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Preparing for your Birth  

AQUANATAL 

 

Weekly classes available from  

14 weeks of pregnancy 

£2 per session 

 

 

 

 

Woughton Leisure Centre 

 

 Bletchley Leisure Centre 

 

Monday: 5.45pm-6.45pm 

Tracy Rea: 07833 482243 

 

 Wednesday: 9.30am–10.30am 

Carrie Tyas: 07947 352869 

 

  Fridays: 1.30pm-2.30pm 

Jill Peet:  07917 173301 

 

 

_______________ 

 

 

Act of Remembrance 

 

 

 

For those who have lost a baby through miscarriage, termination of pregnancy, still birth or a 

neonatal death. 

 

Sunday 6th October 2013 

3.00 pm 
 

Eaglestone Restaurant at Milton Keynes Hospital 

 

 

The Act of Remembrance is for everyone, whatever your background or beliefs. 

 

Anyone affected by the loss of a baby, recently or long ago, is welcome. 

 

If you would like more information please contact Chaplaincy 01908 243700 or Bereavement 

Midwife 07833 482243. 

 

_______________ 
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Patient Group Q&A 

 

The following 8 questions were posed by members of Stony Medical Centre’s Patient 

Participation Group (PPG).   

  

The questions do not necessarily represent the views of any one member of the group but 

sum up some of the views, comments and opinions group members have heard from family, 

friends and neighbours also registered at Stony Medical Centre. 

  

As these are repeating concerns the practice felt that we should provide some feedback. 

 

 

1. Why can’t l get an appointment to see my GP for 2 weeks?  
 

 The practice offers a number of different types of appointments with different health 

care professionals and these range from 5 minute emergency appointments with a GP 

to 30 minute diabetic reviews with a specialist nurse.  In addition we offer telephone 

consultations and Saturday surgeries for those who find it more difficult to attend within 

working hours. 

 

There is no national guidance advising practices on the number of appointments they 

are required to provide.  Current local guidelines from NHS MK & N’Hants is that we 

should provide 72 appointments per 1,000 patients per week. 

 

During November 2012 Stony Medical Centre undertook an audit which showed that 

we provided 171 appointments per 1,000 patients per week.  This was 230% the local 

recommendation.   

 

 

So, why do some patients feel that they cannot get an appointment?   

  

At the same time as offering significantly more appointments than local guidance 

suggests, General Practice (as a whole) has seen an increase in demand over the 

years.  Consultation rates per person per year is one measure used to assess demand 

and as you can see below in 1995 the average patient had 3.5 consultations with 

his/her practice per annum.  In 2010 that demand has increased to an average of 5.25 

consultations per annum an increase of 150%. 

  

Consultation rate per person year 

1995 3.9 

2000 4.25 

2005 5.1 

2010 5.25 

2015 Forecast. 6.75 
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The catchment area for Stony Medical Centre does include many of the established 

homes i.e. those that were built long before Milton Keynes came into existence.  As a 

result our patient population is older than the Milton Keynes average.  It is inevitable 

that as we age we are likely to acquire more long term, chronic conditions. As patients 

at Stony Medical Centre are generally older, they are also more likely to have multiple 

chronic conditions, therefore needing to have more contact with their GP than their 

younger counterpart. 

  

In summary, general practice is all about balance i.e.: 

  

• Balancing well patients with less well patients – i.e. ideally obtaining a balance 

between the number of registered patients who are lucky enough not to become 

unwell very often or have long term conditions, with patients who are less well and 

need to see their GP more frequently.  If the balance is right everyone is able to 

ensure the appropriate level of contact at the right time (NB: we have no control 

over this, our list is open and all applicants within our catchment area may register 

whatever their medical condition).   

 

• Balancing funding with increasing costs - i.e. the cost of occupying the Health 

Centre has increased by 260% over the past 3 years.  Like every other business and 

household in the UK we have seen our suppliers increasing their costs so everything 

from paper to dressings, drugs to oxygen, printer toners to defibrillator pads and so 

on cost more than before we entered this period of austerity.  At the same time we 

have seen a net drop in practice income and therefore staff and doctors have all 

individually seen a net drop in salaries. 

 

• Balancing patients’ expectations about what is reasonable and can be delivered 

and what is unreasonable – i.e. each person must and will be taken at face value.  

However, it is a sad reality that a small minority of patients create an increasing 

amount of work due to claims that their need is emergency when it is not, that a 

prescription must be made available within 1 hour of making the initial request and 

so on. Sadly, this approach can have a detrimental affect on patients whose needs 

are genuine. 

   

  

2. Are the receptionists given training on how to deal with patients? 
  

Annually staff appraisals are carried out and staff development plans are put in place. 

  

Periodically formal training is undertaken with outside facilitators. Unfortunately this has 

not happened over the last couple of years due to budget restraints. 

  

Nevertheless individual situations are handled by the reception team’s line manager if 

concerns are raised by patients and/or internally.  Similarly staff meetings do offer an 

opportunity to address training needs in house. 

  

We were also fortunate that last year our PPG attended two listening events with the 

reception team where the team were able to talk to patients about some of their 

frustrations and also it gave the PPG an opportunity to talk to the reception team 
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about how it feels to be a patient at this practice.  We would love to run these events 

as part of a regular training programme for the reception team if the PPG members are 

willing and able to attend. 

  

  

3. Some patients are disabled, have a learning disability, are deaf, or blind, 

etc. Do receptionists know how to help them and be patient while they are 

trying to say what the problem is! 
  

Interesting question.  I am not sure that the team have had enough training when I 

think about this question.  It is definitely something that we should review over the 

coming months and see what groups are available to support the team. 

  

  

4. Would it be helpful if the patient had a card stating their disability, etc. 
  

I would say this would be very helpful. 

  

  

5. l am concerned about lack of confidentiality at the reception desk.  Everybody 

can hear what l am saying. 
  

We agree! 

  

The PPG have very recently undertaken an observation exercise to see where 

improvements could be made. 

  

We are of course restricted by the physical layout of the landing i.e. we have to 

maintain access to and from the stairs, the lift, the disabled and ladies’ toilets, and of 

course ensure we do not obstruct access to the Stonedean practice’s reception desk. 

  

In an ideal world we would reconfigure the reception area (indeed probably the whole 

upstairs).  However, we are restricted by our landlord NHS England, pp NHS Property 

Company Limited as to what we can do so any opportunities for improvement will 

probably be limited for the time being. 

  

Nevertheless this does highlight a training need for reception to ensure discretion is 

used when asking patients for confidential information whether that be contact 

information or medical information. 

  

Further, we should ensure we make better use of the private meeting rooms for 

confidential conversations that should not be held at the front desk. 

  

  

6. Some reception staff seem to think they are a GP and want to know what my 

problem is.  l only want to talk to a Doctor 
  

The reception staff are all contractually obligated to ensure they treat all information 

received sensitively and always with absolute confidentiality.  Indeed one of the 
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reasons for the closed off admin area (behind the front desk) is because we fully 

appreciated that patients on the telephone could be dealt with more confidentially 

than in the open office environment which existed up until about 4 years ago. 

  

However, when the receptionist asks for information about your condition please be 

assured she is not asking to be nosy, she is asking because the Doctors have instructed 

all the team to enquire at the point of appointment booking.   

  

The reason for asking for background information is simply so the Doctor can prioritise 

his/her workload.  For instance by understanding that a patient is having chest pain 

ensures that s/he is dealt with more urgently than someone with a routine enquiry 

about medication. 

  

In the event that you would prefer not to mention anything to a receptionist your 

preference will be respected.  The doctor will be advised that you have expressed a 

preference to discuss your need only with him/her.  It is unlikely that your doctor will 

treat your call as urgent if information has not been provided so please do let the 

receptionist know if you deem your need to be urgent. 

  

We would ask all our patients to be mindful of what is urgent and what is not.  If a 

patient tells us their need is urgent we will deal with it as such.  Sadly some patients 

have abused this service in the past simply to receive a faster call back.  We would ask 

that you remember that treating a genuine emergency may be delayed in such a 

situation which I am certain we would all wish to avoid. 

  

  

7. Could there not be a dedicated phone line to deal with all bookings and 

queries? 
  

To be honest to have dedicated phone lines for specific processes would mean 

reallocating staff thereby taking them away from existing duties.  Quite simply we 

cannot hire any more staff and although dedicated lines seems like a potential solution 

we need people to answer those calls and we simply do not have them. 

  

However, we hope to be switching on online booking soon which may assist some 

people.  We would also recommend that calls about routine matters and general 

enquiries are made after the initial morning rush i.e. after 9:15 and again we would 

advise avoiding the end of the day rush between 18:00-18:30. 

  

  

8. l am often told that the GP has not released their diary so l cant make an 

appointment in the future, l find this very frustrating! 
  

We have recently extended our appointment book in response to similar comments 

and you can now book 4 weeks in advance (previously 2 weeks).   

  

Following on from that change we switched on the text reminder service (with a few 

glitches so thanks for your patience!).   We will keep an eye on our Did Not Attend rates 
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now that the text messaging service is live and if we see a marked decline in rates we 

will review opening the appointment book even further into the future. 

 

_______________ 

 

 

END. 

 


