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The recent Patient Satisfaction Survey carried out by the PPG, highlighted 4 main 

areas for improvement: 

• Reduction of queue at reception desk 

• Improvement to appointment system 

• Need for a coordinated communications strategy – internal and with patients 

• Reception/queue area review 

The surgery has put together an action plan and now meets with the PPG on a 2 

weekly basis.  Of the original 22 actions identified 11 have already been completed 

so we are well on the way – Thank you to all of the team at the surgery for helping to 

improve our patient experience! 

One of the key issues identified by patients was the difficulty of getting 

through on the phone.  2 main solutions were identified; one was to ensure that 

patients poorly overnight and needing to book the same day access service should 

be given phone priority early in the morning.  The surgery will therefore, from 

September, be releasing routine GP appointments at 10am and advising patients 

seeking non urgent appointments to ring from 10am.   

Patients requiring Same Day Access Service phoning from 8am need to make 

sure they have provided accurate contact details as they will be phoned by a 

member of the clinical team.  If you are at work or school and cannot answer a call, 

please do not use this service.  You may be better off emailing your concern via the 

website. E-Consult can be used for new or existing problems.  

The other key change is the monitoring of the phone system which shows just how 

many patients are holding in the queue and how long they have been waiting.  This 

will allow the manager to respond to need in a “live” way. 



To find out more about how the surgery is improving your patient experience, do 

please attend our next PPG meeting held at the surgery, will be on Thursday 26th 

September 3-4:30pm or sign up to our Virtual PPG group and receive the minutes. If 

you would like to attend the open meeting, it would be great if you could let me know 

so that I can put out the right number of seats. 

Being a member of our Virtual PPG is a way of being involved, consulted with, and 

informed without having to attend meetings.  Simply contact me or complete the form 

available on the PPG noticeboard in the waiting room, which asks for your consent 

for us to hold your contact details. Email contact is ideal, but if you don’t have this,  

simply provide your postal address. 

Online Bookable appointments: 

25% of all GP appointments (plus Phlebotomy appointments) can now be booked 

online via the website www.jubileesurgery.co.uk 

Appointments are in great demand, please only book to see a GP if you need a GP. 

If you think you may be able to be helped by a nurse, please phone the surgery and 

a trained Care Navigator will make sure you see the best person to meet your needs. 

(Only this week a 15 minute GP appointment was taken by someone with a verruca 

– something the pharmacist could easily have helped with.) 

Prescriptions: 

Did you know that if you tell the surgery where you collect your repeat medication, 

you needn’t queue at the surgery? You can simply order your repeat medication via 

the website and collect from your nominated chemist – some chemists even deliver! 

Some patients have expressed concerns about the availability of their essential 

medication after Brexit.  NHS England has issued reassurance and guidance with 

a Frequently Asked Questions page.  This has been placed on the surgery website 

and a hard copy on the PPG noticeboard. 

Volunteer Gardener wanted: 

The surgery would very much like to improve upon their current garden and outside 

space.  They will fund the cost but could really do with a local volunteer to oversee 

and maintain this small space.  If you think that you can help, do please contact me. 

Surgery and PPG Updates: 

If you would like to be kept up to date about the surgery and would like to receive 

information, why not join our VPPG (Virtual PPG).  Simply phone or email me and I 

will ensure you are given the form where you consent for us to keep your contact 

details. There are also forms on the PPG noticeboard, please complete and hand to 

a receptionist who will make sure that we receive it. 

http://www.jubileesurgery.co.uk/


Twitter: 

Follow the PPG on Twitter to receive regular updates. 

PPG.Jubilee@jubilee_ppg 

We also hope to set up a PPG Facebook page over the next couple of weeks. 

If you have any concerns or queries, maybe need help to learn how to use the 

online services via your phone, Ipad, tablet or laptop, please contact me, we 

are happy to help. 

Best wishes 

Suzy 

Suzy Jackson, PPG Chair   email:   ppgchair.jubilee@gmail.com    Mobile: 

07532 168454 
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