
FERRYBRIDGE MEDICAL CENTRE 

 

Local Patient Participation Report – March 2014 

 

Introduction  
 
Welcome to the 3rd Local Patient Participation Report.  

The practice has benefited from a long established Patient Focus Group which was 
introduced around 12 years ago. It has contributed to the development of services and has 
put forward ideas for improving the way services are delivered and advised when things are 
working well or not as well as they should. The Group meets every 6-8 weeks.  

The importance of Patient Participation has now been recognised nationally and all practices 
are being asked to develop Patient Reference Groups through the Patient Participation 
Enhanced Service. The role of the PRG is to serve as a mechanism which at different times 
can represent the patient population to the practice, and the practice to the wider community. 
The existing Focus Group has been evolving to become a Patient Reference Group which 
aims to be representative of the Practice Population.  

It is noted that this includes looking at key practice demographics which will be considered in 
the make-up of the patient group that will relate (be not be confined) to:  

o Age  

o Ethnicity  

o Gender  

o Occupation (or employment status)  

o Parental status  

o Disabled status  

o Carer status (including patients in care homes / nursing homes, and both cared-for 
patients and “carer” patients)  

o Personal skills  

o Socio-economic group  

o Long-term medical conditions (consideration will be given to members who utilise services 
relating to chronic conditions or are otherwise regular users of primary and secondary health 
services)   

o Patients with specific care needs (e.g. drug users, learning disability needs, housebound 
etc)  

 

 

 

 

 

 

 

 

 

 

 

 



Profile of Practice Population and PRG  
 

 
 
The practice area is detailed above and incorporates both industrial urban areas ie 
Castleford, Knottingley and Ferrybridge and rural villages like Ledsham and Fairburn in the 
North, Hillam and Whitley in the East and Kirk Smeaton in the South. The practice also 
straddles the Local Authority areas of Wakefield MDC, North Yorkshire County Council and 
Selby Council. The Practice population is approximately 10,112. The population is served by 
the main surgery in Ferrybridge and Branch surgeries at Castleford and Byram. 
Approximately 2700 patients in the rural areas are eligible for Dispensing Services.  

Historically the area was heavy industrial with Coal Mining, Chemical Works, Power Stations 
and glass making whilst the coal mining and chemical works have declined all these 
industries are still operating in the area with the addition to the development of other lighter 
industries and service industries including warehousing and leisure.  

A legacy of these heavy industries has led to increased prevalence of chronic diseases, 
particularly respiratory diseases. There are relatively high levels of deprivation around 
Ferrybridge and Knottingley but lower levels in South and North  Eastern fringes of the 
practice area. Owing to the economic climate there are increasing levels of unemployment.  

88% of the population is White British, however, there is a small population from other 
cultural backgrounds. A full profile of the practice population compared to that of the 
extended Patient Reference Group is included below. The original Focus Group have wealth 
of experience and knowledge and include Parish Councillors, Expert Patients and Carers as 
well as patients interested in the local health economy and services the practice delivers. 
Representatives from the practice include the Practice Manager, Administrative Assistant, 
Specialist Nurse, Nurse Practitioner or GP on a rotational basis. 

Practice population profile PRG profile Difference 

Age 
% under 16 1845 17.5% % under 16 0  0% -17.5% 

% 17 – 24 

 

1003 9.5% % 17 - 24 0 0% -9.5% 

% 25 – 34 

 

1315 12.5% % 25 - 34 0 0% -12.5% 

% 35 – 44 

 

1244 11.8% % 35 - 44 1 6% -5.8% 

% 45 – 54 

 

1667 15.8% % 45 - 54 3 17% +1.2% 

% 55 – 64 

 

1249 11.8% % 55 – 64 4 22% +10.2% 

% 65 – 74 

  

998 9.4% % 65 – 74 6  33% +23.6% 



Practice population profile PRG profile Difference 

% 75 – 84 

 

597 5.7% % 75 – 84 4  22% +16.3% 

% over 84 

 

226 2.1% % over 84 0  0% -2.1% 

Ethnicity 

 
White White  

% British Group 

 

8945 

 

88.45% % British Group 14 100% -11.55% 

% Irish 

 

39 0.38% 

 

% Irish 0 0% +99.62% 

% White Other 

 

14 0.14% % White Other 0 0% +99.86 

Mixed   Mixed  

% White & Black 

Caribbean 

 

12 0.12% % White & Black 

Caribbean 

0 0% +99.88% 

% White & Black 

African 

 

13 0.13% % White & Black 

African 

0 0% +99.87% 

% White & Asian 

 

10 0.10% 

 

% White & Asian 0 0% +99.90% 

% Mixed Other 

 

8 0.08% % Mixed Other 0 0% +99.92% 

Asian or Asian 

British 

  Asian or Asian British  

% Indian 

 

18 

 

0.18% % Indian 

 

0 0% +99.82% 

% Pakistani 

 

2 

 

0.02% 

 

% Pakistani 0 0% +99.98% 

% Bangladeshi 

 

0 

 

0% 

 

% Bangladeshi 0 0% - 

Black or Black 

British 

  Black or Black British  

% Caribbean 

 

3 

 

0.03% 

 

% Caribbean 0 0% +99.97% 

% African 

 

11 

 

0.10% 

 

% African 0 0% +99.90% 

% Black Other 3 0.03% 

 

%Black Other 0 0% +99.97% 

Chinese or other 

ethnic group 

  Chinese or other ethnic group  

% Chinese 

 

14 0.14% % Chinese 0 0% +99.86% 

% Any other 

 

48 0.47% % Any other 0 0% +99.53% 

Not Stated 

 

  Not Stated    

Not Stated 974 9.63% 

 

Not Stated 0 0 +90.37% 

Gender 

% Male 

 

5076 

 

50.2% % Male 7 39% -11.2% 

% Female 

 

5037 

 

49.8% % Female 11 61% +11.2% 



Recruitment  
 
Initially the Focus Group worked with a Patient and Public Involvement (PPI) representative 
from the PCT who provided support and guidance on how to further develop the group to 
enable it to be representative of the population.  

The Patient Reference Group was promoted using a number of methods a number of 
methods including:  

• Interaction with patients and Practice staff both clinical and non clinical  

• Poster Campaign in all the Waiting Areas  

• Practice website  

• Advertised in Patient Newsletter  

• Promoted in Ferrybridge Community Centre  

• Word of mouth including contact was made by existing members at Local Youth Groups 
and Health Visitor clinics  

• Flyers circulated to dispensing delivery patients via Driver (housebound patients) 

• Message on Practice Facebook page  

The recruitment exercise offered the opportunity to join the existing group or become a 
virtual member and membership is now a combination of both.  

This exercise is ongoing and this year 3 new members have been recruited including 2 
virtual members (1 member has left the group). The Group appreciates that it is not fully 
representative of the Practice population particularly around the younger age groups and 
ethnicities. It has been agreed that this will continue to be addressed and if people feel they 
do not have the time to attend meetings, virtual membership will be encouraged. The 
practice has now established a Facebook page to improve communication with under 
represented groups.  

See Appendix 1a, 1b, for examples of flyers, posters  

Link to newsletter http://www.ferrybridgemedicalcentre.com/news/newsletters 

See Appendix 2, – Example of invitation to join  

 

 

Terms of Reference.  
 
The Group were keen to maintain the informality of the Group and have considered Terms of 
Reference but these will be kept to a minimum. The Group wish the Practice Manager to 
chair the meeting. GPs, Specialist Nurse and Nurse Practitioner rotate attendance at each 
meeting.   

 

 

Local Practice Survey  
 
It was agreed at the meeting of 16 December 2013 that the Group determine the areas of 
concern by reviewing previous surveys and priority issues raised by the Group. Draft 
questions based on this were prepared for consideration. It was noted that 25 completed 
questionnaires per 1000 patients were required to ensure a representative sample. A total of 
275 completed questionnaires were therefore required. .  

(See Appendix 3 - Minutes of PRG meeting held on 16 December 2013)  

 At the meeting 27 January 2014 the Group agreed the final survey. The focus of the survey 
was to capture areas of concern around access and appointments, the care received from 
GPs and Nurses including feedback re individual GPs, communication and a consensus 
regarding services the practice may be able to offer through a third party. The format and the 



questions were agreed by the group at the meeting. The questionnaire was pulled together 
and sent out to group members including virtual members for further comment.  

Appendix 4 - Minutes of meeting held on 27 January 2014  

Appendix 5 – Copy of survey  

The survey was made available at all three surgeries including the blood clinic (4 waiting 
areas) for completion and on the practice website over a period of 5 weeks in 
January/February 2014 with 3 of the group members spending time in surgery encouraging 
patients to complete the survey and Receptionists requesting patients that patients complete 
a questionnaire. Questionnaires were also sent out to virtual members.  
 
 
Survey Results  

It was estimated that approximately 425 questionnaires were given out and a total of 275 
completed questionnaires were submitted. The responses from the survey were analysed by 
question, and collated by age group and by surgery where appropriate. Any comments made 
were also recorded.  

The results were presented to the Patient Reference Group at their meeting on 10 March 
2014. The group reviewed the results and comments and the queries and action points 
noted. .  

The overall outcome of the survey was pleasing with positive responses on all areas 
covered. Areas of concern were highlighted by the group and it was agreed which should be 
taken forward and prioritised in the Action Plan.  

The priorities and Action Plan were formulated at this meeting.  

The results were also shared with virtual members for comment. For reference a copy of the 
outcome of last year’s Action Plan can be found at Appendix 8. 

Appendix 6 – Minutes of meeting held on 10 March 2014  

See Appendix 7 - Copy of Full Results of survey  

Appendix 8 – outcome of last year’s plan  

See Appendix 9 - copy of correspondence for virtual members.  

  

Action Plan  

The Action plan was agreed and prioritised at the PRG meeting on 10 March 2014 and is 
documented in those Minutes (Appendix 6) and detailed below in Progress Made  

The priority areas were  

1 Promote the use of the online system for booking routine appointment and ordering 
repeat prescriptions. 

2 Provide further training to staff regarding the procedures when they have to leave the 
reception desk to ensure that it is not left unmanned. 

3 Further develop the proposed health pod in the High Street building waiting room to 
provide health screening services to patients. 

4 Raise awareness of the services available to patients on a Saturday morning and the 
alternatives if there is an urgent issue. 

  

Progress made with the Action plan  

The Action points detailed below were agreed formally at the Practice Meeting on 10 March 
2014. There has been limited progress made owing to the timing of the survey. Plans are 
currently being developed to take the Action Plan forward. 

 



 

 

Confirmation of the opening times  

The survey did not look at opening times but the opening hours of the surgeries are detailed 
below:  

The practice is closed one Wednesday afternoon/month for staff training. If urgent attention 
is required during that time there is message on the telephone system advising patients to 
contact 111 for the on call service.  

 

FERRYBRIDGE SURGERY                                                                      

Monday         08.00 - 18.30pm                                                               
Tuesday        08.00 - 18.30pm                                                            
Wednesday   08.00 - 18.30pm                                                             
Thursday       08.00 - 18.30pm                                                                    
Friday            08.00 - 18.30pm                                                              

BYRAM SURGERY                                                                                

Monday        08.30 - 11.30am        14.30 - 18.00pm                                       
Tuesday       08.30 - 11.30am        CLOSED                                            
Wednesday  08.30 - 11.30am        14.30 - 18.30pm                                          
Thursday      08.30 - 11.30am        14.30 - 18.00pm                                      
Friday           08.30 - 11.30am        14.30 - 18.00pm       

CASTLEFORD SURGERY                                                                                     

Monday        08.30 - 11.45am        16.00 - 18.00pm                                       
Tuesday       08.30 - 11.45am        CLOSED                                         
Wednesday  10.00 - 11.45pm        CLOSED                                           
Thursday      08.30 - 11.45am        CLOSED                                                   
Friday           09.30 - 11.45am        16.00 - 18.00pm       

Closed all Bank Holidays and Good Friday 

The practice does provide extended hours, these times are detailed below.  

Pre-bookable appointments with a GP or Practice Nurse are also available on Saturdays 
between 0830 and 1100 at Ferrybridge for patients from either of the surgeries that cannot 
get to surgery during normal working hours. A Nurse and a GP are available at these 
surgeries but operate on a rota basis.  

The telephones are open for all sites between 8 am and 18.30 pm (1830) Monday to Friday 
to make/cancel appointments, request advice and order medication. It is recommended that 
it is better to call after 1100 to order medication as the telephones are less busy at this time. 
(If the repeat prescription line is busy the call will be directed to an answer machine)  

It is also possible to telephone out of hours to cancel appointments and request repeat 
medication by leaving a message on the answer machine.  

The Receptions are open between the times specified in the table above. There is also an 
online GP appointment booking and repeat medication ordering service that can be 
accessed 24 hours/day. Registration for this service is available by contacting the practice.  

This information is also available on the practice website and in the practice leaflet.  

  

Availability of Information  

The report is available at www.ferrybridgemedicalcentre.com 

It will shared at the next meeting of the PRG  

The results of the survey will be displayed in waiting areas where possible and include the 
link to the full report.  

The results of the survey will be included in the next patient newsletter 



 
 
 

 
 
 

Ferrybridge Medical Centre 

 
 
 
 

Patient Participation Group 
 
 
 

 

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

 
 

We are expanding our Patient 
Participation Group and are looking for 
patients from all age groups, social and 

cultural backgrounds to join us. 

 
 

We would like to hear about what YOU 
think works well or not so well in our 

practice 
 

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

receptionists or a member of staff.   

Appendix 1a 



 
 
 

 

Ferrybridge Medical Centre  
 

8-10 High Street 
Ferrybridge 
WF11 8NQ 

 

Tel: 01977 631623 
 

Patient Participation Group 
 

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

 
We are expanding our Patient Participation Group 
and are looking for patients from all age groups, 

social and cultural backgrounds to join us. 
 

What do YOU think works well and not so well in 
our practice? Let us know in the space below 

_________________________________________ 
_________________________________________ 

 

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 1b 



 

 

 

 

 

Invitation to Join Letter  

  

  

  

  

Dear,  

  

Thank you for your recent interest shown in joining our Patient Participation Group. 
We hope that by working closely with a wide range of patients we will be able to 
improve the service that we offer to all patients.   

We have two options available for patients wishing to become more involved, either 
attendance at the monthly Patient Participation Group, the next meeting will be held 
on XXXXXXXX at Ferrybridge Community Centre and we would like to invite you to 
join us. Alternatively you may wish to join our new virtual group, whereby you would 
be contacted periodically to ask your opinion on a range of matters relating to the 
practice. This contact could be by email, telephone or post depending on your 
preference and would provide valuable feedback on patient’s experience of using the 
surgeries services. If you would like to become a member of the virtual group please 
complete the form below.  

If you would like further information on either of the groups please do not hesitate to 
contact either myself or Laura Fenton on  

  

Yours Sincerely  

  

  

Kathryn Wragg  

Practice Manager  

  

-----------------------------------------------------------------------------------------------------  

  

 

I am happy to be contacted by: (Please tick all that apply)  

□ Email – My email address is:…………………………………………………  

□ Post  

□ Telephone – My preferred contact number is:………………………………  

□ Text Message – My mobile number is:………………………………………  
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Invitation to join – Virtual Members  

  

  

Dear  

  

Thank you for your completed feedback form, we are very pleased that you would 
like to join our Virtual Patient Participation Group.  

Please could you complete and return the form below showing your preferred means 
of contact. We are in the process of designing a patient satisfaction survey which we 
will contact you to ask your opinion on in the New Year.  

 We would like to welcome you to out Patient Participation Group and thank you for 
taking the time to become involved.  

  

Yours Sincerely  

  

  

  

Kath Wragg  

Practice Manager  

  

-----------------------------------------------------------------------------------------------------  

  

  

I am happy to be contacted by: (Please tick all that apply)  

□ Email – My email address is:…………………………………………………  

□ Post  

□ Telephone – My preferred contact number is:………………………………  

□ Text Message – My mobile number is:………… 
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Ferrybridge Medical Centre 

Patient Focus Group Meeting held on  

Monday 16th December 2013 at 2 pm  

Venue - St Andrew’s Church Hall, Ferrybridge.  
 

Present: 8 Group Members; GP Partner; Practice 

Representative (minutes) 
   

Apologies were received from: 5 Group Members  

 

Minutes of Meeting 

The minutes of the meeting held on 18 November 2013 were 

approved as a correct record. 
 

Matters Arising 

Lansoprazole – A group member has now had his query 
regarding Lansoprazole answered and requested that GP Partner 
updated the rest of the group.  There has been new evidence 
discovered that Lansoprazole (and possibly similar drugs in the 
same class), which is used to treat indigestion and reflux, can have 
a number of serious side effects when taken in high doses for a 
long period, these side effect include heart attacks, changed levels 
of salts in the blood and seizures. The practice has therefore 
conducted an audit of all patients prescribed Lansoprazole at a 
high dose and written informing them that their dose will be 
reduced.  The Group Member stated that he feels it would have 
been more appropriate for all patients to discuss this with their GP 
rather than the change being made automatically.  GP Partner 
explained that this would take a significant amount of time and it 
was felt that the medication change needed to be made as quickly 
as possible due to the potential risks; however any affected patient 
who was concerned or had queries was very welcome to discuss 
the change with a GP.  Discussion then ensued regarding other 
possible medications and lifestyle changes which can help the 
conditions Lansprazole is used to treat. 
Diabetes Noticeboard at Park View Surgery – The group 
member has passed this matter to the Diabetes UK representative 
who will look into it further.  
Diabetes UK leaflets – A group member supplied leaflets to be 
passed to the practices diabetes lead. 
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Practice Update 

• The Practice Manager has now left the practice, this was a 
mutual agreement.  A new Practice Manager will be recruited 
in due course, it was noted that the group would like them to 
chair their meetings. 

• The Deputy Practice Manager who attended the last meeting 
in the Practice Managers absence is also leaving the 
practice to take up another role. 

• The practice has a new GP trainee, who is completing his 
second year of GP training following qualification as a 
Doctor. 

 

Patient Survey 

The group worked through the previous year’s patient survey 
evaluating which questions they felt were still relevant.  It was 
highlighted that some patients may feel that they are wasting their 
time if questions remain the same year on year, after discussion it 
was felt that although this may be the case for a minority of 
patients asking the same questions enables the practice to identify 
trends within patient opinion which is useful information.  It was 
agreed to add a question regarding the use of online appointment 
booking and prescription ordering to show whether the practices 
recent promotion of this service had been successful.  Question 6 
would be removed from the survey as it was felt that all parties are 
aware of the privacy issues at the reception desks and work is 
ongoing around this.  Question 9 would be amended as two of the 
service choices in the previous survey are now available in the 
surgery.  An option for a Dietician would be added and 
Ophthalmology would be broken down into Retinal Photography 
and general Ophthalmology.  The practice representative 
suggested a question be included regarding how effectively 
patients feel the practice communicate with them and any 
suggestions or ideas they have for better communication.  
Discussion ensued regarding the methods used to communicate 
with patients with it being suggested that patient newsletter could 
be made available in places such as the newsagents and 
community centre as well as the surgery.  Practice representative 
would look into this. 
 

Any Other Business 

• A group member queried whether the practice has any 
information on the recent report in the paper regarding the 
cessation of knee and hip replacements and tonsillectomies.  
GP Partner is aware that tonsillectomies are not carried out 



 

 

as frequently as in the past but has not heard anything 
regarding knee and hip replacements, she will enquire further 
and feedback at the next meeting. 

• A group member enquired regarding the possibility of routine 
prostate cancer screening being introduced.  GP Partner 
explained that any screening programme must fulfil ‘Wilson’s 
Criteria’ and the current tests available are not specific or 
sensitive enough.  Discussion ensued regarding the 
symptoms or prostate cancer and the tests which would be 
carried out if a patient presented at a GP consultation with 
these symptoms. 

• A group member reported that his wife and several of her 
friends have not yet been invited for breast cancer screening 
even though they are now within the eligible age group.  As 
this is a nationally co-ordinated service GP Partner would 
provide contact details to Stephen to enable his wife to 
contact the service. 

• A group member has previously requested that the Practice 
Manager meet with ‘AIRE’ a group which is concerned with 
air pollution in the local area to try and obtain funding for air 
monitoring.  Practice representative would contact the group 
to arrange a meeting. 

• A group member asked if the practice would like to sponsor 
three flower tubs to be placed in St Edwards Close, Byram; 
the anticipated cost would be £25/£30 per tub.  Another 
group member strongly disagreed with the practice spending 
money on this, as did one of the other group members.  This 
proposal will be discussed further within the practice. 

• A group member enquired whether people who have had 
shingles can still have the vaccination, GP Partner believes 
they should but will confirm this and feedback at the next 
meeting. 

• A group member highlighted a recent incident regarding an 
appointment administration error at Mid Yorkshire Hospitals, 
it was reported that any incident regarding the local hospitals 
should be raised via West Yorkshire PALS as they achieve 
outcomes with high patient satisfaction. 

• A group member reported an incident on 10th December 
when the receptionist in Beauforth House went to discuss a 
prescription with a GP and left the reception desk unmanned 
for over 5 minutes.  Th group member was worried that 
prescriptions and medication could have been stolen with the 
desk being left for so long.  This would be fedback to staff. 



 

 

• A group member is aware that an elderly gentleman in 
Byram is regularly prescribed Viagra which he does not use, 
is taken from him and sold. She reported this several months 
ago but it is still happening.  Practice representative will 
make enquiries as to whether this has been investigated. 

• A group member queried whether the online system will let 
him order his prescriptions early over the Christmas period. 
Practice representative will find out and let him know.  It was 
highlighted that not all staff follow the same procedure when 
ordering double amounts of medication to cover holidays etc.  
This would be fedback to the reception supervisor and 
training provided to staff if needed. 

 

Date and Time of Next Meeting.  

 

The next meeting would be held on Monday 27 January 2014 at 2 

pm at St Andrew’s Church Hall 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 



 

 

Ferrybridge Medical Centre 

Patient Focus Group Meeting held on  

Monday 27th January 2014 at 2 pm  

Venue - St Andrew’s Church Hall, Ferrybridge.  
 

Present: 6 Group Members; Nurse Practitioner; Practice 

Representative (minutes) 
   

Apologies were received from: 7 Group members  
 

Minutes of Meeting 

The minutes of the meeting held on Monday 16 December 2013 

were approved as a correct record. 
 

Matters Arising 

Patient Newsletter – It was requested that copies of the next 
patient newsletter are brought to the PPG meeting when it is 
published. 
Cessation of Hip/Knee replacements – Further discussion 
ensued regarding this.  It was confirmed that Mid Yorkshire 
Hospitals NHS Trust policy or criteria have not changed. 
Sponsorship of flower tubs – It was highlighted that several of 
the group members do not agree with the practice sponsoring 
flower tubs in St Edwards Close, Byram and would like their 
objection to be noted by the partners. 
 

Practice Update 

• The practice is currently in consultation to close the 
Castleford branch, information letters have been sent to all 
Castleford patients inviting comment.  The practice feels that 
it is unable to provide a high quality service to patients from 
this premises. 

• The practice is currently exploring the option for turning one 
of the patient toilets in the High Street building into a ‘health 
pod’ where patients would be able to measure their height, 
weight, blood pressure etc.  This would also provide a 
confidential are for patients to discuss any personal issues or 
requests with the receptionist.  Discussion ensued regarding 
the lack of privacy in both reception areas with a group 
member highlighting that this issue has been ongoing for at 
least 2 years and it appears that no progress has been 
made.  Nurse Practitioner explained that every solution 
proposed creates additional problems but the surgery is 
committed to improvement.  The group feel that the best 
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option would be a Perspex screen from the reception desk to 
the ceiling.  A group member suggested seeking advice from 
an acoustic consultant; Practice Representative would look 
into this. 

• Nurse Practitioner highlighted that the practice is no longer 
using locums.  GP Registrars are qualified doctors who are 
completing their training to become GPs; they are with the 
practice for a 6 month period.  The two GP Registrars 
currently with the practice are coming to the end of their 
rotation and will be leaving next month.  The practice will 
them have two new GP Registrars.  FY2 Students are in their 
second year of training post graduation and are therefore 
also qualified doctors; they complete 6 month periods in 
several different specialities including general practice to 
enable them to decide which area to specialise in.  The 
practice will be providing placements to student nurses from 
April. 

• Nurse Practitioner is cutting her hours at Wakefield CCG 
from April and therefore will be in the practice for an extra 2 
sessions per week. 

• Recruitment of a Practice Manager is ongoing with interviews 
being held in February.  Another Nurse Practitioner is 
currently being recruited as two of the Nurse Practitioners 
are reducing their hours, the successful applicant will be 
highly skilled in managing chronic diseases enabling the 
practice to improve their service to housebound patients.  An 
advertisement for a full time practice nurse will be placed in 
the near future as one of the Practice Nurses is leaving the 
practice.  This will be a developmental role, ideal for a newly 
qualified nurse or a nurse with little experience in general 
practice.   

• A group member queried whether Nurse Practitioner is still 
involved in the diabetic clinic; she confirmed that she no 
longer sees patients in the clinic now that other nurses have 
the appropriate training. 
 

Patient Survey 

The group approved the updated patient survey and this will be 
distributed to patients as soon as possible.  Several of the group 
members volunteered to come into the surgery and encourage 
patients to complete the survey. 
 

 

 



 

 

Any Other Business 

• A group member highlighted that he is disappointed has 
heard nothing further regarding hospital walk rounds with Dr 
Earnshaw, he no longer wishes to pursue this. 

• Another group member highlighted that the ketone strips on 
her repeats have to be discarded 6 months after opening but 
the interval for ordering is yearly. This would be investigated 
and amended for patients as appropriate. 

• A group member updated the group on the Retinal Screening 
situation.  All screeners are now back at work and the 
backlog of patients is slowly clearing. 

• A group member would like to pass on his thanks to the 
receptionist and Dr Speers who dealt with his urgent problem 
over the Christmas period.  Another group member would 
like to compliment Dr Kola who was extremely thorough 
when he saw her and another group member would like to 
express her appreciation to Dr Fester. 

• A group member queried whether the walk-in chest x-ray 
service is still available at Seacroft Hospital.  Practice 
Representative would find out and feedback. 
 
 

Date and Time of Next Meeting.  

 

The next meeting would be held on Monday 10 March 2014 at 

2pm at St Andrew’s Church Hall 

 

 

 

 

 

 

 

 

 

 

 



 

 

Ferrybridge Medical Centre 

Patient Survey  

This surgery is constantly striving to improve its care and services for all patients. 

As part of this ongoing improvement, the Patient Focus Group have compiled a survey 

consisting of questions dealing with all aspects of your experience when you need to visit 

the surgery. Please note that all answers are completely confidential and you will not be 

asked for your name 

1. How did you book your last appointment? 

A visit to the surgery   

By telephone   

Online   

 

2. Are you registered for online appointment booking / repeat prescription ordering? 

      Yes  No  

3. Is there anything which would have improved this experience? 

 

 

 

 

4. Was the appointment with the GP or Nurse of your choice?  

GP   Yes   No 

             Nurse   Yes          No 

5. Are you satisfied with the overall care and advice you receive from the  

 surgery?       Yes  No  

 

6. Are the Reception staff helpful?      Yes  No             

 

 

 

7. Do you think the choices for obtaining repeat prescriptions (including the Electronic 

Prescription Transfer System) work well?     

  Yes     No  

 

  

  

 

Please comment – For example: Was your appointment within a reasonable timescale? How long 

did you have to wait? 

 

 

  

 

Please comment 

  

Do you have any suggestions for improvements?  
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8. The last time you saw a Doctor or Nurse at the surgery were they  good at each of 

the following   (please tick one box on each row and make any additional comments in the 

box below) 
 

 

9. The last time you saw a Doctor or Nurse at the surgery were they  good at each of 

the following   (please tick one box on each row and make any additional comments in the 

box below) 

 Very 

good 

Good Neither 

good nor 

poor 

Poor Very 

poor 

doesn’t 

apply 

Giving you enough time  

 

      

Asking about your symptoms       

Listening 

 

      

Explaining tests & treatments       

Involving you in decisions 

about your care 

      

Treating you with care and 

concern 

      

Taking your problems 

seriously 

      

Ensuring you felt confident in 

the outcome of your 

consultation 

      

 

 

 

 

 

 

 

 

Doctor/Nurses Name…………………………………………(Optional) 

Please comment 

 

 

 

 



 

 

 

10. Which of the following services would you like to see offered in the surgery? 

Dietician     Podiatry (None NHS) 

Ophthalmology/Retinal Screening  Counselling (None NHS) 

Health Screening    Other (please specify) 

       ………………………………………….. 

 

11. Do you feel that the surgery communicates effectively with patients? 

         Yes  No 

 

 

 

 

12. If you could change anything to improve the running of this surgery, what would it 

be? 

 

 

 

 

13. If you wish to add any further comments about the services the surgery provides 

please detail below? 

                                                                                                                                                           

 

 

 

Where completed   Ferrybridge Castleford Byram  (please circle) 

 

To help understand the context of your responses please detail 

  

 Your age  _______years  Your sex   Male   Female 

 

Please comment 

 

  

  

  

  

  

Please comment or make any suggestions 

 

 



 

 

 

Thank you for taking the time to complete this questionnaire.  It is very much 

appreciated.   

The results of the survey will be published in the surgery, the patient newsletter and on 

the website. 

With thanks to the Patient Focus Group who have compiled this survey.  If you would 

like further information or are interested in joining the Patient Focus Group please 

contact the surgery. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

Ferrybridge Medical Centre 

Patient Focus Group Meeting held on  

Monday 10th March 2014 at 2 pm  

Venue - St Andrew’s Church Hall, Ferrybridge.  
 

Present: 8 group members; GP; Practice Representative 

(minutes) 
   

Apologies were received from: 5 group members. 
 

Minutes of Meeting 

The minutes of the meeting held on Monday 27 January 2013 
were approved as a correct record. 
 

Matters Arising 

Sponsorship request – One of the group members had to leave 
the meeting early due to a prior commitment therefore this item 
was moved to the top of the agenda and was discussed before 2 
of the group members and GP arrived.  The group member stated 
her reasons for the request and reminded the group that she has 
saved the surgery several thousands of pounds in the last year by 
paying for her husband to be treated privately.  There was 
vehement opposition to the request being granted from 3 of the 
group members who believe that practice money should be spent 
on patient care only.  The discussion became heated with another 
group member stating that although he had no opinion either way 
with regards to the sponsorship request he was not happy with the 
way the 3 group members were speaking over the other group 
member and not letting her make her point.  The group member 
decided to leave the meeting and another group member  decided 
to leave with her stating that he would not be returning whilst ever 
certain members of the group were still attending meetings.  Upon 
discussion the group felt that one of the group members manner 
had been aggressive and threatening and had made them feel 
uncomfortable and in fear of their safety, this incident would be fed 
back to the partners. 
Acoustic Consultant – Approval had been granted for Practice 
Representative to obtain several quotes from various Acoustic 
Consultancy firms, this would be done in April. 
Ketone testing strips – The IT Manager had checked patient 
records and found that the problem was only affecting a small 
number of patients and had now been remedied.  Ann Bateson 
had contacted one of the group members directly to discuss this. 
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Walk-in chest x-rays – Unfortunately the service that a group 
member mentioned at the last meeting is only available for patients 
living in Leeds, Another group member clarified that it is all 
patients with a LS postcode.  The group member noted how useful 
it would be to have this service in the Wakefield District. 
 
Practice Update 

• Dr Mone will be retiring from Ferrybridge at the end of April. 
A group member queried how his hours would be covered in 
the practice, it was noted that if the closure of the Castleford 
branch goes ahead no additional GP hours would be 
needed, if the proposed closure is not approved the surgery 
will have to explore the options for covering the lost hours. 

• The practice currently has a 3rd year Medical student 
completing a 5 week placement. 

• The practice has now recruited a Nurse Practitioner, who is 
currently working as the local Community Matron.  She will 
join the practice in May 

• Interviews have been held for a new Practice Manger, further 
information on the successful candidate and their anticipated 
start date is expected within the next few weeks. 
 

Patient Survey 

Patient Representative thanked 3 of the group members for 
spending time in the practice encouraging and helping patients to 
complete questionnaires. 
 

The group went through the results of the patient’s survey 
discussing the results of each question and comparing these with 
last year. Overall the results of the survey were good with high 
patient satisfaction.  It was noted that the percentage of patients 
obtaining an appointment with a clinician of their choice (Q4) was 
lower than the previous year; it was thought that this may be 
explained by the use of locums to cover sickness absence and 
maternity leave. 
 

The group decided the action plan (attached) would focus on 
promoting the use of online appointment booking and repeat 
prescription ordering; ensuring the reception desk is not left 
unmanned; development of health screening pod and increasing 
awareness of the services available on a Saturday morning. 
 

Any Other Business 

• A group member reported that he has had to have two 
operations, the night before his second operation it was 



 

 

cancelled and he has been informed that he is now back on 
the waiting list and it could be up to 18 weeks before he is 
seen again.  The group member queried whether this is 
standard practice as it seems to him that the hospital are 
trying to manipulate their waiting time figures.  Practice 
Representative would speak to the admin team and 
feedback. 

• Several instances of poor service from mid Yorkshire 
Hospitals NHS Trust were noted including discharge due to 
non attendance when appointment letters had not been 
received.  It was agreed to invite Dr Earnshaw to the next 
PPG Group meeting to discuss the future of the local 
hospitals. 

• A group member reported that when he ordered his repeat 
medication in November he was informed that his medication 
review was due; he had this review but in every month since 
has received a message on prescription saying he is due a 
medication review.  Two other members reported this had 
happed to them too.  It was thought this was a technical 
glitch and it would be looked into.   
 

Date and Time of Next Meeting.  
 

The next meeting would be held on Monday 28th April 2014 at 2pm 

at St Andrew’s Church Hall 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

Ferrybridge Medical Centre

Patient Survey 2014

This surgery is constantly striving to improve its care and services 

for all patients. 

 

As part of this ongoing improvement, the Patient Focus Group 

compiled a questionnaire consis

aspects of patient experience when visiting the surgery.

 

275 completed surveys were received which represents 

approximately 3% of the total practice list size of 10,112.  Views 

were sought from all age groups and at all 

overview of the experiences of patients registered with this 

practice. 

 

The report below comprises of comprehensive details of the 

answers given to each question along with additional comments 

and suggestions made.  The practice will 

version of the report available to patients via display in the surgery, 

the patient newsletter and on the practice website.
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Ferrybridge Medical Centre

 

Patient Survey 2014

 

This surgery is constantly striving to improve its care and services 

As part of this ongoing improvement, the Patient Focus Group 

compiled a questionnaire consisting of questions dealing with all 

aspects of patient experience when visiting the surgery.

275 completed surveys were received which represents 

approximately 3% of the total practice list size of 10,112.  Views 

were sought from all age groups and at all sites and provides an 

overview of the experiences of patients registered with this 

The report below comprises of comprehensive details of the 

answers given to each question along with additional comments 

and suggestions made.  The practice will make an abbreviated 

version of the report available to patients via display in the surgery, 

the patient newsletter and on the practice website. 

Ferrybridge Medical Centre 

Patient Survey 2014 

This surgery is constantly striving to improve its care and services 

As part of this ongoing improvement, the Patient Focus Group 

ting of questions dealing with all 

aspects of patient experience when visiting the surgery. 

275 completed surveys were received which represents 

approximately 3% of the total practice list size of 10,112.  Views 

sites and provides an 

overview of the experiences of patients registered with this 

The report below comprises of comprehensive details of the 

answers given to each question along with additional comments 

make an abbreviated 

version of the report available to patients via display in the surgery, 



 

 

Q1.   How did you book your last appointment? 

 A visit to the surgery     80 – 29% 

 By telephone     170 – 63% 

 Online        21 –   8% 

 Not applicable / blank       4 

 

 

Byram – 18      Castleford – 7  

 A visit to the surgery    8 – 44% A visit to the surgery   2 – 28% 

 By telephone        8 – 44% By telephone      4 – 58% 

 Online       2 – 12% Online       1 – 14%  

Ferrybridge – 221  

A visit to the surgery   63 – 29% 

 By telephone   142 – 64% 

 Online      16 –   7%  

 

Total

Online

Telephone

Visit
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Byram Castleford Ferrybridge

Total

Byram Online

Byram Telephone

Byram Visit

Castleford Online

Castleford Telephone

Castleford Visit

Ferrybridge Online

Ferrybridge Telephone

Ferrybridge Visit



 

 

 

Under 16 – 1      16-20 – 7 

A visit to the surgery 0 –     0% A visit to the surgery 0 –     0% 

 By telephone   1 – 100% By telephone   7 – 100% 

 Online    0 –     0% Online    0 –     0% 
 
21-25  – 18      26-30 – 19 

A visit to the surgery   2 – 11% A visit to the surgery   3 – 16% 

 By telephone   16 – 89% By telephone   15 – 79% 

 Online      0 –   0% Online      1 –   4% 
 
31-35  – 22      36-40 – 19 

A visit to the surgery   5 – 22% A visit to the surgery   5 – 22% 

 By telephone   16 – 73% By telephone   17 – 74% 

 Online      1 –   5% Online      1 –   4% 
 
41-45 – 23      46-50 – 29 

A visit to the surgery   5 – 22% A visit to the surgery 11 – 38% 

 By telephone   17 – 74% By telephone   17 – 59% 

 Online      1 –   4% Online      1 –   3% 
 
51-55 – 20      56-60 – 26 

A visit to the surgery   6 – 30% A visit to the surgery   13 –50% 

 By telephone   12 – 60% By telephone        8 – 31% 

 Online      2 – 10% Online        5 – 19% 
 
61-65 – 16      66-70 – 23 

A visit to the surgery   5 – 31% A visit to the surgery   9 – 39% 

 By telephone     6 – 38% By telephone   13 – 57% 

 Online      5 –  31% Online      1 –   4% 
 
71-75  – 16      76-80 – 11 

A visit to the surgery   5 – 31% A visit to the surgery   3 – 27% 

 By telephone     8 – 50% By telephone     8 – 73% 

 Online      3 – 19% Online      0 –   0% 
 
80+ – 11       

A visit to the surgery 3 – 75%  

 By telephone   1 – 25%  

 Online    0 –   0%  

 



 

 

 

Female – 159     Male – 96 

A visit to the surgery   38 – 24% A visit to the surgery 38 – 40% 

 By telephone   109 – 69% By telephone   51 – 53% 

 Online       12 –   8% Online      7 –    7% 

 

From these results we can see that for both gender, all age groups and across all 

sites using the telephone remains the most popular way to book an appointment. 

The percentage of people using each method remains fairly consistent across the 

three sites; the percentage using online booking appears higher at the branch 

surgeries although the lower respondent rate may skew the data.   

It would seem that women are slightly more likely to use the telephone to book an 

appointment with men more likely to visit one of the surgeries however there is very 

little different in the frequency of online bookings according to gender. 
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26-30 Online
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36-40 Telephone
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Total

Female Online

Female Telephone

Female Visit

Male Online

Male Telephone

Male Visit



 

 

 

Compared to the results from last years survey the use of online booking has 

increased in popularity from 3% to 8% with more younger patients using this service 

than previously, it remains most popular with the 51-60 age group. 

There is a corresponding decrease in patients booking appointments by visiting the 

surgery with the use of telephone booking remaining consistent. 

The method of appointment booking does not vary significantly from the previous 

year when analysed by gender and location. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

Q2. Are you registered for online booking / repeat prescription ordering? 

 Yes 83 – 30% No     190 – 70% 

 

A third of respondents were registered for online appointment booking however only 
8% used this method.  This may be explained by patients needing same-day 
appointments or nurse appointments, neither of which is available to book online. 

 

Q3.  Is there anything which would have improved this experience? 

 Positive comment  75 – 74% Negative comment 27 – 26% 

 

Similar to the results of last years survey the majority of comments regarding the 
appointment booking experience were positive.  Several patients were dissatisfied 
with the waiting time before the telephone was answered however the majority of 
patients were happy with the appointment the received. 
 
Comments (See appendix A) 

Total

No

Yes

Total

Negative

Positive



 

 

‘No - Polite reception staff, timely call back by practice nurse and got my daughter an 

appointment in 2 hours’ – Female, 29, Ferrybridge 

‘Don't visit much but always get an appointment within reason’ – Male, 85, Byram 

‘Long wait for answer (busy lines)’ – Male, 73, Ferrybridge 

Q4. Was the appointment with the GP or Nurse of your choice? 

 Yes      207 – 77% No   61 – 23% 

 

 

GP  

 Yes    144 – 71% No  58 – 29%   

 

 

Nurse 

 Yes    96 – 75% No  32 – 25%  

Total

No

Yes

Total

No

Yes



 

 

 

 

Location  Yes      No 

Ferrybridge 167 –   77%    51 – 23% 
Byram      16 –   89%      2 – 11% 
Castleford     5 –   71%      2 – 29% 

 

The majority of patients were able to book an appointment with the Clinician of their 
choice, with no significant differenct between the availability of GPs and Nurses.  A 
slightly lower percentage of patients were able to see the clinician of their choice this 
year when compared with last year. 

 

Q5. Are you satisfied with the overall care and advice you receive from the 
surgery? 

 Yes 254 – 97%  No   7 – 3%  

Total

No

Yes
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The vast majority of patients are happy with the overall care that the surgery 

provides with 7 patients not satisfied.  5 of these were from the Ferrybridge surgery, 

the other 2 chose not to state this information.  Whilst satisfaction rates remain 

extremely high there is a slight increase in the number of patients who are not 

satisfied with the overall care and advice they receive from the surgery when 

compared to last year. 

Q5. Are the reception staff helpful? 

 Yes 258 – 98%  No  6 – 2% 

 

Patient satisfaction was again high regarding the helpfulness of the reception staff, 
however 6 respondents had rated the reception staff as not helpful whereas nobody 
marked this response last year. 

Comments (See appendix B) 

Need to be on reception all time and not chit chatting on in back’ – Female, 27, 
Ferrybridge 
‘Helpful, friendly, polite’ – Female, 31, Ferrybridge 
‘Can't fault them’ – Male, 49, Castleford 
 

Total

No

Yes

Total

No

Yes



 

 

Q7. Do you think the choices for obtaining repeat prescriptions (including the 
new Electronic Prescription Transfer Scheme) work well? 

  Yes   223 – 96%  No  9 – 4%  

 

Comments (See appendix C) 

‘Falls down at chemist, items not ready’ – Male, 60, Ferrybridge 
‘No suggestions’ – Male, 80, Ferrybridge 

 

Q8a. The last time you saw a Doctor at the surgery how good was the Doctor 
at giving you enough time? 

 Very Good   164 – 60%  Good    88 – 32% 

 Neither good nor poor     9 –   3%  Poor      5 –   2% 

 Very Poor       0 –   0%  N/A      9 –   3% 

 

95% of people thought that the doctor was good or very good at giving them enough 
time during their consultation.  Only 5 (2%) of respondents rated the Doctor as poor 
and no one rated the doctor as very poor.  There is no significant change from the 
previous year’s results. 
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Q8b. The last time you saw a Doctor at the surgery how good was the Doctor 
at asking about your symptoms? 

 Very Good   166 – 60%  Good    83 – 30% 

 Neither good nor poor   12 –   4%  Poor      4 –   1% 

 Very Poor       1 –   0%  N/A      9 –   3% 

 

 

 

94% of people who responded to the question thought the doctor was good or very 
good at asking them about their symptoms, which is slightly less thank last years 
answers.  5 respondents rated the Doctor as poor or very poor which are 2 more 
than last year. 
 

Q8c. The last time you saw a Doctor at the surgery how good was the Doctor 
at listening? 

 Very Good   164 – 60%  Good    79 – 29% 

 Neither good nor poor   11 –   4%  Poor      3 –   1% 

 Very Poor       0 –   1%  N/A    17 –   6% 
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94% of people who answered this question thought the doctor was good or very 
good at listening to them.  3 respondents rated the Doctor as poor or very poor, this 
is broadly similar to last year’s results.  
 

Q8d. The last time you saw a Doctor at the surgery how good was the Doctor 
at explaining tests & treatments? 

 Very Good   154 – 56%  Good    75 – 27% 

 Neither good nor poor   13 –   5%  Poor      4 –   1% 

 Very Poor       2 –   1%  N/A    27 – 10% 

 

92% of people who responded thought the doctor was good or very good at 
explaining tests and treatments.  Only 4 respondents rated the Doctor as poor and 2 
rated the Doctor as very poor, again this is similar to last year’s responses.   
 

Q8e. The last time you saw a Doctor at the surgery how good was the Doctor 
at involving you in decisions about your care? 

 Very Good   152 – 55%  Good    77 – 28% 

 Neither good nor poor   20 –   7%  Poor      6 –   2% 

 Very Poor       0 –   0%  N/A    20 –   7% 
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90% of people who answered this question thought the doctor was good or very 
good at involving them in decisions about their care, which is a slight decrease on 
last years result.  6 (2%) respondents rated the Doctor as poor with no one rating the 
doctor as very poor which is a decrease on the previous year. 
 

Q8f. The last time you saw a Doctor at the surgery how good was the Doctor 
at treating you with care and concern? 

 Very Good   164 – 60%  Good  80 – 29% 

 Neither good nor poor   13 –   5%  Poor    4 –   1% 

 Very Poor       1 –   0%  N/A  13 –   5% 

 

 

93% of people who responded thought the doctor was good or very good at treating 
them with care and concern; his is 2% less than last year however more patients 
rated the doctor very good.  4 respondents rated the Doctor as poor and 1 rated the 
Doctor very poor.   
 

Q8g. The last time you saw a Doctor at the surgery how good was the Doctor 
at taking your problems seriously? 

 Very Good   168 – 61%  Good     74 – 27% 
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 Neither good nor poor   15 –   5%  Poor       6 –   2% 

 Very Poor       3 –   1%  N/A       9 –   3% 

 

91% of people who responded to this question thought the doctor was good or very 
good at taking their problems seriously.  6 respondents rated the Doctor as poor and 
3 rated the Doctor as very poor.  This is broadly similar to last year’s results 
 

Q8h.  The last time you saw a Doctor at the surgery how good was the Doctor 
at ensuring you felt confident in the outcome of your consultation? 

 Very Good   162 – 59%  Good             78 – 28% 

 Neither good nor poor   15 –   5%  Poor      6 –   2% 

 Very Poor       3 –   1%  N/A    11 –   4% 

 

 

91% of people who responded thought the doctor was good or very good at ensuring 
they felt confident in the outcome of their consultation.  6 respondents rated the 
Doctor as poor and 3 rated the Doctor as very poor.  When compared with last years 
results there is no significant change. 
 

Comments – See Appendix D 
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‘Helen Weller - Saw Practice Nurse re: daughters eczema, very helpful and gave 
good advice + meds that have worked well’ – Female, 29, Ferrybridge 
‘Dr Wynn - Very patient, listens well, explains things clearly’ – Female, 31, Byram 
‘Dr Kola - is absolutely brilliant, she took me seriously with my problem.  I would 
definitely see her again’ – Female, 20, Ferrybridge 
‘Dr Marlow - the best’ – Male, 77, Ferrybridge 
‘Dr Phipps-Jones - Dr Phipps-Jones was extremely attentive and discussed my 
symptoms and treatment options with me’ – Female, 64, Byram 
‘Again some are better than others’ – Female, Age not stated, Byram 
‘Dr Arthur Mone - caring and takes patients needs very seriously.  Approachable, 
friendly but very professional’ – Female, 60, Ferrybridge 
 

Q9. Which of the following services would you like to see offered in the 
surgery? 

Dietician         54 Podiatry (None NHS)  34 

Ophthalmology/Retinal Screening    55 Counselling (None NHS)  55 

Health Screening      126 Other (please specify)    7 

 

 

 

Other (Please specify) – See Appendix E 

‘Hearing Aid Batteries’ – Male, 65, Ferrybridge 
‘None just a good GP’ service – Gender, Age & Location not stated 
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Q10. Do you feel that the surgery communicates effectively with patients? 

  Yes  243 – 95%  No  13 –     5% 

 

 

 

Comments 

‘Monthly Newsletters, Communication board in reception, newsletters available in 
local Chemist Shops etc – Female, 27, Ferrybridge 
‘I like the text messages to confirm appointments and remind you the day before - 
very handy’ – Female, 43, Ferrybridge 
‘More time for appointment when dealing with difficult problems.  10 mins not 
enough’ – Gender not stated, 46, Ferrybridge 
‘Generally yes, like text service for appointments’ – Female, 50, Ferrybridge 
 
 
Q11. If you could change anything to improve the running of this surgery, 
what would it be? (See Appendix F) 
 
‘Nothing surgery runs well’ – Male, 49, Ferrybridge 
‘Availability of appointments’ – Female, 21, Ferrybridge 
‘Happy with everything’ – Male, 58, Ferrybridge 
‘See same GP every appointment’ – Male, 24, Ferrybridge 
‘Speed up telephone answering - I know this is difficult when busy but I have waited 
up to 10 minutes’ – Male, 77, Ferrybridge 
‘I think the surgery is well managed and if I was not happy I would speak to the 
Practice Manager (to date no complaints)’ – Male, Byram, 85 
‘More reception staff - always busy with queues’ – Female, 37, Ferrybridge 
‘All Drs names and speciality and Nurses listed at the internet and at the surgery’ – 
Female, 47, Ferrybridge 
‘Later nights. Saturday opening’ – Female, 51, Ferrybridge 
‘More books and toys for young children’ – Female, 41, Ferrybridge 
‘Coffee machine in waiting area’ – Male, 66, Ferrybridge 
‘If you don't need to be here get charged’ – Male, 23, Ferrybridge 
‘Quicker to answer phone, get appointments’ – Female, 43, Ferrybridge 
 

Total

No

Yes



 

 

 

Q12. If you wish to add any further comments about the services the surgery 
provides please detail below? 

 

‘As a working Mum with small child - really good to be able to call to get advice / appt 
quickly and online booking good’ – Female, 36, Ferrybridge 
‘Well pleased with the service’ – Male, 66, Ferrybridge 
‘Any terminal illness patient should have same doctor until the end – Male, 72, 
Ferrybridge 
‘Very helpful appointment, staff always get an appointment for my little boy the same 
day’ – Female, 33, Byram 
‘Listen to Mothers instinct’ – Female, 32, Ferrybridge 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

Appendix A – Q3.  Is there anything which would have improved this 
experience? (For example: Was your appointment within a reasonable 
timescale?  How long did you have to wait? 

 
‘Long wait for answer (busy lines)’ – Male, 73, Ferrybridge 
‘Always on time’ – Gender, Age & Location not stated 
‘Nothing as best doctors in West Yorkshire’ – Female, 42, Ferrybridge 
‘No’ – Male, 66, Ferrybridge 
‘I always find that if there is a need to see a GP quickly something is always sorted’ – 
Female, 37, Ferrybridge 
‘Only partner Dr's listed on the online system’ – Male, 49, Ferrybridge 
‘No’ – Female, 24, Ferrybridge 
‘It would improve if could book nurse appointments i.e. smear etc, also not all Drs 
are listed just the partners and ideal if the stated their speciality’ – Female, 47, 
Ferrybridge 
‘Yes, within 1 week’ – Male, 66 Ferrybridge 
‘No problems at all’ – Female, 64, Byram 
‘If doctors are behind they will still see you but if you're late they won't’ – Male, 44, 
Ferrybridge 
‘Waited 20 minutes after appointment time’ – Female, 62, Ferrybridge 
‘No waiting’ – Male, 70, Ferrybridge 
‘The doorway to Room 6 etc I have twins and find getting through doors a nightmare’ 
– Female, 31, Ferrybridge 
‘I got my appointment straight away and was pleased with that’ – Male, 26, 
Ferrybridge 
‘Making life easier’ – Male, 74, Location not stated 
‘Approx 15-20 mins’ – Female, 72, Ferrybridge 
‘3 hours’ – Female, 66, Ferrybridge 
‘Within 6 days’ – Male, 73, Byram 
‘Have been waiting 15 min late on last three appointments.  Other than that - no 
problems’ – Male, 30, Ferrybridge 
‘No’ – Female, 40, Ferrybridge 
‘No’ – Female, 56, Ferrybridge 
‘This appointment was for a scan I had on 19th December and no one contacted me 
to arrange appointment so I have to say following up’ – Male, 37, Ferrybridge 
‘Very rare, had to wait 25 min’ – Male, 72, Byram 
‘Everything was good - 4 days’ – Male, 50, Ferrybridge 
‘No’ – Female, 50, Ferrybridge 
‘No sometimes 2/3 weeks to see a specific doctor’ – Male, 65, Ferrybridge 
‘Everything was good’ – Male, 73, Ferrybridge 
‘Always satisfactory’ – Female, 61, Ferrybridge 
‘Prompt service’ – Female, 60, Ferrybridge 
‘Yes’ – Female, 60, Ferrybridge 
‘About a 5 minute wait but no complaints. V sat’ – Gender, Age & Location not stated 
‘Very good’ – Female, 41, Ferrybridge 
‘No’ – Male, 47, Ferrybridge 
‘Queues too long.  Staff seem to struggle with the numbers’ – Male, 21, Ferrybridge 
‘Very good’ – Female, 79, Ferrybridge 
‘1 week wait’ – Female, 60, Ferrybridge 
‘None’ – Male, 55, Ferrybridge 
‘Number in the queue’ – Male, 34, Location not stated 



 

 

‘No’ – Female, 28, Ferrybridge 
‘7 minutes late’ – Female, 44, Ferrybridge 
‘My appointment was on time’ – Female, 29, Ferrybridge 
‘Was ok’ – Female, Age not stated, Ferrybridge 
‘No’ – Female, 26, Ferrybridge 
‘Really good to get appt same day’ – Female, 36, Ferrybridge 
‘One week’ – Gender, Age & Location not stated 
‘No’ – Male, 49, Ferrybridge 
‘Yes, 10 minutes’ – Female, 38, Ferrybridge 
‘No’ – Female, 48, Ferrybridge 
‘Had to wait 9 days to get to see a doctor’ – Male, 63, Ferrybridge 
‘I have always been on time with my appointments’ – Male, 71 Ferrybridge 
‘Appointments always on time’ – Female, 76, Ferrybridge 
‘Yes. Not long’ – Male, 66, Ferrybridge 
‘Some reception staff need a 'happy pill' – Male, 58, Byram 
Receptionist still don't identify themselves.  Some don't look up ‘and on occasions 'tell 
you off' as though we are children don't like their attitude’ – Female, Age not stated, 
Byram 
‘Long wait on phone but got same day appointment – excellent’ – Female, 45, Ferrybridge 
‘Not very long’ – Female, 77, Ferrybridge 
‘All appointments on time’ – Gender, Age & Location not stated 
‘Yes reasonable timescale, waited a week but this was ok as was none urgent’ – 
Male, 60, Ferrybridge 
‘Being able to get an appointment with said Doctor at Ferrybridge at a time requested 
by the said Doctor’ – Male, 72, Ferrybridge 
‘No’ – Female, 25, Ferrybridge 
‘No, easy to get an appointment that suited me’ – Female, 26, Ferrybridge 
‘2 days’ – Male, 71, Ferrybridge 
‘No, rang yesterday, got appointment today’ – Female, Age not stated, Ferrybridge 
‘I got a same day appointment’ – Female, 48, Ferrybridge 
‘No triage nurse - allocate appointment on first phone call’ – Female, 32, Ferrybridge 
‘No’ – Female, 39, Ferrybridge 
‘No very straightforward’ – Female, 62, Castleford 
‘No problems at all’ – Gender, Age & Location not stated 
‘None, always relatively on time’ – Female, 60, Byram 
‘No had to wait 2 weeks’ – Female, 71, Ferrybridge 
 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

Appendix B – Q6.  Are the reception staff helpful? 

 

‘Always’ – Male, 80, Ferrybridge 
‘Always helpful and try to get me an appointment around my work’ – Female, 24, 
Ferrybridge 
‘Polite and helpful’ – Female, 29, Ferrybridge 
‘Yes very helpful’ – Female, 53, Ferrybridge 
‘Need to be on reception all time and not chit chatting on in back’ – Female, 27, 
Ferrybridge 
‘Very polite and friendly’ – Female, 31, Byram 
‘Except could not make next appointment as system was not on’ – Female, 43, 
Ferrybridge 
‘The reception staff are always cheerful and pleasant’ – Female, 68, Castleford 
‘There is one lady who has an attitude and talks to you in a clever manner but overall 
friendly staff’ – Female, 43, Ferrybridge 
‘Most of the time’ – Female, 54, Ferrybridge 
‘I don't really talk to the reception staff but when I'm sat waiting for a doctor they 
seem lovely’ – Female, 20, Ferrybridge 
‘Sometimes staff are helpful sometimes not’ – Female, 64, Location not stated 
‘No problem’ – Male, 75, Ferrybridge 
‘Very’ – Male, 77, Ferrybridge 
‘Very helpful’ – Female, 44, Ferrybridge 
‘Very helpful’ – Gender & Age not stated, Castleford 
‘Always helpful’ – Male, 39, Ferrybridge 
‘Late going in, finish work early, that was a waste of my time’ – Male, 47, Location 
not stated 
‘Yes staff is very good’ – Female, 61, Location not stated 
‘Pleasant staff’ – Female, 70, Byram  
‘Always very helpful and welcoming’ – Male, 55, Byram 
‘Very Helpful’ – Male, 51, Ferrybridge 
‘Great.  I have been with this practice for 55 years and I will be with it for the rest of 
my life.  Thanks to Dr Pinder and Dr Mone’ – Gender, Age & Location not stated 
 ‘Did not request a specific person’ – Male, 52, Ferrybridge 
‘Does not seem possible to book 'urgent' appointments on internet’ – Male, 72, 
Byram 
‘Reception staff is always very good, always help the best times for me’ – Female, 
43, Ferrybridge 
‘Very helpful.  I think we are lucky to have a good team’ – Male, 85, Byram 
‘Always have helped either by phone or in person’ – Female, 49, Byram 
‘Yes very helpful’ – Gender, Age & Location not stated 
‘V/good’ – Male, 66, Ferrybridge 
‘The reception staff are always friendly and helpful’ – Female, 37, Ferrybridge 
‘When they are there and you are not waiting ages’ – Female, 25, Ferrybridge 
‘Nice & smiley’ – Male, 31, Ferrybridge 
‘Some are good some are very unhelpful’ – Female, 47, Ferrybridge 
‘The staff help the best they can - over the phone’ – Female, 25, Ferrybridge 
‘Staff were helpful, polite and informative’ – Male, 66, Ferrybridge 
‘In the thirteen years we've been attending the staff have always been obliging and 
friendly’ – Female, 64, Byram 



 

 

‘Always been very helpful’ – Female, 31, Ferrybridge 
‘When I phone I do have to wait a long time’ – Male, 74, Location not stated 
‘Requested some cream last Thurs, still waiting Mon’ – Female, 56, Ferrybridge 
‘In most cases’ – Male, 73, Byram 
‘Always helpful and considerate’ – Male, 80, Ferrybridge 
‘Not enough privacy at contact point, patients too close to desk (overheard)’ – Male, 
60, Ferrybridge 
‘Very’ – Male, 72, Byram 
‘Yes staff are always helpful’ – Male, 50, Ferrybridge 
‘Very helpful’ – Male, 65, Ferrybridge 
‘Very!’ – Female, 51, Ferrybridge 
‘Very helpful, friendly and approachable’ – Female, 60, Ferrybridge 
‘V Good always helpful’ – Gender, Age & Location not stated 
‘Very helpful, always more than happy to help’ – Female, 29, Ferrybridge 
‘Staff are really helpful and pleasant’ – Female, 41, Ferrybridge 
‘As helpful as they can be sometimes depends who's on’ – Female, 54, Ferrybridge 
‘I have just changed doctors and so far I am impressed with the care I receive’ – 
Female, 58, Ferrybridge 
‘Always very helpful’ – Male, 85, Ferrybridge 
‘Always helpful’ – Male, 55, Ferrybridge 
‘Always very helpful’ – Female, 50, Ferrybridge 
‘Extremely helpful at all times’ – Female, 63, Ferrybridge 
‘Very helpful’ – Male, 51, Ferrybridge 
‘Yes’ – Female, 29, Ferrybridge 
‘At times unhelpful and aloof’ – Female, 57, Ferrybridge 
‘Reception staff are really polite and very helpful and remember most patients 
names’ – Female, 41, Ferrybridge 
‘The reception staff have always been very helpful at all times’ – Male, 71, 
Ferrybridge 
‘Always helpful and pleasant’ – Female, 76, Ferrybridge 
‘Always very helpful’ – Male, 66, Ferrybridge 
‘Debateable, some are some aren't’ – Male, 58, Byram 
‘Depends who is working, some are excellent, some are good, some awful, I wouldn't 
name them’ – Female, Age not stated, Byram 
‘As above happy to get same day appointment’ – Female, 45, Ferrybridge 
‘Always helpful & welcoming’ – Gender, Age & Location not stated 
‘After only being registered for a short time with the practice I have found them 
friendly as well as very helpful’ – Male, 60, Ferrybridge 
‘Very helpful’ – Male, 72, Ferrybridge 
‘Always polite and helpful’ – Male, 31, Ferrybridge 
‘Most of the time’ – Female, 25, Ferrybridge 
‘Always polite and helpful’ – Female, 33, Ferrybridge 
‘Unwilling to allocate appointment on first phone call’ – Female, 32, Ferrybridge 
‘Very helpful’ – Female, 62, Castleford 
 ‘Usually.  Not always’ – Female, 71, Ferrybridge 
 

 

 

 

 

 



 

 

 

 

 

Appendix C - Q7. Do you think the choices for obtaining repeat prescriptions 
(including the new Electronic Prescription Transfer Scheme) work well? 

Do you have any suggestions for improvements? 

 
‘No suggestions’ – Male, 80, Ferrybridge 
‘No, carry on doing what your doing’ – Female, 53, Ferrybridge 
‘No it is always good’ – Female, 61, Location not stated 
‘No, everything seems to work ok’ – Male, 85, Byram 
‘Maybe - repeat prescription of pill like many other docs instead of need to be seen’ – 
Female, 25, Ferrybridge 
‘Not aware of electronic prescription transfer system, have found when need 
prescription early i.e. holiday cannot get’ – Female, 47, Ferrybridge 
‘Happy with the medical centre’ – Female, 25, Ferrybridge 
‘Falls down at chemist, items not ready’ – Male, 60, Ferrybridge 
‘Byram to open at lunchtime - To collect prescriptions / make appointments / queries’ 
– Female, Age not stated, Byram 
‘Can't comment on this as chemists give me a ring to see what I require’ – Male, 60, 
Ferrybridge 
‘Often had problems with this so cancelled’ – Female, 62, Castleford 
‘Make all creams and gel due on same day as tablets.  Since going electronic one of 
my husband’s repeats is always missing off order form’ – Female, 71, Ferrybridge 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

Appendix D – Q18.  Doctor/Nurses Name and comments? 

Responses consisting of just the Clinicians name have been excluded 

 

‘Helen Weller - Very professional, took time to explain things and give me advice’ – 
Female, 28, Ferrybridge  
‘Helen Atkinson - Very helpful, kind’ – Female, 47, Ferrybridge 
‘All doctors / nurses are very helpful’ – Male, 49, Ferrybridge 
‘Hilary - very useful and more time spent on examination than Doctor ‘– Female, 24, 
Ferrybridge 
‘Helen Weller - Saw Practice Nurse re: daughters eczema, very helpful and gave 
good advice + meds that have worked well’ – Female, 29, Ferrybridge 
‘Dr Mone - Best there but is always busy’ – Male, 69, Ferrybridge 
‘Dr Pinder, For the last 4 years I have had a really bad back and I cannot thank Dr 
Pinder enough’ – Female, 53, Ferrybridge 
‘Dr Wynn - Very patient, listens well, explains things clearly’ – Female, 31, Byram 
‘All the doctors are very pleasant and helpful’ – Female, 68, Castleford 
‘Dr Kola - is absolutely brilliant, she took me seriously with my problem.  I would 
definitely see her again’ – Female, 20, Ferrybridge 
‘Dr Speers - very good doctor’ – Female, 49, Location not stated 
‘Dr Marlow - the best’ – Male, 77, Ferrybridge 
‘Dr Kola - I have never had any problems with any consultations, usually always 
seen on time and always satisfied with results’ – Male, 39, Ferrybridge 
‘Dr Barraclough - Unfortunately I try and see Dr Pinder as she has always helped me 
given she knows my medical history as good as me’ – Male, 51, Ferrybridge 
‘Nurse Greenwood.  Very good, listens and takes good care’ – Female, 17, 
Ferrybridge 
‘Dr Pinder.  Very Good.  Sorry other doctors need to be more concerned about the 
patient and care and there feelings concerning their treatment’ – Female, 48, 
Location not stated 
‘Dr Pinder - very helpful and a good listener ‘– Gender, Age & Location not stated 
‘Sandra Greenwood - is fantastic’ – Female, 42, Ferrybridge 
‘Dr Wynn - I came about anxiety problems, which I had never experienced before.  
He was so understanding and listened to what I said.  We spoke about what I 
wanted to do as well as his advice on what would be best’ – Female, 42, Ferrybridge 
‘Dr Mone – amazing’ – Female, 37, Ferrybridge 
‘Sandra Greenwood - Lovely person’ – Female, 25, Ferrybridge 
‘Sandra is lovely very good and not rushing’ – Female, 28, Ferrybridge 
‘Too many to name’ – Male, 31, Ferrybridge 
‘Dr Phipps-Jones - Dr Phipps-Jones was extremely attentive and discussed my 
symptoms and treatment options with me’ – Female, 64, Byram 
‘Dr Kola - Excellent doctor, very understanding’ – Female, 52, Ferrybridge 
‘Nurses: Ann Bateson & Monique Mullikin - excellent.  GP's: In my experience Drs 
Wynn and Barraclough are excellent and well suited to the wide spectrum of GP 
work. (Also now Dr Fester - very impressed)’ – Male, 80, Ferrybridge 
‘Dr Barraclough - he did not refer to the depression in any detail and was a bit 
dismissive and not particularly interested in my mental state / really bad sleeping / 
eating pattern’ – Male, 65, Ferrybridge 



 

 

‘Dr Arthur Mone - caring and takes patients needs very seriously.  Approachable, 
friendly but very professional’ – Female, 60, Ferrybridge 
‘Mrs Bateson - Always very pleasant & helpful’ – Female, 60, Ferrybridge 
‘Dr Fester - very compassionate listened very carefully and explained his thoughts as 
we went through my issues’ – Female, 41, Ferrybridge 
‘Dr Pinder / Dr Mone - We have always seen either of these doctors ever since they 
have been at the surgery and know they listen to us and explain things’ – Male, 85, 
Ferrybridge 
‘Dr Mone - extremely friendly make you feel at ease’ – Male, 45, Ferrybridge 
‘The lady GP - young Indian women was second to none - I thought she was perfect 
for your surgery’ – Female, 44, Ferrybridge 
‘Dr Marlow - he was very quick at getting the problem I had sorted out’ – Male, 63, 
Ferrybridge 
‘Hilary is extremely good.  Me and my family feel very comfortable with her’ – 
Female, 41, Ferrybridge 
‘Again some are better than others’ – Female, Age not stated, Byram 
‘Dr Mone – Always helpful & understanding’ – Gender, Age & Location not stated 
‘Dr Marlow - yes quite satisfied with this doctor’ – Male, 72, Ferrybridge 
‘Dr Pinder - She explained everything crystal clear and reassured my Daughter as 
she is a little scared of hospitals and doctors’ – Female, 26, Ferrybridge 
‘Seen 3 different doctors about the same thing still suffering and no solution’ – 
Female, 71, Ferrybridge 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

Appendix E – Q9. Which of the following services would you like to see offered 
in the surgery?  Other (Please specify) 

Answers excluded where no service specified 

 

‘Hearing aid batteries’ – Male, 65, Ferrybridge 
‘All of the above so everyone gets what they need’ – Female, 24, Ferrybridge 
‘Hearing Aid Batteries’ – Male, 65, Ferrybridge 
‘None just a good GP’ service – Gender, Age & Location not stated 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

Appendix F – Q10 Do you feel the surgery communicates effectively with 
patients? 

  

‘Monthly Newsletters, Communication board in reception, newsletters available in 
local Chemist Shops etc – Female, 27, Ferrybridge 
‘I like the text messages to confirm appointments and remind you the day before - 
very handy’ – Female, 43, Ferrybridge 
‘Appointment confirmation by text very useful’ – Female, 63, Byram 
‘Texts work really well’ – Female, 31, Ferrybridge 
‘I have been unable to attend a few appointments because of my illness; the doctor 
has always phones me and had the appointment that way’ – Female, 49, Ferrybridge 
‘Could give information through the internet’ – Female, 47, Ferrybridge 
‘More time for appointment when dealing with difficult problems.  10 mins not 
enough’ – Gender not stated, 46, Ferrybridge 
‘Excellent’ – Male, 80, Ferrybridge 
‘Letter sent for health review / flu jab’ – Female, 66, Ferrybridge 
‘Text appointments, this is a good service’ – Female, 60, Ferrybridge 
‘When making appointments sometimes doctor says one thing and receptionists 
can't do it’ – Female, 54, Ferrybridge 
‘Send emails’ – Female, 25, Ferrybridge 
‘All staff very helpful’ – Male, 55, Ferrybridge 
‘Generally yes, like text service for appointments’ – Female, 50, Ferrybridge 
‘No comments’ – Male, 71, Ferrybridge 
‘Good idea to confirm appointment by text’ – Female, 45, Ferrybridge 
‘Wrote letter asking for help.  Confirmation took 8 days still not received help, 16 
days’ – Male, 72, Ferrybridge 
‘Don't know’ – Female, 43, Ferrybridge 
‘Sometimes do not call back when they say they will’ – Male, 43, Ferrybridge 
 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

Appendix G – Q11.  If you could change anything to improve the running of 
this surgery, what would it be? 

 

‘A bit more privacy when talking about problems when making appointments at the 
reception’ – Female, 48, Ferrybridge 
‘Nothing surgery runs well’ – Male, 49, Ferrybridge 
‘Nothing surgery runs well’ – Female, 43, Ferrybridge 
‘Availability of appointments’ – Female, 21, Ferrybridge 
‘Happy with everything’ – Male, 58, Ferrybridge 
‘Appointment waiting time’ – Female, 28, Ferrybridge 
‘Make sure appointments are on time’ – Female, 22, Ferrybridge 
‘See same GP every appointment’ – Male, 24, Ferrybridge 
‘To be able to get appointment on the day, 4 -5 day wait is a long time’ – Female, 26, 
Ferrybridge 
‘Wouldn't change anything’ – Female, 31, Ferrybridge 
‘Cut down appointment waiting time, 2 weeks not good enough’ – Male, 67, 
Ferrybridge 
‘Maybe time waiting for routine appointment on an evening - sometimes 2 weeks’ – 
Female, 24, Ferrybridge 
‘Keeping to a timescale’ – Male, Age not stated, Ferrybridge 
‘Answering phones quicker’ – Male, 69, Ferrybridge 
‘The wait is too long to see a doctor of your choice sometimes 2 or 3 weeks’ – 
Female, 54, Ferrybridge 
‘Some fish to look at’ – Male, 65, Ferrybridge 
‘Speed up telephone answering - I know this is difficult when busy but I have waited 
up to 10 minutes’ – Male, 77, Ferrybridge 
‘Stay at Castleford’ – Gender & Age not stated, Castleford 
‘Doesn't need any improvements’ – Male, 39, Ferrybridge 
‘To see people on time’ – Male, 47, Location not stated 
‘Nothing surgery runs well’ – Male, 36, Ferrybridge 
‘It is ok as it is’ – Female, 61, location not stated 
‘Opening times’ – Male, 17, Byram 
‘Quicker appointments please’ – Female, 70, Byram 
‘Make Dr Pinder work full time’ – Male, 51, Ferrybridge 
‘More time for appointment with GP’ – Gender not stated, 62, Ferrybridge 
‘Change reception staff’ – Male, 50, Ferrybridge 
‘I think the surgery is well managed and if I was not happy I would speak to the 
Practice Manager (to date no complaints)’ – Male, Byram, 85 
‘Tea Machine’ – Female, 49, Ferrybridge 
‘More available appointments’ – Female, 48, Location not stated 
‘Byram surgery still does not have fax / photocopying facilities.  I find this totally 
unacceptable in 2014.  Any patients documents received from Hospital which may 
not have reached Ferrybridge could be copied at Byram’ – Female, 49, Byram 
‘Appointments times i.e. 1 week’ – Male, 73, Ferrybridge 
‘More reception staff - always busy with queues’ – Female, 37, Ferrybridge 



 

 

‘Make sure kids can be seen asap instead of waiting for a call back.  Be open for 
longer on Saturdays’ – Female, 25, Ferrybridge 
‘Do limiting repeat prescriptions strictly to 28 days’ – Male, 49, Ferrybridge 
‘Breakfast Bar’ – Male, 31, Ferrybridge 
‘All Drs names and speciality and Nurses listed at the internet and at the surgery’ – 
Female, 47, Ferrybridge 
‘Nothing the staff are helpful’ – Female, 25, Ferrybridge 
‘Sometimes I've found the reception staff a little bit short on the phone when making 
appointments.  They act a little bit like God’ – Male, 41, Ferrybridge 
‘Privacy’ – Male, 74, location not stated 
‘There can't be many better’ – Male, 80, Ferrybridge 
‘More on reception’ – Male, 60, Ferrybridge 
‘Communication’ – Male, 37, Ferrybridge 
‘No changes needed’ – Female, 50, Ferrybridge 
‘Later nights. Saturday opening’ – Female, 51, Ferrybridge 
‘Be able to speak to the doctor about more than one thing at a time’ – Female, 29, 
Ferrybridge 
‘More books and toys for young children’ – Female, 41, Ferrybridge 
‘More services’ – Male, 21, Ferrybridge 
‘More staff on the checkout’ – Female, 54, Ferrybridge 
‘More car parking space’ – Female, 77, Ferrybridge 
‘That you don't always have to wait for the nurse to phone back before you're given 
an appointment’ – Female, 22, Ferrybridge 
‘Longer appointment times’ – Female, 25, Ferrybridge 
‘Online rep’ – Male, 45, Ferrybridge 
‘No suggestions ?evening appointments!’ – Female, 50, Ferrybridge 
‘More available appointments’ – Female, 26, Ferrybridge 
‘Getting appointments when you need them’ – Female, 40, Ferrybridge 
‘To see the nurse anytime, not to have appointments’ – Gender, Age & Location not 
stated 
‘Extra training to receptionists on people skills’ – Female, 57. Ferrybridge 
‘Keep with same doctor’ – Female, 41, Ferrybridge 
‘I would not change anything’ – Male, 71, Ferrybridge 
‘Coffee machine in waiting area’ – Male, 66, Ferrybridge 
‘More appointments at Byram instead of having to go to Ferrybridge.  2 GP's on at 
Byram’ – Male, 58, Byram 
‘Byram - more appts, open more, i.e. lunchtime’ – Female, Age not stated, Byram 
‘Would prefer to make appointments direct at Byram Surgery’ – Female, 69, Byram 
‘Less time waiting on phone’ – Female, 45, Ferrybridge 
‘More flexibility with appointments’ – Female, 25, Ferrybridge 
‘If you don't need to be here get charged’ – Male, 23, Ferrybridge 
‘Allocate appointment on first call instead of insisting on triage call’ – Female, 32, 
Ferrybridge 
‘More appointments available’ – Female, 39, Ferrybridge 
‘Quicker to answer phone, get appointments’ – Female, 43, Ferrybridge 
‘Saturday surgery’ – Male, 43, Ferrybridge 
‘Better appointment times.  After work hours’ – Male, 49, Castleford 
‘Earlier appointments - not having to wait 2 or 3 weeks’ – Female, 71, Ferrybridge 
 

 

 

  



 

 

 

  

 

 

 

 

Appendix H – Q12.  If you wish to add any further comments about the 
services the surgery provides please detail below 

 

‘Out of hours services are absolutely disgusting would like to see big changes’ – 
Female, 54, Ferrybridge 
‘DON'T CLOSE CASTLEFORD’ – Female, 35, Ferrybridge 
‘Very good’ – Female, 79, Ferrybridge 
‘As a working Mum with small child - really good to be able to call to get advice / appt 
quickly and online booking good’ – Female, 36, Ferrybridge 
‘Well pleased with the service’ – Male, 66, Ferrybridge 
‘Any terminal illness patient should have same doctor until the end – Male, 72, 
Ferrybridge 
‘Very helpful appointment, staff always get an appointment for my little boy the same 
day’ – Female, 33, Byram 
‘Listen to Mothers instinct’ – Female, 32, Ferrybridge 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

You Said We Did 2013 

You Said We Did The Result is 

Improve privacy on 

reception desks 

Remodelled the Byram and 

High Street reception desks.  

Work is ongoing in Beauforth 

House 

More privacy for patients 

when discussing personal 

matters with the receptionist 

Improve access to online  

services and increase  

number of appointments  

Registration service and 

availability of appointments 

reviewed. The service has 

been publicised in the 

patient newsletter, in the 

waiting rooms and on the 

practices facebook page 

A simple registration process 

and improved availability of 

appointments.  Online 

services now available via 

smartphone apps. 

Increase number of  

services available at surgery.  

Actively researched the 

availability of and bidded for 

accommodation provision 

wherever feasable 

We now hold a weekly 

audiology clinic for over 55’s 

at the practice.  We also 

have a weekly non-obstetric 

ultrasound service.  These 

are NHS services but are not 

provided by the practice. 

Review support and  

access for patients with  

disabilities and carers.  

Installed automatic doors to 

improve wheelchair access in 

Beauforth house and High 

Street Buildings.  Lowered 

the reception desk in the 

High Street and Byram 

surgeries.  Designated a lead 

clinician for people with 

learning difficulties and 

organised additional training 

to facilitate yearly health 

check for this group of 

people 

Easier access to the surgeries 

for wheelchair users.  Better 

support for patients with 

learning difficulties and their 

carers. 
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From:  

Sent: 07 March 2014 10:44 
To:  

Subject: FW: Patient Participation Group Meeting 
 

 
Dear, 
 
Please find attached the report compiled from the results of the recent patient survey.  We 
will be discussing this further and agreeing an action plan from the outcome at the PPG 
meeting on Monday 
 
If you have any question, queries or comments you would like to raise regarding this or any 
other matter please do not hesitate to contact me. 

 

 

Administration Assistant 
Ferrybridge Medical Centre 

Direct Dial – 01977 635040 

Surgery Number – 01977 631623 

Privileged and/or confidential information may be contained in this message. If you are not 
the original addressee indicated in this message (or responsible for delivery of the message 
to such person), you may not copy or deliver this message to anyone. In such case, please 
delete this message and notify us immediately 

 
 

From:  
Sent: 07 February 2014 10:29 

To:  

Subject: Ferrybridge Medical Centre PPG 
 

 

Dear, 
 
Please find attached a copy of the minutes from the last PPG meeting held on Monday 27th 
January 2014, the action plan from this meeting and also a copy of the survey recently 
developed by the PPG.  We would be very grateful if you would complete the survey and 
return this to us, either electronically or a paper copy if you would prefer. 
 
As always if you have any queries or comments regarding the PPG please do not hesitate to 
contact me. 
 

 

Administration Assistant 
Ferrybridge Medical Centre 

Direct Dial – 01977 635040 

Surgery Number – 01977 631623 

Privileged and/or confidential information may be contained in this message. If you are not 
the original addressee indicated in this message (or responsible for delivery of the message 
to such person), you may not copy or deliver this message to anyone. In such case, please 
delete this message and notify us immediately 
 
 

Appendix 9 



 

 

From:  
Sent: 26 November 2013 16:34 
To:  
Subject: FW: Ferrybridge Patient Participation Group 

Dear  
  
Please find attached the agenda and minutes of the meeting held on Monday 18 November 
2013.   
  
Also attached is a copy of last year’s patient survey, the results of the survey, ‘you said, we 
did’ and the results of the national GP survey. We would be grateful if you could look at 
these and feedback any ideas for this years survey in time for the next meeting, scheduled 
to be held on Monday 16th December 2013.   
  
If you have any questions or queries please do not hesitate to contact me. 
  
Yours Sincerely 
  
Administration Assistant 
Ferrybridge Medical Centre 
Direct Dial – 01977 635040 
  
Privileged and/or confidential information may be contained in this message. If you are not 
the original addressee indicated in this message (or responsible for delivery of the message 
to such person), you may not copy or deliver this message to anyone. In such case, please 
delete this message and notify us immediately 
  
  
 

 


