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Veteran Friendly Practice


Did you know that The Willows is a Veteran Friendly Practice which means that there is a lead clinician with knowledge of veterans’ health needs; staff trained to understand and treat service-related conditions and staff who are aware of specialist veteran services. Please share this with anyone you know who is a services veteran.





Google reviews


As your patient group representatives, we are always keen to receive the views of patients about the help they receive at The Willows Medical Practice. We read comments made in social media and through Google reviews. If you decide to submit a review via Google, just make sure that you get the right surgery as there is another surgery called The Willows Medical Practice in Salford, Manchester!


Do take a look at the reviews received by your practice on Google.
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Zero tolerance abuse


The team at The Willows are committed to providing a safe, respectful, and supportive environment for all patients and staff. To protect this standard, the surgery operates a zero-tolerance policy toward any form of abuse.


What Does This Mean?


The practice will not tolerate:


• 	Verbal abuse – shouting, swearing, insults, or threatening language


• 	Physical abuse – any form of violence or intimidation


• 	Discrimination or harassment – including racist, sexist, or homophobic remarks


• 	Online abuse – threatening or offensive messages via email, social media, or other platforms


Why It Matters


The staff are here to help you. They deserve to work without fear of aggression or mistreatment. Abusive behaviour not only harms individuals—it disrupts the care for everyone.


So, as patients, we understand that you have interacted with the practice because you are unwell or need something and this can be stressful for you. To get the help you need, please spare a thought for the person on the receiving end of your interaction, as the practice team will do their best to help someone in need.





�                         �                    �        


The 8am queue


Something we read and hear about regularly in the media is the 8am rush for appointments at Drs surgeries across the country. At The Willows, the number of staff allocated to manage the 8am surge is increased. When staffing is under pressure, on occasions, the Practice Manager and the GPs join in to triage the calls as quickly as possible to make the wait times for patients as short as possible. There is a way that we as patients, can help with this surge in demand which is by delaying calls on matters other than appointments until after 10am. This way, requests for say admin assistance, letters etc can be processed slightly later in the day without affecting those people ringing in for an appointment that morning. The Willows patients group receives regular reports on the number of phone calls received and the wait times and we work with the staff to ensure that any issues are addressed, as we know how frustrating it can be to be in a queue. Also, remember to take advantage of the opportunity of a callback rather than hanging on. You won’t lose your place in the queue, and you can get on with other things as long as you are close by your phone.








E Consult


The E Consult facility (Accurx patient triage) is a great way of contacting the surgery if you don’t want to phone in. You can access it via the practice website. The E Consult requests are logged and monitored even when the surgery is closed. Later this year the Government is setting a target response time for surgeries to respond to patient requests during the surgery opening hours. The good news is that The Willows will beat the target set as our E Consults are monitored after the official surgery opening hours and when the surgery is closed. Almost 500 people used this service in the first 3 weeks of July – why not give it a try?
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Excess Medication


Have you sometimes collected medication from the Chemist/Pharmacy that you haven’t ordered or no longer need? Did you know that patients have the right to refuse any medication that ha not been requested by them. If you would like to update your medication list as you no longer need a particular item(s), you can either leave a note at the surgery or message the surgery via your NHS app








