New Southgate Surgery
Local Patient Participation Report
March 2014
1 Development of the PRG [patient representation group]
The New Southgate PRG is comprised of patients registered with the practice.
1. Practice Profile and PPG (Patient Participation Group)
New Southgate Surgery has a list size of 11,227 patients and has an active PRG,
which was set up in 2011. The PRG currently consists of 12 patients – 8 male and 4
female. We have 3 members aged 55-64 and the remaining 9 members are 65+.
The profiles of the Practice and the PRG are compared below [figures correct as of
10/3/2014];
Age
Under 16
17-24
25-34
35-44
45-54
55-64
65+

Practice Population
Profile
1675
959
1337
1691
1925
1483
2157

Ethnicity
White British
British or Mixed British
Irish – ethnic category
Other white background
White and Black Caribbean
White and Black African
White and Asian
Other mixed background
Indian or British Indian
Pakistani or British Pakistani
Bangladeshi or British Bangladeshi
Other Asian Background
Caribbean
African
Other Black background
Chinese
Other
Ethnic category not stated

1235
5132
26
160
8
9
22
17
112
259
3
60
7
35
9
20
66
4047

Gender
Male
Female

5562
5665

PRG
Profile

3
9

11

1

8
4

The New Southgate Surgery Patient Participation group has been running since
December 2011and we have a very supportive, keen, committed group of registered
patients who give up their time to attend our regular patient participation meetings
and also participate in local Wakefield CCG patient participation events. The
meetings are supported by our Office Manager and one of the GP’s who feeds the
outcome of the PRG meetings into the Practice Meetings.
The group has developed in numbers and experience since it began. However we
maintain a dedicated PRG notice board in the waiting room where we continuously
advertise for patients who wish to join the group, in addition to advertisements at
reception. [Appendix 1] New members are welcome.
The PRG and the Practice is conscious that most members are of retirement age
and whilst this does correspond with our highest demographic [over 65’s] it does not
incorporate the families of those with school aged children or those of working age.
Clearly the PRG is a group lead by volunteers, and it would be more difficult for
patients who are still working or with more demanding family commitments to
volunteer their time. The PRG felt that one way of addressing this, in addition to the
ongoing advertisements in the Practice for PRG members, was to ensure that a
wider population from all age groups was sampled in this year’s Practice Survey, in
order to give more inclusive feedback from the Practice population.
A copy of our terms of reference can be found in Appendix 2 [Our terms of reference
were amended by the PRG at the meeting in February 2013 regarding the quorum of
members required to attend], along with a copy of the most recent meeting minutes
in Appendix 3.Copies of all meeting minutes are available.
Survey

2 Agree areas of Priority with the PRG
For our most recent meetings, the PRG were asked to discuss and highlight areas of
priority in order to develop a survey - minutes from the PRG meetings can be found
in Appendix 3.
The previous patient survey outcomes and action plan from March 2013 informed
some of the priorities for the PRG.
These areas included:
Access to the Practice
Confidentiality – the PRG were particularly minded of the open reception area
Choice of Doctor
Ability to make contact with the surgery for appointment requests, results and
queries both in person and by telephone. This also raised the issue of whether
patients would like the ability to make electronic appointments.
General rating of overall facilities including cleanliness, and overall experience.
In addition Care Quality Commission outcomes were considered by the Practice and
the following outcomes linked in with the priorities of the PRG, particularly:
Outcome 1 – respecting and involving people who use services
Outcome 2 – Care and Welfare of people who use services
Outcome 10 – safety and suitability of premises
Outcome 13 – staffing
Outcome 16 – assessing and monitoring the quality of service and provision

A priority of the PRG was to ensure that in addition to having relevant content, our
Practice Survey form would appeal to a wide range of patients (not too lengthy, easy
to read, and particularly allow room for patients to make any comments in free text.).
The PRG also wanted to ensure a higher number of surveys were returned than in
previous years and also wanted to target a more diverse sample of the practice
population, as in the 2013 survey most respondents were of retirement age.
3 Collate Patient Views through use of a survey
Using the priorities outlined above the PRG with input from the Office Manager and
one of the GP’s developed a patient survey. A copy of the survey can be found in
Appendix 4.
The survey ran for two weeks in February 2014. During the first week of the survey,
members of the PRG gave up their time and volunteered at their own instigation to
participate in a rota that meant a member of the PRG was available in the waiting
rooms during surgery times to support and encourage patients to complete the
survey. The aim of the PRG was to encourage completion of the survey from a
diverse proportion of the practice population, particularly young people and those of
working age, as in the previous year most respondents had been of retirement age.
This approach proved to be very successful and allowed views from a diverse
groups of patients, particularly a wide age range, as can be seen in the survey
results [below question 9 in] .This helps to give a wider ranging perspective from
patients as we are conscious that despite our best efforts most of our valued PRG
members are of retirement age.
In addition, throughout the two week period, survey forms were available at the
reception desk and a link was placed on the front page of the surgery website
(www.newsouthgatesurgery.co.uk) in order to be accessible to patients who do not
regularly come into the surgery. Posters were placed in the waiting room to advertise
the survey.
The online survey was produced using Survey Monkey and the paper copy was
produced in-house. A total of 422 surveys were returned, 5 electronically and the
remainder as paper copies. [This compared with 131 in total that were returned last
year].
The survey results were analysed within the practice, through collation of paper and
online results, and results were presented in graph and pie chart formats. 279
comments were listed but where practice staff or attached staff were named by
patients, those individual names were removed. The results were then discussed at
the Practice meeting and the PRG meeting, in early March 2014, to identify common
themes. Suggestions were made at the PRG meeting for areas we could address in
the form of a draft action plan and this was presented to the partners at the meeting
in March 2013 for discussion and further input. Minutes from the Partners’ meetings
have not been included due to their sensitive nature.
The survey results can be found in Appendix 5 and will be displayed on our
dedicated PRG notice board in the surgery waiting room. The document will also be
available on our surgery website – www.newsouthgatesurgery.co.uk.
3. Action Plan

The survey results were discussed at the PRG meeting in March 2014, and an action
plan developed. The finalised plan can be found in section 5 of this report. This will
also be displayed on the dedicated PRG notice board in the surgery waiting room
and be made available on our surgery website – www.newsouthgatesurgery.co.uk.

4 Provide PRG with opportunity to discuss the survey findings and reach
agreement with the PRG on changes to services
The PRG were pleased that 3.8% of the practice population had been surveyed
[compared with 1.1% last year].
The survey findings were fed back to the PRG at the meeting on 3/3/2014.
Key themes identified were:
1. The 50/50 split in answer to question 3 on the survey ‘Have you been able to see
a doctor of your own choice?’ In addition to this there were several comments related
to this and about continuity of care.
Most patients had been offered an alternative GP, if they couldn’t obtain an
appointment with a GP of their choice. The PRG felt that in general patients who had
a continuing medical problem should have review appointments with same GP
where possible. It was felt acceptable that for new or intercurrent problems an
appointment with any GP was acceptable.
2. On the theme of appointment access and availability the PRG were interested to
learn that the DNA [Did Not Attend] rates in the practice were 6% for January and
February 2014.
3.Again on the theme of access the PRG felt that telephone access and face to face
access at reception could be improved by increased by the use of electronic
methods of contacting the surgery – for example – electronic appointments and
exploring electronic prescribing.
4. There were several negative comments raised in the survey around cleanliness of
toilet facilities particularly.
5. The vast majority of patients described their consultation and the service received
in the practice as Good or Excellent. However there were several negative
comments raised about the administration and reception team, as well as some
clinical staff.
6. The vast majority of patients felt that confidentiality was maintained whilst in the
surgery, but there were several comments expressing concerns about overheard
conversations at reception.
5 Agree action plan with the PRG and reach agreement with the PRG on changes
to services
From the themes identified above from the survey results, and the discussion that
took place at the PRG meeting the following action plan was developed:
You Said…
There is still difficulty
obtaining appointments
with the doctor of your
choice

We Did…
To try to increase
appointment availability
we intend to drive down
the ‘Did Not Attend’ rate,
by displaying high rate of
DNA’s and practice policy
on management of DNA’s,
and improved patient
education around use of
the appointment system

The result is...
We will monitor to see if
this improves access over
the course of the next year

Improve confidentiality at
reception

Develop the use of
electronic appointment
booking

Toilet facilities are not
meeting the high
standards of cleanliness
we aspire to

Some patients find that
some of our staff are not
patient friendly

Signage to patients to stay
behind the barrier and to
ask to use the interview
room if sensitive matters
to discuss
Staff training to address
concerns around issues
raised in the survey is
planned
Discussed at Practice
Meeting and plan ways to
implement this service for
some appointments in the
next 12 months
Refurbishment of toilets
and review of cleaning
provider. Implementation
of regular day time checks
of the toilets by staff.
Publicise the Nursing
Specimens toilet to
patients who need to
provide urine samples
during their attendance
Feedback results of the
Practice Survey to all staff.
Consider customer service
training for reception staff

Patients are clear about
how to discuss private
matters and where to
queue for reception
Receptionist awareness
increased around
maintaining confidentiality.

Improved access

Improved patient facilities

Improved patient
experience

The action plan was also discussed and agreed at the March Practice meeting and
circulated electronically after the March PRG meeting for agreement and comments
by PRG members.
6 Publicise actions taken and subsequent achievements W
Action Plan

A description of the Practice Profile is provided in section 1 of this report together
with detail about how members of the PRG have been recruited.
Details of the steps taken to determine and reach agreement on the issues which
had priority and were included in the local practice survey are outlined in section 2 of
this report.
The manner in which the contractor sought to obtain the views of its registered
patients is outlined in section 3 of this report.
Details of the steps taken by the contractor to provide an opportunity for the PRG to
discuss the contents of the action plan is outlined in sections 4 and 5.
Details of the action plan setting out how the findings or proposals arising out of
survey were agreed are outlined in sections 4 and 5.
A summary of the evidence relating to the findings or basis of proposals arising out
of the local practice survey can be found both in the survey itself and also the
discussion in section 4 and the action plan in section 5.

Details of the actions which New Southgate Surgery intends to take after discussion
with the PRG are included in the action plan in section 5.
As a result of the PRG patient survey and action plan in 2012/2013, the Practice
improved signage at reception; funded a water cooler; improved advertisements
around patient education schemes including the expert patient program and the
DESMOND scheme for diabetes; and targeted a wider age range of patients in the
2013/14 survey.
New Southgate Surgery is open Monday-Friday 08:10-18:00. The Practice offers
extended hours on Monday and Tuesday evenings 18:30-20:00, Wednesday or
Thursday mornings 07:00-08:00 and one Saturday surgery per month 09:00-10:30,
which offers flexibility of appointment times to our patients. These surgeries are
staffed on a rota basis by each of the doctors. It is not therefore possible to link a
specific doctor to a specific extended opening time as this will vary according to the
rota, but this does allow varying appointment access to patients.
Patients can make appointments by telephoning or calling into the surgery. On-line
repeat prescription requests are also available.
The surgery offers a combination of routine appointments bookable up to four weeks
ahead and urgent appointments which are bookable on the day only. Nurse, Health
Care Assistant and Phlebotomy appointments can also be pre-booked. We also offer
pre bookable appointments for procedures including wart treatments, minor surgery,
contraceptive implant fits and coil fits. We have dedicated travel, asthma, diabetes,
cardiovascular disease and contraceptive and sexual health clinics.
The extended hours appointments are all pre-bookable.
In addition to sharing this report with the PRG, it will be publicised in the surgery
waiting room on the Patient Participation notice board together with the action plan.
This will be available to all patients. The full report will be available on the Practice
website www.newsouthgatesurgery.co.uk on the link to the patient participation
group and a hard copy will be made available to patients on request.

Appendix 1

PATIENT
PARTICIPATION
GROUP
EXPRESSIONS OF INTEREST ARE
WELCOME
PATIENT’S WHO ARE
INTERESTED IN BECOMING A
MEMBER OF OUR PATIENT
PARTICIPATION GROUP PLEASE
FORWARD YOUR CONTACT
DETAILS ON TO THE SURGERY
AND WE WILL BE IN TOUCH.

WOULD YOU LIKE TO JOIN
OUR PATIENT PARTICIPATION
GROUP

OUR NEXT MEETING IS
SCHEDULED FOR
TUESDAY
30th APRIL AT 18.30

IF YOU WOULD LIKE TO BE
INVOLVED AND HAVE YOUR
SAY PLEASE HAND IN YOUR
CONTACT DETAILS TO
RECEPTION AND WE WILL BE
IN TOUCH

Appendix 2

NEW SOUTHGATE SURGERY
PATIENT PARTICIPATION GROUP
TERMS OF REFERENCE
1. Title of the Group
The group shall be called The New Southgate Surgery Patient Participation Group (PPG).
2. Aims of the Group
The aims of the Group are to promote co-operation between the practice and its patients,
and contribute to the continuous improvement of services.
3. Membership of the Group
Membership of the Group is limited to patients permanently registered at the practice.
• The Group will, as far as possible, be a representative mix of the practice population.
• Membership of the Group will be limited to ten patient members at any time. If the number
of patient representatives falls below five, additional members will be sought.
• Members will be asked to resign if they fail to attend three consecutive Group meetings,
unless there are extenuating circumstances.
• Membership will be reviewed on an annual basis.
• The practice reserves the right to decline the proposed membership or remove the
membership of any individual.
4. Activities of the Group
This PPG will:
• Consult with the practice on service development and provision.
• Contribute to, and be kept informed of, practice decisions.
• Represent the views of the patient body and provide feedback on their needs and
concerns.
• Serve as a ‘safety valve’ for managing general complaints about the practice –
representing patients but also helping them understand the practice’s viewpoint.
• Contribute to the design of and participate in the review of the practice patient survey.
• Promote good health and higher levels of health education by encouraging and
supporting activities within the practice.
5. Meetings
• Venue is to be the meeting room at New Southgate Surgery.
• There must be a minimum quorum of four Group members to render a meeting valid.
• The Group will endeavour to meet no fewer than four times a year, although initial meetings
should be more frequent.
• A member of Practice staff will attend every meeting.
6. Organisation of the Group
• The Group will be composed of a Chair, Vice-Chair and Secretary as well as volunteer
patients and Practice staff.
• Administrative support to the Group will be provided by the Practice.
7. Reporting
Minutes will be circulated after each meeting and published on the Practice Website once
approved by the Chair.

Appendix 3
Minutes of meetings

New Southgate Surgery
Minutes of the Patient Participation Group
Monday 3 March 2014
Present:
Patient representatives:
GB, SG, DL (Chair), NM, JD, DB and JW
New Southgate Surgery:
Claire Beckett – Office Manager
Dr D Hallot (GP)
1. Apologies for absence
Apologies were received from JW, MC and MP (patient representatives).
2. Minutes of the last meeting
The minutes of the meeting held on 4 February 204 were agreed as a
correct record.
3. Matters arising
None, not on the agenda.
4. Survey 2014
a) Response to the survey:
• 422 responses handed in which was double the number from last
year.
• Felt that for busy sessions there was a need to have 2 people
giving out forms. Would need to check the size of the clinics to
ensure there were enough people present.
• Many people called in to collect repeat prescription forms and they
had not been included. There was a need to try and involve them
next year.
• Poor uptake on web – need for more publicity.
• To widen the scope of the survey a sample of patients could be
emailed and a further sampled sent a form by post.
b) Results
• The individual comments were too many for members to look at
within the meeting, so they would be considered at the next
meeting.

• From the graphs 50% of respondents had experienced difficulty
getting an appointment with their GP of choice. Following quite
lengthy discussion it was noted that there were basically 3
types of appointments
i) An emergency where any doctor would be appropriate.
ii) A follow up that the doctor needed to see personally, in
which case the patient would be given a slip for the
receptionist to make a further appointment.
iii)Where the doctor said to come back if the condition had not
improved, in which case any doctor would be appropriate.
It was agreed that some publicity setting out the above might
help patients understand why it was not always necessary to
see the same doctor.
• A third of respondents had experienced difficulty in getting
through on the telephone and it was felt that this could be
alleviated by some use of electronic appointments and
electronic prescriptions which would free up more time for the
receptionists to answer the telephone. Members were
interested in seeing how other practices dealt with this.
• Confidentiality in the reception area was discussed – need to
make reception aware that conversations can be overheard in
waiting area.
• Comments around cleanliness especially of the toilets were
discussed – already been discussed by DR Hallott with
Practice Manager that checks of the toilets need to be
implemented
• Dr Hallott was to take the results and comments from the group
to the next Partners and Staff meetings.
5. Missed appointments
• 6% did not attend (DNA) during January and February which
equated to 30 hours a month.
• Dr Hallott noted that even for urgent appointments some
patients DNA.
• It was agreed that an education campaign would be useful with
messages like ‘Couldn’t get an appointment? Could this be
because other patients did not attend?’
6. PPG Network
As NM would be unable to attend the next meeting it was agreed
that JD or GB would attend along with the other delegate (JW).
7. Date and time of next meeting
It was agreed the next meeting would be on Monday 7 April and
that the meeting would be from 4pm to 5.30 pm as an hour was not
sufficient at the moment.

Appendix 4

New Southgate Surgery Improving Practice Survey 2014
1. Can you identify any problems with access to the Practice?
Yes
No
Comments
2. Do you feel your personal information/confidentiality is maintained whilst in the Surgery?
Yes
No
If no in what way could this be improved?
3. If you have wanted to see a doctor of your own choice, have you been able to do so?
Yes
No
4. If you were unable to do so, were you offered an alternative?
Yes
No
5a. Have you experienced any difficulties contacting the surgery?
Yes
No
5b. Would you like to be able to make appointments electronically?
Yes
No
6. How would you rate your last consultation?
Excellent
Good
Average
Poor
Please comment how this could be improved?
7. How would you rate our facilities - reception area, toilets, décor, cleanliness, comfort,
information available in the waiting room, etc?
Excellent
Good
Average
Poor
Please comment
8. Overall, how would you rate your experience of our service including Doctors, nurses,
phlebotomy, prescriptions, reception staff etc?
Excellent
Good
Average
Poor
Please comment
9. In order to ensure we have covered as wide a range as possible, please would you
complete the following information?
AGE GROUP

GENDER

Under 18

Male

18-30

Female

31-40
41-50
51-60
60+
Any other comments?
Thank you for your time.

Appendix 5
New Southgate Surgery Patient Survey Results February 2014
1. Can you identify any problems with access to the Practice?

YES 15.1%
NO 84.9%

2. Do you feel that your personal information/confidentiality is maintained whilst in
the surgery?
YES 87.3%
NO 9.7%

3.If you have wanted to see a doctor of your own choice, have you been able to do
so?
YES 50%
NO 50%
4. If you were unable to do so, were you offered an alternative?

YES 92.3%
NO 8%

5a. Have you experienced any problems contacting the surgery?

YES 28.2%
NO 71.2%

5b. Would you like electronic appointments?

YES 49.6%
NO 50.4%

6. How would you rate your last consultation?

EXCELLENT 52.4%
GOOD 39.1%
AVERAGE 7.2%
POOR 1.3%

7.How would you rate our facilities- reception,toilets,decor,cleanliness,comfort,
information available in the waiting room?
EXCELLENT 43.4%
GOOD 51.5%
AVERAGE 4.4%
POOR 0.7%

8.Overall, how would you rate your experience of our service, including doctors,
nurses,phlebotomy,prescriptions,reception staff,etc? EXCELLENT 49.6%
GOOD 46.1%
AVERAGE 4.4%
POOR 0.0%

Survey Demographics
Survey

Practice

AGE
GROUP

Under
18
18-30
31-40
41-50
51-60
60+

2.12%
15.09%
17.69%
17.45%
12.03%
35.61%

19.37%
13.70%
12.88%
17.24%
13.55%
23.26%

SEX

Male
Female

Survey
39.10%
60.90%

Practice
49.64%
50.36%

Comments
STAFF – ADMIN
Only issue is one receptionist always seems very inconvenienced to be here!!
Reception staff on phone have on occasion been abrupt
Maybe reception staff more polite + friendly. Not so abrupt on telephone when ringing for appointment
One particular lady who works in reception/answering the phone sounds rude. Her telephone manner needs improving
Headsets for reception staff
Staff are brilliant
Usually very friendly and helpful on reception
Reception very cold, hard approach
Argumentative receptionist
I wonder why some of the staff applied and got reception posts, everything seems too much trouble, a smile would be good to see and perhaps
a hearing loop
Improvements could be made on reception staff - appearance and approachability
The people on the phone use loudish voices, no phone numbers or addresses are repeated but names often are
Reception staff can be very frustrating and unhelpful
Receptionists & enquiries staff (in particular) manner can be variable. One or two seem very rude & it is the same every time I speak to the
same one or two
Receptionists are unhelpful and talk loudly behind reception
Sometimes admin people are very rude
My first visit was awful, receptionist rude - need some customer service training
Reception staff are lovely
Reception staff could be better, quite rude and abrupt
I think when receptionists are at the front desk they should be more careful in what and how loud they speak
I sometimes feel an intruder into the receptionists time - perhaps a more friendly approach would be preferable to a very rigid one
STAFF – CLINICAL
Nurses good however lack of continuity - seen 4 midwives!
Would like continuity to see same doctor where possible
I have always found the doctors here to be excellent
Being advised as a pregnant woman that you do not support homebirth is not acceptable. Furthermore being advised that I needed to find
another surgery was disgusting
Longer consultation time span - less computer - more eye contact
Consultation could not be improved - excellent doctors
More time and attention to concerns that the doctors don't consider life threatening - still concerns to me
There are many doctors here that don't listen to what I say. I get flustered & don’t like to see certain ones
I like certain drs; some of them are very abrupt. I cancel appts if I find I am going to have to see them as they make me feel I shouldn't be there
Not able to see the same doctor when if refers to particular issues
Doctors are good with the exception of 1, who I often end up seeing.A phlebotomy nurse really hurts and always bruises me, the other is fine
I was extremely disappointed with the midwife during my recent pregnancy. I found her unreliable, confrontational, unprofessional and
unhelpful. I decided to attend a local childrens centre for all my pre-natal appts. I have spoken to others since who have the same opinion
Wasn’t told what was wrong with my son, I was just given a prescription and had to probe for more info
Phlebotomy always excellent
Follow-up care not good
Unwillingness to refer to a specialist, feel that they want to offer drugs first even if I don't want them
Could treat you as a whole person, not just the relevant bit - not everything is compatible with the rest i.e. other medications
Felt very let down when suffering from Alopecia, did not get referred to dermatology for months and more hair fell out by that time
Doctors should keep on time with appointments, not 20-30 mins late
Doctors never got enough time - problems with correct medication - once the doctor said 'you cost us'!
Phlebotomy excellent
Treat people like human beings and listen more
One doctor always seems to be in a rush
Only concern is blood tests - myself and parents have all experienced severe bruising which we do not get when we use Pinderfields
phlebotomy service
Doctors seem unwilling to suggest different treatments or be positive
The doctor was quite blunt, didn't feel at ease
All good, phlebotomist poor - prefer to use hospital
GPs don't really care about patients, everything they do goes on time - don't have time
Annual review should be done with a GP and a chat going through their medical history (30 min appts) GPs don't have enough time to see
patient thoroughly
Some doctors more personable - seem interested in the patient, not just a number, not applicable to all doctors

Been coming so long I can remember Dr Xxxxxx as a young man!
Doctors seem unwilling to suggest different treatments or be positive
APPOINTMENTS
Not being able to pre book appointments in the future is difficult (around childrens schools etc.)
You have to make emergency appointments or wait weeks
What is an emergency appointment? If you need to see a doctor, should be able to on day, if an emergency would go to hospital
I know other surgeries offer telephone consultations and I feel this surgery and it's patients would benefit greatly from this service
Whenever I need an appointment on the day - the surgery is very accommodating, understandably not with Dr of choice as this is emergency
only
Making afternoon appointments is very hit and miss
Doctors are polite when you see them & so are the nurses, but when you ring to make an appt the reception staff ask too many personal
questions and you feel that you have to justify the need of an appt
Sometimes I ask for an appointment and there actually aren’t any. Have to ring back for ones that are released later
Electronic appointments would help a lot as I can' t contact the surgery during my work hours, so this would help
I am always happy with the quality of patient care when I actually get to see a doctor. My only concern is that sometimes I can't get an appt
Waiting times can be a bit long. Would be nice if a screen displaying approximate delay times was available
Sometimes you can be sat for 30/50 minutes or more and when you need to get to work/school that's bad
Surgery times would be better if some of the opening times were when people who worked could access them more easily. Working people
have to take time out of work
Difficulty in obtaining an appt with my own doctor
Why have you got to wait 3 weeks to see your doctor - I got appointment 24 Feb, complained and got 10 Feb!
To protect consistency of contact with preferred GP is very important for anyone with chronic/serious illness - for minor ailments this is less the
case
Always find appointments are found if my children are unwell
If one suffers from chronic condition it is important that continuity with preferred dr is maintained. Confidence in dr/pt relationship is vital for well
being
Continually engaged in the morning
Trying to get an appt on the day and time you need, next just next in line (as advanced appts)
Not a doctor of choice, always given next appt and told it's duty doctor, but they can't tell you who it is
Appointment times are not always kept to, waited over an hour sometimes, not kept informed 'why' by anyone either
Could be more accessible, not have to ring on the day, more accessible for out of office hours, would like to speak to a doctor when I ring
When you're running late it's frowned upon by staff and the phrase 'we will see if the doctor has time to fit you in' is used. However at times you
are expected to wait over an hour with no apology or explanation. A patients charter needs to be re-introduced to cut down on waiting times
I have never seen a doctor I have asked to see and I have been with the Practice 10 years
Have been told many times they are a busy Practice and you cannot always see the same doctor
I have never been able to see the same doctor at short notice, I can only make last min appts so have to see different drs which I don't like
Was told I couldn't book for current week (full) so had to come next or ring next day, tried on my dinner hour and the surgery was closed
I'd like to suggest SMS Alerts to remind about appts so that they are not missed
Cannot always get an appt, very difficult sometimes to see the same GP i.e. no continuity
Can never see doctor requested at short notice
To see regular GP need to have appt made by GP in advance
Booking appts can be very difficult and a reluctance to help on the part of the reception staff can be tangible
A good surgery & always get appts when needed, it's just answering the phone can take a while
Not always able to see doctor of choice, also you cannot specify to see a woman doctor, which should be allowed
If the doctor is running late it would be nice to know when waiting how long you are looking at to tell employers, etc.
It is a shame the early morning surgery has had to be discontinued as I am sure it proved very useful to those who are working
I would prefer to be seen by the same doctor each time
Not always able to see doctor of choice, also you cannot specify to see a woman doctor, which should be allowed
Maybe improved notice if doctors are running late
4 weeks+ wait
Can be frustrating trying to get an appt out of office hours. I work in Huddersfield and need an appt at either end of the day. Disappointed to
see the walk-in sessions ending
Have to wait at least 4 weeks to see a doctor of choice
A long wait to have a female appointment
Really struggling to see a lady GP or any GP I prefer - being told there are no appointments in the next month!
Electronic appointments would be better if the system worked well
Electronic appointment as an alternative - I would not like to lose the old system
Computerised booking system should be possible in today’s world
Would be nice to have electronic appts where we could chose our doctor & select which area of illness we were concerned about (back,
headaches, etc.)
The appt system seems very confusing and the staff are just as confused
Making appts with specific doctors - having to go into the 'little room' and leave a message for that doctor seems ludicrous

The telephone system cannot always cope - the only way to get through is to attend the surgery in person & make an appt. The appt system is
unfriendly
When wanting to see a particular dr I have been told they are fully booked for 2 wks and they could not book beyond that - so in effect I was
not able to see dr of choice. I was forced to see another which from my point of view was not satisfactory and I felt very let down by the surgery
It is seldom that I need a 'same day' appt but when I have, sometimes it worked extremely well, other times I found it most unsatisfactory as
there was only 1 appt offered in 20 mins and I have a 30 min walk to get there - I asked for a later time and there was none
Shunted from doctor to doctor - long wait to see doctor
No appointments
Difficulty getting to see the same doctor
You can never get in with a named doc, appts are never available when you ring up for any doc
Always booked up weeks in advance
Internet appointments - always seems to be long waiting time to even see a nurse is 2 weeks
When you ring it has to be an emergency
Long wait for appointments
I never get appointments when needed
Limited release of afternoon appointments causes difficulty for people who work
Takes ages to get an appointment - up to 6 weeks
Unable to get an appointment for the day you require it
It should be easier to make appointments within the following week and between 2 to 4 weeks ahead with a specific doctor
Sometimes not easy to obtain a forward appointment for the following week
It would be good to see the doctor of choice but I know that's not always possible
2 months wait to see GP of choice
Getting appointments has become a lot harder since I registered in 2009. Getting through on the phone can be very difficult, especially if you
work full time
Very difficult to get an appointment when working full time & never seen doctor of choice in a million years
Access to make your own appointments via the internet would be a great improvement
Appointments never on time and no explanations
Very disappointing access to appointments with doctor of choice - too long a wait for such appointments
Can't make an appointment that is convenient - have to take what you can or ring for that day or the day after
Appt system is very frustrating especially for contraception, getting to see female dr in appropriate timeframe was impossible
OK getting urgent appointments but difficult getting ones in several weeks time or with a female GP/GP of choice
Usually a long wait if want a particular doctor
Duty doctor appointments - why can’t patients know who the duty doctor is?
On several occasions have waited an age for appts line to be answered to be told I have a choice of 1 slot. Working full time it is hard enough
to ring within the specific hours.
I'm then required to call back in the vague hope of an appt time becoming available that I can actually get to. Could the appt 'releasing' system
be revisited in order to at least provide am/pm choice?
Travel clinic appointments are difficult to access - long lead time to get in
When ringing for an appointment have waited up to 30mins to be answered
Often waiting on the phone for 15 mins
I was told once that I was not able to ask for a female GP and had to see who was available. This is very wrong and I believe unacceptable
FACILITIES/ACCESS
Toilets were in need of a clean when I last used them
Hand dryers are too close to the toilet - I always accidentally turn it on .
The gents lavatory could be better
Noticed several broken flags previously
Access road to Practice can be slippy/icy in winter, but generally OK
Toilets could do with a spruce up
Toilets are always dirty
Not enough disabled places for cars
A little cold for some
Toilets poor
Early morning surgery was a good service for people who work
Sometimes it is quite cold
Car park not very well laid out and dangerous when icy
Toilets could do with updating
Toilets (Ladies) not always clean
Ladies toilet not cleaning, more efficient hand dryer or paper towels
Childrens play area needs a lot of updating - old, tired, dirty toys. I handed in newly cleaned toys which have never been put out
Public transport dropping off at far side of main road
Getting through on the phone

Transport - distance from Wrenthorpe bus stops
Plants look a bit sad
When queuing at reception there is no privacy
Toilet could be better - needs updating
The road entrance can be difficult to access, especially at busy times
Why do you close for lunch? Other surgeries don't. Why can’t lunches be scheduled at different times so it can stay open?
I would find it better if you had a lunch time opening for picking up prescriptions and the surgery is closed
When bad weather snowing in the car park could do with gritting as I get stuck in car park and no one helped. If this was an elderly pt what
would they have done?
Ladies toilet always not very clean
Uneven paths
Dead plants – grim
Toilets are not always great
Good parking, bad traffic (but not your fault) not sure about public transport though
Would like to have a radio on - background music
I like this surgery because everything is so clean and also new
Toilets are disgusting - light fixture
Although there is a bus stop opposite the surgery, it is not safe to cross the road. I have tried walking back to the junction but I am too nervous
to cross
Always tidy and clean
Very pleased with car park and pharmacy - I am a new patient
Crossing the road to get to the surgery - it is a very busy road
The in-road & path rather steep when icy or snowy, otherwise OK
No right turn from A650
Sometimes freezing!
In winter, car park is full of ice
Clean and modern
May not be so easy to get to if disabled (up hill)
Everything you could possibly need
Conversations at reception are easily heard by everyone! (No privacy)
Need a separate reception room or 'hatch' before reaching the waiting room
Play area should be separate, chairs could be more comfortable and in rows, reading material is poor and out of date
Sign says 'Don’t press buzzer' but no button to open door
Information discussed at reception could be more private
Dated
Very open when discussing issues at reception
Clean and tidy
Clean and comfortable
Clean, no litter, magazines to read
Too far, £10 taxi there and back
Flickering light in childrens play area. Some childrens artwork in the surgery would be welcome and some more plants
Problems with access - Training Days
I think the reception area should be more enclosed or away from the waiting area
Some parking spaces very narrow and also difficult to turn cars around
A designated area with a door for test results or a printout so confidence can be obtained
Toilets and child area seem grubby, especially the toilet in the nurse corridor
POSITIVE COMMENTS
I find the service the doctors provide to be very high quality
You couldn't find any better
Have been with the Practice for nearly 40years and have had excellent service for myself & my family
All the doctors and staff are very nice and friendly
I feel the surgery is run very well. I have a family with 3 young children & we always are able to secure an appointment on the same day
Compared to other doctors, I think it offers a good service
Constantly caring surgery, 45 years a patient
All are exemplary
I have no complaints whatsoever, you all do a brilliant job, this is the best surgery I have ever been with
The whole surgery satisfies my needs also all doctors are very approachable
The Practice is very well run - although a little stern
I find this surgery very helpful and friendly

Overall I'm happy so far, I had no problem joining and I did manage to get an appt in 2 working days time
I have cancer and see the same doctor by appt (made by her) excellent
This is a very good Practice and I have never experienced any major issues, staff always polite & helpful
An excellent well run surgery
Excellent service
First class
Excellent service
Nothing could be improved, thanks x
Wonderful!!!
Everything good!
No problems
Excellent !
I love this place :)
Very pleased with doctors, etc., good!
Absolutely no complaints with the surgery - excellent service
I have experienced very good service at the surgery. Like others I have found it hard to see a particular doctor, but the others have been very
helpful
This surgery is by far the best I have ever come across, I am yet to come across a dr or service where I can say that 100% has not been given
- excellent service
The care my family and I receive is personal, caring and reassuring
Always a pleasure to be treated here
I have been using this Practice since I came to Wakefield in 1973. The treatment I have received has always been very professional
OTHER
Warfarin cannot be ordered over the phone, I have to visit the surgery with order
Would like to see extra services such as podiatry offered here and choose & book for hospital appointments
To not have to explain your medical problems to the desk staff to be able to get an appt with the doctor
For drs to offer continual follow-ups for longer term illness e.g. depression, as sometimes feels like you're left to fend for yourself and no-one is
monitoring you regularly to check up
Some notices aren't big enough to read from where I'm sat
Sometimes I find it hard to get through on the phone
My 2 young children enjoy going to the doctors!
Not treated holistically - probably due to lack of time and different GPs
Can hear people in the interview room at times
At times I have been told I would be contacted when information was received. Every time I have had to ring and chase this up myself. The
same with any referrals - I have had to chase these several times before they are completed
Quality of advice is good - it's actually getting an appointment that is the problem!
Don't like having to give address at reception - it’s too public
The surgery feels as though it is run to the convenience of the staff who work here with the patients' needs being secondary - it is not a
particularly pleasant feeling to evoke
Patients should not be asked to state their address out loud
Sometimes it is very hard to get through on the phone
Routine office practices - recording of test results very frequently not done
Some times a long wait for the phone to be answered
Waiting on the phone - could give idea of waiting time i.e. in queue, 10 waiting
It can be very difficult to get through on the telephone & it is not always easy to see the doctor of your choice
Phone not picked up on many occasions
Sometimes a long wait for the phone to be answered
Wrong prescription more than once
Difficulty getting through on the phone
Too long between the consultants for medication and finally getting it at the drs
It sometimes takes too long for the phone to be answered
Telephone answering - need more telephonists
Switchboard always too busy - get more staff
Need more human resources as you are obviously very busy
Phone - prescriptions fine, appointments can never get through
More in depth information to underlying causes of my illness and any remedy to cure or see specialist if required
I am disappointed that the Practice does not offer NHS Health Checks in line with national requirements. This is a preventative action and can
enable me as a patient to look after my health better. Other Practices do offer this
It would be better if you have an ongoing condition to see the same GP
I object to having to pay whilst waiting to be connected

