
Waterhouses Medical Practice 
Waterfall Lane, Waterhouses, Stoke-on-Trent, Staffordshire, ST10 3HT 

Tel—01538 308207  Fax-01538 308653 

WINTER NEWSLETTER– JANUARY 2017 

SURGERY OPENING TIMES 

Monday, Tuesday, Wednesday & Friday: 8am-1pm 2pm-6pm 

Thursday: 8am-1pm (CLOSED PM) 

We close for lunch daily between 1pm & 2pm but the phones are always covered by the Duty  

Receptionist. 

 

WE DO NOT OPERATE A WALK-IN SERVICE– All appointments, even those of 
an urgent nature, should be booked through Reception. 

 

 

NEW BUILD! 

We are pleased to report that the new extension is now complete and in use.  Our ad-

min team are based upstairs which releases more clinical space downstairs.  We were 

very pleased to have been financially supported with this new build by NHS England 

who funded 66% of the project costs through their Primary Care Infrastructure Fund.  

We hope that you are pleased with the changes downstairs which also include new 

signage, improved seating and décor in the waiting room, new heating and lighting and 

new flooring in the corridors.  If you would like to look around the new extension then 

Kate, the Practice Manager, will be happy to oblige. 

Update From Waterhouses Patient Participation Group (PPG) 

Waterhouses Patient Participation Group meets once every two months at 1 pm on a 

Wednesday in the upstairs meeting room. The meetings last from one hour to one and 

a half hours. The group, consisting of patients who are taking an active interest in 

healthcare, meets with the Practice Manager who brings up-to-date information con-

cerning the running of the Practice in this very challenging time for the NHS. The PPG 

provides important feedback from patients to the Practice, encourages communication 

with other Practices via the monthly Locality PPG meeting (which also communicates 

with the Clinical Commissioning Group which decides how our NHS money is spent), 

and occasionally invites healthcare professionals to speak at special meetings.  



 

 

In the past, for example, we have heard speakers from “Healthwatch” (an organisation 

that champions patients of the NHS) and Professor Edelstyn from Keele who is research-

ing into Parkinson's and dementia. We hope to arrange future speakers covering topics 

such as the practicalities of caring for loved ones with dementia and Type II diabetes. 

We hope to make further information available concerning local charities and organisa-

tions working in the Social Care sector, such as the PeoplePlus Carers Hub in Cheadle 

and Careline, the free befriending service. 

We thoroughly enjoyed meeting some of you just before Christmas when we carried out a 

patient survey to discover your opinion on the services at Waterhouses. Please see at-

tached a report produced by the Practice Manager addressing any comments raised with-

in the questionnaire. 

Finally we extend a warm welcome to any of you who would like to join the group, be it as 

an active member who can attend meetings, or a virtual one who corresponds via email. 

Please contact me on the email below or Reception for further information. 

Rachel Overton 

PPG Chair 

ppgchairperson@gmail.com 

CHANGES TO OUR GP CONTRACT WITH NHS ENGLAND 

As you may be aware as part of the 2013/14 GP contract imposition, the Government in 

England planned far-reaching changes to practice funding.  This means that practices 

with a PMS (Personal Medical Services) Contract will be moved back to a GMS 

(General Medical Services) Contract.  Waterhouses Medical Practice negotiated their 

PMS Contract in 2002 which allowed us to offer more services within the practice.  The 

enforced move from PMS to GMS has meant that we inevitably lose a significant part of 

our current funding.  This budget cut will be managed at a pace that does not unduly 

destabilise the practice and will take place over 5 years commencing March 2016.  Un-

fortunately our previous budget did include funding for some phlebotomy services here 

at the surgery.  The CCG are looking at setting up an alternative phlebotomy service lo-

cal to the Practice and we will keep you informed of any updates on that.  However, in 

the meantime we may be asking patients, where appropriate, to attend the phlebotomy 

clinic at St Oswald’s Hospital in Ashbourne on a Tuesday and a Thursday from 8.30 – 

11.00.  There is good parking there and it is a very quick in-and-out service.  Patients 

will have to be given a ‘blood form’ from us to take to St Oswald’s.  We will gradually be 

reducing our phlebotomy appointments here at the surgery over a period of time but will 

still offer appointments for patients with mobility or transport issues, chronic disease 

monitoring and any urgent bloods required.  We understand from NHS England that re-

sources removed from PMS practices will be used to secure additional primary care 

services locally.  We will keep you updated on the outcome of this but please feel free 

to contact the Practice Manager for further information. 



 

 

Practice response to comments received from Patient Participation Group Questionnaire 2016 

I would like to take this opportunity to give a quick update on the staffing levels here at the surgery which 

I feel will answer many of the issues raised by patients in the questionnaire.  We have been successful 

in recruiting a new GP, Dr Ziad Tukmachi, who will join us at the beginning of each week from April and 

will become a Partner both here and at Tean Surgery from November when he makes his final move 

from London.  As you are aware we have been employing locum GPs and locum Advanced Nurse Prac-

titioners to fill the gap left by Dr Ferguson’s departure last June and will continue to do so until Dr 

Tukmachi joins us.  We have also recently employed a highly skilled Practice Nurse, Liz Fox, and this 

brings our nursing team up to full compliment.   

We received many compliments about the surgery through the questionnaire but there were a few com-

ments which I would like to address which will hopefully answer any concerns. 

Appointments 

GP appointments have been in short supply due to the difficulty to recruit a new GP which is a national 

problem as you will probably be aware of from the national Media.  This will improve later this year with 

Dr Tukmachi joining us.  However, according to the questionnaire, which was completed by 78 patients, 

over 50% of patients stated they were seen either same day or within 2 – 3 days with the remainder be-

ing seen 1 week+.  This was rated Good/Fair by 74% of patients. 

There were some concerns about being able to book an appointment by telephone due to the line being 

extremely busy.  There is an option to book your own appointments on line for which you need to regis-

ter & this is an easy process.  Please ask at Reception for the necessary paperwork if this is of interest.  

As some of you have pointed out, our Receptionists are extremely busy looking after walk in patients 

and manning the telephone and work extremely hard to ensure that patients are dealt with as soon as 

possible.  At busy times this can be difficult so your patience is very much appreciated.  I was pleased to 

note that  when asked how easy it was to get an appointment by telephone or face to face 87% said it 

was Very easy/Fairly Easy/Easy with just over 10% stating Not Very Easy (and two ‘no comments’).  We 

are always looking to improve our appointment system and are constantly updating it to suit demand so 

your comments help us to achieve this, thank you. 

Our clinical team try extremely hard to ensure that they run on time so that patients are not kept waiting 

too long in the waiting room.  As you can appreciate it can be difficult to see every patient within the allo-

cated ten minutes dependant on their problem hence our request that patients should only visit the GP 

with one problem and if you have more than one problem to discuss then please book a double appoint-

ment or another separate appointment.  We also have to deal with emergencies at short notice on a fre-

quent basis which, as you can appreciate, takes precedence but can cause us to be behind schedule.  

Our Receptionists do keep our patients up to date if there is a long delay to be seen but feel free to 

speak to the Receptionist if you have been waiting for more than 20 minutes for an update. 

Please rest assured that all genuine urgent requests for an appointment will be seen on the same day.  

Children are guaranteed to be seen on the same day if necessary. 

Some of you do not like to be asked by the Receptionist for a brief reason prior to making an appoint-

ment.  Please be assured that you do not have to respond if you feel it inappropriate.  The reason you 

are asked when booking to see a nurse is so that the Receptionist can allocate the correct amount of 

time required for that appointment (eg a chronic disease annual review requires 30 minutes).  On the 

days we are joined by our Advanced Nurse Practitioners then you may be asked to help the reception-

ists ascertain whether the ANP or the GP would be most suitable for you to see.  Whenever we have an 

ANP in surgery they will see all our patients who are acutely ill instead of the GP.  If the ANP feels that 

she needs a GP involvement then she will organise this. 

 

 



 

 

Waiting Room 

There were two comments stating that our waiting room was inadequate and needed updating.  

Unfortunately the money we received from NHS England to upgrade our premises to ensure we 

had more clinical rooms did not extend to updating the waiting room.  However, since Peak Park 

Planning insisted that our waiting room windows needed to be replaced we have decorated and 

had new lighting installed which I hope makes it much lighter and brighter.  The chairs have recent-

ly been recovered to Infection Control standard in wipeable fabric.  New flooring is on our list of 

things to update in our Forward Business Plan over the next couple of years.  Concerns were 

raised about the possibility of catching germs in the waiting room – chairs are available in the lobby 

if you so wish to sit out there : please check in at Reception first and inform them that you are out-

side.  If you would like windows open then please, again ask at Reception.  Hand sanitiser is avail-

able on entry to the building and in the waiting room.  Toys and books are risk assessed and 

cleaned on a regular basis however, following on from comments received on the questionnaire, 

we will look into asking parents whether their preference is for us to have no toys at all.  All patient 

areas are constantly risk assessed to ensure they are clean and infection controlled. 

Child Vaccination Clinics 

These appointments are allocated to us from Child Health Department who contact the parent di-

rectly with an appointment time.  If this time is unsuitable then please contact Reception who will try 

and fit you in with the Practice Nurse at a more convenient time but if this is not possible then you 

will have to wait until Child Health Department contact you with a new appointment. 

NHS Healthchecks 

We appreciate that appointments for the above are during surgery opening hours which may not 

suit someone who is working.  The appointments are scheduled for the morning so that relevant 

blood tests can be taken in readiness for the samples to be collected by our courier at 11.30 am.  

We do not offer a late surgery at the moment due to lack of GP availability. 

Parking 

Lack of parking spaces has been a long standing inconvenience which we cannot unfortunately re-

solve.  We appreciate that, as we are busier than ever, then parking can be problematic and can 

only apologise.  We have contacted the local police regarding the daily parking of cars on the road-

side outside the surgery towards the junction by employees of the local garage and are informed 

that they are quite within their right to do so. 

Thank you 

Many of you very kindly acknowledged certain staff members as being helpful and kind which I 

have passed onto them personally – this included our Dispensing, Reception and Nursing Staff as 

well as Dr Usha Tiguti.  May I thank you on their behalf for your kind comments.  They are very 

much appreciated during our extremely busy days here at the Surgery.  One comment stated that 

‘they are all great examples of our health service’ for which I am extremely proud. 

It seems that these questionnaires are an extremely useful tool for patients to pass on their com-

ments to us and I would like to thank the PPG for organising this and hope that it becomes an an-

nual event.  I was very pleased to see that 67% of people who completed the questionnaire would 

be happy to recommend us to family and friends, with 25% not having an opinion and only 8% stat-

ing they would not.  We hope to improve on these figures over the coming year.  Please contact 

me, Kate Robotham, Practice Manager should you have any concerns in the meantime. 



Waterhouses  Medical  Practice 
 

PATIENT  PARTICIPATION  GROUP 
PATIENT  SURVEY (1st Version) 

If you are a patient at Waterhouses Medical Practice, your co-operation in completing this Confidential Questionnaire 

is very much appreciated. 

 

Please Tick where appropriate: 

 

If you need to see a GP/Nurse urgently, can you normally be seen the same day?   

 Yes                 No                                 Don’t know/never needed    

(If you have stated the nature of your problem as URGENT, then we should always offer you a telephone call from the Duty 
Doctor or an appointment on that day.) 

 

Thinking of times when you are willing to see any Doctor –      

How quickly do you usually get seen?   

 Same Day      Within 2-3 working days   1 week or more              does not apply     

How do you rate this? 

 Poor              Fair                                   Good                              does not apply 

 

How easy was it to get an appointment? (by telephone or face-to-face at Reception) 

 Very Easy     Fairly Easy                        Easy                               Not very easy 

 

Are you normally able to SEE the Doctor or Nurse of your choice? 

 Yes               Sometimes                        Only Occasionally 

 

Are you able to SPEAK to the doctor OR Nurse when required? 

 Yes               Sometimes                       Only Occasionally 

 

When you’ve needed to, have you been able to book an appointment more than 2 days in advance? 

 Yes                No                                 Never tried to 

 

How helpful do you find the Reception staff at the Surgery? 

 Superb           Fairly helpful                Not very helpful                 Not at all helpful 

 

How do you rate the ease of getting through to the Practice on the telephone? 

 Very easy      Fairly easy                    Easy                                     Not very easy 

 

How happy are you with the Out of Hours Service? 

 Happy            Satisfied                      Dissatisfied       Never Used 

 
 

At your Appointment 
Did you have enough time to discuss your health/medical problem(s) with the GP/Nurse? 

 Yes, plenty    Yes, just about              No 

(Are you aware that you can book a double appointment if necessary for discussing more than one issue?)  

THANK YOU FOR YOUR HELP IN IMPROVING OUR SERVICE  
TO PATIENTS 


