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Listening & Responding to Patient Concerns 
 

Through our surveys and conversations with patients, we’ve heard consistent themes. Below are three 

of the key issues raised to us and, more importantly, what’s being done to seek to address them 

 

 

  

Appointments 
 
You told us : “I can’t seem 

to get an appointment when 
I need one” 
 

The Practice responded: “We 
are currently going through a 
period of transition with the 
retirements of Doctors Whaley 

and Lee and the appointments 

of new part-time Doctors.  
Finding replacements has been 
exacerbated by the national 
shortage of doctors wanting to 
come into general practice”. 
 

 

Appointments – Further Information  
 

 

 An additional Nurse Practitioner has been 
appointed by the Practice to offer additional 
urgent minor illness appointments each day 

 Telephone   appointments are being offered more 
widely 

 Patients are being encouraged to see their local 
pharmacist for routine problems, rather than 

book an appointment at the Practice 
 The Practice is in the process of making changes 

to the skill mix of clinicians and additional online 
triage software changes will be made in the New 
Year to support this transition.  

 

 

 
 
 

 

 
Patient Access Online 
 
You told us : “There seem to 
be very few appointments 
available when I try to book 
online”. 
 

The Practice Responded :  

“With the number of patients 
now using Patient Access, 
means we will have to re-
consider the number of online 
appointments available to 
patients to pre-book “ 

 
Patient Access Online – Further 
Information  

 
 
 Online access is currently available across many 

different devices: PC, tablet and mobile phone. 
 Practice receptionists have experience of typical 

problems and can usually sort them out 

 PPG representatives are able to offer support in 
using the on line system 

 Online access offers patients huge advantages, eg 
ordering and following up prescriptions, viewing 

test results and medical records.   

 

  

Seeing your usual 

Doctor 

 
You told us : “It seems to be 
getting more difficult to get 

an appointment with my 
usual doctor”. 

 

The Practice responded: “To 

cope with the daily demand, 

more telephone triage 
appointments have been 
created.  Unfortunately, this 
limits the number of face-to-
face appointments available” 
  

 

Seeing your usual Doctor – Further 
Information 

 
 

 Patients are offered the next available 

appointment.  Whilst this may not always be with 
your usual doctor, all doctors at the Practice have 

full access to your medical records 
 If you want to make an appointment to see a 

particular doctor, this is, unfortunately, likely to 
take longer at the moment 

 Once the changes being introduced in 2020 are in 
place, the Practice hope that face-to-face 

appointment availability will improve. 


