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Background 

This practice has always endeavoured to engage with its practice population in the 
development and improvement of our services. One of the most obvious ways was the 
Patient Survey which we used to conduct in-house before the national survey came into 
place. But there was also a lot of opportunistic engagement with patients via the 
suggestions boxes and between patients and members of the team face to face, both in 
consultations and at the reception desk. Which has helped to make our service more 
patient focussed. We see the DES as a way to challenge ourselves to up the ante and 
engage with our patients as a virtual Patient Viewpoint Group on a more formal and 
organised basis to gather viewpoints and respond to the views expressed via our 
website, and in the ground floor the waiting room where we have a dedicated 
noticeboard for the Patient Viewpoint Group. 

The Patient Participation DES aims to promote the proactive engagement of patients 
through the use of effective Patient Reference Groups (PRGs) and to seek views from 
practice patients through the use of a local patient survey. 

The key requirements of the patient participation arrangements agreed by negotiators 
are that GP practices: 

 develop a structure that gains the views of patients and enables the practice to 
obtain feedback from the practice population, e.g. PRG;  

 agree areas of priority with their PRG;  
 collate patient views through the use of a patient survey;  
 provide the PRG with an opportunity to discuss survey findings and reach 

agreement with the PRG on changes to services;  
 agree action plan with PRG and seek PRG agreement to implementing changes;  
 publicise the actions taken and subsequent achievement. 

The stages of the Patient Participation DES- Step 1 Completed 2011/12 

 

 

 

 

Initially, in June 2011, we advertised the group to our patients, via our website which gets 
on average 10,000 hits a month, and the posters in the waiting room and entry way. Both 
areas encouraged patients to leave their details if they were interested in becoming 
more involved in the Patient Group by giving their views.  

See below the posters displayed around the surgery and two screen shots of our website 
which has a dedicated Patient Viewpoint group area. 

STEP 1 - Establish a PRG comprising only of registered patients and use best 
endeavours to ensure the PRG is representative 
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By advertising to patients via these two methods we hoped to gain the best possible 
representation of our demographic spread.  
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The Practice Manager also wrote to several of the local care homes asking for 
representation on the group by one of their carers as advocate for their service users. 
The majority of our patients in care or residential homes are those with learning 
disabilities, so those are the homes we contacted.   
 
By July 2011 we had 15 expressions of interest which included a non-patient carer from 
one of the local care homes, this became our initial PRG. The demographic breakdown of 
this Virtual Group is displayed below with a comparison table to our patient population as 
a whole. Although the demographics are fairly spread it is not a reflection of our practice 
demographic but we believe that the measures we have taken, in using the website, 
waiting room and direct approach with patients to gain interest in the group are 
sufficient and that we have representation from many age groups and ethnicities.  
  
The posters are still displayed and patients that express and interest are added to the 
PVG email distribution list. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 

 

 

 

female

male

british pakistani

british indian

white british

Black or mixed black

17-24

25-34

35-44

45-54

55-64

65-74

75-81

85+

married

single

stay at home mum

full time employment

part time employment

self employed

retired

student

volunteer

carer
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Virtual Patient Group v Practice Demographics 

 

                                   
 
 

 
 

 
 
 

Group 
Practice population 

profile 
PRG profile Difference 

% under 16 15.5% 0% -15.5% 

% 16 – 24 9.3% 7% -2.3% 

% 25 – 34 16.1% 7% - 9.1% 

% 35 – 44 14.8% 20% - 5.2%  

% 45 – 54 15.1% 0% -15.1% 

% 55 – 64 11.7% 40% + 28.3% 

% 65 – 74 8.9% 7% - 1.9% 

% 75 – 84 6.1% 20% +13.9% 

% over 85 2.4% 0% -2.4% 

Ethnicity 

White 

% British Group 48% 64% + 16% 

% Irish 10% 0% - 10% 

Mixed 

% White & Black 
Caribbean 

5% 0% -5% 

% White & Black 
African 

1% 0% -1% 

% White & Asian 1% 0% -1% 

Asian or Asian British 

% Indian 9% 21% +12% 

% Pakistani 8% 7% -1% 

% Bangladeshi 1% 0% -1% 

Black or Black British 

% Caribbean 11% 7% -4% 

% African 2% 0% -2% 

Chinese or other ethnic group 

% Chinese 1% 0% -11% 

% Any other 3% 0% -3% 

Gender 

% Male 56.9% 60% +3.1% 

% Female 43.1% 40% -3.1% 
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Along with an initial welcome letter, the members of the PRG were sent a draft Terms of 
Reference for the group. 

 

Patient Viewpoint Group  
Terms of Reference 

Introduction 
The key role of this group is to bring together the views of the patients, clinicians and members of the 
practice team to work in partnership in order to promote the wellbeing of patients and support the 
practice to provide a high quality of care and service delivery. 
 
Membership 
Membership of the group is open to any willing patient of the practice and will either take the form of a 
Virtual Member or in the case of no access to the internet surveys/ correspondence will be posted out in a 
paper format. 
 
Meetings 
Meetings will be ‘virtual’ and will take the form of surveys, or in the case of no internet access will be 
mailed to the participating member. Some ‘face to face’ meetings will be held to pursue specific pieces of 
work on an ad hoc basis. 
The results of the surveys will be fed back in the appropriate format to participating members of the group 
and anonymised results will published to a wider audience on our practice website. 
 
Frequency of Surveys 
There will be no more than 4 surveys a year.  
Face to face meetings may be held following the feedback from the surveys on bespoke pieces of work. 
 
Arrangements for the Conduct of Business 
All group members must be willing to participate in 75% of surveys within a 12 month period 
The group is not the correct forum to address individual issues 
Some information from the group should be treated as confidential and respected as being so 
All face to face meetings should be conducted with respect to all the assembled members 
 
Role and Function 
To be consulted as a planning tool on service development and provision 
To provide patient feedback on needs, concerns and issues 
Feedback from the community in general which may affect healthcare 
Give patients a voice in the organisation of their care 
Give feedback on NHS Trust consultations 
Liaise with other Patients Participation Groups in the area 
Will not act as a forum for discussion of personal or health related complaints against the Practice 
 
Relationships and Reporting 
The Practice Manager will feed back the survey results to the group by various methods including email, 
the practice website and posters in the waiting room. 
The Practice Manager will convene face to face groups as deemed necessary from the results of the 
surveys 
The Practice Manager will feed patient views back into the practice via Practice Meetings 
 
GP Commissioning Group 
It is proposed that a member of the Group will be invited to an annual meeting attended by representative 
of the GP Commissioning Board to discuss the progress of the practice and ways we can improved and 
develop our service. 
 
Approved Sept 2011 

 



 

 

6 | P a g e  
 
 

 
 
  
 
 

Last Year’s action Plan updated Sept 2013 
 

Actions Identified by Patient Survey and agreed by Patient Viewpoint Group Action taken 

Discuss with Nursing team need to start surgeries on time so as not to 
keep patients waiting 

Completed 

Investigate power-assisted doors or easy open door catches to help with 
the weight of the front door – Quotations have been requested - 
Update Sept 2013 cost prohibitive but will consider further should some 
non-recurrent money be made available from NHS England next year. 

on hold 

Continue rolling programme of decorating already initiated – hallway & 
stairs nearly completed, then GP consulting room and ground floor 
waiting room. 

Ongoing 

Liaise with Phone system provider to offer patients a geographical 01484 
phone number alongside current number – now in place and advertised 
on practice leaflet 

Completed 

Investigate possibility of booking appointments online – ongoing with TPP 
provider 

Ongoing 

Have hand rails fitted to ground floor WC to help our less able patients 
and visitors 

Completed 

 

As we do not yet know how much of an impact the CQC will have on our 
services it as not possible to mention this in the survey at this time but we 
do appreciate that the CQC will be interested in patient experience and 
outcomes and will address this as required in future surveys.  Several of our 
PVG members will be asked to attend as and when we do have a QOF 
inspection to be interviewed on their opinions of our service by the 
inspectors.  

At our Annual Complaints review in March 2013, of the two complaints 
reviewed there were no themes noted that could be explored further by the 
survey.  

During 2013 we had changed several systems in practice including signing up 
for release 2 electronic prescribing, online booking of appointments 
(highlighted on last year’s action plan) and online access to records via 
SystmOne Online. This was in line with the Directed Enhanced Services from 
NHS England.  

STEP 2 – Agree with the PRG which issues are a priority and 
include these in a local practice survey 
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Our PVG members were offered the opportunity to pilot the online booking 
service in November 2013 and then several others were asked to be part of 
the pilot for online access to records in January 2014. In this way these 
patients were able to help us work out the kinks for these services before 
they were offered out to the wider patient population. At the end of the 
pilot they were asked to complete evaluation questionnaires for each of 
these schemes to help us make improvements and be aware of any FAQs 
that were likely to come up.   

 

Due to these pilot programmes the PVG agreed the priority for the survey 
this year would help us garner interest in these extra services. 

Week commencing January 6th the Practice Manager sent out the draft 
survey for approval and gathered comments for additions and amendments. 
This was sent out in paper form to 5 members of the Patient Viewpoint 
Group (without an email address) in the post along with a stamped-
addressed envelope for return to allow patients to make notes directly onto 
the draft survey. It was also sent out by email to the wider PVG group for 
comments. The draft survey with notated comments is attached below. 

We received 2 postal responses noting that it did cover everything they felt 
should be considered based on last year’s results and the new services 
undergoing pilot or already piloted. The Practice Manager also conducted 
several telephone interviews with 3 other members of the PVG for 
comments on the draft. As you can see below there were several useful 
suggestions. 
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The draft survey was amended and finalised to include these suggestions. 
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To gain the optimum level of responses we decided once again to both send 
the survey link by email and also give out paper copies in the practice, this 
would also help us reach a wider demographic representation. We also 
continued to take patients details opportunistically at reception as well as 
contacted the patients who we had email addresses for as they use our 
website for ordering their repeat prescriptions.  

The now-approved patient survey was created as an electronic version on 
our website and the link sent to the distribution list who had opted in last 
year to receive the survey invitation. 

 We also printed out paper copies in normal and large print for completion in 
the surgery and provided a post box for their return. During weeks 
commencing 20th & 27th January, every patient who attended for an 
appointment at the surgery was offered a paper survey to complete in 
standard or large print. Assistance was offered where necessary to patients 
who had forgotten their glasses or did not speak English as a first language. 
We have a patient population of 2300 so we continued until we had over 60 
completed questionnaires. 

As our practice website provides the facility to compile survey results we 
entered any paper questionnaires completed and posted into the 
questionnaire box onto the website to allow it to compile the results for all 
the completed questionnaires in one place. This means that the report 
would then be available online as soon as the survey was completed for 
both patients and public to view the report. 

STEP 3 – Collate patient views through local practice survey and 
inform the PRG of the findings 

From: Sally Rees  

Sent: 13 January 2014 10:12 
Subject: Patient Survey February 2013 - please complete 
 

Dear Patient, 
Thank you for agreeing to participate in our satisfaction survey.  
Please follow the link below or go to our home page www.glencrosssurgery.nhs.uk before 1st 
February 2014 and click on the lilac 'Take the patient survey' button at the bottom. We will also be 
performing the survey in  
the surgery in paper form until the 1st February. Thank you again for your help with this. 
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Survey Results 

2013.14 Satisfaction Survey 

Number of Responses: 61 
1. Which category below includes your age?  

16-24  11% 
25-34  6% 
35-44  22% 
45-64  34% 
65 or older  24% 
 
 
 
 

 
 
 
 
 

2. Are you male or female?  

Male  52% 
Female  47% 

 

 
 
 
 
 
 
 
 
 
 
3. To which ethnic group do you belong?  

White  68% 
Black or Black British  9% 
Asian or Asian British  14% 
Mixed  6% 
Chinese  0% 
Other ethnic group  0% 
  
 

 

 

 

 

4. For how long have you been a patient of the Practice?  

Less than a year  9% 
1 to 5 years  8% 

6 to 10 years  9% 
More than 10 years  72% 
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5. In the last 12 months, how often have you visited Dr Glencross Surgery to see one of our 
doctors or nurses?  

None  4% 

Once or twice  39% 
3 or 4 times  24% 
5 or 6 times  16% 

7 times or more  13% 
No response  4% 

 
 
 
 
 
 
 

 
 

6. Are you aware of the Practice's policy on offering same day "emergency" appointments?  

Yes  62% 
No  37% 
 
 
 
 

 
 
 
 
 
 
 
 
 

7. If your answer to the above question is "yes", have you ever used this service?  

Yes  40% 
No  34% 

No response  26% 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
8. How satisfactory did you find it?  

Excellent  31% 

Very Good  21% 
Good  8% 
Fair  1% 
Poor  0% 
Very Poor  0% 
No response  39% 
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9. If your answer to the above question is "poor" or "very poor", please select a reason from 
the following:  

I was not offered a convenient time  0% 

I could not see my preferred doctor  0% 
I had to wait more than 20 minutes to be seen  0% 

The doctor did not deal with my problem and I had to go to A & E  0% 
The doctor dealt with my problem but I had to go to A & E anyway.  1% 

No response  99% 
 
 
 

 

 

 

 

 

10. Are you aware that you can order you repeat prescriptions via the internet ("online")?  

Yes  63% 

No  36% 
 
 
 
 
 
 
 
 
 
 

11. If "yes", do you normally use online ordering?  

Yes  18% 
No  59% 

No response  23% 
 
 
 
 
 

 
 
 
 
 
 
 
 

12. If you have answered "no" to either of the above, would you consider using online 
ordering?  

Yes  45% 
No  32% 

No response  23% 
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13. If your answer is "no", please say why  

Happy with existing arrangements 

Because I don't know how 

Do not have the internet 

Don't use computers 

Don't use internet 

Don't use repeat prescriptions 

I don’t have internet access at home 

I have never used a computer before  

I have no internet + can't use  

I haven't got an internet  

No computer  

No internet access at the moment  

Not good with computers  

Not sure how to use internet  

Prefer pen  

Rather ring up and talk to someone in person 

Yes I would consider it 

14. Are you aware that you can now book GP appointments online or via an app on iOS 
devices?  

Yes  52% 
No  45% 
No response  3% 
 
 
 
 
 
 

 
 
 

15. If "yes", have you used this service?  

Yes  4% 
No  59% 

No response  37% 
 
 

 
 
 
 
 
 
 
 
 
 
16. If you have answered "no" to either of the above, would you consider using online 
booking?  

Yes  59% 
No  26% 
No response  15% 
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17. If your answer is "no", please say why  

Do not have internet 

Don’t have a very smart phone 

Don't use computers 

Don't use internet 

Don't use online 

Happy with existing arrangements 

I haven't got an internet 

Little internet access 

No computer 

Not good with computers 

Not sure how to us it 

Rather ring up 

Telephone  

 
18. Thinking of times you have phoned the Practice, how do you rate the ability to get 
through in reasonable time?  
Excellent  32% 
Very Good  26% 
Good  26% 
Fair  8% 

Poor  0% 
Never tried  4% 
No response  4% 
 
 
 
 
 
 
 
 

 

19. Are you aware that the Practice has a website?  
Yes  57% 
No  40% 

No response  3% 
 
 
 
 
 
 
 

 
 
 
 
 
 
20. Have you ever used the website for information about the Practice and its services?  

Yes  26% 
No  68% 

No response  6% 
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21. At present, the website is fairly basic & contains information about: opening times, 
appointments, prescriptions, clinics, test results, new patient registration, practice staff, 
contact details, notifying a change of address & various links to other web sites such as travel 
vaccination information, advice on managing minor illnesses. What other information do you 
think you might find useful?  

Online access to results of any laboratory investigation by the concerned patient will 

save time for everyone. 

Availability of the nurses etc 

Can't think of anything at the moment. 

Haven't seen it 

Never used website before 

Patient details 

The website is useful and gives good information for all 2 use 
 

22. Is there anything particularly good about the service at Dr Glencross Surgery?  

All good 

ALL Practice staff polite and helpful when phoning for test results / appointments etc. 

Excellent service from the nurse for blood and other tests. Excellent attention from Dr 

Glencross when I have needed to see him. He always takes time to discuss / assess 

ailments and recommend appropriate action/resolution. I feel extremely privileged to be 

a patient at this surgery!! 

Always try your best to get an appointment for us 

Appointments are easy to get  

Don't have to wait days to get an appointment like some surgeries.  

Easy to get early appointment  

Excellent care throughout  

Excellent customer service - patient staff and doctor  

Excellent customer service, they always help you in many different ways  

Friendliness of the staff  

Friendly and helpful staff. 

How prompt the surgery is with everything  

I find it very good  

I would find that everything is okay  

It’s all good  

Nice people at reception helpful  

Not difficult to get an appointment and they run to time!  

Not having to wait long in surgery to see Dr  

Same day appointment when you ring  

Service both reception and treatment is excellent  

Staff are friendly and helpful. The treatment given by Dr Glencross is consistently of a 

high standard and he ensures you understand what he is telling you. I think that being a 

one Doctor practise is particularly good as you know that you will see the same Doctor 

each visit and he knows his patients. Staff are polite  

Staff has always been helpful. Dr Glencross is approachable and will answer questions 

without jargon Staff very helpful  

That you can see the same Doctor/ Nurse  

The doctors are very friendly and helpful  

The dr is good, he listens and records  

The reception staff are very helpful  

Usually get appointments straight away  

Very pleasant staff and helpful  

Waiting time not too long  

Well organized with good communications  

Works better than the local surgery at The Grange glad I am not on their books  

Yes, staff listen to the patient and help to resolve the issue 
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23. What would make the Practice even better?  

Appointments at weekends 

Can't think of any 

Can't think of anything at the moment.  

Do not know  

I have never experienced any difficulties and al staff are very helpful 

Keep up the good work 

Liase with council to provide parking for sick patients 

Maybe another doctor/ nurse  

More up to date magazines 

No cost for phoning in  

Nothing comes to mind  

Nothing - good  

Nothing I can think of  

Nothing really  

Perhaps an early morning or late night surgery. Having said this I realise this is difficult 

in a one Doctor practise.  

possibly a questions and answer facility on the net where you could ask the doctor about 

something that is not important enough to warrant a visit (ie if you have a cold or flu 

and do not want to contaminate the whole population)  

Reception should be attended directly and not behind screen as it happened to me once.  

Very happy with it 

 

24. Are there any aspects of the service at the surgery that you are not happy about?  

N/A 

No 

None 
 

25. Any other comments?  

 

I am very happy with the service I receive either by phone or in person.  

I find that whenever I visit everything is great  

I find this practice very efficient 

N/A  

No  

No problem getting appointments 

None 

The nursing staff probley don’t get all the thanks that they deserve but do a brilliant job 

thank you 

This is my first visit to see the Doctor 
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The report from the completed survey was discussed at a practice team 
meeting and an action plan drafted. The link to the Report on the website 
along with the Draft Action Plan was emailed to each of the VPG for their 
comments on the 27th February 2014 as well as a copy placed in the waiting 
room and on our website to attract wider comments and for those patent 
who had completed a questionnaire to see the results. The 2013/14 Patient 
Survey Report is available for patients and public to view on our website  
and in the waiting room. The following email was sent for the PVG to gain 
proposals and set priorities for the Draft Action Plan based on the survey 
results.  

 

We also sent 5 patients copies of the report & draft action plan in paper 
format with a covering letter and stamped addressed envelope for 
comments and signature of approval. We received several email responses 
and one postal return with comments approving the Draft action plan. 

STEP 4 & 5 – Provide PRG with opportunity to comment and discuss findings of local 

practice survey. Reach agreement with PRG of changed in provision and manner of 
delivery of services. Agree with the PRG an action plan setting out the priorities and 

proposals arising out of the local practice survey. Seek PRG agreement to implement 
the changes. 

----- Original Message -----  
From: Sally Rees  
To: undisclosed-recipients 
Sent: Thursday, February 27, 2014 1:30 PM 
Subject: Patient Survey Results Feb 2014 

 

Dear all, 
I wonder if you could take a few minutes to have a quick look at our patient survey report 

attached. There is a draft action plan at the end of the report for your review and 

comments. If you can suggest any other actions from the results that we haven’t noted in 

the Action Plan please let me know. Your comments or approval of these suggestions 

would be much appreciated. 

Mrs Sally Rees 

mailto:Sally.Rees@gp-b85058.nhs.uk
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Patient Satisfaction Survey Action Plan 
February 20th 2014 

 
Suggested Action Reason for inclusion By When Responsible Party 

Raise awareness of website by recording a phone message, 
Info screen in waiting room, leaflets and posters 

Q19. 40% of respondents noted they were not 
aware the practice had a website 

31 March ‘14 Practice Manager 

Offer eligible patients access to their online record using 
SystmOne Online 

Q21 . Freetext comment notes access to results 
online would save time for everyone 

Pilot ongoing 
with 4 patient 
representatives 

Practice Manager 

Advertise nurses clinic times on website Q21. Freetext comment requests website to 
include Nurses availability 

31st March ‘14 Practice Manager 

Investigate secure email or web functionality for patients to 
discuss care with GP remotely. Self care information already 
available on website and telephone consultations available. 

Q23. Freetext comment requests a question and 
answer facility on the net where you can ask the 
doctor about something that is not important 
enough to warrant a visit 

6 Months Practice Manager 
& GP 

Early Morning or late night surgery to be investigated as 
extended hours. As the commenter notes this is problematic 
with only one GP but there may be a possibility of an 
Advanced Nurse Practitioner clinic early start. 

Q23. Freetext comment re early morning or late 
night surgery.  

3 months Practice Manager 
& GP 

 
 
You said: Another Doctor or Nurse would make the practice even better. We did: We have taken on an Advanced Nurses Practitioner (ANP) and a student ANP 
in order to increase access to appointments with clinicians. Currently the number of patients does not justify an increase in GP time but this is subject too 
ongoing monitoring. The Outcome was: Better access to clinic appointments when you needs them and we have maintained our same or next day booking 
policy alongside the ability to book up to 6 months ahead when you want to.  
 
You said: You were concerned about the cost of calling an 0844 number which is not included in your inclusive call package with your service provider. We Did: 
Liaised with Phone system provider to offer patients a geographical 01484 phone number alongside current number. The Outcome was:  01484 500921 has 
been in place since August 2013. 
 
You said: Could we liaise with the council to provide parking for sick patients close the surgery. We did: this is something we have made enquiries about in this 
past few years, as we are based on a residential road with permit only parking on one side it can be difficult for our patients to park. The Outcome was: The 
council have informed us that as one side of each of the surrounding streets is available for one hour parking, plus the facility that Blue Badge holders can park 
on the double yellow lines they do not see the need to supply us with designated spaces. We have again requested that all of Wentworth Street is designated 
one hour parking to give greater access for our patients. Please feel free to contact your local MP if you think they may be able to add weight to our request.  
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You said: Could we provide more up to date magazines. We did: we have a subscription to mends health magazine, Glamour magazine which magazine and 
Readers digest which are funded by a grant we received when we were awarded the Kirklees Young People Friendly Kite Mark. Other magazines are donated by 
patients. The Outcome was: There will always be a variety of magazines in our waiting rooms and their ages will vary depending on their source, we will 
maintain the subscriptions we have in place and gladly accept donations of more up to date magazines as they are offered to us but do not think it fit to divert 
more funding to this area; I can imagine the newspaper headline “Local hospital closes clinic but my local Doctor’s surgery always has the latest edition of Vogue 
in the waiting room!” 
 
You Said: You would like to be able to book appointments online. We Did: Investigated the functions necessary for SystmOne online booking with 12 patient 
representatives. The Outcome was: After a successful pilot we have now opened this out for all patients to access either via our website or by Smartphone app 
log-in details available from reception with proof of identification. 
 

 

Approved by: ………………………………………………… Date: ………………………. 
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This report will be available on our website for patients and public to view. Since the action plan has been 
approved we have completed several actions and some are still ongoing as of 11.03.14. 
 

Actions Identified by Patient Survey and agreed by Patient Viewpoint Group Action taken 

Raise awareness of website by recording a phone message, Info screen in waiting room, 
leaflets and posters 

Completed 

Offer eligible patients access to their online record using SystmOne Online Pilot ongoing 

Advertise nurses clinic times on website 31st March ‘14 

Investigate secure email or web functionality for patients to discuss care with GP remotely. 
Self care information already available on website and telephone consultations available. 

6 Months 

Early Morning or late night surgery to be investigated as extended hours. As the 
commenter notes this is problematic with only one GP but there may be a possibility of an 
Advanced Nurse Practitioner clinic early start. 

3 months 

We have also taken forward the parking issue raised by patients with the council which was 
unsuccessful, therefore the Practice Manager contacted the local councillor please see 
below the initial email and subsequent reply from the councillor. 

STEP 6 – Publicise the Local Patient Participation Report on the Practice website and update the 
report on subsequent achievement. 

 

27.02.14 Dear Mehboob Khan, 

I am writing to you as the Practice Manager of Dr Glencross Surgery in Greenhead on the corner of 
Fitzwilliam Street as well as a local Dignity Champion. We have long had problems with parking on 
the streets surrounding the surgery as we have several in close proximity; ours, Dr Wybrew’s on 
Wentworth Street and Park View dental practice  on the corner of Fitzwilliam and Trinity and Dr 
Gowa’s on Trinity Street, the three NHS GPs in this area cover almost 10,000 patients in total.  
 

Being close to the town centre means any free parking on the local streets is taken early in the 
morning by town centre workers which restricts the access that our patients have to on street 
parking. On each of the roads (Wentworth & Fitzwilliam) one side is permit holders only while the 
other is limited to 1 hour or permit only. Meaning feasibly at any one time only one side of the 
street is available to our patients. Even if there are spaces on the opposite side free these are 
reserved for permit holders only and therefore often left empty during the day while the residents 
are out at work.  

By the very nature of our business our visitors are in the majority ill, with poor mobility and/or 
elderly. In particular Dr Wybrew’s surgery have the highest % population over 65 year old of any 
other practice in Huddersfield by a long stretch. We do actively encourage patients to use public 
transport when they can as we are very close to a bus stop on the main bus routes to and from 
town but in a lot of cases patients are too poorly or mobility problems are such as they need to use 
their own vehicles to come to the doctors. 
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We have initially responded with concern that should we fund this it will detrimentally 
affect the services we can offer our patients and therefore will have to put on hold for 
now. It may well be should there be any non-recurrent money available from NHS England 
next year that we could look into funding this prospect but this will be discussed with our 
patient group and agreed with them before any decision is made on this and will keep you 
updated. 

 

 
I have proposed a change to the Parking Office for the parking in Wentworth Street and the top of 
Fitzwilliam street which will improve parking access for one hour stays without impacting on the local 
residents. This would make both sides of both roads and what are currently free spaces by the church 
at the end 1hour limited/permit only parking. The only persons put out by this are town centre 
workers who currently park in those free spots all day from 7.30-5.30 making them inaccessible for 
our patients. Unfortunately the reply was negative and I think perhaps she misunderstood by request.  

I have also offered to audit the free spots available over the course of a week at different times to 
illustrate the problem.  As this is something patients regularly express difficulty with and comment on 
in our patient surveys I would appreciate any assistance you could give us in taking this forward. 
 
Kind Regards 
Mrs Sally Rees 

 

08.03.14 

Dear Sally, 
 
I hope you're well. 

 
I have consulted colleagues and we have agreed in principle to support your request for short stay 
parking for patients visiting this primary care service. This is subject to a successful consultation with 
affected residents and that the cost of the traffic regulation process is paid for by your organization. 
The estimated cost is between £3k to £5k because a legal process is needed to make changes to 
enforceable parking restrictions. 
 
This response may sound negative or harsh, however local government is facing cuts of 45% on the 
net budget to 2016/17 and full cost recovery is the policy when the council facilitates requests to 
support other businesses and partner organisations. 
Please feel free to get in touch should you wish to discuss this matter further.  
Regards, 

 
Mehboob 
Cllr Mehboob Khan 
 
 
Labour Councillor for Greenhead Ward 
 


