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Membership profile of the Patient Participation Group 

 

The PPG is made up of 11 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 5 male members and 6 female members. As can be seen from the table below the practice 

population is made up of 5070 females (53%) and 4489 males (47%) and so the PPG has a good 

representation from each gender.  

 

The age range of the group is as follows 

 

5 – 60s 

3 – 70s 

3 – 80s 

 

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

 
Age Range Male Female Total 

0 - 19 957 1208 2165 
20 - 29 1004 1175 2179 
30 - 39 420 370 790 
40 - 49 552 587 1139 
50 - 59 558 574 1132 
60 - 69 513 537 1050 
70 - 79 313 343 656 
80 - 89 148 231 379 
90+ 24 45 69 
Total 4489 5070 9559 
 

The mix of ages in the group has changed dramatically over the past year. We now have no members 

under the age of 60 and no student representatives.  

 

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 change the survey used last year to make it 

shorter.  

 

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.  

 

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. This year less patients were keen to complete the survey and more patients did refuse.  
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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.  

83% of patients said that they found it fairly easy or very easy to get through on the telephone 

62% of patients said it was fairly easy or very easy to speak to a doctor or nurse, and 23% said they had 

never tried 

57% of patients said they could get to see a GP on the same day, and 15% of patients said they had never 

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

74% of patients said it was fairly easy or very easy to book an appointment ahead at the surgery. 
 

Seeing and consulting a Doctor 

 

80% of patients said they could see a particular doctor within 5 days. 56% of the responders said they felt 

this was good or better than good and 80% said they could see any doctor within 4 days and 77% of the 

responders felt this was good or better than good.  

 

72% of patients said they had to wait for 10 minutes or less than 10 minutes in the waiting room to be 

seen and 76% of patients thought this was a reasonable time to have to wait. 1% said they had to wait 

longer than 30 minutes and 11% of responders said they thought this was poor or very poor.  

92% of patients thought the time given for their appointment was good or better than good.  

91 % thought the doctor was good or better than good at listening to them.  

85% of patients thought the explanations the doctor gave about their tests and treatments were good or 

better than good.  

83% of patients thought the doctor involved them well in decisions about their care.  

82% of patients thought the doctor had shown good or better than good care and concern. 

 

Cleanliness 

 

73% 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.  

 

General impression of the surgery 

79% of patients responded that their experience at the surgery was good or better than good.  

86% 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.  



 5 

 

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.  

 

Report on last year’s action plan 

 

1. Bringing in Online booking of appointments was one of our action points last year and this has 

been done.  

2. The practice continues to endeavour to play music in the waiting rooms at both the main and 

branch sites.  

3. The branch surgery opening hours were extended and the practice is now open 9.00 – 4.30 on a 

daily basis, Monday to Friday, with lunch from 1.00 – 2.00.  

 

Here are some of the comments made about the surgery on the surveys. 

 

Things people like about the surgery: 

 
Always friendly  

Attitude of staff  

Better car parking  

Children's play area 

Confidence in Doctor in that she often follows up with a phone call 

Convenient 

Doctors and staff exceptionally good 

Dr Pope excellent. Waiting times within surgery OK 

Dr Srini 

Everything 

Friendliness 

Friendliness and efficiency 

Friendliness and professionalism 

Friendliness of all staff 

Friendly 

Friendly and helpful staff 

Friendly and welcoming 

friendly atmosphere 

Friendly receptionists 

Friendly service 

Friendly staff and doctors 

Good attitude of receptionists 

Helpful staff - professional 

Helpful staff and caring doctors 

Helpful staff Treated well 

Helpfulness 

I live in Boughton so the dispensary wont give me my prescriptions. I have young children so this makes 

things difficult for me 

Level of assistance 

Never seems to be too crowded in a relatively small waiting area  

No perfect 
Online booking - if Dr Ireland is on the list of course. 

Pharmacy 

Pleasant staff 

Plenty of doctors to see 
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Polite and helpful 

reception always excellent 

Reception area 

Reception staff are helpful and cheery (do not quiz you when calling in) 

Service 

staff 

staff all polite and helpful 

Staff and Doctors 

Staff and doctors are really helpful 

Staff listen 

Staff, cleanliness 

Systmone 

the friendliness and cleanliness 

The general friendliness of all staff 

The Nurses 

The pharmacists are always helpful 

The process is made simple 

The Staff 

The village feel 

To be able to get an appointment that day 

Very caring and reassuring 

Very comfortable all staff are so friendly 

Very efficient 

Very helpful 

 

Something you would like to change at the surgery 

Ability to get quicker appointments 

Appointment system 

Appointments on time 

appt times longer 

as its not broken dont try to fix it 

being able to book appointment more than 3 weeks  

Being able to book more than 3 weeks 

Being able to see the GP you want far more easily 

Better appointment system 

Better appts service 

Bigger seating area 

bit more parking at times 

Can you make Blood tests available online ? 

Cannot think of anything 

Confidence in nurses 

Continuity of care by GPs 

Easier appointment access 

Easier to book routine appt with own GP 

Health Visitors not as good as previous surgery 

I think they have outgrown their building 

More appointments necessary 

More available appointment for blood tests 

more flexibility with days for ECGs etc 

More phone lines so don't have to keep ringing when engaged 

No perfect 

No things 

Nothing 

Nothing at the moment 

Other patients being able to overhear conversation in waiting room. 

Size of waiting area 

Some of the reception staff Very slow to answer phone reception desk often unmanned on arrival Never 

ask if the appointment request is urgent but just say nothing for 3 weeks 
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Speedier travel clinic appointments 

The displays are a jumble. Needs re designing , an area for info. for men and one for women maybe?. A 

shortage of good visible wall space is an impediment to a good display 

The whole approach to making an appointment - to see a Doctor in the short term one has to cite an 

'emergency' 

Too hot in here 

Wait times (sometimes) 

 

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

2 Dispensers at lunch times 

A new surgery with more parking! 

better reception staff 

Coffee available ?? 

Could the value to patients of an electronic information display screen be considered/evaluated? 

Email test results to patients 

Later opening times 

maybe duty team appts - dual team doctor and nurse available for appts on same day (emergencies only) 

This happens at Leicester Terrace - very successful though some patients do abuse it. 

More appointments 

more appointments after 5 pm to book in advance or before 9 am  

More blood tests or x-ray 

More disabled parking 

More flexible hours to phone 

more minor surgery 

 No perfect 

nothing 

online appt booking for kids 

Physiotherapy (private or nhs) 

Reiki Therapies 

Same day emergency appointments 

Telephone prescriptions 

The TV on to pass the time ? 

Tissues - none available except toilet 

TV 

Water machine 

 

Any other comments 
After the birth of my 2nd child I found life etc difficult, ALL of the staff were fantastic from reception - GPs 

- HV. I cannot fault the care I received during this time. 

Excellent tram of staff, receptionists and doctors - pharmacy is a great facility. 

Feel very much at home at the surgery. Phoning at 8am for an appointment is very stressful. 

Its too hard to see Dr Bailey 

Locum doctor Dr Chadalvada very nice 

More appointments on same day as ringing for appointment. 

Not having to phone at 8am and always finding the line engaged. 

This is the best practice in Northampton, clean, friendly, helpful. The staff and doctors  

Trust the doctors and staff completely, so much so that I based my house purchase on ability to stay at 

the surgery. Fantastic! 

Very satisfied with every aspect of this surgery 

We are lucky to have this surgery as our local surgery! 

 

Action Plan – looking at the comments we have decided to work on the following 

1. Display boards to be reorganised 

2. Electronic information display and/or TV to display information. 

3. Water machine for waiting room to be considered.  
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