
 
6th December 2021 

 
 
Dear Patient, 
 
We have had increasing feedback and complaints regarding access to the practice. 
 
Firstly, we would like to apologise to those who have not been able to access help in a timely manner. 
We wanted to share with you the changes within the practice that have taken and are taking place.  
 
It is no secret that in the past few months, across England, there has been an increase in demand for 
consultations and we have had to respond to this. We are constantly reviewing our service and making 
changes where we can. 
 
When we were The Ferns Medical Practice and River Wey Medical Practice, many of our GP’s retired 
over the space of 2 years. These were GP’s who had been with the practices for many years, and you 
had got to know as your doctor. With these retirements, the two practices merged so that we could 
continue to run with the GP’s that remained. We have recruited to fill the vacant positions. We have 
also recruited and are looking forward to welcoming two paramedic practitioners who are joining our 
clinical team this month. 
 
We have investigated the problems of our telephone system and have recruited extra receptionists to 
deal with the increased number of calls. In doing so this should decrease the waiting time on the 
phone. Additionally, we have also recruited extra administrative staff. We are also investing in a new 
telephone system which will enable us to monitor call waiting times and address any issues identified. 
We envisage these changes will help to significantly decrease the phone waiting times and 
subsequently waiting times for an appointment. 
 
One of the reasons why previously The Ferns Medical Practice and River Wey Medical Practice 
embraced the use of AskmyGP for access to the practice was to take the pressure off the phone lines, 
and offer a more equitable way of dealing with people’s medical problems, as opposed to the first 
come first served system that was in place previously. We are aware on certain days that AskmyGP 
has been shut earlier than 3pm. With increased clinical capacity we expect to be able to keep the 
AskmyGP service running until then. When it was introduced, the waiting times on the telephone lines 
improved significantly. Unfortunately, the waiting times have now risen, but as mentioned above, we 
are addressing this. 
 
Farnham Park Health Group has looked into a number of ways of dealing with the increased demand, 
and due to increasing our clinical capacity, we are intending to move back to an ‘on the day’ service, 
where the majority, if not all requests are dealt with on the day.  
 
Important points that should be noted are: 
1. People who have difficulty with online access will still be able to telephone the practice as 

they did before. If more people can access the practice via online methods, this will reduce 
pressure on the telephone lines. 



 
2. Follow-up contacts can still be requested on the day as agreed with the clinician. 
3. If you are concerned about your health and feel that it can not wait until 24th December then 

please do NOT hesitate to contact the practice 
 
 
Given the recent rise in demand and added winter pressures, we want to move to this system as 
quickly and smoothly as possible. We request that from the 7th December 2021 unless you have been 
requested to contact the practice, all routine requests should be submitted from the 24th December 
2021. During this time, we will be dealing with all urgent requests, and with routine 
requests/appointments that have already been made. 
 
This has not been an easy time for us all. Despite staff needing to self-isolate or being off sick, everyone 
has worked tirelessly to keep the service running. We value your constructive feedback and will 
continue to monitor our services and adapt them as necessary. 
 
We would like to take this opportunity to express our gratitude for your continuing support and the 
understanding that we have received, which has been invaluable in the present situation. 
 
Yours sincerely, 
 
 
Farnham Park Health Group 
 
 

 


