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Firstly, I would like to thank you all for being patient as we get to the new normal, whatever, that may be. We have 
written this edition of the newsletter to try and dispel some myths and false information, which we are aware, is 
floating about in our local community. Only a few months ago many of us stood on the street clapping for the NHS 
on a Thursday night, that seems many moons ago, and long forgotten by some people but not all. We will not reply 
to individual comments on social media, but hopefully the information below will help you have a better 
understanding of what is happening at the practice currently. 

The practice promises our patients that we will continue to work hard in trying our best to deliver quality service to 
our patients at a time of great uncertainty. We are aware that we like a lot of other practices in Derby and the rest of 
the country have demand and capacity issues. In an ideal world we would love for your telephone calls to be dealt 
with quicker, for us to be able to offer you an appointment at your convenience and also offer the services in the 
community that you want. However, we live in a world that is forever changing and we have to do the best we can 
with the resources that we have.   

When you have a team of around 100 staff you will always have the same issues as every other company has i.e. 
training, sickness, childcare issues, shielding and vulnerable people, people that are the main carers and other things 
that occur. 

All team members that were deemed to be at risk worked from home using a practice laptop and a practice 
telephone which enabled every aspect of their work to be recorded.  

No-one has ever dealt with a COVID- 19 Pandemic before; we are having to learn new skills and new ways of 
working. Some of them are great some of them are not so great, we need to reflect and make changes.  Sometimes 
patients forget, that we are not machines our team are people too. We have the same issues and worries and 
anxieties as the rest of society. As a practice we need our patients to work with us, believe me we are trying our 
hardest at these strange times. Shouting at staff, being racist or abusive will not be tolerated in society so why is it 
OK to shout at a receptionist or a GP?   

We need to work together at these challenging times. So we apologise if it is taking longer to get through to the 
practice, or deal with your request.  We believe with the addition of 2 new pharmacists, more GP’s and support 
workers we will be able to offer more appointments in the not too distant future.  

 
 

 



 

 MYTH BUSTING 
 
 
Sometimes, things are said on social media which are not true or have been misinterpreted. We cannot 
comment on individual patients; however we do encourage any feedback for the Practice. This 
feedback can be both positive & negative. If you would like to provide any feedback to us, this can be 
done by either: 
 

 Speaking to a member of staff 
 Emailing the Practice 
 Speaking to a member of the Patient Participation Group (PPG) 
 Completing a complaints form online 

 
 

 
Myth 1 

‘’The practice has been closed’’ 
 

This is simply not true- We have been offering primary care services throughout the pandemic, delivering the care 
that we are allowed to deliver in order to keep the patients and staff safe 

 

From 1st April to 1st September – number of Face to face contacts/remote contacts/ video contacts 
 

 GP appointments-  27,483 (20 DNA’s) 
 Clinical Practitioners- 6,303 (12 DNA’s) 
 Practice Nurses/HCA- 12,625 
 Pharmacists- 640 
 Physio – 809 

 
 Prescriptions issued (excluding MOLS – medicine Order Line) 44,481 issued to 13,159 patients 
 Number of prescription queries dealt with by a GP - 6810 
 Number of residential care visits Face to face and remotely - 472 
 Number of home visits - 648 
 E-consultations – In August we processed 1806  eConsultations 

 

Currently we get back to all E-consulations within 1 working day. Due to the high volume of e-mails for the service 
we are no longer able to offer this service at the weekend. 

 

 In addition to this work the practice is working with a small team of people looking at Derby City wide solutions to 
keep the residents of Derby City safe during the Pandemic. Staff from the practice have been working in the RED hub 
which was located at the University of Derby. 

 
 
 



 
Myth 2 

‘’Oakwood will be closed forever’’ 
 

We have closed Oakwood to patients temporarily. The reason for this it is proving difficult to social distance as 
patients and staff need to use very narrow corridors in some areas which is much less than a metre. The layout 
makes it very difficult to have a one- way system which is safe for patients and staff. We are in discussions with NHSE 
and the CCG about what we can do.   

We do have a reduced number of staff- who are BAME and/or are deemed higher risk of COVID  but  who cannot 
work from home (  choose not to)  work from Oakwood. The reception call centre runs from upstairs in Oakwood. All 
of these team members are carefully managed to ensure that they remain safe.  The safety of our staff and our 
patients is our number one priority. Patients who ‘s registered practice is Oakwood can still access all of the services 
that Park Medical Practice offers such as telephone appointments, e- consultations, prescriptions on line etc. But if 
the patient requires a face to face appointment for any reason they will need to travel to one of our other sites. We 
are very sorry for any inconvenience but the safety of our staff and our patients is our number one priority. 

We will open Oakwood surgery as soon as it is safe for us to do so. 
 
 
 

Myth 3 
‘’The staff have been furloughed’’ 

 
The contract we have providing Primary Care Services to patients does not allow our staff to be furloughed 
 
 

 
Myth 4 

‘’You can’t get a prescription from the doctors ’’ 
 

Prescriptions can be requested on line or via Medicine order line (MOLS) on 0115 855 0260 9am-4pm 
Monday-Friday 

 
 
 
 

Myth 5 
‘’The practice has asked Lloyds Pharmacy based at Maine Drive to leave’’ 

 
This is completely untrue. Lloyd’s pharmacy has a number of years to run on the lease. The news that they 

were leaving was a shock to us. At the present time we do not know what will be happening to the 
chemist, when Lloyds leave on 28th October. 

 
If you have Lloyds Maine Drive as your EPS chosen chemist you will need to change it to another chemist. 

Please note that Lloyds is still open in Sainsbury’s and in Spondon. 
 
 
 
 

 



 
Biggest question being asked by 

patients . . . 
 

 Why is it taking ages to be able to contact the 
surgery? 
 
There are several reasons. 
 
We have had to take off the ability to be able to book appointments on line off because any patient 
contact has to be questioned to check if that patient has any symptoms of Covid.   
 
To mitigate any risk that potentially infected patients book appointments online and attend the practice 
when they should be receiving advice to self-isolate or go through testing, all practices are now being 
advised to change face-to-face appointments booked online to triage appointments via telephone or 
video,” wrote Dr Nikita Kanani, a GP and the NHS’s medical director for primary care. 
 
 

1. We do intend to put all of the on line services back on as soon as it is deemed safe to do so. It may 
be different, we may put specific clinics on such as blood tests for example but we will have to 
make sure that patients take the responsibility and do not attend and cancel if they have any Covid 
symptoms. 

 
2. It has got very busy on the telephones as we have to book all of the flu jabs on the phones. There 

are several different vaccines e.g. over 65 vaccine, under 65 vaccine and nasal spray for children 
which arrive at the practice at different times. We have to make sure that we vaccinate the people 
who are eligible for a free flu vaccine. In our normal Flu season we vaccinate about 5000 people, 
most of which will be ringing to book their appointments. 

 
You may have seen that the government has suggested that people aged 50-64 should be vaccinated this 
year as well. In our practice this is a further 5000 patients! Currently we have no guidance on where this 
vaccine is coming from (we order the normal flu vaccine in December for the following year) but I am sure 
we will be informed soon. There have been a lot of people in this criteria who have been enquiring about 
the vaccination programme. As soon as we know we will let our patients know. 
 

3. For those patient who have pre-booked a face to face appointment i.e. smear, bloods, implant 
fitting etc. we have to ring the patient before every pre-booked appointment to check for Covid 
symptoms before they come down for their appointment. 

 
4. There is a perception that telephone appointments are quicker. However, that is not the case. The 

clinician has to ask more questions as there are no visual clues to follow.  For some members of the 
team consulting in this manner is a new thing, and like all new things takes time to learn new ways 
of working. 

 
5. We have the same staffing issues as all businesses over the summer months with holidays, 

childcare, quarantining, which has normally is not a problem as the demand for appointments 
generally falls in the summer as people go away for their summer break. However, with most 
people having a stay cation this year there has been no fall in demand.   

 



Therefore you can see that there is not one issue but several issues which have a knock on impact with the 
telephones. We do apologise and share your frustrations. 
 
 
 
 
FACT- The total number of calls that have been answered by the reception staff working at 

both the practice and home is 11,125 calls in August 
 

FACT – The busiest time of the day for calls is 8-9am and 1-2pm. 
 
 
 

Hello and welcome 

We are delighted to welcome Chrissy Fairy our new Care- Cordinator. We also welcome Dr Farah Ahmed & 
Dr Carla Sequiera who are our new GP registrars at the practice. 

 

 

Flu news 

If you are eligible to have a flu jab and you have not booked in yet, 
please do so. Our clinics are very different from other years. We ask 
patients not to come down early, as we have to limit the number of 
patients in the building and we have to clean down between patients. 
Unless you have a carer or the patient is a child you will need to come 
in for your vaccine on your own. In order to keep your time in the 
practice to a minimum please have your arm exposed and ready.  

Please remember the pandemic is not over, so keep safe and continue to follow the national and local 
guidance. 

 

 

From the Partners 

 


