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Membership profile of the Patient Participation Group 

 

The PPG is made up of 14 patients. The practice manager attends the meetings, as do any GPs who are 

available and staff are invited to attend too. 

 

Gender 

The PPG has 7 male members and 7 female members. As can be seen from the table below the practice 

population is made up of 4893 females (51%) and 4659 males (48%) and so the PPG has a good 

representation from each gender.  

 

The age range of the group is as follows 

 

1 – 20s 

1 – 40s 

2 – 50s 

4 – 60s 

4 – 70s 

2 – 80s 

 

The practice profile with regard to age range and gender breakdown is as follows: 

 
Age Range Male Female Total 

0 - 19 888 1140 2028 
20 - 29 1191 1124 2315 
30 - 39 471 371 842 
40 - 49 606 593 1199 
50 - 59 563 552 1115 
60 - 69 486 527 1013 
70 - 79 291 334 625 
80 - 89 149 213 362 
90+ 14 39 53 
Total 4659 4893 9552 
 

There are 3 age groups not represented, under 20s, 30s and over 80s. The practice will endeavour to 

encourage patients within these ages to join over the next year. One of our patient members is a student. 

All our patient members are white British. 

 

We have endeavoured to recruit from the ethnic minority groups within our practice population. We have 

a fairly large body of international students at the University. We advertised for members at the surgeries, 

both in Moulton and on campus but no students from The University of Northampton volunteered for the 

group. GPs have also asked patients if they would be interested in the group. We also advertised in the St 

James Church Magazine and the Moulton Scene in an attempt to reach as wide an audience as possible. A 

request for volunteers was also placed on our website www.moultonsurgery.co.uk . The practice will 

endeavour to encourage patients from ethnic backgrounds to join over the next year. One way to 

encourage students from the University to join may be to set up a virtual group for students.  

 

The practice survey. 

 

A subgroup was formed from volunteers from the whole group to organise the practice survey and 

members of this group looked at a survey from another practice, the national survey and at a survey which 

the practice had carried out in the past. The group decided to base the survey on the national survey, 

http://www.moultonsurgery.co.uk/
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including questions about the doctors and nurses who patients were seen by, but also to include other 

questions which were of more local interest such as whether patients would appreciate being able to book 

appointments on line and about levels of privacy in the waiting room. We also wanted to know if patients 

would recommend the surgery to someone who had just moved to the area. The group was also keen to 

find out what patients liked about the surgery, what they disliked and what they would like to see at the 

practice in the future.  

 

The group decided that the best way to seek the views of our patients was to hand out copies of the survey 

to patients attending the surgery and to put the survey on the website for patients to fill in on line. Online 

completion was something the practice had not done before, so was a new approach for us. The subgroup 

considered posting out the surveys to all patients, but the cost of this exercise was felt to be prohibitive.  

 

Posters were put up in the surgeries to advise patients that we were doing a survey and that if they wished 

they could fill it in on line, otherwise all patients attending to see a nurse or GP were asked to complete a 

questionnaire. Most patients were happy to complete one, but some patients did refuse.  

 

Processing the completed surveys 

 

We entered the survey responses onto our website as this offers an analysis of the results. All paper copies 

received have been kept within the practice.  

 

Results of the survey 

 

A summary of the results of the survey can be seen below: 

 

Receptionists, Appointments and the reception area 

 

96% of patients said that our receptionists were fairly or very helpful.  

74% of patients said that they found it fairly easy or very easy to get through on the telephone 

39 % of patients said it was fairly easy or very easy to speak to a doctor or nurse, but 51% said they had 

never tried 

48% of patients said they could get to see a GP on the same day, but 26% of patients said they had never 

needed to or did not know if they could get to see a GP on the same day.  

81% of patients said it was fairly easy or very easy to book an appointment ahead at the surgery. 

We asked patients how they would like to book appointments.  

49% said in person 

77% said by phone 

28 % online 

We asked patients to rate the amount of privacy in the reception area. 68% said it was good, very good or 

excellent. 19% thought it was fair and 8% said it was poor or very poor. 
 

Seeing and consulting a Doctor 

 

38% of patients said they could see a particular doctor within 4 days. 54% of the responders said they felt 

this was good or better than good and 76% said they could see any doctor within 4 days and 73% of the 

responders felt this was good or better than good.  

 

68% of patients said they had to wait for 10 minutes or less than 10 minutes in the waiting room to be 

seen and 82% of patients thought this was a reasonable time to have to wait. 4% said they had to wait 

longer than 30 minutes and 8% of responders said they thought this was poor or very poor.  
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73% of patients thought the time given for their appointment was good or better than good.  

75 % thought the doctor was good or better than good at listening to them.  

68% of patients thought the explanations the doctor gave about their tests and treatments were good or 

better than good.  

66% of patients thought the doctor involved them well in decisions about their care.  

72% of patients thought the doctor had shown good or better than good care and concern. 

 

Seeing and consulting a Nurse 
 

74% of patients thought the time given for their appointment was good or better than good.  

71 % thought the doctor was good or better than good at listening to them.  

68% of patients thought the explanations the doctor gave about their tests and treatments were good or 

better than good.  

65% of patients thought the doctor involved them well in decisions about their care.  

71% of patients thought the doctor had shown good or better than good care and concern. 

 

Cleanliness 

 

88% of the patients who responded to the question  

“On the day of your last visit (before today) was the surgery clean enough?”  

said that the surgery was clean enough.  

There were 2 comments about the cleanliness as follows: 

For months now there have been dirty, stained chairs in the reception area. I notice they have just been 

replaced but my point was the length of time it took for something to be done. At least the chairs are wipe 

down ones now but I do wonder if they are ever disinfected 

 

It’s in need of modernisation and seems cramped 

 

General impression of the surgery 

83% of patients responded that their experience at the surgery was good or better than good.  

73% of patients said they were treated with dignity and respect and a further 15% said they were treated 

with dignity and respect to some extent.  

82% of patients said they would probably or definitely recommend the surgery to someone moving to the 

area.  

 

On the whole we had very positive comments on the surgery. Patients find the practice welcoming and 

friendly, but professional. Please see the end of the report for some of the comments.  

There were some comments made about things that patients would like to change at the surgery such as 

car parking and more privacy at the reception desk. Some University students asked for longer opening 

hours.  

 

Developing an action plan 

 

The results of the survey were discussed at a patient participation group meeting to which all members 

were invited. It was attended by 9 patient members, one practice nurse, 2 GPs and the practice manger. 
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Apologies were received from 3 members of the group. The agenda for the meeting was circulated prior 

to the meeting.  

 

The survey results were felt to be generally positive but there were also some suggestions which the group 

hoped would be areas for development and these are outlined below in our action plan.  

 

Action Plan 

 

1. As 28% of the patients who responded to the question about preferred method of booking an 

appointment would like to be able to book on line the practice will introduce on line booking as 

soon as possible. This was discussed at some length at the PPG meeting and the group felt that this 

type of booking would be useful but should not disadvantage patients who do not have access to 

the internet to do this. The practice will ensure that only a percentage of appointments can be 

booked on line and will monitor the use of the system to ensure there is no abuse of the system. It 

is also hoped this will improve how easy it is for patients to get through to the surgery on the 

telephone.  

2. Privacy at reception was a major concern both at the branch and main site and the practice will 

endeavour to ensure music is played regularly to mask the conversations which have to take place 

at reception.  

3. Patients who use the branch surgery at The University of Northampton asked for a change in 

opening hours. Historically we have always opened from 9.30 a.m. to 4.00 p.m. Monday to 

Thursday and 9.30 a.m. to 3.00 p.m. on a Friday at the University as this fitted in with the student 

lifestyle but this seems to have changed. The practice will look at the opening hours with a view  

to changing them in some way.  

 

The practice opening hours at Moulton Surgery are as follows: 

 

Monday  8.00 a.m.  – 6.30 p.m. 

Tuesday  8.00 a.m.  – 6.30 p.m. 

Wednesday  8.00 a.m.  – 8.00 p.m. 

Thursday  8.00 a.m.  – 6.30 p.m. 

Friday   8.00 a.m.  – 6.30 p.m. 

Saturday  8.00 a.m.  – 11.15 a.m. 

 

Patients can telephone or come in to make an appointment with a nurse or GP. Appointments are available 

from 8.15 a.m. – 11.15 a.m. and 2.00 p.m. – 6.00 p.m. with GPs. They are available with nurses from 8.00 

a.m. to 12.45 p.m. and from 1.00 p.m. to 6.00 p.m. During extended hours i.e. 6.30 p.m. – 8.00 p.m. on 

Wednesdays and 8.00 a.m. to 11.15 a.m. on Saturdays appointments are available with GPs only.  

 

The practice opening hours at the branch surgery at the University of  Northampton are as follows: 

 

Monday  9.30 a.m.  – 4.00 p.m. 

Tuesday  9.30 a.m.  – 4.00 p.m. 

Wednesday  9.30 a.m.  – 4.00 p.m. 

Thursday  9.30 a.m.  – 4.00 p.m. 

Friday   9.30 a.m.  – 3.00 p.m.. 

 

Patients can telephone or come in to make an appointment with a nurse or GP. Appointments are available 

from 10.15 a.m. – 11.30 a.m. with GPs and then 1.30 p.m. – 4.00 p.m. with GPs. They are available with 

nurses from 9.30 a.m. to 12.45 p.m. and from 1.30 p.m. to 4.00 p.m. 
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Here are some of the comments made about the surgery on the surveys. 

 

Things people like about the surgery: 

 

Always a welcome with a smile 

Always very helpful 

Approachable doctors 

Comfortable chairs 

Community feel 

Dispensary 

Doctors personally call and welcome you as a patient 

Easy to book appointments 

Friendliness 

Friendly atmosphere 

Helpful receptionists 

The children’s area 

The friendliness of the staff in general 

The way staff are prepared to listen to what you have to say 

You are made to feel welcome 

 

Something you would like to change at the surgery 

 

Being able to book appointments further in advance 

Book on line 

Extra waiting area 

Larger reception 

Longer opening hours at TUN 

More privacy at reception 

More car parking 

More toys for children 

Time keeping on appointments 

 

Something you would like to see at the surgery in the future 

 

A larger car park 

A better system than having to phone in at 8.00 for 48 hour appointments 

Credit card at dispensary 

I think the surgery is beginning to look tired and needs a makeover 

More doctor appointments 

Physiotherapy 

More privacy at reception 

The old chairs back 

Sexual Health Department at TUN 

 

Any other comments 

 

A very good surgery 

Considering the pressures on a busy practice these days, I am entirely satisfied with the level of care I 

receive by my doctor and other staff and always with a smile which makes such a difference.  
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I have always (for 50 years) been helped, when unwell from the hard working doctors and nurses and 

receptionists. They are most patient and friendly, bless them! 

I think the surgery is dated with respect to the furniture and fittings and the hole in the wall dispensary. I 

find the staff unhelpful and the Doctors in too much of a hurry. It appears to me everyone is working to 

capacity and this is reflected in the atmosphere of the surgery. 

Keep NHS as it is. 

Not very easy to get Saturday appointments 

Some of the questions (above) are slanted to ensure the surgery appears better than it is. For example 

some questions give only 3 options (apart from don’t know) whilst other give 6. If I am faced with ticking 

Very well as opposed to Unsure I am being forced to choose and answer I may not agree with. With 6 

options at least I can choose an answer closer to my feelings.  

The doctors here are caring, professional and friendly, easy to access. 

 

 

 


