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News from the waiting room - Autumn 2015 

Can I access my Medical Records On-line? 
If anyone wishes to see their medical records on line they can apply for this, please ask a 
receptionist for the appropriate forms, these are easy to complete. You can use the same 
forms to request on-line repeat prescriptions and book some appointments on-line. 

Can we have a Water Fountain? 
Some patients would like a drinks fountain, unfortunately these can be very messy with 
fluid spilt on the floor which could result in some people slipping. The Doctors and Patient 
Participation Group do not recommend this. If you need a drink of water, this is available 
on request from reception. 

Could the location of the TV Screen/ Rolling Information Screen be changed? Why does 
the room number rather then the GP's name come up? 
The New Building is not owned by the practice, it is rented. On any new build there is a 12 
month delay before any non-safety changes can be made, then the practice would have  
to apply to the Landlord for any alterations that are required. We are therefore not able 
to move the information screens.  

The patient call information on the rolling screen specifies the room number rather than 
the doctor's name so that it is consistent with the way-marking signs. It also means that 
the system will still work if for any reason a GP needs to change their room. 

Why are there Long waiting times for doctors and nurses? 
Doctors’ appointments are normally 10 minutes per patient, but some patients with 
ongoing problems may have a double appointment. Longer appointments could be 
routinely offered but that would reduce the number of appointments available.  

If a patient has a medical condition that requires action there and then, this can require 
phone calls to the hospital to arrange urgent care or an admission. As this is after the GP 
has assessed the Patient then the 10 minute slot will overrun. A GP's care goes far beyond 
the time they spend face to face with a patient and also includes keeping accurate and 
detailed notes. 

Our GPs, in rotation, have an 'on-call' response and so do have to take phone calls 
between appointments. 

All these factors can cause a delay to the appointments that follow in a session, which is 
why the practice policy has always been to aim to see you within 30 minutes of your 
appointment time. We would all like to think that delays will not affect us, but if they do, 
our GPs will do their utmost to satisfy our medical requirements. 

General practice resources are overstretched and the doctors are overworked. There is a 
shortage of GPs nationwide, many GPs are retiring early and not enough are being trained 
to replace them, so we must be thankful for the excellent service our GPs provide at 
MPMC. 

                                                     Please turn over…



Can we have a Clock in Reception /Waiting Area? Can we have coat hooks in the 
toilets? 
These have now been installed. We were waiting for the decoration to be completed 
before deciding on the clock's location. 

Why don't you offer appointments for Baby clinic? 
This is an open 'walk-in' clinic. If this became a book in system people would not ring in to 
book an appointment and some would not turn up, this could result in infants/children not 
getting their required injections and health care checks. Please note that baby clinics are 
now held 2-3pm on a Monday. If this time is really difficult for you, please speak to a 
receptionist who will be happy to help. 

Telephones and Appointment Booking System 
We are still receiving a number of complaints regarding the telephone system. Long delays 
getting connected, due to information given by auto response, then being told the queue 
is full, being cut off, and then, when finally getting through, all the appointments are 
gone for that day. This is being investigated by the Technical team as we think some of the 
problems are related to the phone system.  

The practice continues to provide a majority same day booking system for GP 
appointments because of our previous experience that 50% of patients who had pre-
booked  an appointment for 1 or 2 weeks in advance did not turn up. This used to mean 
we had around 60 wasted GP appointments per week. 

Why are you taking on New Patients? 
Patients complain they are not getting an appointment to see a doctor, yet we are 
advertising for new patients, saying this does not make sense. 

Each year the practice has a 10% (approximately 800) turnover of patients. The practice is 
paid per head by the NHS, therefore we have to maintain patients’ quota, if we have a 
shortfall this could affect our funding from the NHS. 

Why don't you have a Text messaging system? 
Due to the data protection act and patient confidentiality the practice do not want to 
provide a text messaging service. 

Suggestion Box 
Only 1 person has included their details from over 50 forms completed, you all appear to 
be anonymous! If you require a personal response to your comments please put your name 
and contact details on the form. If you prefer to remain anonymous, this is not a problem, 
we will continue to respond through this PPG newsletter. 

Interested in the PPG? 
If anyone feels they can offer their time and experience to resolve some of these issues 
please come along to your next PPG meeting. 

Ask the receptionist for details or see the notice board, our next meeting is due to be held 
in December. 

And finally..... 
A big thank you to Nurse Karen and receptionist Jill who have both recently retired, and 
also Marina, reception manager, who has moved to another GP surgery nearer to home, 
after many years of service to the practice. We wish them all well in their new lives.

                                                    


