Dear Patient

Patient demand for appointments continues to be greater than the appointments we plan to offer daily.  We have a range of clinical personnel from GPs, and Nurses, to physiotherapy.  The throughput of patients each day is high.  Despite this we still have high numbers of patients who do not attend for their appointments.  Since the return to normal working after the pandemic we have trialled a number of systems to help match demand with patients who need to be seen.  This has not been easy and still patients have remained dissatisfied.  

We are aware of a local systems that have also tried to manage patient demand with a focus on ensuring patients who need to be seen can be and patients who can be seen by other disciplines are signposted appropriately.  We have seen this system first hand and the GPs who have participated have been impressed with the data, ie around 25% of all requests for an appointment actually need to see a GP.  The remaining 75% of patients are signposted to other healthcare staff or the need is an administrative one.

After taking this into account we have made the decision to implement a change to how patients contact the surgery so that we can be sure everyone who needs to be seen is seen appropriately and quickly.

With effect from Monday 4 September 2023 all patients who require a GP appointment will contact the surgery via the practice website, the NHS App or NHS.uk

Many patients already use this facility, the difference will be that these messages will be triaged by a GP Partner in the practice.  You may be contacted directly by that GP or you will be contacted by a member of staff who will relay the instructions given.

If you do not have any access to a computer or smartphone, you will need to ring the practice and a member of staff will use the practice website on your behalf to generate a request to the GP.

It is hoped that other appointments such as for the nurse, clinical pharmacist or physiotherapist will soon be available to all patients to book directly online.

We accept that there is not a perfect solution to managing the demand for access to  primary healthcare but we are hoping this new system will remove the frustrations we know our patients are telling us they have with the current one.  As always, we will be keen to hear from you if the system is working for you, and any ideas for improvements.

Drs Black, Armstrong, Rayment, Kotnani and Shantikumar
