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Practice Charter

Dear Patient,

GPsandtheirpractice teams provide the vast majority of NHS care outside of
hospitals, supporting you and your family throughout your lives. In a perfect world, we
wanttobeabletooffereverypatient:

Safety—promptaccesstoaGPorpractice nurseyoutrust, withwell-staffed surgeries
andenoughresource sothatno patientfeelslekbehind.

Stability—afamilydoctorwhoknowsyou, yourmedicalhistory, and yourcommunity —
withoutthe stress and difficulty of findingit difficult to getan appointment.

Hopeforthefuture—carethatfocusesonkeepingyouwell, notjusttreatingillness. We
wantmoretime formeaningful consultations, joined-up supportclosertoyour home,
frommodern GP surgery premises with safe and effective technology to make this
possible.

The government talks of “bringing back the family doctor” but what politicians
promise is often not planned properly or funded fairly to be able to be delivered in
reality.

We aim to respond to all appointment and advice requests promptly, prioritising
those most in need. Sometimes we may need to offer you an appointment on
another day or direct you to another suitable service.

For safety reasons, urgent medical requests cannot be accepted via our online
system. For something urgent, pick up the phone or walk in to our reception.

The need to prioritise urgent cases to keep patients safe can result in longer waiting
times for routine/non-urgent appointments.

The new requirement to allow patients unlimited online access for non- urgent
medical requests, throughout core hours, makes it more likely that we will have no
choice but to create hospital-style waiting lists to meet patient need.

Wewantto guide youthroughthe NHS, co-ordinateyourcare, and supportyouto stay
healthy. We want every patient to feel safe and confident in their GP practice - nowand
inthefuture.

GPsareonyourside.
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The Challenges Your Practice ARRER

Faces

Risingdemand, fewer GPs—GPs carefor17% more patientsthanin2015, butwith
fewer GPs. Funding has notkept pace, so many patientsfindithard to see their GP
quickly, leadingto the stressful scramble to secure an appointment.

Practice closures—Around 2,000 practices have beenlostsince 2010, that’sone in
foursurgeries, leaving fewerlocal practices and longerwaits or travelfor patients.

Funding pressures—Practicesreceive just31p per patientperdayto provide
unlimited consultations with ourdoctors and nurses, makingithardtoemploy enough
staffandsustainservices.

Workforce challenges—More GPs are leavingthe NHSthanjoining. While our staff
work tirelessly, system pressures and patient frustration can affect everyone’s morale
andwellbeing. We have unemployed GPs now-and practices lackfunds to
hirethem.

Unsafe workloads—Many GPs seefarmore thanthe accepted safe limit of patients per
day, oftenworking over 60 hours aweek. Recentgovernment changesrisk making
this worse.

Ageingbuildings-Oneinfive GP surgeriesis nowover 75yearsold—olderthanthe NHS
itselfwhich startedin 1948. Thereisverylittleinvestmentto provide modern facilities
fitfortoday’sneeds.

Accessversus continuity—Governmentpolicymeans speed ofanappointment
comes before choice. This lack of continuity of care means patients oftendon’tget to
seeafamiliarfacewhoknowsthemwell.

Demand management-We alwaysaimtorespondtoallappointmentandadvice
requests promptly, prioritisingthose mostinneed. Sometimeswe mayneedto offer you
anappointmentonanotherdayordirectyouto anothersuitable service.

Forsafetyreasons,urgentmedicalrequests cannot always be acceptedvia our
online system. For something urgent, pick up the telephone orwalkinto our
surgery.

The needto prioritise urgentcasesto keep patients safe canresultinlongerwaiting
timesforroutine/non-urgentappointments.

The new requirement to allow patients unlimited online access for non-urgent
requests, throughout core hours, makesitmorelikelythatwewillhave no choice
butto create hospital style waiting lists to meet demand.
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We may unfortunately sometimesface SURGERY

challenges beyond our control:

difficulties with accessing services at the local hospitals and long waiting lists
— workforce challenges—notenough GPsto look afteryou

— the need to provide our teams with compulsory NHS training and education

— unforeseenevents

— NHSIT challenges with old and slow equipment

— lackofinvestmentin practice buildings and development

— public healthemergencies

- Our core contract hours are Monday - Friday, 8am- 630pm.

- Our consulting times are between these hours.

- Please note at certain times, e.g. lunch or the ends of the day, a clinician
may not be present in the building (e.g. out on home visits).

- In any emergency, please dial 999 for an ambulance or attend the nearest
- Accident & Emergency department.

We believe patients deserve more

— Atpresent, GPsandtheirteamsare underhuge pressure—caringformore people
with fewerresources.

— Without proper investment, the safety, stability and continuity of care that patients
value mostare atrisk.

— Asyour GP practice, we will always dowhatwe canto deliverthe best service
possibleforyouandyourfamily. Withthe rightresourcesand support, we could
expand our services, employ more staff, and deliver the safe, timely, and
personalised careyoudeserve.

— Pleaserememberthatourcurrent GP contractfunds patientcare onaverageat 31p
perdayperpatient,whichisnotenoughtomeetrisingdemand andtoprovide the
careyou andyourfamilydeserve.

Sopleasebearwithus—andthankyouforyoursupportas we

tryourbestforyouandyourfamily.

See NHSEngland’sYouand YourGeneral Practice documenthere: Youand Your
GeneralPractice



https://www.england.nhs.uk/long-read/you-and-your-general-practice-english/
https://www.england.nhs.uk/long-read/you-and-your-general-practice-english/

