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Please read this information carefully and contact our practice team if you have any questions.
As a busy town-centre practice with a patient population of approximately 12,500, demand for our services is high. We are committed to ensuring fair and equitable access to care for all our patients. To help us provide safe, timely and effective care, we ask all patients to use our resources responsibly and in line with this Fair Use Policy.
Why we have a Fair Use Policy
To deliver the best possible service, all patients need fair and timely access to our clinicians, administrative team, and appointments. When some individuals use the system in a way that is excessive, inappropriate or inconsiderate, it can prevent others from receiving the care they need.
Examples of unfair use of our services
Unfair or excessive use of our online consultation system, telephone lines, or appointment book may include (but is not limited to):
· Submitting multiple online consultations for the same issue or submitting unreasonable numbers of requests compared with typical patient use.
· Repeatedly chasing responses within short time frames.
· Any form of abuse, disrespect or harassment towards our staff.
· Persistently missing appointments without cancellation.
· Excessive use of urgent appointment slots for non-urgent or long-standing issues.
Where unfair use significantly impacts our ability to provide safe and fair access for all, we reserve the right to review an individual’s access to these resources. This will always involve a clear communication process with the patient first.
In rare cases where behaviour breaches both practice and NHS Zero Tolerance Policy or causes an irretrievable breakdown in the doctor–patient relationship, removal from the practice list may be considered.
How you can help us to help you
To ensure fair access for all our patients, you can support us by:
· Submitting only one online consultation per issue, including all relevant details in the initial request.
· Keeping appointments or cancelling in good time, so others can use the slot.
· Being patient during delays; urgent or complex cases sometimes require additional time.
· Using the service responsibly and understanding that routine or non-urgent issues may not be managed immediately.
· Considering alternative options such as self-care, pharmacy advice, or NHS 111 for minor concerns.
· Being open to seeing other members of our multidisciplinary team—a GP is not always the most appropriate clinician.
· Allowing the standard 48 hours for processing repeat prescriptions.
· Keeping your contact details up to date.
· Treating all practice staff with courtesy and respect.
· Requesting home visits only when immobile and physcially unable to attend the practice; these requests will be triaged.
Irretrievable breakdown of the doctor–patient relationship
In very uncommon circumstances, a patient may behave in a way that falls outside what is considered reasonable, persistently disregards this policy, or breaches both practice and NHS Zero Tolerance Policy. When this leads to a breakdown in the doctor–patient relationship, we will take the following steps:
Steps we will take with the patient
1.	Inform the patient—verbally or in writing—that there is a concern.
2.	Explain the nature of the issue.
3.	Invite the patient to share their perspective.
4.	Agree a contract of reasonable access if appropriate.
5.	Monitor compliance; repeated breaches may lead to starting the removal process.
Steps we will take within the practice
•	Inform relevant staff.
•	Discuss the concerns and any contextual factors—such as communication difficulties, cultural factors, or health conditions—at a practice meeting.
If the problem remains unresolved
•	Notify the Patient Registration Department at Primary Care Support England of the decision to remove the patient and the reason.
•	Inform the patient in writing where appropriate.
•	Reassure the patient that they will not be left without a GP.
•	Provide information on registering with an alternative practice and expected timescales.
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York Road Group Practice

Fair Use Policy – Patient Information Leaflet

Introduction

Our practice cares for approximately 12,500 patients. To make sure everyone can access the help they need, we ask all patients to use our services fairly and responsibly.

Why do we have a Fair Use Policy?

Demand for GP appointments, online consultations and telephone access can be very high. Fair use helps us:

- provide timely care to those who need it most

- reduce delays

- keep our staff safe and supported

- maintain high-quality, safe care for all patients

Please use our services responsibly

Examples of unfair use include:

- Submitting multiple online consultations for the same issue

- Sending excessive numbers of online requests compared to typical patient use

- Chasing responses repeatedly within short time frames

- Using urgent appointments for routine or long-term problems

- Missing appointments without cancelling

- Any abuse, rudeness or harassment towards staff

If unfair use affects others’ access to care, we may contact you to discuss this. In rare cases,

continued inappropriate behaviour may lead to restricted access or removal from the practice list in line with NHS guidance.



Our commitment to you

We will:

- Treat all patients with dignity, respect and fairness

- Offer a friendly, confidential and professional service

- Provide clear information about our services

- Offer appointments based on clinical need

- Continuously improve our systems to manage high demand

- Welcome your feedback and provide a confidential complaints process

How you can help us

- Submit only one online consultation per issue and include all relevant details

- Keep appointments or cancel with plenty of notice

- Understand that delays may occur due to emergencies or complex cases

- Use self-care, pharmacies or NHS 111 for minor illnesses

- Be willing to see the most appropriate member of our multidisciplinary team

- Allow 48 hours for repeat prescriptions

- Keep your contact details up to date

- Treat all staff with courtesy and respect

- Request home visits only if you are too unwell or unable to attend; these requests will be triaged

If the relationship breaks down

In the uncommon event of persistent unreasonable behaviour:

- We will explain the concern to you verbally or in writing.

- We will listen to your perspective.

- We may agree a “reasonable access plan” together.

- If the behaviour continues, we may begin the process of removal from our practice list.

You will be supported to register with another GP practice and will not be left without a GP.

Thank you!

By using our services fairly, you help us provide safe, timely and high-quality care to all 

Our registered patients.

If you have any questions about this leaflet, please speak to a member of our practice team
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