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Patient Group Meeting
Monday 23rd March 2026
5.30 pm – 7:00 pm
Attendees:
· Shelby Preston Morris (SPM) – WGFHC Assistant Practice Manager 
· Core Members – JB, JC, MW, JT, GM
· Apologies – SEH, PL, DP, KA, BC, WR, SS


	Agenda Item

	Discussion points  
	Minutes/Actions 

	New PPG Member 
	Welcome Gillian  


	

	National Patient Survey 
	PPG Members to come up with suggested questions 


















	PPG members reviewed and discussed survey questions. 

Key outcomes: 
· Retain consistency in questions where possible for comparison over time. 
· Remove or revise irrelevant questions (e.g. telephone booking question). 
· Clarify wording around online triage vs receptionist-assisted forms. 
· Split complex/multi-part questions into simpler ones. 
· Include both yes/no responses and optional comment boxes. 

SPM to: 
· Update survey questions. 
· Circulate draft to PPG members via email for feedback before finalisation. 

	
	Online Triage System Discussion

	The online triage system received overall positive feedback, with members noting that it has improved access to appointments and made the allocation process fairer for patients.

However, some issues were identified. It was highlighted that patients do not always provide sufficient information when submitting requests, which can make triage more difficult. There have also been occasional instances where patients are reluctant to share details with reception staff.

It was agreed that patient education should continue, particularly around the importance of providing clear and detailed information. 

In addition, the wording of relevant survey questions will be reviewed to ensure they accurately reflect how the system is used.


	
	Appointment Experience

	Feedback on appointment experiences was mixed. Some PPG members reported feeling rushed during consultations or being limited to discussing only one issue per appointment, while others shared more positive experiences.

The group agreed on the importance of continuing to gather patient feedback in order to improve the quality of care. It was also agreed that survey questions should be refined to better capture patient experiences during appointments.


	
	DNA (Did Not Attend) Policy

	The group discussed introducing a stricter approach to managing missed appointments. A “three strikes” policy, which is commonly used across other practices, was proposed as a possible option.

There was recognition of the need to strike a balance between being fair to patients and reducing wasted appointments, as DNAs can significantly impact access for others.

It was agreed that the practice will work towards developing a more robust DNA policy, with a target implementation date of 01 April 2026.


	Spring Covid Boosters 
	Delivering Centrally at the Ahmadiyya Centre. 

Clinics will start the week commencing 13th April 2026 for two weeks. 8:00 am – 6:00 pm 

We used to use a system call outcomes for health to record COVID vaccinations; however, this has now been decommissioned, therefore, we have to use our own clinical systems, which can be difficult. 

To ensure the smooth running of the clinics, PCN PMs have agreed to evenly split days across the two weeks. 

Warwick Gates clinic dates are;

· Friday 17th April
· Thursday 23rd April 
· Saturday 25th April 

Text messages with booking links will be going out this week and next week. 

	Discussed, no action required.

	PPG Benchmarking
	



	The current PPG benchmarking rating was reviewed and agreed to remain at 1.5, with no change since the previous assessment. This reflects that there is some communication and collaboration between the practice and the PPG.

However, several areas for improvement were identified. These include increasing GP or partner involvement in meetings, improving follow-up on actions raised, and strengthening collaboration on service changes.

It was agreed that the practice and PPG should aim to progress towards a Level 2–3 rating going forward.

SPM will ensure that a Partner is present for all future meetings where possible.


	GP Registrar 

	Dr Philippa Clayton (ST3) 

Dr Dona Kumar (ST3) 

Dr Megan Roberts (ST1) – Starting April 2026

	Names for the doors will state ‘GP Registrar’.

	Recruitment 
	Dr Roberts will be leaving us in May. We are currently recruiting for 4-6 sessions  

We are also recruiting for an Advanced Nurse Practitioner 

	Discussed that Dr Roberts is leaving in May 2026. 

Recruitment underway for: 
· GP (4–6 sessions) 
· Advanced Nurse Practitioner 

The practice has also identified the need for strengthening the nursing team and leadership structure.


	AOB


	PPG Organisation & Engagement









	In previous years, the PPG members had more involvement with the practice. Over time, this has reduced. We agreed to increase PPG involvement in ideas and decision-making:

We agreed to start a rotation system for chairing meetings and minute-taking 

First rotation: 
Chair - Monique 
Minute taker – Julie 

Also discussed that each PPG member must attend at least 2 meetings per year to remain on the PPG register as per the terms of reference. 


	
	Promotion of the PPG group 

	The group discussed ways to improve communication and promote the PPG more effectively. It was agreed that the current PPG noticeboard within the practice needs improvement, as it does not clearly reflect the group’s role or activity.

For the next meeting, it was agreed that “PPG promotion ideas” will be added to the agenda for further discussion. In addition, opportunities to include PPG input in the practice newsletter will be explored.


	
	CQC Inspection Pending

	An upcoming inspection is expected, with the last full inspection having taken place around 2015/16. The practice is currently preparing by reviewing policies, HR records, and overall compliance documentation.

It was agreed that the PPG will be provided with guidance and potential questions in advance, to help them feel prepared and involved in the inspection process.


	
	Prescribing Project 

	The partners have discussed a proposal to introduce a bulk prescription signing system in the future. This approach is expected to improve efficiency by making better use of GP time.

However, it was noted that careful implementation will be required, particularly in ensuring clear communication with patients and maintaining safety checks throughout the process.

The estimated timeline for full implementation is approximately 12–14 months.

Once plans are in place, SPM will update the PPG members on their thoughts. 


	
	Healthwatch Update




	The group discussed that funding for Healthwatch Warwickshire is being withdrawn, which has raised concerns among PPG members. It was noted that Healthwatch provides valuable insights, surveys, and information on patient experiences and services, and its loss could impact access to this useful resource.

It was agreed that minutes and relevant reports will continue to be circulated to PPG members to ensure the information remains accessible for as long as possible.
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PPG Benchmarking - Jan 2026

		PPG Benchmarking - South Warwickshire Patient Engagement Group (SWPEG) - January 2026



		The role of SWPEG is to promote a patient centred culture across all organisations involved in healthcare and to seek to improve health and care services across SW and beyond.

		The purpose of this document is to establish an objective and comparable view of the quality of relationships between South Warwickshire PPGs and their associated Practice and PCN, 

		recognising that strong relationships are a prerequisite for influencing change.



		This information is for SWPEG internal use only as a means of: 

		- Highlighting examples of good practice or practical experience which can be shared across the group

		- Tracking progress in developing influential PPG relationships 

		- Identifying Practices where no PPG and/or Chair exists and where SWPEG could offer support to address the situation



		It is anticipated that PPG benchmarking will now be repeated at least annually to allow the SWPEG Leadership Team to evaluate the impact of SWPEG meetings and any associated activities.



		ARDEN		Practice						PCN								Dene & Stour		Practice						PCN								East		Practice						PCN

				Aug-23		May-24		Jan-26		Aug-23		May-24		Jan-26						Aug-23		May-24		Jan-26		Aug-23		May-24		Jan-26						Aug-23		May-24		Jan-26		Aug-23		May-24		Jan-26

		Alcester 		0		2				0		2.5						Hastings House		4		4				2		2						Harbury

		Budbrooke		4		4				0		0						Shipston		4		4				3		3						Kineton

		Henley in Arden		2.5		3				0		2						Meon		3		3				2		2						Southam		2		2				1		1

		Lapworth		2.5		3.5				0		0																						St. Wulfstan

		Tanworth in Arden

		 Arrow

		Pool Medical		3		4				3		3



		Kenilworth/Warwick		Practice						PCN								Leamington South		Practice						PCN								Leamington North		Practice						PCN

				Aug-23		May-24		Jan-26		Aug-23		May-24		Jan-26						Aug-23		May-24		Jan-26		Aug-23		May-24		Jan-26						Aug-23		May-24		Jan-26		Aug-23		May-24		Jan-26

		Abbey Medical		4		4				3		3						Croft Medical																Clarendon Lodge		3.7		4				1		1

		Avonside (NC)		0		0				0		0						Spa Medical																Cubbington Road		4		4				3		3

		Castle Medical		2.5		2.5				1		1						Warwick Gates		1.5		1.5												Sherbourne		4		4				1		1

		Chase Meadow (NC)		0		0				0		0						Whitnash																Waterside		3		3				2		2

		Priory (NC)		2.5		2.5				2		2



		Stratford*		Practice						PCN										      Scoring (please apply to both PCN and Practice relationships)

				Aug-23		May-24		Jan-26		Aug-23		May-24		Jan-26						0.     No PPG in place and/or no established leadership

		Bidford Health		4		4				2		2

		Bridge House		3		3														1.     PPG in place with established Chair and regular meetings.

		Rother House		2		4				1		2								         Little or no contact between the Practice and PPG.

		Trinity Court		0		0				0		0

		* Now operating as 2 networks																		2.     Some communication between Practice and PPG: PM or delegated individual attends some PPG meetings.  

																				         PPG provides patient feedback to the Practice; Practice notifies PPG of planned service changes.

		  N/C = No Chair

																				3.     Practice consults with the PPG: Practice Manager and/or GP Partner attends some PPG meetings.

																				         Practice uses PPG as a sounding board for new service developments and actively responds to PPG feedback.



																				4.     Practice and PPG actively collaborate regarding potential improvement of existing services and development 

																				         of new initiatives to improve patient experience and outcomes.
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SWPEG Report
January 2026


Caroline Graham
Engagement and Intelligence Lead (South Warwickshire)







About Healthwatch Warwickshire


Our aims are:


Listening to people and 


making sure their 
voices are heard.


Including everyone in the 


conversation especially those 
who are frequently ignored.


Analysing different people's 


experiences to learn how to 
improve care.


Acting on feedback and 


driving change.


Partnering with care providers, 


local government, and the 


voluntary sector.


Healthwatch Warwickshire Priorities 


2024-2025


• Improving care over time for all 


individuals, groups and 


communities across Warwickshire.


• Ensuring patient voice is heard 


where it needs to be, throughout 


the local government and NHS 


change processes, and is 


embedded into the new structures 


that emerge.


• A commitment to inclusive and 


ongoing community engagement, 


ensuring that all local residents, 


including those frequently ignored, 


have a meaningful voice in 


decisions that affect their lives.


Healthwatch Warwickshire: SWPEG Report


January 2026
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Healthwatch Warwickshire: Recent reports


Healthwatch Warwickshire August – October Report


The County-wide report is now available for our work between August and October 


2025. 


Healthwatch Warwickshire: SWPEG Report


January 2026


Access to Healthcare for the farming community


We attended the Rugby Livestock Market, which hosted a Farmer’s Healthcare Event, in 


November 2025. We listened to farmers and their families talk about their experiences of 


General Practice and other healthcare services.


Men's Health: PSA Testing 


Following feedback from South Warwickshire residents and with the support of 


Stratford District Councillors we engaged with men at a Prostate cancer support group 


and PSA testing event. We heard concerns about accessibility of PSA testing and 


have raised this with the ICB.


Young Inspectors visit to Warwick Hospital 


We accompanied the Young Inspectors to visit Warwick hospital children’s ward in 


collaboration with Warwickshire County Council’s forum for SEND. Recommendations 


have been shared with Warwick hospital and other departments, and hospital trusts are 


keen to replicate this work



https://www.healthwatchwarwickshire.co.uk/sites/healthwatchwarwickshire.co.uk/files/2025-12/Y2 Q4  Aug - Oct 2025  HWW QPR.pdf

https://www.healthwatchwarwickshire.co.uk/sites/healthwatchwarwickshire.co.uk/files/2025-12/Y2 Q4  Aug - Oct 2025  HWW QPR.pdf

https://www.healthwatchwarwickshire.co.uk/sites/healthwatchwarwickshire.co.uk/files/2025-12/Y2 Q4  Aug - Oct 2025  HWW QPR.pdf

https://www.healthwatchwarwickshire.co.uk/report/2025-12-19/access-healthcare-farming-community

https://www.healthwatchwarwickshire.co.uk/report/2025-12-15/mens-health-psa-testing

https://www.healthwatchwarwickshire.co.uk/report/2025-12-11/young-inspectors-visit-warwick-hospital





What we heard about GPs


Most common positive theme Most common negative theme


North Warwickshire GPs Quality of treatment Booking appointments


Nuneaton & Bedworth GPs Quality of treatment Booking appointments


Rugby GPs
Access to services. Booking 


appointments
Access to services


Stratford District GPs Quality of treatment Booking appointments


Warwick District GPs Quality of treatment
Consent, choice, being 


listened to


‘Booking appointments’, people told us:


• they are dissatisfied when they are expected to use the telephone either to 


try and make an appointment, or in some cases for the appointment itself. 


• they sometimes feel they must insist on a face-to-face appointment and 


choose to visit their surgeries in person to make an appointment. 


• their concerns about online triage systems.


“The recorded message when you phone up is too long, it is stressful when 


you are ill. I have not got a computer so can't use online systems.”


Slide taken from our Quarterly 
Performance report


Healthwatch Warwickshire Quarterly Performance Report August-October 2025
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Booking appointments: case study


I struggle to see my GP. Whilst I can 


physically make and receive calls, I find it 


hard to process and retain information by 


phone. This makes arranging appointments 


and telephone consultations difficult. My 


carer can help me to make the 


appointment but I might be alone when 


they call back or be in the middle of a 


street or getting on the bus, and I am not 


able to explain my symptoms. I'm not 


confident to use an online system, this is 


made harder by dyslexia. I would like to be 


able to make an appointment by going into 


the surgery.


“This won’t be possible as our 


policies are that you need to call 


at 8am any morning Monday to 


Friday to be able to get a 


telephone call back. We don’t pre-


book face to face appointments as 


that is something the doctor does if 


they feel it is necessary.” 


Healthwatch Warwickshire: SWPEG Report


January 2026


Healthwatch Warwickshire 


contacted the surgery on the 


individual’s behalf and received a 


response:


Feedback shared by an individual in South 


Warwickshire with multiple health conditions.
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Opportunity for training


Free Menopause Awareness Workshops in Stratford-upon-Avon 


Aimed at staff, volunteers and leaders of community settings and health & 
wellbeing practitioners


• Monday 19th January - 1pm-4pm


• Tuesday 27th January - 9.30am – 12.30pm


• Tuesday 22nd February - 9.30am – 12.30pm


• Monday 9th February - 1pm-4pm


They plan to produce further resources for GP practices, for more details contact 
Aline Boblin aline@menopauseknowledge.org / Tel: 07306397981


_____________________________________________________


For further details on our work please visit our website at: 


www@healthwatchwarwickshire.co.uk


Contact me at: Caroline@healthwatchwarwickshire.co.uk 


Healthwatch Warwickshire: SWPEG Report


January 2026



https://www.eventbrite.co.uk/e/menopause-awareness-workshop-for-community-settings-stratford-tickets-1979782189824

mailto:aline@menopauseknowledge.org

mailto:aline@menopauseknowledge.org

mailto:www@healthwatchwarwickshire.co.uk

mailto:www@healthwatchwarwickshire.co.uk

mailto:Caroline@healthwatchwarwickshire.co.uk

mailto:Caroline@healthwatchwarwickshire.co.uk





For more information:
For information about this report contact: Caroline@healthwatchwarwickshire.co.uk


Healthwatch Warwickshire


4-6 Clemens Street, Leamington Spa


CV31 2DL


website: www.healthwatchwarwickshire.co.uk


telephone: 01926 422 823


email: info@healthwatchwarwickshire.co.uk


write: FREEEPOST Healthwatch Warwickshire


Facebook/ Twitter: @HealthwatchWarw


Instagram: @healthwatch_warwickshire


Let’s stay connected:


Bluesky: @healthwatch-warwks.bsky.social 


Threads: @ healthwatch_warwickshire 



mailto:Caroline@healthwatchwarwickshire.co.uk

http://www.healthwatchwarwickshire.co.uk/

mailto:info@healthwatchwarwickshire.co.uk
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Warwick Gates Family Health Centre 

Patient Survey 2025

Total of 552 responses 



212 responses in 2023






























When you have telephoned the surgery to book an appointment have you experienced a shorter waiting time.

Other:

Have not telephoned since introduction of triage

I've not rang the surgery recently 

You can't get an appointment. You have to fill in online form. And told to do so when phoning up front desk.

They refuse to book an appointment over the phone, very stressful!

Was advised I had to use the online form and that I could just book an appointment over the phone

Not telephoned

Was not aware it was possible to phone for an appointment. Was told an online firm must be submitted.

I don’t bother calling to make an appointment because I hear there is no point so I just carry on and self-medicate

Told to use online

 I wasn’t allowed to book an appointment over the telephone.

Don't call anymore. I use the online service

No appointments available

On phone, we are told to follow online booking system. Both must be accepted as mean to request for help

 You can’t ring any more !

Told to use internet!!!!

Told to use internet!!!!

 Not applicable ,I was always advised to use the online form

No longer able to book by phone

You cannot get an appointment unless you go through the triage pages

You can’t phone to book an appointment. It’s only allowed by filling in the on line form

 Not tried as I thought you couldn’t but get a quick response anyway

 I tried to book by coming to surgery and was told all appointments need to be booked either using your new system or filling out a form.

They only said that book it online and that is disgusting

Not noticed a difference

Appointments are organised very quickly when a request is submitted

Time wait acceptable or seen same day if required

More often than not I'm number one in the queue but sometimes you still have to wait even then but it is not as bad as it used to be

Response times quicker but you cannot book an appointment. Always referred to triage form.

Calling for appointments was much better - with online you can wait a whole day just for someone to get in touch.

 Not used the phone line as I know of people who have been told that any appointments need to be made using the online form which isn’t always possible for people.

















Following patient survey feedback obtained March 2023 we now remain open during lunchtimes and Monday - Friday 8:00am - 6:00pm, would you like us to offer increased appointments outside of core hours from 7:00am - 8:30pm?*



Please Specify 

I thought there used to be more flexibility with appointment times, which I used to find helpful when I was working. Less of an issue for me personally now as I'm retired.

 I do not need these extended hours myself but it may benefit others?

 Even earlier appointments would help those who start working at 8am

Only a few/2 days of the week to start with, if not taken up appointments, then offer one day and advertise extensively for all patients to get out of hours appointments. 

More appointments would be helpful to reduce waiting times for appointments 

Evening and weekends if possible please

 I think the opening times are perfect, though I did try to call the other lunchtime, and was told by the automated message that the surgery was closed for lunch

Not every day but perhaps once or twice a week

 Opening longer hrs should imply ensuring a quicker appointment. If it doesn’t, then it makes no sense

It would be useful for those working out of Warwick, however maybe just one or two evenings

 If it meant increased capacity to see a GP, then yes

Maybe. If it meant reduced services elsewhere to compensate I wouldn’t want that.

I work in education where I can’t just leave work as and when for an appointment. This would be helpful for me and I’m sure many other people that work.

But not by reducing core time appointments

Yes please as I always need to take holiday from work for a GP appointment

Would be nice but don’t see it as crucial currently.

No, just because you have the outpatient option at the hospital. If that wasn't available, then yes.

The surgery is not open during dinner in fact is shut now for 1hr 30 mins a day

The hours of the clinic are already very good! No need for further working hours! Thanking you all very much!







Q7: Following patient survey feedback March 2023, we have extended GP and Advance Nurse Practitioner face-to-face appointments from 10 minute to 15 minutes. Thinking about a recent appointment at the Surgery with any of our Healthcare Professionals, did you feel you had sufficient time, did you feel listened to and were you treated with care and concern? Please tell us about your overall experience at this appointment?



So far, so good

I had enough time, was listened to with care and concern.

I haven't had a recent appointment, but I do feel increasing appointment time will be helpful. On one occasion I did feel rushed and I also felt the GP I saw was dismissive of what I was saying. That has not been my experience with other GPs at the practice.

Face to face is good. But still having a high degree of phone call appointments. Where you had passed the issues with an ongoing medical problem. Need to go back to see the same GP rather than having to go over the same history with different GPs each time.

Yes, sufficient time and pleased with my appointment

Yes, these appointments are very useful and informative

Yes, I do feel listened to. It is often important to talk about other possibly related issues to the main concern, to get the complete picture. More time allows this

I felt the time is sufficient and had been treated with care

Yes my doctor when very helpful and understanding in dealing with my depression

I think it’s good initiative. As a matter of fact, in my instance I had a discussion with the Advanced Practitioner on the phone.

I had lesions removed and was treated to a high standard

I had plenty of time to be examined and voice my concerns was treated with care and concern

Good experience with Clinician who listened and acted very professional.

I haven’t used the surgery for couple of years. The one time I used Healthcare worker was very efficient & was very lovely person & she treated me with care & concern.

15 minute is far better option than 10. Also I feel it less pressure for all the clinicians gathering the information .

Generally happy but t can be challenging if I present more than one issue to discuss (even if I have not used the practice in some time)

Still feels a little rushed, but treated well. Feel like you don't want to waste their time. Less personal than it used to be, but understandable

I took my daughter for immunization, the nurse was fantastic to distract my daughter, although she ended up crying, I absolutely felt the care and support

Yes I find the practice very efficient in the care for appointments needed and following up appointments with the drs on the same day if needed or for non urgent appointments





















Q7:Not so positive 

Very difficult to see the doctor, sometimes I suffer to avoid hassle to see a doctor.

You don't listen to your patients

Do not feel listened to and always feel rushed to the point I now worry about being taken seriously

I can’t get an appointment on line

Always seem to be offered appointments with Nurse practitioners although asked to see a Dr. Dr’s appointments don’t seem available

Professional experience when attended. The appointment booking experience is odd

Appointments still feel rushed. I would prefer 20 minutes per appointment

Fair. GP did not like me bringing up more than one problem and I do not believe it was 15 minutes long

Not get a single appointment booked and they don’t book telephonically or in person they always said booked it online that is not easy for the person who has never used this service earlier not user friendly

Your policy to treat only what you go in for makes you feel not listened too. If you looked at a person that has come in over a period with different issues you could diagnose better

I was not aware it had increased to 15 mins some times that is not enough depending on the issue. I have been told by Nurse she only had 10 mins and she could not continue with my question even though the computer was open, I felt rushed. Recent contact with aGP I felt rushed. The surgery never seems to have enough time they always seem so busy

Terrible experience. Spend 30 mins with a nurse who then says she cannot prescribe xyz or cannot advise on xyz because she’s not authorised. Had an even worse experience with a student F2F

Feels rushed, and most issues start with ANP then escalated to Doctor. Takes too long to see a Doctor



























Other

I also think it's important to provide reminders by text to reduce non attendance. I also think it's important to check the reasons why people failed to attend appointments to ensure fairness.

Issue a warning & advice of the potential charge that there could be if appointments were to ever be privatised! Plenty of countries charge to visit a GP.

All of the above

All of the above so that it is an escalation process. Alternatively, issue a financial penalty?

No 1, except make allowance fir those who may need additional support

Issue a text message warnings on initial failed attendances, followed by a written warning if it continues that they will be removed from patient list.

Fine them if they don’t attend

All above 3,according to, means, start with warning to remove if failed attendance without valid reasons

All of the above starting at top if then need be the second option after that and still happens remove patient as time wasting time spent on patients needing an appointment. Also warning a cost can or will be incurred on them .

Threaten to charge the cost of the missed appointment

Seek an explanation before any of the above and then use judgement about warning or removal

Removal only as a very last resort, people need healthcare. But if folks are taking up an appointment slot and repeatedly wasting them, then by any means necessary.

I understand and agree with warnings but maybe take into account the circumstances as it may not just be abuse of the system

I  find it difficult to get a face to face appointment with a doctor. If people are failing to attend appointments and been notified of their missed appointments they should be advised they will be removed from the list to allow others to get needed appointments

All the above in that order, it is so rude not to appreciate the practices time

Issue 3 warnings and then proceed to fines within a 3 year period. You must ensure it is simply to make a cancellation if you take this action

warnings seem good. maybe add in an estimate of cost wasted to NHS? don't remove though, people need access

 I think there should be a charge after first failed appointment in 12 months period. If continued, remove from list.

Each case to be tested on merit. Contact from practice manager to discuss as there could be underlying reason it was missed without cancelling. Blanket rule does not work well in this situation.

 Charge them - £30 a time
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Please specify:



Usually they are helpful

Needing to fill in online form. To get appointments. Older generations might have issues using that system.

Depends on who is on reception. Some seem “old school” gatekeeper type, an approach that is discouraging.

I called reception once for asking one queries regarding my NHS previous year test details are not visible , but they hung the call without addressing it

They are not medical staff so should not be asking personal questions and then deciding on the seriousness of the issue.

Referred to online appointment booking. I was in the surgery asked to book an appointment but told to complete online form

ometimes there is a particular receptionist who seems to enjoy being as awkward as possible!

But they don't have any knowledge of forms sent by NHS

 Mostly yes

If being told to use internet is responsive then OK

There are times when the responses are not friendly

Depends who answers the phone or who is on the desk

All depends on who you get. Some are lovely and some don’t listen at all and are known to interrupt patients who are trying to explain things to them.

Usually and has definitely improved over the last year or so.

We've experienced a couple of unhelpful comments from reception staff in the past. Some of the forms and processes need updating. The new patient process, which we had to use to register our baby, was especially poor. The process for mum and dad to gain access to our children's records also seemed cumbersome.

Yes but a bit defensive. Feels like I have to prove that I'm really ill to get an appointment

 Getting blood results from a member of reception staff is not helpful - or appropriate - even if results are negative if you get a text to say that you need to contact the surgery you are anxious and may have follow up questions - a negative result may not be the end of an investigation. To then have to make another phone appointment to speak to someone about the results only prolongs the process.

It is still difficult to contact anyone, and I was astonished that even the online form shuts down so it’s still a mad scramble at the start of the day in the middle of commuting, school run and so on. This is extremely unhelpful.









Reception staff can come across rude and extremely unhelpful. Administrative staff very dismissive of issues and seem to think there is nothing wrong.

It really depended on the person

Most of the time. Sometimes they are a bit gruff if the self check in doesn’t work, or if you’re a minute late

Contradictory instructions (email,phone,in person) when I was trying to register with the practice. Zero feedback, I basically had to figure it out for myself. After that, response and help been excellent.

One lady in the office (I have no name or I would have complained) is extremely rude, hence previous marks being 4 and not 5, the team at the healthcare centre is outstanding but her presence at the surgery is so out of place.

Speaking to reception staff is normally a very good experience though one individual could improve their interpersonal skills significantly

Depends on the situation, sometimes can be abrupt but other times very thoughtful and caring

Most staff are extremely good and helpful, however, one receptionist often has an aggressive and intimidating tone.

All three baby immunization and GP appointment rearranged after booking, some more than once (4 appointments in less than 4 months). Seems disorganised. Also, baby registered with middle name as surname (despite giving copy of birth certificate when registering).

They do an excellent job in difficult circumstances.

They are incompetent in handling complaints. They think they are clever and patients stupid

When I had a complaint it was dealt with really professionally and very satisfied 

They are not helpful in general. It is always difficult to get the required information from them. We always end up in a situation not to reach out to them as them being not helpful

Reluctantly helpful. Very abrupt and more bothered about getting you off the phone than wanting to help you while you’re not well. If you don’t want to help people when they need it, don’t work in heath care!

Some are excellent some are less

 Administration were very over whelmed, uneducated and rude

I did not understand the changes immediately. No time was taken to explain what I should do. That was resolved. And worked well last week.
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