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Action Plan 
PPG Survey Agreed Actions achieved from the  2014-15 survey 
 

Redecorate the waiting areas & the nursing corridor and rooms (plus some admin rooms) 

Increased SMS (appt reminders) by 31% since Mar 14.  Increase from 1534 to 2021 

Continue to reduce DNAs - circa 5.4% of all appts.  Representing a 3.4 % reduction. 

  

PPG and National Survey Actions from  2015-16 survey 

These were discussed at the PPG mtg on 25 Feb 2016 the minutes of which are attached. 
20160225 PPG Mtg 

Minutes.pdf  
Clock to be placed in waiting area. Action Complete – previously taken down but not replaced post 

decorating. Now restored. 

Radio /music played in waiting area Action Complete – Music played from the internet across the speakers in 
the waiting area at low volume. We are mindful that this is not to 
everyone’s taste and will make temporary adjustments as required. 

Outer doors opened at circa 0730, along with some seating for those who 
need it. 

Action Complete – Ordinarily the cleaners will now open the outer doors at 
0730 (30 mins prior to the surgery opening).  This proves shelter form 
adverse weather for those who prefer to queue first thing.  We have 
additionally provided some seating for the frail. 
We have considered opening the waiting room early, but due to the tasks 
required of staff prior to opening we are not in a position to supervise the 
area not deal with questions and queries.  Hence it is just the outer doors 
that we open.   

Reception staff completing customer service training modules. Complete – but always on-going.  
We believe that our reception team do a first class job and try their very 
best to provide a high level of patient satisfaction and there is much in the 
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survey to support this.  That said, we accept none of us are perfect and 
that at times we get it wrong.   
All reception staff have completed customer service training this year and 
all are aware of the need to continue to provide an efficient, polite and 
caring service to all our patients.  this survey and have been reminded of 
the need   

Increased number of on-line appointments (and online access) Complete.  We have extended the period in which online appointments are 
available to 4 weeks and up to 2 online appointments bookable at any one 
time.  While we would like to extend this further we are mindful of the 
difficulties other non-online users (the majority) have and need to try to 
ensure a balance.   
 
In addition to previously available on line services, eg appts, ordering or 
repeat prescriptions, summary care record etc, we now also provide access 
to detail coded medical records in accordance with the new contractual 
requirement. 

Further areas for attention  

Review of the appointment system (meeting with GP Partners / PPG members 
scheduled for the evening of Mon 7 Mar 2016.)   

Ongoing.  Following the last PPG mtg in Feb 2106, the Practice Manager 
and GP Partners had a further meeting with members of the PPG to discuss 
the survey feedback regarding appointment.  The minutes of that meeting 
are attached.  
This remains work in progress but we have had to delay amending the 
balance between same day access and further ahead availability as our 
Nurse Practitioner changed jobs very recently due to personal 
circumstances.  Regrettably, until we are able to recruit a replacement, we 
are down 128 same day appointments per week. The first attempt at 
recruitment did not succeeding finding a suitable replacement, so we are 
now going through this process again.   We remain mindful of the need to 

balance appointment availability. 

20160307 GPs - PPG 

Mtg access mtg.pdf  

Telephone System Ongoing.  We are aware of the desire of some of our patients to update the 



Boultham Park Medical Practice 
Patient Participation Group 

Patient Survey Feedback - 25 Feb 2016 

telephone system.  
 
We are very aware that our system does not have the functionality of 
many more modern telephone systems and we do occasionally look to see 
what can be done.  Unfortunately due to the current financial pressure 
general practice is under we do not feel that the significant money (£000s) 
a new system would entail is a current priority.  We will always be limited 
in part by the number of staff available to answer the phones and at peak 
times we maximise this.  We are aware that the busier time are first thing 
in the morning and are always looking for ways to change this, including 
potentially releasing same day appointments at different times for the day. 
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 One Thing You Would Like Us To 
Change or Service We Provide? 

Why Would You Like Us 
to Make This Change? 

One Thing We do Well? 

1 More appointments available for 
Saturdays and patients who don’t 
need a Saturday appointment to 
be discouraged from using them 
unnecessarily. 

More Availability of 
Appointments for the Full 
Time Employed. 

Reception Staff are FANTASTIC.  Always 
very helpful and caring.  My Daughter has 
had on going illness and they are kind 
enough to ask after her every time they 
see me.  They are also so helpful with 
arranging for Urgent Prescriptions & 
Appointments when needed.  Thank you 
Ladies. 

2  I would like background music. As it so quiet, it would 
cheer the place up. 

Answering phones. 

3 --- I don’t think there is 
anything to improve. 

Never give up and always there to help! 

4 Cannot get a forward 
appointment even when a 
Doctor has told you to get one. 

Would like to be given a 
forward appointment 
when necessary. 

Everything else! 

5 Nothing. --- Everything. 

6 --- --- Look after us with care and understanding. 

7 We are happy with all the 
services.  Could do with a Clock! 

 Smile. 

8 Being able to pre-book a specific 
Doctor in a shorter time span. 

You feel like seeing the 
same Doctor and when 
you can’t get to see them 
for several weeks, it’s 
quite exasperating. 

Doctors and Staff very attentive and very 
clean surgery. 

9 Have more appointments 
available, when you ring on the 
day rather than get to surgery 
about: 7.40am  

It is not always 
convenient to get to the 
surgery in person & when 
I ring, all appointments 
have gone 

Receptionists always pleasant and Doctor’s 
very attentive. 

10 Make it easier to book 
appointments at patient’s 
convenience too as well as yours. 

Cannot always phone at 
8:15 am for an 
appointment as on way 
to work.  Would then 
have to come back maybe 
an hour later, next day or 
later in the week. 

Polite and friendly staff on Reception. 

11 More accessible appointment 
even they are currently very 
good. 

So we don’t have to 
queue and wait. 

Staff are very friendly, attentive and 
helpful. 

12 More Phone lines as every time I 
try to make an appointment, it 
takes ages to get through. 

More Phone lines. Doctors, Nurses, Reception Staff are polite, 
helpful and caring. 

13 --- --- Very happy with the Practice 

14 Make it easier to get Because I work for the The staff does a brilliant job. 
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appointments. NHS, So have different 
shift patterns and 
sometimes can’t ring or 
make the times that are 
left. 

15 --- --- No comment.  Happy with the service. 

16 Nothing. It’s perfect thank you. Everything. 

17 --- --- My husband & I have always got an 
appointment for the same day – quite an 
achievement! 

18 --- Please don’t change 
anything; you all do a 
wonderful job.  Thank 
you 

--- 

19 Priority appointments for 
working people e.g. Early 
Morning. 

Although I have no 
problem with the elderly 
people, it is annoying to 
see them all queuing to 
get the early 
appointments. 

I think the Doctors are very well trained 
and professional, alongside the other staff. 

20 As far as I am aware, everything 
goes well. 

--- I always get an appointment when I want 
one the same day. 

21 That you need to put any TV on. I would like you to make 
this change because 
people get bored. 

I like it when you keep tidy. 

22 --- --- Always prepared to go the extra mile. 

23 I think the service is very good 
and would not change anything. 

None Call backs and Staff are very good. 

24 Nothing. --- Politeness of all staff. 

25 --- --- Everything. 

26 Open outer door to allow shelter 
when queuing for appointment 
before 8 am. 
(Done) 

If you are ill – waiting 
outside does not improve 
matters – Particularly in 
Winter. 

Communication, Doctors very informative. 
Friendliness. 

27 --- --- Polite and patient.  42 years have been a 
patient.  Brilliant. 

28 Make it more easy to see GP 
when required especially for 
those who work can never get 
through when ringing. 

Because people who 
work can’t always ring at 
8:15 am when they start 
work early.  I can’t get in 
that day we should be 
able to make an 
appointment for the next 
day. 

--- 

29 --- --- Appointments good. Desk staff good esp 
Leanne. 

30 --- All marvellous. Dr McGowan. 

31 Have more pre appointments Because sometimes when 
you need to see a certain 
doctor you can’t pre-

You have amazing doctors and 
receptionists, always made to feel 
welcome. 
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book, you have to ring on 
the day. 

32 Everything is fine N?A You already do everything well 

33 I suggested you open the outer 
doors so people waiting early 
morning could avid the elements. 
Obviously you listen to 
comments & suggestions- thank 
you 

 Friendly professional service from ALL staff 
– caring people. 

34   Allowing patients to get an appointment 
normally safe day. WELL DONE. 

35 Advance Bookings. Struggle to 
ring in time with small children to 
get ready etc than all appts gone 

 Reception staff & doctors all very pleasant 
under tough circumstances 

36 Put up a clock 
(Done) 

I never know how long I 
am waiting. 

Excellent service, no problems. Happy New 
Year. 

37 Overcharging for filling in private 
insurance form. I am on average 
wage and the reason for this is 
because I have lost this not so I 
can gain from it. It takes less than 
10 minutes to fill in. I think £30 is 
too much. 

 You are always pleasant and good at 
keeping good times on appointments. 

38   ALL 

39 Arranging appts for people who 
work away and cant ring in first 
thing. I am a truck driver and 
start at 5 am so it would be good 
for me to be able to make an 
appt in advance 

 You strive to keep waiting times to a 
minimum 

40   Appointments 

41   No problems. Understand the pressures 
surgeries are under 

42   Have always received excellent care and 
attention 

43 Unreadable   

44 Easier appts. Can never get in I work AM so have to 
have time off 

No complaints at all. Well done 

45   Everything with care and smiles 

46 I feel it is fine as it is  Availability. Patient care from all people in 
the practice 

47 Availability of pre-bookable 
appointment  

Just 2/3 days ahead 
Easier for working people 
when rotas are only fixed 
½ days inj advance 

Friendly receptionists willing to help. 

48 Look at appointment procedures. 
It is sometime very difficult to 
make an appointment 

 Everything else is extremely good 

49 Nice to see the PM on reception 
taking a interest 

  



Boultham Park Medical Practice 
Patient Participation Group 

Patient Survey Feedback - 25 Feb 2016 

50 In my opinion, things do not 
need changing – really happy 
with the service you provide. 

 Staff go above and beyond. 

51 NO change needed  As above Everything 

52 Test message reminders 
(Done) 

The reminders are helpful 
but not if your 
appointment is days or 
weeks ahead. It would be 
lovely if you could have a 
reminder closer to your 
appointment 

The reception staff are lovely, really helpful 
with appts and repeat scripts whenever I 
ring. Thank you. 

53  Book on the day 
appointments are OK if 
you can get through- for 
less urgent matters it 
would be nice to be able 
to book ahead eg 1/52 

Reception staff give eye contact and smile. 

54 Just wanted to say every member 
of staff I have dealt with are 
wonderful and I’m very happy 
with the surgery and the service.  
Thanks you. 

  

55. Have a water drinks container  Friendly, clean, (brill?) 

56 Booking appointment system Appointment booking any 
time for next day or day 
after 

 

57 The wait time for appointments 
is excessive 

Have patients seen at the 
correct time 

 

58 Put meds onto repeat Dr to review notes/follow 
up letter from clinic and 
hospital consultant to 
ensure its put onto 
repeat would make it 
easier for patients 
needing repeat meds as 
always told long term 
that it’s not on repeat so 
cannot be sent 
electronically 

N P Fantastic 
(not sure what N P means) 

59 Better appointment system/ 
politer staff / better telephone 
manner. 

More appointments, 
easier access to 
appointments 

Making sure you prescriptions are on time 

60 Appointments, appointments, 
appointments! 

People used to be able to 
ring at any time of day 
and request an 
appointment, you were 
always able to get one, 
but it might not have 
been with your own 
doctor. None of this 
ringing at 800am and the 
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phone is constantly 
engaged and by the time 
you get through all the 
appts have been taken,  
Also you used to be able 
to pre-book an appt for 
that week or the 
following week, now if 
you want to book an appt 
you cannot get one for 
about 6 weeks. 

61 Appropriate music in waiting 
room (soft) 

  

62 As far as I am concerned the 
service has been exemplary 

  

63 Better telephone system for 
booking appts 

A call waiting system is 
more fair than try to beat 
the other callers to be the 
next answered.   

 

64 Cannot think of any 
improvement 

  

65 Cannot think of anything 
negative. Compared to many 
surgeries the availability of appts 
is very good. 

  

66 Cannot think of anything, 
everything is good 

  

67 Have telephone queuing system 
in the morning at opening time. 

  

68 How does one DEFINE one? 
When individually there may be 
many, but most personal….I have 
no complaints how fellow 
professionals have organised 
their practice (been there… done 
that) 

Sorry, I am being 
facetious.  I appreciate 
the constraints you work 
under and have no 
suggestions on how to 
make the situation any 
better, apart from having 
more doctors 

 

69 I am a new patient so am unable 
to comment 

  

70 I cannot think of any changes I 
would like to make to your 
surgery and the services you 
provide. I think you do a fantastic 
job and sometimes under 
difficult circumstances. 

  

71 I do not go to the surgery very 
often, but when I do I expect to 
be able to talk to the doctor 
about more than one problem.  I 
have not to be told I only booked 
an appt for a tummy complaint 
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and that if I needed to speak 
about another thing another 
appointment had to be booked. 
On the same lines my husband 
had regular injections and when 
we saw his consultant he wanted 
blood taken at out next injection 
appointment. Even though the 
nurse was 15 min late calling us 
into her clinic and we were only 
her second patient she refused to 
take blood and made a further 
appt for 2 days time.  Then you 
have to ask yourself who is she 
looking after? 

72 I have no areas of concern and 
have always found the surgery 
top be efficient in my case 

  

73 I have not long been with the 
surgery but so far so good. I 
don’t think anything needs 
improving at the moment.  I am 
very happy and glad I changed to 
the surgery. 

Not applicable  

74 I think more interaction between 
the health and social care 
boundaries would be useful. One 
example is the promotion of local 
services that benefit the frail 
older/disabled people & carers.  
For example my late mother 
liked me to accompany her 
shopping, when I was not 
available others would readily do 
her shopping but then mum 
missed out in choosing her 
products, exercise, chatting and 
getting out of her house.  
Sainsbury’s now do a volunteer 
service to collect people, shop 
alongside them, stop for a chat 
over a cup of tea or coffee,, drive 
them home and unpack. 

I only know of this local 
service but I am sure that 
there are probably 
others. Patients and 
carers could be asked to 
supply details via your 
newsletter and the static 
/electronic notice boards.  
Once obtained these 
could be promoted via 
the same media.  I think 
promoting services that 
assist patients and carers 
to maintain 
independence may 
alleviate boredom and 
provide opportunities to 
socialise for people who 
cannot leave their homes 
independently.  

 

75 I would like to be able to access a 
better range of appointments 
using the SystmOnline facility. 

  

76 I would like to see more toys in 
the children’s waiting area.  I 
have a child with additional 
needs and is in constant search 

As stated above,  it would 
make the visit more 
tolerable experience for 
both of us and other 
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of stimulation.  She will not sit 
and ait quietly so if there were 
more things to occupy her 
inquisitive nature she would be 
less inclined to try and run into 
the main waiting area to see who 
or what is out there.  I don’t like 
having to constantly chase or 
shout at her to come back.  Being 
strapped into a pushchair causes 
unnecessary distress before we 
even get tot the doctors office.  

patients.  A few more 
toys, or a screen with 
CBeebies or something 
on would be helpful. 

77 It would be useful to be able to 
phone & book appts for future 
days in the week as 8.00Am is 
the time of day I am getting 4 
kids ready for school and it is 
near impossible to sit at the 
phone constantly during this 
time of the day.  Also, I have 
experienced many times where 
some of the reception staff are 
not confidential and openly talk 
(loudly) about my medications 
when there is no need as I am 
showing them what I want on the 
prescription.  I find this very rude 
and rather than complaining I 
walk away as it makes me feel 
awful.  However, next time I will 
be getting the names and 
complaining formally as I believe 
this is very bad practice within a  
doctors surgery. 

So that everyone doesn’t 
hear as much of the 
private and confidential 
conversations that are 
happening at the desk 
and to also make the 
room less clinical 

 

78 It is extremely frustrating when 
trying to make an appt at 8.00am 
to find the line constantly 
engaged.  On occasions it has 
been up to 15 mins before I have 
finally got through. 

People used to be able to 
ring at any time of day 
and request an 
appointment, you were 
always able to get one, 
but it might not have 
been with your own 
doctor. None of this 
ringing at 800am and the 
phone is constantly 
engaged and by the time 
you get through all the 
appts have been taken,  
Also you used to be able 
to pre-book an appt for 
that week or the 
following week, now if 
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your want to book an 
appt you cannot get one 
for about 6 weeks. 

79 Later appointment times and 
easier Saturday morning 
appointments. 

Many people are unable 
to visit surgeries during 
work time as they wold 
lose money or work too 
far away. System to flag 
working patients  so that 
appropriate appts 
(St/early/late ) are 
offered. More pre 
bookable appts made 
available to working 
patients, these could be 
released on the day if not 
taken. 

 

80 My wife has been waiting nearly 
6 months for acupuncture to 
help relieve pain. That service 
would help other patients 

Save waiting for a 
number of months for the 
hospital so pain in all 
aspects could be helped. 

 

81 No problem No changes required  

82 Nothing at present, if anything 
occurs I will drop a note at 
reception. 

No changes I can think of  

83 Our experience of the practice is 
limited, however form 
experience we can’t think of 
anything you need to change. 

No problem  

84 Perhaps bring back evening 
surgery hours 

  

85 Play music /radio in waiting room  Music always makes 
people feel better 

 

86 Please change the appointment 
system 

  

87 The inability to make an 
appointment in anyway other 
than on the day by phoning at 
8am ir else weeks in advance. 

Make a greater number 
of appts available 
including a number of 
same day appts.  With 2 
small children I simply 
don’t have time to be 
repeatedly calling for 20-
30 mins at 8am. 

 

88 The surgery is fantastic, I have 
just transferred here form 
another and it is fantastic.  If I 
had to suggest something it 
would be a little more 
information at the beginning 

Maybe when you join you 
get a welcome pack with 
all the important details 
about the pre-bookable 
appointments and then 
the day emergency appts 
and then the on the day 
none emergency appts.  
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MAY BE A CHECKLIST 
ABOUT WHAT NOT TO 
GO TO THE DOCOTRS FOR 
(SELF CARE) AND then 
login details forth 
website.  I had to ask a lot 
of questions to 
understand how the 
appts system worked as 
they seem to be different 
in different surgeries.  
Probably a lot of 
information on the 
website but a mini 
booklet would be nice for 
those who can’t access 
the internet; it would be 
nice to have a reference 
sheet. 

89 Too many nurse, practice nurses 
etc giving medical advice 
opinions etc 

More GP hours 
needed….. My own 
experience bringing 15 yr 
old grand-daughter 
poorly, reception states 
cannot see GP.. only 
Nurse.  We suspected 
appendicitis was told 
nothing wrong, next day 
GP sent us to hospital.  
Grand daughter had burst 
appendix, full body 
infection and large mass 
on vary.  There is no 
substitute for a trained 
GP. 

 

90 Your online service is dreadful.  
Systm-online has the capability 
to not only be a benefit to the 
surgery but also to its patients.  
Publishing questionnaires, 
allowing health integration 
opening up communication 
avenues between the patient and 
the surgery, lab results, detailed 
records and most annoyingly 
appointment availability. 

Ticking the boxes to allow 
functionality. As it will be 
a massive benefit to your 
clinical and admin teams 
it will mean less patients 
footfall and more 
information can be given 
for things like QOF. 

 

91 Your reception staff treating all 
patients as clients of your 
premises, as opposed to being 
felt that it is us who are an 
interruption to their day. 

Customer service training 
(hospitality style) .  Not 
calling across reception to 
tell me I should be 
upstairs and told there 
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was a sign.  Am I meant 
to be a mind reader, you 
staff should tell us who 
we are booking with and 
it you’re supposed to wait 
elsewhere.. 

92 When you have had an 
appointment with the GP and he 
tells you he would like to see you 
again in a week  why is it not 
possible to make an appt while 
you are there and not to have to 
ring up again. 

I think it is a waste of 
time and resources to 
start again when it has 
been indicated that you 
need to return by your 
GP. 

 

93  Get the3 practitioner to 
look at how often the 
patient attends and 
wheedle out the time 
waster  

 

94  Your practice is a 
pleasure to visit.  As I 
have just moved to the 
area but when we have 
rung we never seem to be 
able to get through and 
have to visit to make an 
appt. 

 


