
 

New Southgate Surgery 
Local Patient Participation Report 

March 2012 
 

1. Practice Profile and PPG (Patient Participation Group) 
 

New Southgate Surgery has a list size of just under 11,800 patients and has an active PPG, 
which was set up in 2011. The PPG currently consists of 10 patients – 6 male and 4 female. 
80% of the group are White British with 10% Indian and 10% Pakistani. We have 1 member 
aged 25-34, 2 members aged 45-54, 2 members aged 55-64 and the remaining 5 members 
are 65+. The profiles of the Practice and the PPG are compared below; 
 

Age Practice PPG 

Under 16 17.8%  
17-24 8.3%  
25-34 11.8% 10% 
35-44 15.5%  
45-54 15.8% 20% 
55-64 12.5% 20% 
65+ 18.3% 50% 

 
 

                Gender Practice PPG 

Male 49.71% 60% 
Female 50.29% 40% 

 
 
 
 
 

We are conscious that some groups are not represented within the PPG and this is 
something that we plan to address by targeted mailings within our patient list and looking at 
the possibility of setting up a virtual PPG in the hope of attracting a more varied mix of 
members. The group has also suggested that we contact local schools and colleges in the 
hope of encouraging younger people to join. However it was felt that we had made every 
attempt to recruit patients from unrepresented groups. Laminated A3 and A4 posters were 
displayed in the waiting room and by the self check-in screen in the entrance (Appendix 1) 
along with messages on the Jayex Board and forms at the reception desk (Appendix 2). 
Routinely, the doctors were asking patients if they would be interested in joining the group 
and a message was added to the surgery website. Any interested patients were asked to 
complete a form (Appendix 2) and invitations were sent out in November 2011. The meetings 
began in December 2011 and a copy of our terms of reference can be found in Appendix 3 
along with a copy of all the meeting minutes in Appendix 4. 
 

2. Local Practice Survey 
 

Areas of priority were discussed initially at the Partners’ meeting and subsequently with the 
PPG at the meeting in December 2011 and January 2012 – minutes from the PPG meetings 
can be found in Appendix 4. Practice priorities were identified through past patient comments 
about car park access, particularly in winter. Also previous GP surveys highlighted some 
difficulties seeing a GP of choice. We aim to have some planned practice changes resulting 
from the action points developed from the survey responses. Patient priorities were obtained 
through discussion with members of the PPG. The group were asked if they thought the 
areas chosen were key priorities when looking at services and whether or not there was 
anything else that we should be looking at from a patient point of view. They were also asked 

Ethnicity  Practice PPG 

White British 
White Irish 
Other White 
White/Black Caribbean 
White/Black African 
White/Asian 
Other Mixed 
Indian 
Pakistani 
Other Asian 
Caribbean 
African 
Other Black 
Chinese 
Any Other 
Not Stated 

80.64% 
0.21% 
1.73% 
0.12% 
0.09% 
0.26% 
0.26% 
1.32% 
3.16% 
0.80% 
0.06% 
0.47% 
0.08% 
0.30% 
0.24% 

10.26% 

80% 
 
 
 
 
 
 

10% 
10% 



 

to comment on the layout of the survey form, as we wanted to ensure it would appeal to a 
wide range of patients (not too lengthy, easy to read, etc.). The survey was developed 
mindful of future CQC registration, particularly the 16 standards associated with quality and 
safety. Some of these standards are pertinent to the survey. Clearly Outcome 1 – respecting 
and involving people who use services – is paramount to the PPG. Other outcomes 
addressed by the survey include; 

Outcome 10 – safety and suitability of premises 
Outcome 12 – requirements related to workers 
Outcome 13 – staffing  
Outcome 16 – assessing and monitoring the quality of service and provision 

Practice results from the National GP Survey 2011/12 are not available to view until June 
2012; therefore the most recent data for our Practice is 2010/11. Areas that this survey 
addressed are reflected in our survey – specifically access to appointments; getting through 
on the phone; seeing the doctor of choice and satisfaction with care. The survey can be 
found in Appendix 5.  
 

Notices were placed throughout the surgery (Appendix 6) to encourage our patients to 
participate, 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. Members of the PPG volunteered 
their time to come into the surgery for a couple of sessions, over 2 weeks, to encourage and 
help patients to complete the survey. This has proved to be very beneficial.  
 

The online survey was produced using Survey Monkey and the paper copy was produced in-
house. A total of 308 surveys were returned, 54 electronically and 254 paper copies. 
However 11 paper copies were not included as they had not been fully completed. This 
brought the survey total to 297.  
 

The survey results were analysed through collation of paper and online results. The results 
were then discussed at the Practice meeting and the PPG meeting to identify common 
themes. Suggestions were made at the Partners’ meeting for areas we could address in the 
form of a draft action plan and this was presented to the PPG at the meeting in March 2012 
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 7 and will be displayed on our dedicated PPG 
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 PPG meeting in March 2012, along with the 
suggested items for an action plan from the Partners. Minutes from the PPG meeting can be 
found in Appendix 4. The PPG members were most receptive to the changes we were 
proposing and they were also asked for their suggestions for the action plan. The finalised 
plan can be found in Appendix 8. This will also be displayed on the dedicated PPG notice 
board in the surgery waiting room and be made available on our surgery website – 
www.newsouthgatesurgery.co.uk. 
 

4. Progress Made With The Action Plan 
 

A summary of progress as of 31st March 2012 is:  
 

You said …. the car park is very dark. 

We will …. investigate the cost of upgrading the car park lighting. 



 

You said …. the car park is difficult to access in snow/ice due to the slope. 

We will …. cordon off the sloped area in icy weather and the pathways will be gritted. 

You said …. it is sometimes difficult to get through on the phone. 

We will …. ensure more staff are available to answer the phones at peak times. 

You said …. confidentiality at reception is limited. 

We will …. promote the interview room, which is a quiet room available for all patients 
to use if they wish to discuss something confidentially. We will consider re-naming the 
room so that patients are more aware that it exists and encourage the receptionists to 
actively offer its use. 

You said …. limited continuity of care. 

We will …. allocate extra appointment slots to each GP to rebook patients who require 
review. 

You said …. poor service at reception. 

We will …. investigate electronic prescribing which will reduce queues at reception of 
patients waiting to collect scripts. 

We will …. source further training in customer service for reception staff. 

You said …. that your overall experience of our service was excellent. 

We will …. aim to maintain the high standard over the coming years, we appreciate this 
positive feedback. 

In addition to posting this report on the website, the action plan will be posted on the notice 
boards in the waiting room, together with information on how to register with the PPG. 
 

5. Confirmation Of The Opening Times  
 

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. 
 

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.  
 

The extended hours appointments are all pre-bookable. 
 
 
 



 

Appendix 1 
 
 

 
 

 
New Southgate Surgery 

 

Patient Participation Group 
 
 

Are you interested in finding out how to 
get involved in your practice? 

 

 

We are setting up a  
Patient Participation Group  

and are looking for patients from all age 
groups, social and cultural backgrounds 

to join us. 
 
 

If you would like more information about 
the group please speak to one of the 

receptionists or a member of staff.  



 

New Southgate Surgery  
 

Buxton Place 
Leeds Road 
Wakefield 
WF1 3JQ 

 

Tel: 01924 334400 
 

Patient Participation Group 
 

Are you interested in finding out how to get 
involved in your practice? 

 

We are setting up a Patient Participation Group 
and are looking for patients from all age groups, 

social and cultural backgrounds to join us. 
 

If you would like more information about the group 
please contact the surgery or speak to one of the 

receptionists.  Alternatively enter your details below 
and hand in at reception: 

 

Name:______________________________________ 
 

Address:____________________________________ 
 

___________________________________________ 
 

Contact tel:__________________________________ 
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Wakefield 
WF1 3JQ 

 

Tel: 01924 334400 
 

Patient Participation Group 
 

Are you interested in finding out how to get 
involved in your practice? 

 

We are setting up a Patient Participation Group 
and are looking for patients from all age groups, 

social and cultural backgrounds to join us. 
 

If you would like more information about the group 
please contact the surgery or speak to one of the 

receptionists.  Alternatively enter your details below 
and hand in at reception: 

 

Name:______________________________________ 
 

Address:____________________________________ 
 

___________________________________________ 
 

Contact tel:__________________________________



 

Appendix 3     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 five 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 4        NEW SOUTHGATE SURGERY 

 
MINUTES OF PATIENT PREFERENCE GROUP MEETING 

 
WEDNESDAY 20th DECEMBER 2011 

 
Present:             
Gisela Clark –  PPI Officer (PCT) 
Jo Leith – Practice Manager 
Sam Davies – Office Manager 
Elaine Banner – Practice Secretary (Minutes) 
DEH – GP 
AJC – GP  
JM – Patient, DL – Patient. JD – Patient, BF – Patient, GB – Patient, GNB – Patient  
 
1. Welcome 
GC introduced herself and welcomed everyone to the first meeting.     
 
2. Introductions around the table  
Everyone introduced themselves and patients gave a brief explanation of their backgrounds.  
 
3. Purpose of Meeting 
GC explained the purpose of the meeting. The aim is to allow patients to have their say, to 
be heard and to hopefully provide a better service for the patients. The meetings are patient 
led and will get support from the practice to implement any ideas they feel will enhance 
patient care.  
 
4. Health Service Reforms 
In March 2013 PCT’s will close their doors and hand over responsibility to GP’s. GP’s will be 
responsible for their own budgets and will have targets to meet through provision of Direct 
Enhanced Services. A Patient Reference Group needs to be in place to enable the GP’s to 
receive valuable feedback from patients as to what services they feel would benefit the 
practice. GC gave a handout to everyone regarding reforms in the NHS. 
 
5. Patient Reference Group Network 
GC informed the meeting that there is a Patient Reference Group that meets at White Rose 
House every three months. They share ideas on good practice, and what other practices 
are working on, e.g. electronic prescribing, grants etc. If you wish to attend, the next 
meeting is on 14th March 2012 between 10am – 12 noon at White Rose House. If you are 
interested let GC know. 

 
6. Topics for next meeting 

a) Elect a chair – if one person does not want to be chair, then there could 
be a revolving chair, i.e. everyone takes a turn. The role of the chair is to 
read the agenda and keep the meeting to time. 

b) Elect a secretary – to make notes, bullet points, etc. The minutes could 
be emailed to JL and distributed via email. 

c) To produce a questionnaire for patients with 8-12 questions 
relevant to this practice – you need to think what the priorities are for 
the practice. E-mail suggestions by 16/01/12 to SD so that they can be 
ready for discussion at the next meeting. A questionnaire will then be 
produced for patients to complete during February. JL then has to 
produce a report from the replies and put it on the website by 31/03/12. 
Evidence will be needed to show that we have made the questionnaire 



 
available to young mums, the elderly, young people, ethnic minorities, 
etc. by making the questionnaire available at different sites. 

 
7. Any Other Business 
GB expected the GP’s to stay to the meeting. JL explained that timing of surgeries, home 
visits, etc. had to be taken into consideration. 
 
Times of future meetings to be discussed. 
 
 
Date of Next Meeting – Wednesday 18th January 2012 



 
Appendix 4        NEW SOUTHGATE SURGERY 
 

MINUTES OF PATIENT PREFERENCE GROUP MEETING 
 

WEDNESDAY 18th JANUARY 2012 
 
Present:             
Gisela Clark – PPI Officer (PCT) 
Sam Davies – Office Manager 
Elaine Banner – Practice Secretary (Minutes) 
JW – Patient, ,JD – Patient, GB – Patient, GNB – Patient  
 
1. Welcome 
GC welcomed everyone to the meeting and introductions were made.    
 
2. Apologies  
Apologies were received from BF (patient) and JL (Practice Manager).  
 
3. Minutes of last Meeting – 20/12/11 
Minutes from the previous meeting were distributed around the table and discussed. 
 

 Item 4 – Health Service Reforms - at the previous meeting GC gave a handout to 
everyone to explain the reforms. JW was not present at the first meeting and received 
a handout today to explain the Health Service Reforms. 

 
 Item 6a – Elect a Chair - it was decided by the group that this item would be deferred 

until the Practice Survey questionnaire was completed. 
 
 Item 6b – Elect a Secretary - as above, to be deferred. 
 
 Item 7 – GP to attend Meeting - when possible, the group would like a GP to attend 

the meeting, whether it is for the entire meeting or at the end when any specific items 
could be discussed. 

 
4. Practice Survey 
A draft copy of the questionnaire was distributed to the group and discussed. The questionnaire has 
been amended and a copy is enclosed with the minutes. The questionnaire will be available 
throughout February in the surgery and the group discussed other options of distribution to enable 
the target of 25 completed questionnaires per 1,000 patients to be reached, e.g. asking the 
pharmacy to hand out, member of the group being available in the waiting room to support patients 
in completing the survey and explain why the survey is being carried out, asking the midwife/practice 
nurse to hand them to patients. 
 
5. Any Other Business 
Promoting the role of the group to patients – ideas were discussed about how best to inform 
patients about the work of the group. Initial ideas were a newsletter, a notice board in the waiting 
room, a suggestion box to be clearly visible in the reception area – to be discussed at future 
meetings.  
 
Date of Next Meeting – Wednesday 8th February 2012 at 10.00am 



 
Appendix 4        NEW SOUTHGATE SURGERY 

 
MINUTES OF PATIENT PREFERENCE GROUP MEETING 

 
WEDNESDAY 8th FEBRUARY 2012 

 
Present:             
Gisela Clark –  PPI Officer (PCT) 
Jo Leith – Practice Manager 
Sam Davies – Office Manager 
Elaine Banner – Practice Secretary (Minutes) 
DL – Patient, JM – Patient, JW – Patient, JD – Patient, GB – Patient, NM – Patient  

 
1. Welcome 
GC welcomed everyone to the meeting and introductions were made.    
 
2. Apologies  
Apologies were received from BLF (patient) and GNB (Patient).  
 
3. Minutes of last Meeting – 18/01/12 
Minutes from the previous meeting were approved. 
 
4. Practice Survey 
Responses had been received via the website.  Other ideas were discussed as to how to promote 
the survey. 
 Display a poster in the waiting area 
 A message on the Jayex system 
 JL to speak to the chemist regarding handing out questionnaires with prescriptions 
 Receptionists to ask patients to fill in questionnaire while waiting for appointment 
 Members of the group to be available in waiting area to promote and assist patients with 

questionnaire completion – times and dates discussed and confirmed 
 Add web address on the questionnaire to enable patients to access if they do not have 

enough time to complete in surgery. Approximately 300 responses are required. 
 
5. Any Other Business 
 
Promoting the role of the group to patients – again this was discussed and will be further 
discussed by the group when the Practice Survey is completed. 
 
Election of Chair and Secretary – it was discussed within the group that a revolving chair may be 
the best option at the moment until the group is well established. This will mean that each member 
takes the chair for three meetings. JD will take minutes. 
 
Frequency of Meetings – meetings will be held monthly until the group is established and then 
every 6-8 weeks. 
 
GP Attendance – it was suggested that a GP could attend either at the beginning or end of a 
meeting.  They could then take any issues raised and attend the next meeting and respond to these. 
JL will look at rotas and organise for a GP to be available. 
 
Disabled Parking – spaces are being misused. The spaces will be repainted to make them clearer 
but it was felt that patients would still misuse them. 
 
 
Date of Next Meeting – Wednesday 14th March 2012 at 2.00pm 



 
Appendix 4        NEW SOUTHGATE SURGERY 

 

MINUTES OF PATIENT PARTICIPATION GROUP MEETING 
 

WEDNESDAY 14th MARCH 2012 

Present:             
Jo Leith – Practice Manager, Sam Davies – Office Manager 
Elaine Banner – Practice Secretary (Minutes) 
Dr A J Cosimini – GP, Gisela Clark –  PPI Officer (PCT) 
DL – Patient – Chair, JM – Patient, JW – Patient, GB – Patient 
 

1. Welcome 
DL welcomed everyone to the meeting and introductions were made.    
 

2. Apologies  
Apologies were received from JD (patient), GNB (patient) and NM (patient).  One member 
has resigned from the group (BF). 
 

3. Minutes of last Meeting – 08/02/12 
Minutes from the previous meeting were approved. 
 

4. Practice Survey 
The Group were very pleased with the response received from patients with regard to the 
survey.  JL thanked members of the Group who gave their help in the surgery to promote 
and encourage patients to complete questionnaires. The results of the survey were handed 
out to the Group and a general discussion took place.   

Action: Group members to look at results and report at next meeting. 

A draft Action Plan of common themes was also handed out and discussed, any comments 
regarding this to be given/sent to SD by Monday 19th March 2012. 

Action: To be discussed at the next meeting. 

JL gave members of the Group a copy of the Terms of Reference for the PPG and 
requested any amendments to be given/sent to SD by Monday 19th March 2012. 

Action: to be discussed at next meeting. 
 

5. Any Other Business 
Promoting the Group within the Practice – a board will be made available in the waiting 
area specifically for use by the Group. The name of the Group and their aims, information 
about how to become involved with the Group and any projects the Group will be involved 
with will be displayed on the board. The Group will be responsible for the ‘housekeeping’ of 
the board.  
 

Frequency of Meetings – it has been decided that meetings will be held every six weeks.  
This can be reviewed in the future. 
 

Recruiting more members – ideas for recruiting more members to the group are needed. 

Action: Ideas to be discussed at next meeting 
 

Disabled Parking Spaces – JL has organised for someone to paint the disabled spaces to 
make them more noticeable. 
 

Procedure for DNA’s – JL will provide the Practice procedure for dealing with patients who 
DNA (did not attend) their appointments. 
 
Date of Next Meeting – Wednesday 25th April 2012 at 2.00pm 



 
Appendix 5 

“Improving the Practice” Questionnaire  
 

 
This questionnaire is designed to assess the service provided. You can help 
the Practice to improve its service. The Doctors and staff welcome your 
feedback.  

 

1.  Can you identify any problems with access to the building/car park?  
    

       Yes        No    
If yes, please explain  
 
 

 

2.  Do you feel your personal information/confidentiality is maintained when you are 
at the reception desk?          Yes        No    

If no, please explain  
 
 

 

3.  In the last 12 months have you been able to make an appointment with the GP of 
your choice?           

  Always      Sometimes      Never    
 
 

  

4.  If you were unable to make an appointment with the GP of your choice, were you 
offered an alternative?    

  Always      Sometimes      Never    
 
 

 

5.  How did you last contact the Surgery?    Telephone        In Person    
 

 If by telephone, how long did you have to wait to get through to the person you 
wanted?        1-5mins     6-10mins     11+mins    

 

 

 

6.  How would you rate your most recent consultation?  
    

    Excellent       Good       Average       Poor    
Please comment  
 
 

 
Continued Overleaf . . . . 

 
New Southgate Surgery, Buxton Place, Wakefield, WF1 3JQ 

Tel: 01924 334400 / Fax: 01924 334439



 
 

7.  How would you rate our facilities - reception area, décor, cleanliness, comfort, 
etc? 

    Excellent       Good       Average       Poor    
Please comment 
 
 

 

8.  Overall, how would you rate your experience of our service? 
    Excellent       Good       Average       Poor    

 
 

 
Any further comments: 

 

 
 
 
 
 
 
 
 

 
The following questions provide us with general information about the range of 
people who have responded to this survey. It will not be used to identify you and 
will remain confidential. 

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

 
Sex                           Male   Female  

 
 

Thank you very much for your time and assistance 
 
 

Please leave your completed form at the reception desk 
 
 
 

This survey can also be completed online at: 
 
 

www.newsouthgatesurgery.co.uk 
 
 
 
 

Version 1.0 
Date published: February 2012 

http://www.newsouthgatesurgery.co.uk/


 
Appendix 6 

New Southgate Surgery 
 

 

Improving the Practice 
 

 

Patients’ Questionnaire 

 
We are carrying out a survey to find out what 

patients think about various aspects of our surgery. 

We would be grateful if you could take the time to 

send us your feedback. 

 

If you feel you are able to help by completing the 

questionnaire, please ask for a copy at reception.  

 

Completed forms should be returned to the 

reception desk. 

 

There is also a link to the questionnaire via our 

website at: 
 

www.newsouthgatesurgery.co.uk 

 
Thank you for your help. 
 

 

 

 

New Southgate Surgery 
 

http://www.newsouthgatesurgery.co.uk/


 

No, 89.9%

Yes 10.1%
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64.9%
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Never

4.2%

Always
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16.5%
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Appendix 7 

New Southgate Surgery ~ Patient Survey 2012  

1. Can you identify any problems with access to the building/car park? 

  

 
 
 
 
 
 
 
 
 
 

2. Do you feel your personal information/confidentiality is maintained when you are at the 

reception desk? 

 

 

 

 

 

 

 

 

 

 

 
 

 

3. In the last 12 months have you been able to make an appointment with the GP of your 

choice? 

 

 

 

 

 

 

 

 

 

 
 

 

  

 

 

4. If you were unable to make an appointment with the GP of your choice, were you offered an 

alternative? 

 

 

 

 

 

 

 

 

 

 

 



 

In Person

12.2%

Telephone 87.8%

Telephone

In Person

11+ mins

4.1%

1-5 mins

80.8%

6-10 mins 

15.1%

1-5 mins 6-10 mins 11+ mins

Poor 1.0%

Average 6.8%

Excellent 

50.7%
Good 41.5%

Excellent Good Average Poor

Poor 0.3%

Average 6.1%

Excellent 

49.4%
Good 44.2%

Excellent Good Average Poor

5. How did you last contact the surgery? 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 If by telephone, how long did you have to wait to get through to the person you wanted? 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

     

6. How would you rate your most recent consultation? 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

7. How would you rate our facilities - reception area, décor, cleanliness, comfort, etc? 

 

 

 

 
        

 

 

 

 

 
 

 



 

Poor 1.0%

Average 8.8%

Excellent 

44.6%

Good 45.6%

Excellent Good Average Poor

8. Overall, how would you rate your experience of our service? 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

9. Any further comments? 

 A wonderful surgery with experienced drs. had it not been for the service provided by them I would have changed 
surgerys by now due to poor reception service. I have often been asked to wait a substantial amount of time while a 
receptionist completes paper work before acknowledging me, and the waiting times to speak to someone on the phone 
are lengthy. 

The waiting room looks nice now 

Lovely surgery, fantastic caring doctors and lovely reception staff 

Doctors are excellent and most of administrative staff - difficulties are with booking appointments and sometimes not 
feeling helped on the phone. 

I have been made to wait as the clinic was running late by at least half an hour on a few occasions. It’s never easy to get 
an appointment to see the GP of your choice at the surgery. If you are needing to see a particular doctor you have to wait 
for at least 3-4 weeks. Patients should be able to see their GP on the weekends (Saturday) 

need more services at the surgery, instead of going to hospital 

I really struggle with the appointment times. I am a busy, working professional and regularly work 50-60 hour weeks. My 
last appt was at 3.30 in the afternoon which was all that was available. I would like to see more availability for later appts 
bearing in mind that not everyone can attend daytime appointments. 

Can always get an appointment 

I took advantage of a 7am appointment several months ago(l work full time) the surgery didn't open til 7.10 and it was 
another 10 minutes before l was taken in,had l been 20 minutes late,l doubt l would've been seen 

The practice could provide extra services such as chiropody. The appt system could be a bit more flexible if when you 
ring up for an appointment that day you can't get to the next available one should be offered one later in the day. 

Sometimes discourteous, unprofessional and less than competent service from reception (prescription) staff. 

I don’t like the layout of the chairs in the waiting room 

the online prescription ordering service is very convenient and saves both myself and my wife lots of time, and the 
service I have received myself about 18 months ago from a couple of your junior trainee doctors was 1st class they 
covered every eventuality about my problem 

The staff at new southgate surgery are always helpful and conscientious. 

The appointment system makes it very difficult to gain an appointment without having time off work. With my current 
illness I had to see four different duty doctors as the appointment offered with the first GP I saw was four weeks away. I 
have had similar problems with appointments in the past. 

Unhappy at having to wait 3 weeks to see a female doctor. Especially bearing in mind that I visit the surgery very 
infrequently. 

Fortunately my visits are infrequent, but over the years I have nothing but praise and grateful thanks for the treatment 
received by myself and my family. 

I have moved GP's on a couple of occasions due to relocation over the past few years. New Southgate is by far the most 
patient friendly/focused surgery I have experienced - from the receptionists to the GP's and practice nurses. A service 
always delivered with a smile and upmost professionalism! Keep it up!!! Thanks 

Due to my work commitments, I can never get an appointment when needed. I travel the country and can never seem to 
get an evening appointment when I need one. This means that I have to miss a days work and pay. 

The number of non-disabled people who use the blue badge area 

Only real issue with the surgery is getting through on the phone to make an appt. Often have to try phoning more that 
once. Good things - all staff pleasant & helpful 



 

Overall the surgery needs to sharpen up service, need to see same doctor if you have a condition like me. Too many 
docs dealing with different opinions and care is not as I'd expect 

I have never had any problems with the surgery or GPs. Always an excellent service 

Good to not be given the 3rd degree by reception when making appts. Can always get an emergency appt for my child & 
myself when needed, which is good 

Never had any issues with staff or doctors. All friendly and polite, never wait too long. Always professional & 
accommodating. Very pleased overall 

Only negative is that when you telephone sometimes have to wait a long time to get through to appts, though I do 
understand why at busy times 

For patients that also work long hours mon-fri, getting a 'routine' appt is impossible. I have been very disappointed in the 
change in the last 12 months and am considering moving practice due to this issue 

Could be more important information available, could be better with the timing of appointments 

Level of service is often haphazard from reception 

Having recently moved from another area, my first impressions of the surgery have been positive ones 

I have always been extremely happy with the healthcare I have received. They always seem caring & interested 

I feel an electronic calling system best as people hard of hearing cannot always hear when called by the doctor, 
especially if facing wrong direction. Would prefer more accessibility to a female doctor, particularly on emergency appts 
and length of wait to see a female doctor is too long 

It is very difficult to arrange an appt with the GP you want to see at short notice, sometimes appts are not available for 1 
month or longer 

Would it be possible to open the waiting area to patients during the lunch break? Surely you can't have sick patients 
waiting outside the doors when they have arrived 5 mins before their appts. 

Difficult to assess so far - only visited a few times since joining the practice 123 months ago 

I can always get an appt within 1-2 days, where I hear other Drs surgeries some have 1-2 wks wait. I am very please with 
the service I receive 

My one complaint is the time it often takes to get through via the telephone - an hour on one occasion!!! 

Staff & doctors always helpful & thorough 

Never have a problem making a same day appt for an emergency. Sometimes more difficult to make an appt within a 
week (ie after school) 

I have always found everything to my satisfaction 

Always quick to answer the telephone, can always get an appt when I need it - which is, thankfully, very rare! 

All the doctors are very nice and helpful. I have only ever been unhappy once during a visit 

The biggest problem is trying to get through on the telephone. You have to wait wait wait wait wait 

Could we not now make appointments online? 

I always have a positive experience. With 2 young children it is important I can get an appt quickly. GPs always friendly 
and flexible - thank you! 

I have always been able to see a Dr when requested and have been seen as an emergency twice. The service has 
always been excellent and I am very happy with this practice 

Always difficult to get through. Phone's always engaged, not picking up. Unable to get GP of your choice. If needed, 
takes a very long time go see a particular GP 

Fine, thank you 

The doctors have always been polite and very helpful. We have been here years and intend on staying for years to come 

Very friendly surgery and professional 

Our GP - is an excellent doctor. She is very understanding and highly efficient 

Drs I see are excellent. I would like to see some flowers by reception & plants looked after 

Would like to see the same doctor every time I visit, but this never seems to be possible 

I would like to be able to see the doctor of my choice 

No improvements needed - 1st Class 

Very satisfied - very friendly and helpful reception staff and medical professionals 

Excellent doctors, 1st rate service experienced always for me and my family 

My husband complains that he can never get to see his doctor of choice 

Sometimes have to wait too long for an appointment 

I find service not as good as it used to be 



 

 

Particularly helpful to be able to book in for emergency appointments 

Always pleasant, always helpful, thank you 

Just that you never be able to see the doctor of your choice 

it is a very good idea to have a Health Trainer as part of the Practice - this has been very helpful 

It is very rare that I can get an appt due to them 'not being released early enough'. I have never had a problem getting an 
emergency appt but feel some people would take these when it is not an emergency as no other suitable ones are 
offered and the advice is to phone again on another day - this is difficult to do if you work 

A very good service. Keep up the good work 

This is the best practice I have ever had contact with. Staff are always very helpful 

Past 12 years have never had any issues with the services here 

Appts are almost invariably more than 30 mins late. Am I asked to be here earlier than necessary? 

I have always found the surgery staff and doctors very polite. I always receive a quick appt when I ring but that may be 
because I always except any doctor available 

Excellent support & responsive reception. Phoneline good and keeps patients informed. Doctors are personable and 
communicate well. Nutritional/losing weight groups? Could be pro-active in this 

The reason for the average rating is down to questions you haven't asked which I would have thought were obvious if 
you really want to know what pts think about all aspects of the practice. i.e. you could have followed up q.s 3/4 with "how 
long did you have to wait for an appt. with the GP of your choice". I would also have asked how quickly you got an appt 
when you needed to see someone quickly. Finally I would have asked how long you had to wait in the waiting area past 
your appt. time once you arrived for an appt. This is the one thing that irritates me intensely about the practice. I almost 
never have been seen on time at any point when I have attended and often have waited half an hour past the appt. time 
Previously I have had to chase and chase and leave messages for test results. I don't think anyone would ever have rung 
me. Confusion seems to occur when waiting on responses from more than one consultant. 

Courteousness is not always apparent from some of the receptionists over the telephone. We all deserve some respect 
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Survey participants were asked for their age range and sex, so comparisons could be made 
against the Practice population. 
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Appendix 8 

New Southgate Surgery 
 

Patient Survey Action Plan 
 

March 2012 
 

You Said . . . . We Will . . . . 

Car park is very dark 

 

Car park is difficult to access in 
snow/ice due to the slope 

Car park lighting to be upgraded 

 

Slope of car park to be cordoned off in icy 
weather and pathways will be gritted 

It is sometimes difficult to get 
through on the phone. 

Ensure more staff are available to answer 
the phones at peak times 

Confidentiality at reception is 
limited 

Notice to be placed at reception to inform 
patients that they are able to discuss 
confidential matters with staff in the interview 
room if they ask to do so 

Consider re-naming the room so that 
patients are more aware that it exists and 
encourage receptionists to actively offer its 
use 

Limited continuity of care Each GP to be allocated extra appointment 
slots to rebook patients who require review 

Poor service at reception Practice to investigate electronic prescribing 
which will reduce queues at reception of 
patients waiting to collect scripts 

Reception staff to receive further training in 
customer service 

Overall experience of our 
service was excellent 

Aim to maintain the high standard over the 
coming years, we appreciate this positive 
feedback 

 


