
 
March 2016 

 

Dear Patients       

  
Appointments & Telephone Systems at Wye Surgery 
 
These have been very contentious issues for both patients and staff and we would 
like to reassure you that we do understand the frustrations and difficulties you have 
been experiencing with both.  We are therefore delighted to inform you that we 
have now made some changes, which we hope will make the systems easier to 
access for you all. 
 

Phones 
This is the easier to explain!  In good faith we changed our phone provider in 2011, 
expecting that the new technology at the time would enable patients to get through 
on the phones more easily and that it would be cost effective for both the surgery 
and callers.  It became clear very quickly that this was not the case for you or us.  We 
are very sorry about this.  Since then we have tried to extricate ourselves from the 
three contracts however the cost would have been astronomical.  All three contracts 
have now expired. 
 
We have spent some considerable time exploring other provider’s products and are 
delighted to inform you that from Friday 8

th
 April 2016 we will be changing our 

provider and indeed our telephone number, the only number for Wye Surgery from 
that day will be 01233-884585. 
 

Appointment System 
With an ageing population and our ability to treat health conditions more 
successfully, we find the traditional ways of seeing and treating patients no longer 
serves us well. This is an issue across most of the UK and is exacerbated by the fact 
that many GP’s are nearing retirement age, or are taking up appointments abroad. 
 
The partners and management were becoming increasingly worried that some 
patients were waiting a long time for a GP appointment. We were good at seeing 
patients for same day appointments, nevertheless many were disappointed. 
 
Doctors and staff were exhausted, patients frustrated. Over the last six months we 
have tried a couple of appointment systems with the newest being introduced in 
mid-December 2015.  Patients now have the choice of three different types of 
appointments: 
 
1. Routine appointment with a GP of your choice, bookable up to two weeks in 

advance. 
2. Telephone conversation with a GP of your choice, these are only bookable on the 

day and are dependant that your choice of GP is working that day. 
3. Emergency telephone consultation with the Duty Dr, these are for new, single 

problems that need attention on the day. 
 
We recognise that there has been a mixed response to the changes, some patients 
find it an improvement and others are less happy. We have taken into account all of 
your comments, complaints and reports from the Patient Participation Group and 
we sincerely hope that these changes will bring about an improvement for everyone. 
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