephone number wherever possible. Patients can change their details via our website www.Burstedwoodsurgery.co.uk. FAILURE TO PROVIDE US WITH YOUR CORRECT ADDRESS AND CONTACT DETAILS MAY JEOPARDISE YOUR REGISTRATION WITH THE PRACTICE.
Test Results - Patients should contact the Surgery approximately one week after the test has been carried out and ask the Receptionist for the test result. PLEASE TELEPHONE THE SURGERY BETWEEN 2.00PM AND 5.00PM, MONDAY TO FRIDAY. In order to maintain confidentiality, all test results will only be given to patients themselves or to parents of minors if appropriate.

In addition to our current formal Practice area, the Practice has an outer boundary area in order that registered patients who move home between these areas can stay registered with the Practice, if they wish, unless the Practice believes it would not be in the patient's interests to do so. The Practice boundaries are published on our Practice website or please ask at Reception for details.

Patient Participation Group — Members of The Bursted Wood Surgery  PPG meet regularly with members of the Practice team. Patients interested in joining the PPG or virtual patient reference group can email Burstedwood@nhs.net
Complaints and Suggestions - We are always pleased to receive constructive criticism, so if you have any suggestions or are unhappy about any aspect of our service please bring it to the notice of the Doctor or the Practice Manager and not the receptionists. Patients can get help and advice about making a complaint from the NHS England by telephone: 0300 311 2233 or email england.contactus@nhs.net. Alternatively, you can contact the local Independent Complaints and Advocacy Service (ICAS) on 0345 310 1812 / referrals@advocacyforall.org.uk. We also have a suggestion box in the lobby by the front door that is emptied by a member of the Patient Participation Group.

Violent and Abusive Patients - This practice operates a zero tolerance to violence. Patients who are shouting, violent or abusive to the GPs or members of their staff will be removed from our practice patient list

Freedom of Information - Publication Scheme - The Freedom of Information Act 2000 obliges the Practice to produce a publication scheme. Patients are entitled to access the information as described in the Bursted wood surgery General Practitioner Publication 
Patient Data - Under the Data Protection Act 1998, you are entitled                to access your clinical records or any other personal information held about you.
This practice contributes anonymous patient data to databases used for health care research purposes. The data collection scheme has been approved by the South East Multicentre Research Ethics Committee.



PLEASE SWITCH OFF MOBILE PHONES WHILST ON THE PREMISES.
             PLEASE DO NOT SMOKE ON THE SURGERY PREMISES.
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