
1 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

About us 

Healthwatch Leeds is here to help local people get the best out of 
their local health and care services by bringing their voice to those 
who plan and deliver services in Leeds. 
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Introduction  

We aim to find out the views and experiences from a wide range of 
people using different services. Last year we spoke to people who were 
involved in Patient Participation Groups in a number of GP practices. 
This year we are testing models for engagement with people who use 
GP practices. When developed we will consider a rolling programme to 
cover a wide range of GP practices in Leeds. 

 
East Park Medical Centre 
East Park Medical Centre operates two practices in East Leeds, East 
Park Medical Practice and Halton Medical Practice. Based on their 
website both sites are open 8am to 6pm and patients registered with 
the practise can attend either site. Phone lines are open 7am to 6pm, 
there are two full-time GPs, a salaried GP and team of nurses and 
other staff. The website states that there are about 7800 patients 
registered and that the practice welcomes new patients.  
 
What we did: 
During October 2017 we undertook 3 visits to Halton and 3 to East Park 
and spoke to a total of 85 people attending the surgery at the time. 
We visited at different times of the day in order to capture a range of 
views. We invited people to take our short survey while at the practise 
and as always guaranteed not to share any names or personally 
identifiable information. 
 
Summary of findings and recommendations: 
There were some consistent themes that emerged from talking to 
patients at both surgeries: 
 

• Shortage of appointments was a consistent theme with several 
references to people being asked to use walk-in or A&E for 
urgent appointments instead. Access to double appointments, 
interpreter support and a female GP were additional concerns. 

 
• The process to provide repeat prescriptions appears to have some 

issues. One of the respondents also talked about tests being 
repeated due to missing results. 
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• Staff attitude – specific comments regarding the poor attitude of 
one of the GPs and some feedback on receptionist behaviours 
that need to be reviewed and addressed. 

 
• Self-check-in machines and buzzers weren’t working at both 

premises and many patients felt they provided both better 
privacy and a quicker check-in.   

 
Findings at East Park Medical Centre (total of 3 visits, 51 patients 
spoken to: 
 
1. Do you understand the appointment system? 

Yes   40 (78%) No   5 (10%) Not sure 6 (12%) Skipped question   0 
The main reasons people gave for not understanding the appointment 
system were that it was confusing; they had trouble getting through 
on the phone and when they did it was very difficult to get a same 
day appointment even if it was urgent.  Also some lack of clarity 
around double appointments. 

 

 

2. How do you usually make an 
appointment?  

Patients commented that they 
were more likely to get an 
appointment if they go to 
reception than over the phone 
which they said was often busy. 
Several people said they were 
advised to attend the walk in 
centre because the urgent 
appointments were booked up 
so quickly. 

Telephone   33 (65%) 
Online 0 (0%) 
At reception 18 (35%) 
Repeat appointment 0 (0%) 
Skipped question  1 

3. How easy is it to get an 
appointment when you want it? 

33 (64%) patients we spoke to 
said it was difficult or very 
difficult to get an appointment 
when they wanted it. 

Very easy 2 (4%) 
Easy 6 (12%) 
OK 10 (20%) 
Difficult 12 (23%) 
Very difficult 21 (41%) 
Skipped question 0 
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6. Are you kept informed of any delays? 
Never 
24(47%) 

Rarely 
13(25%)  

Sometimes          
9(18%)              

Often                  
1(2%) 

Always 
4 (8%) 

Skipped 
0 

The majority of patients said they were never (47%) or rarely (25%) 
kept informed of delays. 

 

4. How long did it take you to get 
todays appointment? And is the 
wait time acceptable to you.  

59% of patients said it took a 
week or more to get an 
appointment. Patients 
commented on “too many 
patients, not enough doctors.”  
 
47% of patients felt that the 
wait time was “not at all 
acceptable”. 

Same day 10 (20%) 
48 hours 10 (20%) 
A week 16 (32%) 
Fortnight 9 (18%) 
More than two weeks 4 (8%) 
Routine 1 (2%) 
Skipped question 1 

5. How long after your 
appointment time do you 
normally wait to be seen? 

The majority (65%) patients we 
spoke to said they normally wait 
between 15 and 45 minutes 
after their appointment time to 
be seen. Some said they usually 
saw the nurse more quickly. 
Some patients commented that 
they felt they have to wait a 
long time because usually there 
was only one doctor. 

Less than 15 minutes 15 (29%) 
15 to 45 minutes 33 (65%) 
More than 45 minutes 2 (4%) 
Cannot remember  1 (2%) 
Skipped question 0 

7. Do you use online services? If yes, what do you use it for? 
I don’t use online services 47(92%) 
Booking/cancelling an appointments  3(6%) 
Ordering repeat prescription  1(2%) 
Accessing records 0(0%) 
I don’t know how to  0(0%) 
Skipped question  0 
The majority of patients said they didn’t use online services. The 
main reasons given were that they didn’t know the service was 
available or they didn’t know how to use it. 
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9. Did you self-check-
in?    

There was a self-check-in machine at the 
surgery. However, it was not currently 
working and patients reported that it had 
been out of order for several months. 
Some patients commented that when it 
had been working they like it because it 
was quick and easy to use and allowed 
more privacy. 

 

 

 

8. Did you receive a text message 
reminder for your appointment? 

The majority of people we 
spoke to said they used 
this service and found it 
helpful. 

Yes 39 (76%) 
No 5 (10%) 
Not sure 3 (6%) 
I have opted out from this 
service  

4 (8%) 

Skipped question 0 

10. Do you know 
who to talk to if you 
have any concerns? 

There were varying degrees of awareness 
regarding how to raise concerns. 
 
Although information about this was visible on 
the reception window, one patient said, “If 
you are using the machine you will not see the 
sign that tells you about speaking to the 
practice manager. So they need to dedicate a 
board with surgery information.”  
 
Some patients raised the issue that if you 
want to complain about reception staff, you 
had to go through them to arrange a time to 
meet with the practice manager. 

Yes 27 (55%) 
No 8 (16%) 
Not sure 14 (29%) 
Skipped 
question 

2 

11. Do you have any additional needs that require support? If yes, 
are they met? 
Not applicable 38 (81%) 
Never met 3 (7%) 
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13. Are staff welcoming and helpful?  
 Yes  No  Most of 

the time 
Not 
sure 

N/A Skipped 

Receptionist 29(59%) 6(12%) 14(29%) 0(0%) 0(0%) 2 
Practice Nurse 41(84%) 0(0%) 5(10%) 2(4%) 1(2%) 2 
GP 33(67%) 2(4%) 12(25%) 1(2%) 1(2%) 2 
Advanced 
Nurse 
Practitioner 

32(68%) 0(0%) 4(9%) 4(9%) 7(15%) 4 

Other (please 
specify) 

4 0 2 0 3 42 

Overall, patients felt that staff were usually welcoming and helpful. 
Six patients commented on the attitude of the salaried Doctor as 
“not very welcoming” and “arrogant”.   

 
14. How important is it to you to see a particular GP? 
Very 
important 
11(22%) 

Fairly 
important 
20(41%) 

Not 
important          
14(29%)              

Not at all 
important                 
4(8%) 

Skipped 
question 
2 

 

Rarely met 1 (2%) 
Sometimes met 2 (4%) 
Often met 1 (2%) 
Always met 2 (4%) 
Skipped question 4 
One person said the reception desk was too high for people in 
wheelchairs. The other issues faced were by people whose first 
language was not English. Five patients commented that they either 
tried to ‘get by’ or relied on friends and family to come along and 
interpret for them, and had not been offered any support via 
interpreting services. 

12. Are you happy with how your 
medication/prescription is 
dispensed? 

Six patients mentioned issues 
with the GP not putting all 
medication on repeat, therefore 
not prescribing them enough 
medication, resulting in them 
having to return to the surgery 
to request that another 
prescription be issued. 

Yes 39 (80%) 
No 5 (10%) 
Not sure 5 (10%) 
Skipped question 0 
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15. The last time you visited this surgery, who did you see? 
GP 30(61%) Practice Nurse 

10(21%) 
Advanced Nurse 
Practitioner 9(18%) 

Skipped 
2 

 

16. Did they?  
 Yes No Most 

of the 
time 

N/A Skipped 
question 

Give you enough time?    39(81%) 7(15%) 2(4%) 0(0%) 3 
Listen to you? 42(88%) 2(4%) 4(8%) 0(0%) 3 
Explain tests and 
treatments? 

41(85%) 5(11%) 2(4%) 0(0%) 3 

Involve you in decisions 
about your care? 

40(83%) 5(11%) 2(4%) 1(2%) 3 

Treat you with respect 
and dignity? 

43(92%) 1(2%) 3(6%) 0(0%) 4 

Some patients commented that they didn’t feel listened to or that 
they were given a chance to explain things.  Another talked of 
problems with understanding the doctor due to English not being 
their first language. 

 

 

Other comments and observations  

Many patients were positive about recent refurbishments at the 
surgery, commenting on the waiting room being cleaner and brighter 
with more comfortable seating. Others had noticed the new staff 
uniforms and name badges. However, some also said the atmosphere in 
the waiting room was very ‘clinical’ and would benefit from some 
music, TV or somewhere for children to play whilst waiting. 

Other comments and observations about the environment were: 

17. Would you recommend the 
clinic to family and friends? 

Only 50% of patients we spoke 
to would recommend this 
surgery to friends and family. Yes 24(50%) 

No 10(21%) 
Not Applicable 14(29%) 
Skipped question 3 
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• The buzzer wasn’t working on the screen downstairs which meant 
that sometimes patients missed seeing when they were being 
called. 

• One patient said it wasn’t obvious where the prescription box 
was, and would benefit from having a sign. 

• A few patients said they would value drinking water being made 
available in the waiting area. 

• Patients commented and we also observed during our visit, the 
uncleanliness and unpleasant odour in the downstairs toilet. 

Several patients were concerned that there were too many patients 
and not enough doctors at the surgery, which resulted in long waits for 
appointments. 

“should be able to get an appointment when you need it. I was 
told to go to Halton Surgery but I am new to the area and did not 
know where it was. I am not confident and afraid to go 
elsewhere.” 

“Wouldn’t recommend because they have too many patients and 
not enough doctors. Waiting for appointments is ridiculous, 
you’re better going to walk in as you’ll have a better chance of 
getting seen.” 

Two patients told us that they had had to come back to the surgery for 
repeat tests due to the first test results going missing with no 
explanation given. 

“I have had two sets test results missing in the last 3 months. 
Once for me and now my daughter and I've had to wait over a 
week each time to repeat the tests.” 

 

Recommendations and conclusion  

Based on our findings and suggestions from patients and their 
relatives/carers, we suggest the following areas can be improved to 
increase the level of patient satisfaction with East Park Medical 
Centre.  

• Recognise the wait and difficulty experienced by patients to get 
an appointment and work to both increase appointments and 
inform the patients of their options.  

• Address the issues regarding staff attitudes. 
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• Ensure needs of patients for whom English is not their first 
language are met. For example having key information on notice 
boards in languages spoken by the community and information 
about interpreter arrangements. 

• Review accessibility of the surgery for wheelchair users, for 
example, the height of the reception desk. 

• Consider making changes to the waiting area environment to 
make it less ‘clinical’ such as introducing toys or a children’s play 
area, music and reading materials or TV. 

• Consider introducing a patient information board near the self-
check-in machine for those not booking in via reception. 

• Ensure the self-check-in machine and screen buzzer down stairs 
is repaired. 

• Sign-post the prescription box for repeat prescriptions clearly 
• Make drinking water available to patients. 
• Address cleanliness and/or odour issues in the toilets. 
• Increase awareness amongst patients of availability of online 

services and how to use them. 

 

Findings from Halton Medical Centre (Total of 3 visits speaking to 34 
people) 
 
1. Do you understand the appointment system? 

Yes   23 (68%) No     6 (18%) Not sure 5 (15%) Skipped question  0 
Many patients said that it was very difficult to get a same day 
appointment at this surgery and also to book double appointments.  
 
Six patients said that they have often been offered an appointment at 
East Park Medical Centre instead. Some people said that the 
receptionist asks lots of questions (some personal) to determine 
whether you get an appointment. 

 
“You cannot easily book a double appointment, it could take up 
to 6 weeks.” 
“You ring at eight and all the appointments are gone.” 
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2. How do you usually make an 
appointment?  

 

Telephone   33 (97%) 
Online 0 (0%) 
At reception 1 (3%) 
Repeat appointment 0 (0%) 
Skipped question  0 

3. How easy is it to get an 
appointment when you want it? 

27 (79%) patients we spoke to 
said it was difficult or very 
difficult to get an appointment 
when they wanted it. 

Very easy 0 (0%) 
Easy 1 (3%) 
OK 6 (18%) 
Difficult 16 (47%) 
Very difficult 11 (32%) 
Skipped question 0 

4. How long did it take you to get 
todays appointment? And is the 
wait time acceptable to you.  

53% of patients said it took a 
week or more to get an 
appointment. Several patients 
said they were advised to go to 
the walk-in centre if it was 
urgent. One patient said “I asked 
for a double appointment but 
they could only give me one.”  
 
61% of patients felt that the wait 
time was “not at all 
acceptable”. 

Same day 4 (12%) 
48 hours 4 (12%) 
A week 9 (26%) 
Fortnight 8 (24%) 
More than two weeks  1 (3%) 
Routine 8 (23%) 
Skipped question 0 



11 
 

 

6. Are you kept informed of any delays? 
Never 
25(73%) 

Rarely 
6(18%)  

Sometimes          
2(6%)              

Often                  
0(0%) 

Always 
1(3%) 

Skipped 
0 

The majority of patients said they were never (73%) or rarely (18%) 
kept informed of delays. 

 

 

 

5. How long after your 
appointment time do you 
normally wait to be seen? 

The majority (79%) patients we 
spoke to said they normally wait 
between 15 and 45 minutes 
after their appointment time to 
be seen. Several said if you are 
even one minute late, they 
won’t see you. Some patients 
commented that they felt they 
had to wait a long time because 
there was only one doctor. 
“There is always a delay and I 
don’t remember the last time I 
was seen on time.” 

Less than 15 minutes 3 (9%) 
15 to 45 minutes 27 (79%) 
More than 45 minutes 2 (6%) 
Cannot remember  2 (6%) 
Skipped question 0 

7. Do you use online services? If yes, what do you use it for? 
I don’t use online services 33(100%) 
Booking/cancelling an appointments  0(0%) 
Ordering repeat prescription  0(0%) 
Accessing records 0(0%) 
I don’t know how to  0(0%) 
Skipped question  1 

8. Did you receive a text message 
reminder for your appointment? 

The majority of people we 
spoke to said they used 
this service and found it 
helpful. 

Yes 22(76%) 
No 9(10%) 
Not sure 1(6%) 
I have opted out from this 
service  

1(8%) 

Skipped question 1 



12 
 

9. Did you self-check-
in?    

There was a self-check-in machine at the 
surgery. However, it was not currently 
working and patients reported that it had 
been out of order for several months. 
Some patients commented that when it 
had been working they like it because it 
was quick and easy to use and allowed 
more privacy. 

 

 

 

10. Do you know 
who to talk to if you 
have any concerns? 

Just under half of the people we spoke to said 
they would know who to talk to if they wished 
to raise concerns. 
During our visit, we didn’t see any 
information about how to raise a concern at 
this surgery  
Three patients expressed a fear that 
complaining would cause them to be 
“victimised” or “struck off” and that they 
“don’t want any trouble”.  

Yes 13(41%) 
No 13(41%) 
Not sure 6(18%) 
Skipped 
question 

2 

11. Do you have any additional needs that require support? If yes, 
are they met? 
Not applicable 28(82%) 
Never met 1(3%) 
Rarely met 2(6%) 
Sometimes met 3(9%) 
Often met 0(0%) 
Always met 0(0%) 
Skipped question 0 
Three people mentioned not being able to get patient transport when 
they were referred for an appointment at hospital (whether they 
were eligible is unclear).“I have a disability and need transport when 
a referral has been made to hospital but the reception staff say they 
can’t provide transport because the NHS doesn’t have any money.” 
 
Three patients with hearing aids said that the receptionist made an 
effort to speak to them clearly and slowly. “Would prefer to see a 
female doctor but really difficult to get an appointment, wait is 
about 4 weeks.” 
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13. Are staff welcoming and helpful?  
 Yes  No  Most of 

the 
time 

Not 
sure 

N/A Skipped 

Receptionist 13(38%) 11(32%) 10(30%) 0(0%) 0(0%) 0 
Practice Nurse 30(88%) 1(3%) 2(6%) 0(0%) 1(3%) 0 
GP 21(61%) 6(18%) 6(18%) 1(3%) 0(0%) 0 
Advanced 
Nurse 
Practitioner 

21(64%) 1(3%) 1(3%) 1(3%) 9(27%) 1 

Other (please 
specify) 

0 0 0 0 5 29 

Eight people commented that the reception staff can be quite rude 
and loud. Other comments were made about the attitude of one of 
the GPs who was described as rude, arrogant and disrespectful. The 
nurses were praised as being very caring and professional. 

 
14. How important is it to you to see a particular GP? 
Very 
important 
10(29%) 

Fairly 
important 
15(44%) 

Not 
important          
9(27%)              

Not at all 
important                 
0(0%) 

Skipped 
question 
2 

 
15. The last time you visited this surgery, who did you see? 
GP 23(68%) Practice Nurse 

9(26%) 
Advanced Nurse 
Practitioner   1(3%) 

Other 
1(3%) 

 

 

 

 

 

12. Are you happy with how your 
medication/prescription is 
dispensed? 

Three patients mentioned issues 
with the GP not prescribing 
them enough medication or 
putting items on repeat 
prescription resulting in them 
having to return to the surgery 
to request that another 
prescription be issued. 

Yes 29(89%) 
No 1(3%) 
Not sure 3(10%) 
Skipped question 1 
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16. Did they?  
 Yes No Most 

of the 
time 

N/A Skipped 
question 

Give you enough time?    18(55%) 13(39%) 2(6%) 0(0%) 1 
Listen to you? 30(91%) 3(9%) 0(0%) 0(0%) 1 
Explain tests and 
treatments? 

28(85%) 2(6%) 2(6%) 1(3%) 1 

Involve you in decisions 
about your care? 

26(79%) 5(15%) 0(0%) 2(6%) 1 

Treat you with respect 
and dignity? 

27(84%) 4(13%) 1(3%) 0(0%) 2 

Some patients commented that it was difficult to get double 
appointments at the surgery which meant they didn’t have time to 
talk about multiple issues. Concerns were raised about the attitude 
and people skills of one of the GPs. 

 

 

Other comments and observations  

Several patients were concerned that there were too many patients 
and not enough doctors at this surgery. This results in long waits for 
appointments or people having to or choosing to attend either A&E or 
the walk in centre.  

“I take my children to A&E as I know there are no appointments” 

“Better going to walk-in than wait for two week appointments.” 

The waiting room at the surgery is very small. People we spoke to 
described it as “claustrophobic” and “cramped, and that if there were 
no seats you had to stand in the corridor”.  

During our visits we observed the lack of privacy at reception. The 
desk is very low and the window is very big and in such a small area, it 
is very easy to overhear what patients are talking about to the 

17. Would you recommend the 
clinic to family and friends? 

Only 27% of patients we spoke 
to at this surgery would 
recommend this surgery to 
friends and family. 

Yes 9(27%) 
No 15(44%) 
Not Applicable 10(29%) 
Skipped question 3 
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receptionist. People we spoke to also spoke about the need for more 
privacy.  

Other comments and observations about the environment were: 

• There was no buzzer on the screen which notifies patients when 
they are ready to be seen. This resulted in patients missing 
seeing when they were being called, thus having to wait even 
longer for their appointment. 

• “Sometimes the room number doesn’t appear on the screen, it’s 
just the patients name and doctor” 

• We observed the door to the waiting room makes a loud bang 
when closing. Patients also commented on this. “The door makes 
a loud bang when it shuts which can be quite frightening.” 

Three patients commented on the need for training in mental health 
for reception staff and the GP. 

“I suffer from depression. Dr… made me cry he has no caring or 
people skills.” 

 

Recommendations and conclusion  

Based on our findings and suggestions from patients and their 
relatives/carers, we suggest the following areas can be improved to 
increase the level of patient satisfaction with Halton Medical Practice.  

• Consider changes that could be made to the waiting area to 
introduce more privacy and make it feel less cramped. 

• Ensure that information about how to raise a concern is displayed 
and visible. 

• Ensure that the self-check-in machine is fixed. 
• Fix the door so that it doesn’t make such a loud bang on closing. 
• Ensure that the buzzer is working on the screen and that the 

room number of the appointment is always displayed. 

 

Next steps 

This report will be shared with East Park Medical Centre and Leeds 
CCGs Partnerships as commissioners. The report will also be published 
online at http://www.healthwatchleeds.co.uk  
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