
Welcome to the Wawn Street Surgery Patient Newsletter.  

This new newsletter has been introduced to keep you up to date with information 

regarding your GP practice and other useful points of  interest such as Pharmacy 

use.  

We hope you find this regular newsletter helpful and informative.  
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How to make the most of your NHS 

A recent article in the Sun newspaper focused on how to make the most of  

your NHS and in particular your GP Surgery. Dr Keith Hopcroft identified 

common patient questions and problems and tackled them to answer them 

and guide patients in the right direction to get the best from your Surgery. 

“It’s difficult making an appointment” 

True, the phone is often on meltdown especially on a morning, try 

ringing later and avoid Mondays if  you can. It may be easier to drop 

in if  you live near by or even use online access your appointment 

may just be a click away. 

“They always run late” 

Our GPs dedicate 10 minutes to an appoint-

ment slot, however sometimes problems may 

take slightly longer to deal with, to ensure 

you are given the right care and treatment. 

If you have more than one issue you’d like to 

discuss with your GP, please ask for a double 

appointment. 

“I have to wait two weeks to be seen”  

Try not to panic, for routine appointment 

such as a blood pressure check or medication 

review there is no rush, if you do feel you 

need to be seen urgently we do provide on 

the day emergency appointments, however 

you will be asked for a brief description as to 

why you require an emergency appointment 

to allow the Doctor to know prior to your 

appointment.  

Another option would be to check if a Nurse 

could possibly deal with your problem by 

checking with Reception as this may reduce 

your waiting time. 

“I never get to see the same Doctor” 

We understand that patients want to see the 

same Doctor on each occasion, however this 

isn’t always possible due to varying working 

days and a limited number of appointments 

for each GP, it is helpful to stick with one so 

you get to know them, however if you need to 

be seen urgently, each GP is just as capable 

of helping you and providing treatment. 



“the phones aren’t being answered...” 

We have been monitoring the calls received by the Surgery on a weekly and monthly basis, 

over 2015 the results are below; 

 The total number of calls over 2015 on a week day, was 102,768 calls. That is a lot of 

calls! 

 Between January 2015 and December 2015, the average phone call duration, lasted 

1minute 26 seconds. 

 The average ring time was 2minutes and 26 seconds.  

 Between 8:30am and 10:00am on weekdays over 2015, we received 24,843 calls, 4,224 

were abandoned (person calling hung up before being answered) and 20,259 were an-

swered and dealt with. So between these times seems to be the heaviest number of calls 

coming in. Maybe if patients tried ringing slightly later or an afternoon you may 

reduce your waiting time. 

 Whereas between 12:00pm and 2:00pm, there were 18,736 calls in comparison, so per-

haps calling during a lunch break may be quicker and therefore reduce your waiting 

time. 

There have been examples where someone has consistently rang 42 times (of which 16 were 

before the Surgery lines actually opened), held for 1:56 and was dealt with, within 46 seconds. 

We hope this information shows that Reception are very much answering the phones and 

dealing with queries and problems as quickly and efficiently as possible. Yes, there are large 

volumes of calls coming into the Surgery on a daily basis and they are being answered, how-

ever we cannot plan for unexpected busy times.  

Between 2:30pm and 4:30pm 

there were 4,399 calls  

Mondays in Wawn Street… 

We decided to look at the total number received for each Monday throughout the year 

and added them up, 

Between 4:30pm and 6:00pm 

there were 1,847 calls 

Between 8:30am - 

10:30am there were 

6,201 calls 

Between 10:30am and 

12:30pm there were 5,394 

calls  

Between 12:30pm and 2:30pm 

there were 4,519 calls  
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