
Dear Patients, 

 

Thank you to everyone who completed our annual patient survey. With 510 responses, we 

had a fantastic level of engagement.  

 

A large amount of feedback was directed at the availability of appointments. We, like, the 

majority of other GP practices in the UK, are contracted by NHS England to provide GP 

medical services between the hours of 8 a.m. and 6.30 p.m. Monday to Friday, to 11,200 

patients who reside in our practice area. We have 5.4 whole time equivalent GPs and a 

Nursing Team of 6. We currently provide 1236 GP and Nurse appointments each week. 

These are broken down as follows: 

 

Routine – 784  (Bookable up to 6 weeks in advance and includes telephone 

consultations) 

 

4 Days Before - 113 (Nurses only, for repeat treatments such as wound dressings) 

 

Book on Day – 339 ( Bookable from 8 a.m. on the day, however if a clinician needs to see 

a patient ‘urgently’ for reasons such as an unusual test result they can 

override the system and take an appointment.)   

 

The mix of Routine vs Book on the day appointments is monitored, and generally split 

approximately 70% to 30%, which is in line with advice from work done nationally by the 

Primary Care Foundation. 

 

Over the years we have tried numerous ways to accommodate the demand for appointments. 

However, demand is increasing beyond the number of appointments that we can offer. 

Nationally, UK GPs had 20% more consultations in 2013 than they did in 2008. A report for 

the Royal College of General Practitioners predicts that demand for GP appointments will 

have risen by an additional 12% by 2016. 

 

Why has demand shot up so much? 

 

•There are simply more people now than 2008 

 

•We’re all going to the doctor more often.  The average person sees the doctor six 

times a year - twice as often as a decade ago. 

 

•78% of UK GP consultations are for people with two or more chronic illnesses. This 

group of people is estimated to grow from around 1.9m in 2008 to 2.9m by 2018 . 

 

There is a limit to the number of appointments that can be offered, in order to ensure that we 

provide good quality, safe care. Increasing the number of appointments available would 

require more funding to recruit more GPs and Nurses. Unfortunately, since 2005-06 the 

percentage share of the NHS budget spent on general practice in the UK has decreased, from 

10.75% to below 8%. This despite the fact that 90% of consultations take place in General 

Practice.  Even if there was sufficient funding, there is currently (as you may have read in the 

press) a national shortage of both GPs and Practice Nurses. 

 



There have been suggestions that we should open longer and that this would provide more 

appointments. Unfortunately, this would only spread the current number of appointments 

more thinly, over longer opening times.  

 

We feel that reducing the length of an appointment from 10 minutes, as some suggested, 

would run the risk of being unsafe clinically.  

 

Others suggested increasing appointment length to 15 minutes. This would certainly help us 

and some patients, but would reduce available appointments by a third, so it would only be 

possible with greater funding for more GPs and nurses. 

 

We realise that calling in at 8 a.m. for a book on the day appointment can be frustrating. 

However there are a finite number of appointments and we have to try to strike a balance, so 

the appointments are split up in line with national work by the Primary Care Foundation. If 

we reduced the number of book on the day appointments in favour of pre-bookable 

appointments, there would be a greatly reduced safety net for those needing to see a GP for 

urgent medical reasons. On the other hand, if we reduced the number of pre-bookable 

appointments in favour of book on the day appointments, we would disadvantage those that 

need to pre-book  appointments (such as those with long term conditions), and add to the rush 

first thing every morning. 

 

One of the ways we try to ensure that appointments are used in the most effective manner at 

time is prioritising according to need, which does involve asking our receptionists to enquire 

about your reasons for coming. This also helps to make sure your appointment is with the 

right member of the healthcare team. Please be assured that this information is treated in a 

confidential way, and you can of course decline to give a reason for attending if you prefer. 

 

Whether we set them aside for routine or urgent problems, there are a finite number of 

appointments we are able to offer. More appointments are only possible if the recruitment 

and funding crisis in General Practice nationally, is addressed.  

 

 

We would also like to highlight the significant and increasing amount of important work we 

undertake that is outside of the time we spend face to face with you. This includes 

prescribing, referrals, checking results & dealing with letters and contacts from other health 

care providers such as consultants. Some of you may well have been taken by surprise in 

receiving a telephone call from us well into the evening, long after the surgery has closed! 

 

Please, also remember that the local pharmacists are available to give advice. 

 

Thank you once again for your responses to the survey and taking the time to read this letter. 

 

Yours sincerely 

 

 

The Doctors 

Chobham & West End Medical Practice 


