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Thank you for your understanding and support – an open 
letter to our patients. 
 
Over the last few weeks, we have seen a number of GP practices up and down the country 
writing to their patients to explain some of the challenges faced by primary care at the 
moment  
 
These letters have been written to provide an explanation about the workloads and levels of 
demand that we are currently facing.  They are open and honest in their approach. The last 
twelve months have  been incredibly challenging for us all, but primary care has continued 
to operate throughout the pandemic, supporting patients who might otherwise have been 
managed in secondary care and adapting to the changing health needs and impacts of the 
most significant healthcare event of recent times. 
 
Here at Grove Medical Practice, you may at times have felt that our services have been 
more difficult to access, or that it may have taken us longer to respond to your requests. As 
a team, we work hard to provide the highest levels of care and support to all our patients 
and we are sorry if you have felt let down by us. If you are ill or worried, it is understandable 
to feel angry and we are sorry if this has happened to you. 
 
Demand for GP services is increasing 
The reasons behind this are not something that patients or doctors are in control of, but it is 
affecting us all and, at times, our relationship with you. GP services, both locally and 
nationally, are overwhelmed by demand.  
 
The level of demand has increased beyond the funding and staffing available for almost a 
decade now. As medical care advances, providing quality care becomes more complex. We 
are all living longer with multiple health conditions and more medication and the GP 
workload has become exponentially more challenging. Hospital work has increasingly 
moved to GP practices without funding to support it and each change, no matter how small 
in isolation, takes more and more of our time and resource. 
 
Throughout this year, Grove Medical Practice has also delivered the COVID-19 vaccine 
campaign from The Old Exchange site on behalf of the Primary Care Network including our 
local care home residents and housebound patients.  On Monday, in practice our clinical 
team managed on 320 patients, many on 10 medications or more, before dealing with 
around 250 prescription requests and queries, 200 hospital letters and 240 blood test 
results. Many of our GPs start working before they leave home, arriving at the surgery at 



around 7am and not leaving until 7pm. Even then we are often not able to complete all of 
the work we need to do and will work further in the evenings and at the weekends. 
 
In terms of communication and decision making, work in a GP surgery can be more intense 
than in a hospital, with a fraction of the funding and resource allocation and unlimited 
access. The effects of this feel as difficult to us as they do to you.  
 
So what can you do to help? 
Please consider first if you can find an alternative solution. It’s not that we do not want to 
help you but the NHS has invested in a range of new services to support patients with less 
urgent medical needs. 111 is a great resource and www.nhs.uk can help find solutions for 
known medical problems, queries with medication and with many minor illnesses. Your local 
pharmacy can also help with medication you can buy over the counter for lots of minor 
conditions and is often cheaper than an NHS prescription charge! 
 
We also receive a lot of calls asking us about:- 

 How to access your NHS number?  You can find your NHS number by visiting the 
following page on the NHS website - https://www.nhs.uk/nhs-services/online-
services/find-nhs-number/ 

 How do I get a vaccine passport?  You can access this by downloading the NHS app 
(https://www.nhs.uk/apps-library/nhs-app/) to access your vaccination status or by 
telephoning 119.   

 If you are worried that you have signs or symptoms of COVID-19, DO NOT DO A 
LATERAL FLOW TEST.  Instead, please visit https://www.gov.uk/get-coronavirus-test 
or phone 119 to book your PCR test. 

 If you do not have any symptoms but want to check if you have COVID-19 you can 
obtain a Lateral Flow Test kit at https://www.gov.uk/order-coronavirus-rapid-lateral-
flow-tests. 

 
To help you access our services, we are training our Reception Team to help navigate you to 
the member of our team who is best-placed to help with your request. This might be a GP, 
Nurse, Healthcare Assistant, direct access physio, Social Prescriber Link Worker, Clinical 
Pharmacist, Care Co-ordinator or a member of our admin or dispensing teams. We all work 
together to help allocate our time to the patients that need to see us most.  So please allow 
our teams to access the resources that are available to you. 
 
But please remain respectful. We have an amazing team who work incredibly hard to 
support you all as best we possibly can. Our roles are busy and challenging but abuse has 
unfortunately become a daily reality. We would all like to do a better job and remain 
entirely committed to delivering the very best service we can within the challenges we face. 
 
Our recent merger and build programme 
The last year has been particularly challenging for Grove Medical Practice. Prior to the 
pandemic we had committed to a significant extension and refurbishment of our Cromwell 
Place site and the merger of the Cromwell Place and Old Exchange surgeries.  These were 
both activities that had to continue despite the considerable challenges the pandemic 
presented. 



Our build programme is now heading towards completion but has taken almost 10 months 
longer than originally planned. Our build team have been fantastic, sourcing sub-contractors 
and materials when many other build sites had to stop. Our new first floor is light and airy, 
our new clinical rooms are spacious and well equipped and our new entrance, reception and 
dispensary are more welcoming and much easier to access.  The project has been largely 
managed in-house with a huge amount of time and effort invested in ensuring that the work 
is completed to a high standard. 
 
The project is funded both by the partners and by the NHS.  We are sorry for the disruption 
this has caused and, in particular, for the temporary relocation of our entrance. 
Unfortunately, this was needed for longer than we anticipated and we are grateful for your 
understanding and support. 
 
While the build progressed, we were also working on our new team and structure. As a 
larger practice, we needed more staff and we have been working to expand our team, 
welcoming new colleagues into the practice while also creating new roles and teams. This 
work is ongoing and is supported by new appointment systems and new processes for 
managing queries and requests. Our team have been incredible during a period of 
considerable change, delivered during a time when we have seen our workloads increase at 
a rate faster than we have ever seen before and we are grateful for all their hard work and 
support. 
 
Finally, we want to thank you for taking the time to read our letter and for bearing with us 
during a very difficult year. We look forward to sharing our new building with you very soon! 
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