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Woodland Medical Practice Patient Participation Group 

The group was established five years ago and is run by the PPG Volunteers. The Woodland 

Medical practice Patient Participation Group (WMP PPG) is run by a group of 8 volunteers who 

are registered with the Woodland Medical practice.  

In addition to the volunteers, the Practice Manager and one GP attends our quarterly 

meetings to ensure that decisions taken, actions agreed and information exchanged is in the 

best interests of our patients and implemented as quickly as possible.  

The group always welcome new members, so we would like to invite anyone who is prepared 

to join us to make up the numbers and work toward improving communication between the 

practice and Patients and ensure the services delivered truly meets the needs of our patients.  

If you are interested please, in the first instant, contact the Practice Manager on 0844 815 

1999.  

The members of the group agreed the terms of reference and elected a chairperson and 

secretary to take the minutes of all the meetings. The group produce a quarterly newsletter 

which is published on the Practice website, distributed in the patient waiting room and on the 

PPG notice board in reception. Around 150 copies are distributed to the local library, leisure 

centre and pharmacies within the practice boundary. 

The group also attend and contribute to the local Optimus PPG meetings which are attended 

by six local practices where information is discussed and exchanged. 

The group attend the practice flu clinics and regularly run coffee mornings during these 

periods to raise funds for the practice. The group supply all new born babies to the practice 

with a baby blanket which are all hand made by the PPG volunteers. By the summer of 2014, 

the group will have made 300 blankets for new born babies within the practice. 

Feedback-  Should you have any ideas, suggestions or requests about the content of the 

“Woodland News” or the activities of your PPG, please use the facility on our blog (which is 

advertised on our website) or drop them off at the practice reception in writing please – 

F.A.O. Woodland Medical Practice PPG. Your name and contact details are of course 

optional.  

We would like to know how we can improve our service to you and how you perceive our 

surgery and staff.  



To help us with this, we have set up a patient representation group which currently has 207 

members so that you can have your say. We will ask the members of this representative 

group some questions from time to time, such as what you think about our opening times or 

the quality of the care or service you received. We will contact you via email and keep our 

surveys succinct so it shouldn’t take too much of your time.  

We aim to gather around a two hundred patients from as broad a spectrum as possible to get 

a truly representative sample. We need young people, workers, retirees, people with long 

term conditions and people from non-British ethnic groups.  

If you are happy for us to contact you occasionally by email please complete the sign up form 

on our website and complete all the fields. Alternatively you can download and hand in at 

reception. 

 

PPG member profile 

Patients can continue to join both our Patient Participation group and Patient reference group 

which can be accessed via our website www.woodlandmedicalpractice.co.uk or patients 

can sign up to either groups by visiting the practice where an application form can be 

obtained from reception. There are currently 210 members of the PRG. 

All new patients joining the practice are invited to join either groups and information is 

enclosed in the new patient packs.  

The Patient reference Group are contacted via email or post occasionally for feedback on 

patient surveys and ideas for the practice. 

 

 

 

 

 

 

 

 

 

 

 

 

 



Below is information regarding our Patient Reference Group (PRG) 

 
 
How often patients on the reference group attend the practice 

 

The PRG is represented by a high amount of patients who regularly attend the practice 

 

 

Gender 

 

Our group is represented by a fair mixture of both male and female patients 

 



 

 

 

 

 

Ethnicity – the practice has a predominately White British list. We have tried to actively encourage 

patients from other ethnicities to join the group by advertising in reception and current members 

of the PPG trying to encourage participation in the patient waiting room explaining the role of the 

PPG and PRG to encourage patients to join either groups to ensure we have a fully represented 
group. 

Invitations to join the PPG/PRG are put on the JAYEX board and the PPG noticeboard inviting all 
patients to join both groups. 

Sign up forms in the practice waiting room and on the practice website. 

 

 

 

 



Age  

 

The above graph shows that all age groups are represented within the practice. 

 

 

 

 

 

 

 

 

 

 

 

 

 



Preparing for the patient survey questionnaire 

The patients of the Patient Reference Group (PRG) were sent an email on 5th September 2013 

explaining that the practice were planning their next annual survey and to ensure that the 

practice asked the correct questions on the survey, patients were asked what they thought 

the practice prioritise should be regarding the services provided. A poster was also displayed 

in the waiting room asking for questions to be placed in the comments/suggestion box on the 

reception desk. We asked the Patient Participation Group (PPG) for their suggestions and 

comments. Anyone who had signed up for the text messing service were notified that they 

could contribute either via email or in person in the waiting room. This ensured that patients 

without internet access could also have their say on the design of the survey. We asked 

patients what they thought were the most important issues on which we should consult our 

patients.  Example subjects to consider were given on Clinical care, CQC, getting 

appointments, reception issues, practice opening times, telephone system, parking and any 

other reasonable suggestions. Patients were asked to reply to the Practice Manager by 30th 

September 2013 in order to devise the new patient survey. A copy of the survey from the 

previous year was enclosed for comparison. Copies of the previous year’s survey was given 

out in the practice over the course of one week where patients in the waiting room were 

asked for their opinions on the current survey and suggestions on what they would like 

included in the new survey. Around 25 replies were gathered from the practice waiting room. 

The Patient Participation Group met on 10th September 2013 at Woodland Medical Practice, 

there were 7 members of the PPG present, during this meeting all members were made 

aware of the email which had been sent to the PRG and the deadline for suggestions. 

A reminder was sent on the 27th September to all 207 members of the PRG to remind them 

that the closing date for any suggestions was 30th September and if they hadn’t already 

replied, and wished to still do so, to please send in their suggestions before the closing date. 

The practice received minimal response to either emails. 

On the 30th September 2014, the Practice Manager sent an email to all PRG members 

thanking them for any suggestions they had made to be included in the survey. She advised 

that out of 207 members, only 21 patients had made any suggestions on how the patient 

survey could be improved or suggestions on what could be included. They were advised that 

they would be contacted again over the next few weeks with a draft survey for their approval. 

Patient suggestions were collated and discussed at a practice meeting with staff members 

and the GP’s. The draft survey was distributed to patients on the PRG by email on 22nd 

October 2013 and copies placed in the patient waiting room for further suggestions and 

confirmation by patients that they were in agreement with the survey. We asked for any 

further questions to be included or if patients were happy with the current draft survey, we 

asked for their agreement to implement. We advised that we would like replies no later than 

22nd November 2013. The final survey would be agreed at the Patient Participation Group 

meeting on 3rd December 2013 to be held at Woodland Medical Practice. The agreed survey 

would then be distributed to all patients on the PRG and in the waiting room in January 2014. 

The practice Manager had emailed all patients who had also signed up to the text messaging 



service advising them that the practice survey would be available on the website and in the 

waiting room if they would like to participate. They were also asked to contact the practice if 

they would like a survey posting out to them. The practice has tried everything possible to 

capture all patients’ opinions.  

On 8th November 2013, the Practice Manager emailed the chair of the PPG the draft survey 

for discussion on the 3rd December. This was distributed to all members to ask their 

approval/disapproval if they would be unable to attend the meeting. She advised the group 

that the draft survey included the few suggestions which had already been made from the 

small amount of patients either via email or from the waiting room response. 

A meeting with the PPG members was held on 3rd December 2013 were there were 7 

members from the PPG, the Practice Manager and Dr Bailey in attendance. As a result of the 

draft survey, it had been agreed to amend Questions 5, 10, 15 and 22. The next PPG meeting 

was arranged for 6th March 2014 to discuss the results of the Patient Participation survey and 

form an action plan for the forthcoming year. 

The Practice Manager emailed the PRG on 9th January 2014 thanking them for agreeing to 

give their views on how the practice was doing. She advised them to follow the link on the 

practice website to the survey and to answer all the 24 questions. The patients were advised 

that the survey would close on 31st January 2014. 

The PPG group attended several sessions at the practice over a two week period in January 

2014 to hand out surveys in the waiting room. They chatted to patients and gathered the 

surveys and asked for patients opinions on good and poor aspects of the practice. They 

received a very good response with over 180 replies from patients. The Practice Manager 

again sent text messages to patients through the clinical system to advise patients on how 

they could obtain a copy of the survey and the closing date for replies. 

A reminder email was sent to the PRG on 22nd January 2014 to remind them of the closing 

date for completed surveys was 31st January, a poster was also put in reception to advise any 

walk in patients, a text message reminder was also sent to anyone signed up for the text 

message service. 

The total of 292 replies were collated and sent out to the Patient Reference Group asking for 

their contribution to an action plan for the forthcoming year. The outcome of the survey was 

discussed at the PPG meeting on 4th March 2014.  

 

 

 

 

 

 

 



Below is a summary of the findings: 

 Results of the Woodland Practice Survey 2014 

 

POSITIVES 

Friendly service, understanding GPs who listen, easy to talk to, etc.                                                                          

Being able to get same day appointment or call back  

Being able to book appointments on line                                                                                                                                                               

Easy access to GPs, able to access own (preferred) GP                                                                                                                      

Getting prescriptions on line                                                                                                                                               

Helpful reception                                                                                                                                                                  

Patient Booking in system                                                                                                                                                                     

Early evening appointments                                                                                                                                                                          

11am sit and wait service                                                                                                                                

ability/professionalism of staff                                                                                                                                                    

clean and tidy                                                                                                                                                                       

referrals to specialists                                                                                                                                                            

efficiency                                                                                                                                                                                 

punctuality of appointments                                                                                                                                                           

Quality of care                                                                                                                                                                         

Range of services                                                                                                                                                                        

Dr xxxxxxxxxxx 

 

NEGATIVES 

Difficulty in getting appointments                                                                                                                                           

The 0844 phone number 

Attitude of some receptionists/ asking questions/can be overheard                                                                                                  

Car parking                                                                                                                                                                      

Prescription errors                                                                                                                                                                      

Getting an appt. on internet                                                                                                                                  

GPs and computers                                                                                                                                                                        

Disabled parking space by bushes                                                                                                                                           

Nurse appointments not on internet                                                                                                                                                

No email access to practice                                                                                                                                                         

Sit and wait later in day not available                                                                                                                                 

Evening appointments                                                                                                                                                                    

Medication reviews                                                                                                                                                                        

Being able to see same doctor                                                                                                                                                                     

If appointments running late there should be a way of informing patients                                                                     

DNAs (patients who book appointments and do not attend, especially same day 

appointments.)                                                                                                                                                                                                           

48 hour prescription wait                                                                                                                                                                   

Choose and book (no choice given)                                                                                                                                       

Cold draft from door                                                                                                                                                                          

11am. sit and wait,  length of time kept waiting                                                                                                                             

Practice nurse attitude                                                                                                                                                              

Dr XXXXXXXXXX 



 

Woodland Medical Practice 
Patient Experience Survey 2013/2014 

  Number of Responses: 292 

Patient Experience Survey 2013/2014 

Dear Patient  
Thank you for taking part in this short survey to help us understand your needs 

better and improve our service further. Please answer all the questions. NB, the 

scoring levels are 1 = low, 10 = High  

Q1. Taking everything into account, how would you rate the service we provide 

overall, on a scale of 1-10?  

1  1% 

2  0% 

3  0% 

4  0% 

5  3% 

6  3% 

7  10% 

8  27% 

9  21% 

10  31% 

No response  4% 

 

 
Q2. What do you believe is the single most positive aspect of our service?  

Just a handful of replies from the survey: 

 Friendly and quick service.  

11 to 12 Sit and Wait for same day appointments  

 A friendly doctor  

ability of staff  

 Ability to be able to order prescriptions on-line is definitely a positive.  

Ability to see or talk to a gp when necessary  

Able to see the gp you want.  

Able to talk to Doctors and nurses, they take time to listen.  

 access to doctors easily  

Access to own GP  

All good  



All staff polite  

 Always ready to help  

Always able to get a same day appointment or call back this is very reassuring especially with 

children.  

 Always clean and tidy  

 Always get an appointment for my children  

 always get an appt when needed  

 Always have a doctor ring back  

 Always very friendly towards patients, helpful, relaxed atmosphere  

always very helpful  

 appointments on time  

Approachable doctors and friendly staff.  

attitude to patient 

 Availability and a spread of opening times.  

being able to book appointments online and get prescriptions  

 Being able to book appointments six weeks in advanced  

 Being able to book appts in advance on internet. Doctors also communicate well  

 Brilliant doctors who will always help you with everything that you need help with.  

 

Q3. What do you believe is the single most negative aspect of our service?  

General replies as follows: 

0844 telephone number + automated telephone system  

 48 hour prescription clearance  

 Ability to make appointments on the day.  

 Appointment system  

 appointments at short notice, i.e. that day. Choose & Book - no choice given. Phone service 

in the morning.  

as A comment only, the only negative is the parking but I know this is unavoidable so I offer 

it as a comment only  

 At 8am almost all appointments are always gone which is disappointing when u have 

children that need to be seen  

availability of appointments < 

 Booking appointments at short notice unless deemed as 'emergency'.  

 

 Busy phone lines when trying to book an emergency appointment. I understand the reason 

for this though  

COST OF PHONE CALLS  

 

 Cost of ringing the surgery when you only have access to a mobile phone.  

Delay in being able to see a practitioner for a non-urgent appointment 

 

Q4. Do you believe our overall service is better or worse than 6 months ago?  

Better  21% 

About the same  68% 

Worse  1% 

No contact in last 6 months    7% 

No response  3% 



 

 
Q5. How satisfied are you with being able to book an appointment more than 48 

hours and up to two months in advance with your GP?  

Not very satisfied  16% 

Satisfied  47% 

Very satisfied  33% 

No response  4% 

 

 
Q6. How satisfied are you with getting through to the practice on the telephone?  

1  7% 

2  4% 

3  5% 

4  6% 

5  10% 

6  7% 

7  12% 

8  18% 

9  11% 

10  14% 

No response  6% 



 

 
Q7. On average at what time do you contact the practice by telephone  

8am - 9am  77% 

After 9am  17% 

No response  6% 

 

 
Q8. Whilst both are important, which do you rate higher?  

Getting to see your regular GP  61% 

Choice of appointment time  35% 

No response  4% 

 

 



Q9. Are you aware that GP appointments are offered outside of normal opening 

hours until 8.30pm one night per week at Woodland Medical practice? Please see 

our website for further information.  

Yes and I have used this service  16% 

No, I was not aware  51% 

Yes, but I have not required this service    30% 

No response  3% 

 

 
Q10. Think about the last time you tried to see a GP fairly quickly. We offer a Sit 

and wait surgery at 11am each day or a GP call back service for anything which is 

deemed urgent Were you able to see a GP on the same day or within 2 weekdays?  

Yes  80% 

No  10% 
No response  10%Type	equation	here. 

 
Q11. On a scale of 1-10, how would you rate the service offered by our reception 

team and how high do you feel the level of courtesy is perceived?  

1  1% 

2  1% 

3  0% 

4  2% 

5  5% 

6  4% 

7  9% 

8  16% 

9  20% 

10  36% 

No response  6% 



 

 
Q12. How do you rate the service of your GP's at the practice?  

1  1% 

2  0% 

3  1% 

4  2% 

5  1% 

6  1% 

7  3% 

8  14% 

9  20% 

10  51% 

No response  6% 

 

 
Q13. GP practices sometimes refer patients on to other health specialists or other 

health and social care providers, e.g. hospital and consultants. Has this happened to 

you?  

Yes, and the referral process worked well  70% 

No, this has not been necessary  20% 

Yes, but there were problems with the referral process       6% 

No response  4% 



 

 
Q14. How long after your appointment time do you normally have to wait to be 

seen?  

I am normally seen on time  5% 

Between 5 minutes to 15 minutes  67% 

15 minutes to 30 minutes  23% 

More than 30 minutes  1% 

No response  4% 

 

 
Q15. The Practice has a very high DNA rate for patients not cancelling unwanted 

appointments. Are you aware that the practice offers a free reminder service 24 

hours before your appointment by text message to your mobile phone?  

Yes, I use this  45% 

No  14% 

Yes, but not required       38% 

No response  3% 



 

 
(Note: If you would like this service apply on-line or ask at reception) 

Q16. How often do you access the practice website and what for?  

Replies: 

Whenever repeat prescriptions are required.  

3 months repeat prescriptions  

 3/4 times a year but I do order my repeat prescriptions on line  

 4-5 months for routine appointments  

 About 10 times a year mainly to reorder medication .On occasions to book an appointment 

Access is monthly and for recording meds and appointment booking  

annual check-ups and injections  

 Didn’t know you had one  

 do not  

Don’t  

don’t access at all  

 

---Q17. To help us analyse your answers please tell us a few things about yourself:  

Are you male or female?  

Male  37% 

Female  61% 

No response  2% 

 

 
 



What age are you?  

Under 16  0% 

17 - 24  7% 

25 - 34  8% 

35 - 44  12% 

45 - 54  15% 

55 - 64  17% 

65 - 74  21% 

75 - 84  13% 

Over 84  1% 

No response  6% 

 

 
What is the ethnic background with which you most identify?  

White British  95% 

White Irish  0% 

Black British  0% 

Mixed White & Black Caribbean  0% 

Mixed White & Black African  0% 

Polish  0% 

Lithuanian  0% 

Mixed White & Black Asian  0% 

Indian  0% 

Pakistani  0% 

Bangladeshi  0% 

Black Caribbean  0% 

Black African  0% 

Chinese  0% 

Other  0%  No response  5% 

 



Are you 

Employed  30% 

Retired  31% 

unemployed  13% 

student  1% 

No response  25% 

 

 
Q.18. How would you describe how often you come to the practice?  

Regularly  29% 

Occasionally  51% 

Very Rarely  17% 

No response  3% 

 

 
Q19. How clean is our practice?  
Very clean  76% 

Fairly clean  20% 

Not particularly clean  0% 

Not clean at all  0% 

How can we improve this  0% 

No response  4% 

 

always clean. Nothing to add.  

--- 

Attention to detail  

--- 

background music or TV  

--- 

 Changing decor and carpets.  



--- 

 I CAN FIND NO FAULT WITH IT. IT IS ALWAYS CLEAN AND TIDY  

--- 

 I don't think it needs improvement it is at the moment excellent.  

--- 

 If there was a way to dull down the noise from kids play area  

--- 

 It needs modernising  

--- 

 It’s difficult when there are buggies coming in and out.  

 

New chairs and carpet, fresh paint to cover marks on walls bigger notice boards to fit all 

notices on neatly  

 

 

Q20. Are you interested in learning more about our Patient Participation Group? If 

yes, see the practice website for more details and send us an email. Alternatively, 

make a note here of your name and telephone number and we’ll contact you.  

 

Responses: 

No I am not interested.  

--- 

 No thank you  

--- 

No thank you not at the moment.  

--- 

 No thank you.  

--- 

 No thanks  

--- 

 No thanks you  

--- 

 no!  

--- 

 No.  

--- 

not at the minute  

--- 

 not interested  

-- 

Yes  

 



 

Q21. Would you recommend the practice to family or friends.  

Yes  91% 

No  4% 

No response  5% 

 

>> Appointments you can’t book, a appointment for next day << 

--- 

>> get a better telephone service << 

--- 

>> Have done this for friends moving to the area << 

--- 

 I said yes because GPs and nursing staff are excellent. Being able to make an appointment 

needs great improvement, although unsure how.  

--- 

 It would depend what they wanted. I would recommend some of the doctors at Woodland 

Medical Practice for certain things but I have received bad service by others. A friend was 

recently talking about registering with a local practice but the thing that swayed her away 

from Woodlands was the premium rate phone line.  

--- 

more training for receptionists. Smile more  

--- 

 Ringing to book an appointment, you can be on the phone for up to 20mins and as it’s a 

0844 number it costs a fortune to ring  

 

staff attendance needs to be higher and also a better quality of care.  

--- 

 Telephone contact is long & laborious, also costly. << 

--- 

 The reason is that wanting an appointment of the very day you are ill is very difficult as you 

can phone @ 7:58am and surgery not open, you can dial immediately and then be 7th in the 

queue and by the time you get through all official appointments have gone. My family 

members resort to the drop in centre in Monks Road rather than mess about with your 

surgery. I wouldn't change but I can't honestly say the system is "great". 

--- 

 waiting times/cannot be helped at times reception staff nosey and sometimes rude  

--- 

 

 

 
if No, please give suggestions on how we can improve our service. 

 



Q22. Do you think the practice has sufficient parking facilities including disabled 

parking  

Yes  38% 

No  55% 

No response  7% 

 

1 disabled bay but goodness knows where you'd put more parking as you don't seem to have 

land around to expand anyway. 

--- 

Although you can always park at the shopping centre.  

--- 

 Because the car park is too small and has disability access.  

--- 

 but overall the parking is insufficient for the size of the practice now, one may not be 

disabled as such but may have difficulty in walking far.  

--- 

 But there is the precinct parking nearby, which is fine if you turn up in plenty of time. << 

--- 

 Can always use main shopping car park  

--- 

 car park always full when I have attended an appointment early morning. I cannot comment 

on later in the day. Fortunately I do not need a car to attend. I use my bicycle. Bicycle rack 

always empty.  

--- 

 I can only speak for myself and never had a problem with parking  

--- 

 I have always managed to get parked but there are not lots of patient parking  

--- 

Many people park at shopping centre. I live very close by but if I was very poorly, or had an 

injury parking could be difficult.  

--- 

 

 

 
 

 

 

 

 

 

 

 

 

 



Q23. Are there any further comments and suggestions you have? Please note in the 

space below  

another disabled space  

--- 

 Appointments should not be classed as emergency or routine. illnesses do not warn us they 

will occur and some things happen that you need to see GP for when a day will do or fitting 

appointment around work or other commitments is necessary and this is not an option. 

Online services are great, e.g. repeat prescription requests etc. But, it has a 

comments/additional request box which i have filled in on multiple occasions which on all 

times has been ignored so my request is dealt with incorrectly, thus wasting more time. If 

staff takes time to read and do the job properly in first place effiency would be improved. << 

--- 

bigger car park  

--- 

 Get rid of the expensive telephone number.  

--- 

 Good job keep it up  

--- 

 I am a military family background and due to husband Jobs have had many gps But I would 

like to say this is far the best surgery I have ever been to And have seen 2 gps in the practise 

Dr usher and bailey And nothing is too much trouble they listen And what's more never make 

u feel you are wasting their time. 

 

 I am not happy about using a 0845 number to contact the practice it costs a lot of money 

and one one occasion my mobile bill was £10 because I was in a queue waiting to get 

through to reception. I think it is disgraceful that patients are expected to contact the surgery 

on this number as the most users are vulnerable and on benefits. << 

--- 

 I get very annoyed to be asked 'is it an emergency?' when calling for a same-day 

appointment. For an emergency I would go to a&e. If I'm calling to ask for a same day 

appointment it's generally because I would like either myself or my children to see a Dr 

sooner rather than later for something that is currently causing a concern . I understand that 

I can book appointment weeks in advance if I need to but one does not always have such 

advanced notice of illness. << 

--- 

 I HATE the screen that flashes up my name and who I am about to see, this is not in line 

with keeping my (and others) details confidential. What about some sort of code, initials, 

there is no privacy when making an appointment, or having discussed detail/ why the 

appointment is needed either in person or on the phone at the reception. Everything is 

overheard by all waiting. Trying to get an appointment is often very off putting and traumatic 

in itself. Sometimes you have a very limited time to make an appointment i.e. whilst at work. 

Ringing up is VERY time consuming as you have to keep constantly ringing a 0845 no. (costs 

a fortune on most mobiles) early first thing in the Morning. Change the number please! On 

line booking is useless unless you have internet access at the time and place you are in. 

Quite honestly often I don't even bother unless something is causing me extreme concern or 

worry, or I need a referral or an occasional sick note required by my work. Having said all 

that I feel very confident in the GP's. Nurse staff their work practice and wouldn't like to go to 

someone else. I can’t praise them highly enough.  

 

 I have found the Nursing staff very caring and helpful.  

 I have nothing to say on this question.  

 

 

 

 

 

 



Q24. Is there any information you would like which is currently not available in the 

practice. 

Details of "Where a walk in clinic" is operating if you can't get to see a GP in your practice.  

 

 A direct 01522 telephone number  

 

 Are there any check-ups over 40's need?  

 

 As I only see the doctor when necessary some questions are not easy to rate. I can only say 

I find the service every one gives is very good.  

 

Choose and book info  

 e-mailing for results & appointments  

 

Find it very off the practise nurses cannot ring patients back. One a few occasions I have had 

to ring and speak to nurse lady on reception wanted to know problem which I felt was 

private. I requested a call from nurses to be advised this is not practise Find this very odd 

And nurses on both times I have seen them don't come across very friendly Not sure if you 

offer a Nurse triage  

 

If there was a way of booking nurse appointments on Internet. Also to view any test results 

so as not having to make an appointment to see the Dr If results are clear.  

 

No  

 No can’t think of anything at this time. 

 

 

 

Thank you for completing our patient survey, we will contact you will the results! 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Practice opening hours advertised on the practice website and in the waiting room 

Opening Times  

  Times  

Monday  08:00 - 18:30 

Tuesday  08:00 - 18:30 

Wednesday  08:00 - 20:30 

Thursday  08:00 - 18:30 

Friday  08:00 - 18:30 

Weekend  closed  

Extended hours  

One evening per week we offer appointments up to 20:00 please contact reception 

for details. These are by appointment only. Whenever possible please use these 

extended appointments if you cannot get during the day.  

 Bank Holiday Closing            

Friday 18th April 2014  

Monday 21st April 2014  

Monday 5th May 2014  

Monday26th May 2014 

Monday 25th August 2014 

 

 



 

 

When We Are Closed 

When the surgery is closed our telephone system (0844 815 1999) will give you the 

number of Lincolnshire Primary Care Trust out of hours service.  

This service looks after about 100,000 patients and is based at Lincoln County Hospital. You 

will be able to speak to a healthcare professional who will either offer advice, give you and 

appointment to be seen at the emergency centre or (if absolutely necessary) visit you at 

home. 

Accident and Emergency: the nearest accident and emergency department is at Lincoln 

County Hospital, Greetwell Road, Lincoln, LN2 5QY. 

NHS Walk-in Centre 

The nearest to this practice is Lincoln. The address is 63 Monks Road, Lincoln, LN2 5HP.  The 

Centre is run by NHS nurses and you do not need to make an appointment. Their services are 

however limited. Contact telephone number: 01522 5228153 

Emergency service 

In the case of urgent need when the practice is closed you can call 111 to 

speak to a triage nurse. Your needs will be assessed and advice offered or 

arrangements made for you to see a doctor.  

Please do not ask to see a doctor out of hours unless you genuinely cannot wait until the 

surgery re-opens. 

Call 999 in an emergency. Chest pains and / or shortness of breath constitute an 

emergency.  

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Suggestions made from the survey discussed at the PPG meeting on 4
th

 March 2014 

 

1.Parking – more disabled spaces, more parking generally 

 

2.Read and act on comments/suggestions in box 

 

3.Change Telephone number to a local one, not 0844 

 

4.Being asked if need for appointment, i.e. emergency 

 

5.Screen flashing up name not confidential, talking to receptionist can be overheard, lack 

of privacy. 

 

6. Prescription reordering. 

 

7. Text messaging service to GP’s 

 

8. Log on at 8.00 to book appointment on internet. 

 

9. Modernise waiting area, TV screen 

 

10. More toys in waiting area 

 

11. More information available 

 

12. Saturday appointments 

 

13. Charge patients for appointments and credit them when they attend. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Results of Meeting held 4
th

 March with the PPG 

 

1. Not feasible as no spare land available for parking 

 

2. No suggestions/comments in the box in the last 6 months 

 

3. The telephone number will be looked at in the next 12 months 

 

4. This is a request of the GP’s 

 

5. No other way of calling patients.  

 

6. 48 hour prescription re-ordering is used by all practices 

 

7. Text messaging GP’s is not practical or available and would cut down on amount of 

appointments available on the day. 

 

8. Patients logging on at 8am would create duplicate bookings 

 

9. TV screen unavailable due to lack of sponsors 

 

10. More toys risk a higher infection rate 

 

11. More information will be published in the reception foyer 

 

12. The practice used to open on Saturdays and this was deemed not cost effective 

due to insufficient demand 

 

13. Currently not part of the CCG plan 

 

 

 

 

 

 

 

 

 

 

 

 



 

Proposed Plan for 2014/2015, timescale and who responsible for actioning 

 

1. Privacy queue in reception to encourage patients to keep their distance for 

confidentiality. 

Action: 6 months – Practice Manager to try and obtain a queuing line simlar to 

ones used in post offices/bank. 

 

2. Further painting of the surgery. Action: 6- 12 months, Practice Manager to discuss 

with the GP’s and form an action plan. 

 

3. Revert to a possible 01522 telephone number – Action: GP’s to discuss and amend 

within 6 – 8 months. 

 

4. Free standing leaflet holder for easy access – Action: Administration Manager to 

obtain and organise leaflets in foyer – 6 months. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

After the PPG meeting on 4
th

 March 2014, the Practice Manager emailed the PRG on 5
th

 

March 2015 informing them of the findings and results of the survey. They were asked to 

comment on the results and action plan and make any further suggestions, if they didn’t 

identify further suggestions, could they agree the action plan. They were advised the closing 

date for this was 12
th

 March 2014.They were emailed the results and the draft action plan.  

 

A reminder email was sent on 12
th

 March 2014 . The Practice Manager thanked the handful 

of patients for their replies to date and reminded anyone who still wished to reply to do so 

by the end of the working day. She advised that if any patient had not taken the opportunity 

to have their say about the findings of the patient survey and given the practice any 

feedback regarding the future plans as a result of the survey, the practice would presume 

that patients were in agreement with the proposed action plan and that the practice had 

their agreement to implement the changes outlined in the results. The patients were 

advised that the results of the survey would be published on the practice website that day 

and copies would be made available in reception for anyone who didn’t have access to the 

website, alternatively anyone wishing for a copy to be posted to them should contact the 

practice. The patients were also advised that the report from the practice survey would be 

published no later than 31
st

 March 2014. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


