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There has been a lot of adverse comment, notably on Facebook, about the Sandhurst GP Practice.  Like almost all UK 
GP surgeries these have been difficult times, especially the past two years.  Additionally, two GPs have resigned 
recently to move closer to their homes.  The practice has acknowledged the level of dissatisfaction felt by patients 
and held a consultation meeting on Saturday 30th April at Eagle House School, facilitated by Sally Kemp, an 
independent consultant to the NHS who works with GP surgeries across the UK.  It was attended by approximately 
40 local residents in addition to practice staff.   
The aim was to a) hold a conversation about the issues that have been highlighted by patients, b) present to patients 
the changes that are taking place at the practice, c) get input from patients on how future communication with the 
patients should proceed in the future.   
 

To start, practice staff presented their responses regarding known areas of concern, namely: getting through to the 
surgery, staff turnover, seeing your own doctor, urgent appointments, routine appointments & hospital referrals to 
GPs, face to face appointments, prescriptions, financial matters, patient communications and eConsult. 
 

They then described recent changes that have been made, including a new management team under the leadership 
of Hannah Lawrence, Practice Manager and Faye Simpson, Deputy Practice Manager, who are introducing new 
working practices and other improvements. 
 

The attendees later divided into groups to discuss the things that worked well, those that didn’t, and other issues 
not yet addressed.  These were written down by each group and discussed briefly in the meeting.  The collated 
results will be analysed to provide input for potential service improvements. 
 

Some of the many points discussed: 

• Most patients agreed that once contact was made with the surgery, the clinical care was excellent.  

• Getting through on the telephone was a big issue.  Three dedicated staff answer the option 1 calls and 6-8 

staff cover the other telephone calls; however, demand is up by more than 20% and telephone waiting times 

remain lengthy at peak demand.  The new “on the day” service (option 1) has allowed the GPs to respond to 

each urgent caller.  It should be noted that this service is not limited to the 8:00am time slot and can be at 

any time while the surgery is open.   

• Some patients welcomed multiple access possibilities, particularly eConsult for advice, initial contact, minor 

conditions, etc., while others feared that more elderly patients could be left out by the trend to digital.   

• There were quite a few complaints about blood tests and the lack of a response from GPs when the results 

came in, especially if they were OK.  Note: a new phlebotomist is starting soon. 

• Issues of miscommunication with reception staff were also highlighted. 

• The loss of a named GP was a concern and particularly the lack of notification of a patient’s GP leaving. 

The practice stressed they are actively trying to recruit extra staff.  At a full complement of GPs, SGP operates 60 
sessions per week, a session being a morning or afternoon shift.  Two sessions equate to 40 patients per day per GP.  
This is complimented by the nursing services, mental health, physio, other specialists and out of hours services.  
 

The meeting was an open and constructive session.  It was well received by the attendees and at the end, the 
Sandhurst Mayor, Mrs S Davenport, thanked the practice warmly on behalf of those present. 
 

The follow up will be a formal response from the practice to the patients’ issues discussed (by email to the 
attendees and also via the website).  A new monthly Practice Newsletter will be introduced and circulated via the 
website.  The Patient Participation Group will also circulate these to their online mailing list recipients.   
 

We look forward to seeing the meeting report and newsletters, hopefully these will boost mutual confidence.  


