
762 patients 
failed to attend  

at least once 

165 patients 
failed to attend  

at least twice 

56 patients 
failed to attend  

on 3 occasions 

42 patients 
failed to attend  

on more than 
3 occasions 

1 patient failed to attend on 15 occasions 
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Why a newsletter? 
We wanted to communicate with you what is going on at Water Meadow Surgery, so that 

you can understand what we are about and how things work. At the same time, it is an 

opportunity to share with you information that will be useful to you in terms of using the 

surgery and your health. There are so many topics we hope to cover, that it was a job to 

know where to start, so we thought we would start with something that effects everyone 

who has contact with the surgery; the appointments system. 

Appointments 
Have you ever tried to make an appointment only to be told that there are 

no routine appointments available for a few days or maybe even a couple 

of weeks? Why is this? 

 

The number of appointments in general practice has increased by 40 million in the last 

10 years. This is due partly to the fact that the number of times the ‘average’ person 

visits the doctor has increased from 4 to 6 times per year. At the same time the funding 

from general practice has decreased less than 10% of the overall NHS funding. Water 

Meadow Surgery has not been immune from this increasing demand and pressure on our 

appointment system. 

 

Did Not Attend (DNA) 

The problem of providing access is made harder by the number of people who fail to 

attend appointments. Lots of people failed to attend a single appointment and 

sometimes with good reason; it may be the one and only appointment they have failed 

to attend in many years of coming to the surgery. 

 

However, last year, a total of 1,493 appointments were not attended! This equated to 

268 hours or 38 days of lost time! Time that could have been spent treating people 

who needed an appointment – perhaps that was you.  

 

An audit of these did not attends (DNAs) found that the following;  

For the past couple of years or so we routinely sent text reminders the day before the 

appointment but still people do not attend. For the past year these texts offer the 

patients the opportunities to text back the word ‘CANCEL'. By doing so, it automatically 

cancels the appointment and frees it up for someone else. Unfortunately many patients 

do not bother to use this facility. 



08.30-09.20 6 

09.30-10.20 6 
Admin   

11.00-11.30 4 
Visits/calls/admin  

15.30-16.00 4 

16.10-16.40 4 

16.50-17.20 4 
 

 

Our System 

Over the past couple of years we have tweaked our appointment system to try and 

balance the demand to see a doctor with the demand for this to be within a reasonable 

time. There is no perfect system; if there was, we would all follow it. However every 

practice has its own peculiar system to fit with its own needs. This is how our system 

works.  

 Each morning a doctor will have six appointment slots (green) available for pre-

booking up to 5 weeks in advance-these are the first to 

get booked and therefore blocked. This is why you are 

often told, ‘the doctor does not have any routine 

appointments available for two weeks’. 

 

 In addition each doctor has six appointment slots that 

can be pre-booked 48 hours in advance (amber), that is, 

they are saved from being booked too far in advance; 

for example on Monday morning 6 lots are released for 

Wednesday morning. 

 

 Finally the doctor has four slots (red) saved for urgent on the day matters, that is, 

conditions that medically cannot wait until the next routine or 48-hour appointment 

slot. Unfortunately, a lot of these are taken up by patients for convenience sake with 

non-urgent routine matters such as coughs and colds. These appointments are 

limited to dealing with one problem i.e. the ‘urgent’ problem. 

 

The system is repeated in the afternoon, but these are split 4/4/4. 

 

When doctors are on leave, we have to use some of the 48 hour slots and change them 

to on the day ‘urgents’ to help cope with demand. 

 

So many appointments at GPs throughout the land are taken by simple non-urgent 

matters that a few years ago patients would not think of going to see a doctor about, 

such as simple coughs or a runny nose. These matters were and can often be treated by 

self-care, for example, a simple visit to the pharmacist. Doctors cannot do anything 

for simple coughs and antibiotics do not work! 

 

We are here to help those who need medical help that can only be provided by a GP or 

nurse, but this is made more difficult by people misusing the system.  

 

Please think about whether you really need to see a doctor and whether this is really 

urgent. 

E-mail newsletters—quick, easy 
 

You may have picked this newsletter up in the surgery, or perhaps you are 
reading it on our website. Did you know that we can automatically send you a 
copy to your email address each time a new version is printed? Would you like 
to subscribe to this just go to our website at www.watermeadowsurgery.co.uk 

click on Sign Up For Email Newsletter, fill in the details and hey presto! The next 
edition will be sent straight to your mail box. 

 

http://www.watermeadowsurgery.co.uk/

