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Improving Access  

Patient Feedback/Comments  

You said….. 

I don’t have a problem with access to the Practice.  

I’m happy with the Practice, the staff have always been friendly and courteous   

I assume you mean access to the actual Practice Buildings  as the buildings take up less than 50% of the land , I suggest that improving 
access would simply mean re-arranging the car park parking spaces where there are lawns at present and getting quotations for the work 
involved – and for this not to be for by the NHS!	  

After being a patient for a number of years, I feel in recent times appointment availability has dramatically improved and waiting times reduced  

We proposed….  

Although the Practice recognises that the length of wait for routine appointments is still longer than ideal. The Practice Team reflected on this, 
and in order to rectify areas of concern and improve the availability of routine appointments, has or would like to instigate the following: 

• Introduction in November 2014 of  9 designated appointments available on a daily basis and offered to children/adults at “high risk” [of 
admission] categorised as follows: 

o Aged 65 & over   
o Aged up to 65 with a chronic disease   
o Patients with a care plan 



o Under 16’s  
If any appointments remain unused these can be allocated for same day appointment requests  

• The Practice appointed 2 new Doctors Dr Proctor in October 2014 & Dr Jafari in November 2014. It is anticipated that the arrival of both 
Doctors, who will provide respectively 5 and 4 additional sessions per week will lead to increased appointment availability 

• The Practice continues to participate in the Extended Hours Directed Enhanced Service, which requires the Practice to provide 17 hours 
of additional GP/Nurse appointments outside of core hours (8am – 6.30pm Monday to Friday, excluding bank holidays) per month  

• The Practice has also agreed to provide additional Extended hours appointments to double the current commitment provided under the 
above Directed Enhanced Service to offer early morning appointments to increase working patients choice and access to the surgery on 
the following basis: 

o 2 Practice Nurse led sessions per week are held on Mondays & Thursdays commencing at 7.30am 
o 1 Dr led session is held on Thursdays commencing at 7.30am 
o 2 HCA led (to include NHS Health Check appointments) sessions per week are held on Mondays & Thursdays  commencing at 

7.30am  
• We offer same day appointments to all who request one, this also includes follow-up appointments the same day for parents who are 

still concerned about an unwell child. On contacting the surgery, patients will be advised of the time for the next available routine 
appointment or offered same day appointment or telephone consultation if appropriate. 

• To support ease of access to a GP the Practice continues to offer telephone consultations. Urgent telephone consultations are available 
on the day with the on-call doctor by contacting reception. Telephone consultations with a doctor of your choice can be requested for 
non-urgent follow-ups or queries that don’t require examination. Please leave up-to-date contact details and availability with reception or 
use the medical contact form. The doctor will call back at a mutually convenient time. Please note that the caller ID may not be 
displayed if we ring you back. 

• The Practice recognises that continuity of care is very important and improves health outcomes. However, practically it is difficult to 
arrange appointments at short notice with a named Doctor, but we would encourage patients with on-going conditions to book ahead 
with their preferred GP. For non-urgent/routine appointments patients can book at least 2 weeks in advance. However we will monitor 
the usage of these appointments and continue to contact patients at our discretion who repeatedly do not attend their appointment to 
ensure that wasted clinical time is reduced. 

• To support a reduction in missed appointments the Practice would like to introduce an appointment reminder service. EMIS, who 
provide our clinical IT system are exploring an integrated solution to allow appointment reminders by text to be introduced by September 
2015. Please ensure your mobile phone number is up to date. This can be done online through Patient Access. 



• The ease of getting through on the phone continues to concern us, particularly early in the mornings. Although the Practice explored 
alternative external telecommunications providers, it was not possible to proceed due to the substantial costs involved. However, we 
understand that Stockport CCG have recently secured funding to support procurement of a new “Stockport wide” telephone system with 
enhancements to include facilities for a Call Queue System, Call Direct Service etc which would enable incoming calls to be dealt with 
appropriately instead of all calls going through the main surgery number, and then being dealt with or passed onto the relevant person 
by Reception staff. 

Practice Facilities  

Patient Feedback/Comments  

You said….. 

Not sure what other facilities I would want the Practice to provide, other than to ensure there is always water (preferably warm) with handwash 
& drying facilities in the toilets. 

The internal maze of Reception, Waiting Room, General Office, Toilets, Practice Nurses Rooms 1& 2 & Doctors Consulting Rooms do appear 
to be in need of rearranging, which would require a survey to be undertaken by a qualified builder in conjunction with Practice staff to agree the 
partition/walls demolition and construction works required and who would pay for the work involved – I hope not the NHS!	  

I feel the surgery would benefit from some new décor, signs and toilet refurbishment  

We proposed……  

The Practice Team reflected on the results and in order to further improve the practice premises and car parking facilities and access to them,  
has or would like to instigate the following:  

• The Practice is fully aware that inadequate car parking facilities is creating a lot of traffic congestion in the vicinity, however additional 
car parking facilities for both staff and patients is contingent upon development of amenity land adjacent to the practice premises.  In the 
short term it was agreed with NHS Estates that an upgrade of  the car park would be undertaken to include resurfacing and new white 
lining (to clearly identify disabled parking spaces and to create designated “strictly for ambulance” parking) However, a date for this to 
be progressed is still to be agreed. 

• To assist patient flows improved exterior & interior signage is to be installed to “signpost” patients to the correct consulting rooms, given 
the recent significant changes in Practice clinical staff and proposed new building works.(see below)  



• The Practice has recently submitted bids to NHS England that have been approved for Capital Grant funding for premises improvement 
works in 2014/15 as follows: 

o Replacement boilers to provide optimal hearing and hot water supply to the surgery premises.  
o Upgrade of patient toilet facilities to include new improved disabled facilities  
o Conversion of existing staff kitchen facilities to a phlebotomy room , and existing store room to staff kitchen facilities to maximise 

clinical room space available and provide an additional treatment room (with phlebotomy chair) for utilisation by the Health Care 
Assistants to undertake bloods, New Patient Health Checks & NHS Health Checks  

• The Practice has also recently submitted a bid for funding from the first tranche of the £1 billion four year investment programme in 
primary care infrastructure recently announced by the Government. It is proposed that funds are made available to support construction 
of a modular building to provide 3 additional consulting rooms to provide much needed additional consulting/training capacity adjoining 
the current practice premises. 

• The Practice has recently provided a television in the waiting room. Topics presented include promotion of self-care for minor illness, 
the practices flu vaccination programme and self-help services for mental health. It also provides information about overuse of 
antibiotics for coughs, colds etc  

On-line Facilities  

Patient Feedback/Comments  

You said….. 

I would like to be able to book and cancel appointments and have access to my medical records online.  

I also think it would be useful for patients to be able to see any test results they are waiting for online instead of having to ring between the 
times specified by the Practice,  as it can be very frustrating for patients if they cannot get to a phone during the allotted times. 

I do feel the process of getting repeat prescriptions could improve greatly, and if this could be done online it would be fantastic. I don’t use the 
repeat prescription service myself, but member of my family do and have encountered problems may times. I also know from experience in 
standing in the Chemists that many other Practice patients have experienced similar problems.  

The on-line facilities are easy to understand and all info easily accessible. 

 



We proposed… 

Although 1900 patients are now registered to use Patient Access, disappointingly, this identifies that patient’s awareness of the revamped 
practice website and the online services available is still sub optimal. The practice continually strives to improve its services and access to 
them.  We are looking to further develop the website and our online services and to support this has or will instigate the following: 

• To increase the number of users of our online appointment booking and repeat prescription ordering facilities & awareness of the 
Practice Website:  

o An E-Newsletter is to be developed as a medium to publicise important new service developments, changes in personnel, 
seasonal campaigns ie flu and seasonal topics ie hay fever. The newsletter will also be available in hard copy format for 

   patients without internet access 
o A separate page “Online Services” has been created on the Practice Website which summarises our current arrangements for 

online/mobile services, and our plans for expanding the use of online services, made possible following the migration to EMIS 
Web clinical IT system in September 2014.   

• Patients are actively encouraged to let the Practice know about any problems they may encounter using the website by completing a 
non-medical contact form. To support introduction of online booking of appointments and repeat prescription ordering facilities, 
patients are required to register and request their access codes using the medical contact form. 

•  In line with General Medical Service (GMS) Contract 2014/15 requirements that all general practices in England offer online access by 
the end of March 2015, in addition to our online appointment booking and repeat prescription ordering facilities, the Practice is also 
looking to introduce online access to medical records specifically: letters & allergy/adverse reaction information, which will be available 
to view via Patient Access (To utilise this service patients will be required to register as above)  

• Introduce & publicise Electronic Prescribing Service which entails processing of prescriptions electronically instead of producing paper 
scripts, and is suitable for patients who have a stable condition, and who don’t want to go to the surgery every time to collect 
prescriptions, and usually collect their medicines from the same pharmacy, who will be issued with prescriptions covering 6 months to 
support a monthly dispense. This service is not available for ‘controlled drugs’ (eg. Tramadol, Morphine). The Practice has identified this 
as a priority, and is liaising with NHS Stockport CCG to implement this service. 


