
  

 

 

 

 

 
 

 
 

30th May 2022 

 

An Open Letter to Our Patients 

 

Dear Patients,  

 

I hope this letter finds you all well. I am writing an open letter to explain the challenges Sacriston Surgery 

Staff are facing. I am not making excuses, just trying to explain the situation as it is, so that you are better 

informed of the pressures we are working under.  

 

I am aware of the pressures on the appointments system, and about how patients feel they can never 

get through on the telephones. I can only apologise for the frustration this is causing; we are frustrated 

too. There are no easy solutions or quick fixes.  

 

The main threat of Covid seems to have passed by, thankfully, after an horrendous two years for 

everyone. However, Covid is still with us. Since it all began, way back in November 2019 (when NHS 

England and the local Clinical Commissioning Group [CCG] were telling us there was a new virus coming 

our way), the biggest impact on our staff due to being ill with Covid was in February – April this year. 

Yes, when the whole world seemed to be getting back to normal, our staff were hit the hardest. The 

same was experienced in other local surgeries.  

 

The answer to our problems is simple demand and supply. Demand for appointments has never been 

higher. The impact of Covid on peoples' health, especially mental health, is really coming to the fore. 

The idea of self-care seems to have been forgotten or lost. For example, pre-Covid, people were good at 

going to the pharmacy for colds and sniffles: now everyone wants to see a GP. Another issue is that the 

number of DNAs (people who Did Not Attend) is shooting up. Historically, Sacriston Surgery's DNA rate 

was 2-3%; now it is nearer 10% on some days and for some clinicians (nurses' appointments more so 

than GP ones). If you cannot keep the appointment you have made, please let us know (and the sooner 

the better – whilst 10 minutes before is good manners, it is not much help to us in trying to fit someone 

else in). Staff are trained to ask questions: this is called Care Navigation. Research says approximately 

25% of the patients who see a GP could be better served by another clinician, such as a physio, or by 

another service, such as welfare / benefits advice. Please cooperate with the staff asking questions: they 

are only trying to ensure you are seen by the right person. There is a lot we all can do to ease the pressure 

on appointments.  

 

As for the supply side. Well, we have tried twice now to recruit a GP. We interviewed earlier this year, 

and from three candidates, we have had one job offer accepted, by a GP who can commence in October 
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2022. Why not use more locum GPs? On average, a locum GP costs twice as much as a salaried GP; we 

cannot simply afford too many locum GPs. I want to add a comment about the locum GPs we have been 

using. The ethnic background of the locum GPs has been wonderfully diverse; sadly, not all patients 

seem to agree as we have had to deal with more and more racist comments. In line with NHS England 

policy and practice, Sacriston Surgery condemns unacceptable behaviour towards our staff, such as: 

• Offensive language, verbal abuse and swearing 

• Racist comments 

• Loud and intrusive conversation 

• Unwanted or abusive remarks 

• Negative, malicious or stereotypical comments 

• Brandishing of objects or weapons 

• Threats or risk of injury to NHS staff 

• Intimidation 

• Stalking 

• Unreasonable behaviour and non-cooperation.  

 

There have been recent examples of surgery staff being stopped in the supermarket on their day off. 

Such behaviour is unfair towards surgery staff. Serious abuse of staff, such as the examples listed above, 

may result in patients being removed from the surgery's list. All the staff here come to work to give of 

their best and do a good day's work.  

I am also aware of comments being made against the GPs, such as 'they only work part-time' or 'they do 

nothing'. Whilst I respect the freedom of people to hold such views, I disagree with them. Some GPs only 

work part-time; that's a personal choice, as is the case for many people who work part-time, wherever 

they work. Here, full-time is 8 sessions: even the part-time GPs work 6 sessions. And all of them work 

way above their hours. GPs are regularly in an hour or so before their surgery time starts and are usually 

here long after their surgery time has ended. GPs are regularly working 12-hour days. Saying they are 

doing nothing shows a lack of insight into the working life of a GP.  

 

We are not perfect. No surgery is. However, please be assured that the staff here are giving of their best 

to deliver the best level of patient care and service we can. I am willing to listen and discuss with patients 

any concerns or issues you may have. Please contact the surgery and ask to speak to me. I would much 

prefer that, as opposed to staff reading comments about the surgery or themselves on social media.  

 

I wish you all a happy and healthy summer.  

 

Regards,  

 

Martin P Bell 

Business Manager / Non-clinical Partner  

 

 

PS If you are 75 or over, watch out for invites for your Covid booster vaccine 

PPS If you receive a flu vaccine, then we have ordered more this year, and plan to start Flu Season in 

September: watch out for more information. Getting you flu vaccine elsewhere, say at a pharmacy or a 

supermarket, fails to support your local GP surgery and takes resources out of the NHS.  


