
CHANGE OF APPOINTMENT SYSTEM AT LONG BENNINGTON MEDICAL CENTRE 

Friday, 10 January 2020 

We understand there has been a notable amount of reaction on social media to 
these planned changes, and we fully appreciate the concerns of patients about how 
it might impact them.  
 
As a result of patient feedback we will also be offering an additional patient meeting 
one evening soon, so that patients have every opportunity of coming to discuss their 
concerns with us directly.  
 
The reasons behind the changes are following patient feedback over the last couple 
of years, both from the National patient surveys, Friends & Family Test (FFT) 
feedback and anecdotal comments to GPs and staff; plus the impact that patient 
needs are having on the current service, so we needed to review our appointment 
system to meet the increasing and changing requirements for our patients.  
 
The benefits that this revised system will bring (which will also be discussed at the 
meeting on 14 January) are: 
 

1. The Open Surgery clinic will be renamed the Urgent Clinic, since that is what 
these appointments will now be used for. 

2. Patients who urgently need to be seen on the day will be seen by a GP, or 
their urgent medical needs assessed if the Urgent Clinic is full, as they are 
now.  

3. The Urgent Clinic appointments will be available later on in the morning for 
patients who are unwell and need to be seen on the day, so that they don’t 
need to arrive before the surgery opens at 8.00am, and should not have a 
lengthy sit and wait to be seen. This will also benefit patients who need to get 
transport to and from the surgery and find it difficult to arrive by 8.00am. We 
have received feedback from patients who feel the revised system will benefit 
them if they don’t have to queue outside in the cold before 8.00am when they 
are feeling unwell. 

4. Patients should phone on the day from 8.00am to request an appointment in 
the Urgent Clinic, instead of having to come into the Practice to book. We are 
also looking into offering some of these urgent appointments online for those 
who are concerned about phoning in. We appreciate that this will especially 
benefit the two thirds of registered patients who live in one of the 25 
surrounding villages in our catchment area. We are meeting with our phone 
company tomorrow and will monitor any additional demand that this may put 
on our telephone system between 8.00am and 8.30am. 

5. Since only approximately 20% of patients who come to the current open 
surgery have an urgent same day medical need, the remaining 80% (who 
usually want to book a routine appointment but have to wait 3 or 4 weeks, or 
more in some cases) should be able to book a routine appointment within 2 
weeks. 

6. Due to the shortened Urgent Clinic a significant amount of routine 
appointments will be available to book within 2 weeks (now from 8.30am 
which will be helpful for people who work and those with young families), and 
will be available to book online at any time as soon as they are released, and 
where possible with the GP of choice – depending on the GPs availability of 
course. This will help redress the balance.  
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7. Since most patients who Did Not Attend (DNA) an appointment booked it at 
least 2 weeks in advance, the reduced length of time to book an appointment 
in the future will hopefully decrease the number of DNAs. 

8. If a GP specifically needs to see a patient more than 2 weeks ahead the GP 
will book this appointment, or pass instructions to the Receptionist. 

9. Wherever possible medication reviews should be booked with the Clinical 
Pharmacist. However, she does have a growing demand and limited capacity 
at the moment so patients must ensure they book a medication review with a 
GP before they run out of their medication. Patients are advised to check their 
repeat slips or speak to the Dispensary staff if they need to find out when they 
are due to book a medication review. 

10. We will also be increasing the amount of locum GP cover whenever a GP is 
off, to help with demand. However, we use the same locum GP and patients 
seem to really like her, so we feel that is good for continuity of care. 

 
We have received positive feedback about the changes, and are already able to offer 
routine appointments within the next 2 weeks, but we hope the above answers most 
of our concerned patients’ queries.  
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