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Autumn 2019 Wolverhampton Road GP Surgery 

Practice News and Patient Views 

Complaints and 

Comments 

When a registered 

patient of this 

Practice wishes to 

make a complaint or 

offer a compliment 

about our service 

provision to them, we 

are always happy to 

be informed.  

Please inform the 

Practice Manager of 

the matter and the 

Practice will be 

pleased to respond 

and try to resolve the 

problems 

encountered. 
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with the PPG. 
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3. Did Not Attend a 
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appointment. 

4. Choice 

Limitations with 

consultant 
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5. Surgery 

Appointment 
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help. 

 
 

 1. Patient Contact with the 

PPG.                                         

The Patient Participation 

Group are proposing that a 

new PPG email address is set 

up to allow patients to contact 

the Group directly.   

This is to make comment or 

offer suggestions about the 

way that the surgery operates. 

All emails will be discussed at 

the next quarterly PPG 

meeting 

PLEASE NOTE: It is  NOT 

INTENDED that this E-mail 

facility should be used for 

complaints or individual 

patient health advice. 

 

2. Surgery Extended Hours  

The Surgery has for some 

time delivering an extended 

service to patients who other 

reasons can’t attend 

appointments during normal 

opening hours.      

 

 

 

2. Surgery Extended Hours…(cont) 

Sr McNally offers additional early 

morning routine Practice Nurse 

appointments 4 days a week.  In 

addition to this, HCA Sue 

Thompson offers blood 

appointments on a Tuesday, 

Wednesday and Thursday 

mornings between 7.00am and 

8.00am. 

Patients can also obtain routine 

appointments outside normal 

surgery hours, bookable through 

the practice.   

These appointments are part of the 

locality’s Extended Access 

Programme.   

Appointments are available every 

evening during the week between 

6.30pm and 8.00pm and Saturday 

and Sunday mornings.  These are 

offered at different locations within 

the Stafford area. 

3. Did Not Attend for a booked 

Appointment.                  

Unfortunately we have to report 

that there was 109 appointments 

during August 2019 in which  

patients did not attend an 

appointment for some reason. 

Patients are once again reminded 

of the serious waste of medical 

time  that can be avoided if patients 

would make use of the cancellation 

process that is available by 

informing the receptionist in person 

or by telephone. 
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5. Surgery Appointment difficulties 

continued.                                           

Similarly some patients have been 

having difficulties in arranging routine 

doctor appointment.  

Limitations have recently been evident 

this being due to limitation of available 

doctors  taking holidays and the two 

week advanced appointment booking 

system.  

This is an issue that impacts on many GP 

Practices.  The Practice is still actively 

trying to recruit additional GPs but there 

is still a national shortage of GPs 

available. 

Again this problem is being monitored. 

The surgery continues to look at this and 

different options available. 

6. Pre-diabetes help.                                      

Modern lifestyles are having an impact 

on people’s health and there is an 

increase in the number of patients 

developing diabetes. 

Lack of exercise, being overweight, 

smoking and drinking too much alcohol 

can all contribute to the increased risk of 

developing diabetes 

Blood tests can identify the urgency of 

what action needs to be taken by the 

patient. This usually involves taking some 

life style changes in diet and physical 

activity.                               

Your Doctor can help if this applies to 

you by arranging for  you to join an NHS 

Diabetes Prevention Programme which is 

run locally and involves  attending 

several sessions to address your risk and 

changes required to lifestyle. 

 4. Choice Limitations with consultant 

appointments and procedures.                                

Patients who are medically referred for an 

appointment with a consultant or for some 

procedure outside the GP Surgery do have a 

limited element of choice given to them. The 

referral paperwork will indicate the name and 

address where the required treatment is 

available to the patient and ask the patient to 

make a choice from the listed venues. 

 

5. Difficulties making an Appointment.                    

The Practice is very much aware of the 

difficulties that patients have in making 

contact with the surgery by telephone. 

Several changes have been made to the 

number of lines and staff available to answer 

them and in addition attempts have been 

made to anticipate the timings of extra busy 

demands periods during a working week.      

At the advice of the PPG the practice is 

looking into the cost to have additional 

software included in the telephone system 

that would give the caller an idea where they 

are in a queue of waiting callers to speak to 

the Care Navigator at the Surgery. 

Sadly the practice still has not resolved this 

issue but will continue to monitor the situation 

and attempt to improve the time to answer 

calls. 

 


