
 

 

FREQUENTLY ASKED QUESTIONS 

Why is there a charge for le�ers/reports/medicals?  

Why is it taking so long? 
 
In recent years, more and more organisations have been asking GPs  to carry out non-
medical (private) work.  Examples of this work include writing letters (for employers and 
schools), completing insurance reports, driving/HGV medicals and fostering/adoption 
medicals.  As these services are not covered by the Government contract, it is at the 
discretion of the GP whether they choose to complete this work and fees will be 
charged to cover the GPs’/secretaries’ time, as well as the cost of materials used.  
Our Reception Team can outline the list of fees for letters/reports. 
 
We have to prioritise our NHS obligations over private work.  In recent years, our NHS 
workload has increased such that we now struggle to find the time to complete  
non-NHS work.  Letters cannot be completed straight away or overnight.   
Please be aware that some reports take a significant amount of time as the GP might 
have to check your entire medical record.  Carelessness or an inaccurate report can 
have serious consequences both for the patient involved and for the GP completing 
the report. 

Why won’t you prescribe medica�on recommended  

by my specialist? 
 
When patients are seen in outpatient clinics (or after a stay in hospital), it is common  
for specialists to recommend that their patient is prescribed a medication by their GP.  
Unfortunately, some specialists are not aware of the restrictions (set by the Local 
Health Authority) that GPs have in prescribing certain medications - this is most  
commonly for safety reasons.  In addition, many medications require monitoring  
(for example blood tests) that should be undertaken by a specialist. 
 
If we are unable to prescribe a medication, we will write to or call the specialist involved 
and advise that they do the prescription themselves.  Once the patient is stable on the 
medication, we may then agree to take over prescribing and monitoring. 
 

At The Castle Practice we are constantly striving for the  
highest quality care for our patients and we hope this is  

reflected in your experience with us. 
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FREQUENTLY ASKED QUESTIONS 

Why do I struggle to get an appointment? 
 
Over the last few years nationally there has been at least a 15% increase in 
demand for consultations and this has not been matched with the increase in the  
number of GPs available.  The work in general practice is much more complex and 
intense.  The workload for GP’s has increased exponentially such that recruitment and  
retention of GP’s is much more difficult.  Many GP’s are reducing their hours or  
retiring early in response to the significant pressure they are under.  
 
We are well aware of the difficulty that our patients have booking appointments at the 
moment and we are always working on new and innovative ways to improve access  
to our surgery.  Last year we employed an Advanced Nurse Practitioner, a Nurse  
Practitioner and 2 salaried GPs.  This year we have taken on a Pharmacist who can 
help undertake medication reviews and drug monitoring.  With our new telephone  
system we are now able to obtain data on how many calls we receive, how long it 
takes to answer a call etc.  We are hoping to use this data to make changes in our  
Admin/Reception set up. 
 

There were 289 DNA’s (missed appointments) in June 2019.  If you fail to  
attend multiple appointments at the surgery, you may be removed from The Practice 
List meaning you will have to register with a new surgery.  These appointments are a 
wasted opportunity for someone to see a GP or nurse.  If you cannot attend your  
appointment, please give us as much notice as possible so that your slot can be used 
by someone else.  You can cancel an appointment by: calling 0121 747 2422,  
texting 07512 113237, online http://www.thecastlepractice.nhs.uk/making-
appointments.aspx or in person. 

Why am I booked with a Advanced Medical Prac��oner 

(ANP)/Nurse Prac��oner (NP) for a medical problem? 
 
We have recently employed 2 Nurse Practitioners who are highly trained to  
assess, diagnose and prescribe for various conditions including coughs, sore throats, 
back pain and many others.  You may notice that our Receptionists ask you to give a 
quick description of your  problem so that we can ensure that you are booked with the 
most appropriate Practitioner - be that an ANP/NP (nurse), GP or Healthcare Assistant.   
 
Please note that many of our Clinical Practitioners can also carry out asthma 
and COPD reviews, contraception reviews (pill checks) and our newly 
appointed in-house Pharmacist can see you for a comprehensive  
medication review. 



 

 

FREQUENTLY ASKED QUESTIONS 

Why is my GP running late? 
 
GP’s can be delayed in clinic for lots of different reasons.  Often we have patients 
who come in with very complex and complicated problems and we can spend over 
their designated 10 minutes with them trying to give them the best care.  Sometimes 
we are delivering bad news or dealing with severe mental health problems – we try to 
give these patients the extra time they need too.  Sometimes we have to admit very 
poorly patients to hospital either via ambulance or directly onto the ward.  All of this 
takes time. 
 
We can understand how frustrating is it to be kept waiting long after your appointment 
was due and our Receptionists will always try and keep you updated if there are any 
delays.  You can ask the team if they can re-book your appointment if you are unable 
to wait. 

Why will my GP only deal with one problem  

during my appointment? 
 
The GP consultation is designed to safely deal with one problem.  During the time we 
have with you, we have to take a detailed history, undertake an appropriate  
examination, discuss a possible diagnosis and management plan, as well as make 
detailed notes in your patient record.  We have to do all this in just 10 minutes. 
 
We discourage patients from discussing multiple (or lists) of problems in their  
consultation as this increases the risk of the GP missing a potentially serious  
problem.  It also means the GP will run late, keeping other patients waiting.  If you 
wish to discuss more than one or two problems, please let the GP know from the 
outset so that we can ensure that we focus on the most serious or significant  
problem first.  You may be asked to book another appointment to discuss the 
rest of your issues.   
 
We hope you understand that this is to ensure you receive the safest care. 

What if I am late for my appointment? 
 

If you arrive more than 5 minutes late for an appointment you may be asked to  
re-book your appointment.  If the GP agrees to see you, you may be told that you will 
have to wait until a sufficient gap opens up in the clinic, or until the end of surgery.   
If you feel you cannot wait, you can speak to our Reception Team, who can arrange to 
re-book you. 

 

 

FREQUENTLY ASKED QUESTIONS 

Why can’t I have a home visit? 
 
We have to reserve home visits for those patients that are housebound.  We  
consider a housebound patient to be someone who requires formal hospital transport 
to attend out-patient appointments.  Not being able to get transport to surgery is not 
an adequate reason for a home visit.  Many of our patients take buses and taxis to get 
into surgery. 
 
We receive between 5 and 15 home visit requests daily.  Each home visit takes an 
average of around 40 minutes to complete (reviewing the patient letters, travelling to 
and from the patient’s home, consultation time and writing notes/prescriptions up on 
the computer).  In the equivalent time, we could have seen 4 patients in surgery. 
 
We can provide much better quality care seeing you on the surgery premises.  We 
cannot access your patient records from home, meaning we cannot review old letters/
reports/test results which may be useful for your current situation.  It is also very 
difficult to examine patients adequately on a home visit due to the lack of a proper  
examination couch and poor lighting. 
 
We wish we could visit more patients as we understand that many of you  
experience difficulties getting to surgery however, due to the reasons above, 
we have to have strict home visiting criteria. 

How do I chase hospital appointments? 
 
If you are already under the care of a hospital consultant and have not received an  
appointment as expected, we would suggest that you contact the appointments centre 
on 0121 424 1234 or speak directly to the secretary of your consultant. 
 
If you have been referred to hospital for an outpatient appointment by the surgery and 
have not received booking paperwork from us then please call Reception. 


