
 

 

Cobbs Garden Surgery PPG Questionnaire Results 

The Cobbs Garden Patient Participation Group (PPG) carried out a survey in January-March 

2022 with three aims: 

• How well is the surgery interacting with patients? 

• How has the pandemic affected patient’s levels of anxiety and loneliness? 

• And what support services are patients using and what support services do they feel 

they need? 

We were really pleased to get around 400 responses.  The results have been interesting, and 

we have shared the results with the surgery before feeding them back to the community. 

We were pleased to read many positive comments from patients about how well the 

surgery has kept going during the pandemic and how grateful the patients are for all the 

extra hours that the staff (both clinical and support staff) have put in. 

Demographics of the respondents 

The number of patients registers with Cobbs Garden Surgery in January was 8,361.  20% of 

patients are under 18. 73% of responses were from female patients, 4 responses were from 

patients identifying as non-white and 3% said they were disabled. 

 

Compared to the actual age profile, the 18-35 age group is under represented and the 66-80 

age group is over represented. 

 



Where do you get information about Cobbs Garden Surgery? 

Over half of all respondents listed the website as a source of information about the surgery. 

The over 80’s prefer letters and visiting the surgery. 

Communications between the surgery and patients 

We all know the impact of Covid on the NHS and how we have had to communicate 

remotely.  

• Text is the current practice for inviting patients for reviews and vaccinations, as it is 

automatically recorded against the patient record.  All age groups except the over 

80s are happy with this.   

• There is an increased awareness and definite desire to use online booking when it 

returns 

• There is a significance increase in requesting repeat prescriptions electronically. 

It should be noted that the over 80s age group consistently showed that they are not happy 

or able to use electronic methods for these types of communications.   

Consulting Clinical Staff 

Our survey found that 34% of patients want to return to face to face consultations all the 

time.  However, over 62% were happy with face to face appointments when necessary and 

on the telephone at other times. 

The Effect of the Pandemic on Patients 

We asked patients whether their levels of anxiety and loneliness had been affected by the 

pandemic. 

• 59% of patients feel their levels of anxiety have increased.  If we look at this by age 

groups, it is the 18-35 age group and the over 80s who have been the most affected. 

 

• One third of patients feel their levels of loneliness have increased.  And again, if we 

look at this by age groups, it is the 18-35 age group and the over 80s who have been 

the most affected. 

We then asked whether the patient had accessed any mental health support, and it was 

around 10% of respondents who had - .4% were referred by the surgery, 2% accessed 

support online, and another 4% paid for support privately. 

  



Support Services 

Health support services go beyond the clinical services and come in many forms.  We asked 

what type of support patients accessed and got a variety of answers which may help others 

find a support group for themselves 

• Activity Groups, e.g walking groups etc (29 responses) 

• Coffee Groups (20 responses) 

• Mother and Baby Groups 

• Carers Support Group, including carers for people with mental health issues 

• Women’s Health Group and Men’s Health Group 

• Mental Health Support Group 

• Elderly Support Group, Senior Citizens club 

• Clinics like Diabetes support, fall clinic, Dementia Support, eating disorders, 

Menopause 

• Bereavement Support, Widow/widowers support group 

• Support from friends and family 

• Church – Caring Church Members, Church Mice 

We asked for suggestions for other support groups that patients felt would help them: 

• Deaf support and Tinnitus support 

• Teenager Activity groups and support for mental health 

• Professionals who work from home 

• Adjusting to retirement 

• Teaching young mothers how to cook meals 

 

We have shared the detailed feedback from the questionnaire with the surgery, and the 

surgery published a letter on their website in June which covers many of the issues raised 

and helps us all understand the pressures the surgery is now facing with the unprecedented 

increase in demand for services and the actions they are taking to manage the resources 

they have to provide the best service they can and, importantly, look after the welfare of 

their staff who have been working under incredible pressure for over 2 years. 

Thank you for responding to our questionnaire, and more importantly, thank you for 

supporting the surgery.  A thank you and a kind word to staff means a lot to them.  Look 

after all the staff so they can look after our community. 

 



 

COBBS GARDEN SURGERY – A RESPONSE 

We would like to thank the Patient Participation Group (PPG) for carrying out this survey 

and for undertaking their “critical friend” role in such a supportive way.  

We would also like to thank those patients that took the time to complete a survey and 

those that complete the “Friends and Family” surveys that are now made available following 

an appointment. Your feedback is important to us. 

Communication with the surgery 

It has been useful to see that many of our patients access surgery information via our 

website.  It was updated 18 months ago and is being developed all the time.  It is our 

primary means of providing you with information. www.cobbbsgardensurgery.co.uk 

Texting patients is a very efficient way for us to contact patients. Please keep your mobile 

phone number up to date on your medical record. 

We are mindful that patients without access to a computer or a mobile phone will need to 

be contacted by telephone or letter. 

Appointments 

We have withdrawn online booking of appointments temporarily as we are still triaging 

those with Covid-19 like symptoms and we have significant demand for appointments. This 

means can ensure that those in urgent need of medical attention are prioritised.  When we 

are able we will look to reintroduce online booking. 

Repeat Prescriptions 

It is good to see that more patients are moving to order their prescriptions via the website 

and the NHS App. We have also introduced a dedicated prescription line for queries and will 

continue to process paper prescription request forms that are delivered to the surgery. 
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Consulting Clinical Staff 

We are now offering face to face routine appointments if the patient prefers but are 

keeping the option to have a telephone consultation as it has proved popular with some. 

Calling the Surgery 

In January we deployed a new telephone system which provides a queuing system.  We 

receive around 600 calls a day to the surgery.  We have introduced a call back facility, so 

patients don’t need to hang on the phone. 

We appreciate that at times, waiting for your call to be answered has been frustrating.  This 

is mainly due to call volumes, but we are continuing to develop the system to direct calls 

appropriately (e.g. for prescription queries and appointment cancellations).  

Please have patience with the reception team – some are new and learning the role, and 

they are all working hard to support you.   

 

Pandemic Support Services 

Is has been useful to see the impact of the pandemic on anxiety and loneliness particularly 

in the youngest and oldest of our patients. We would strongly encourage patients feeling 

this way to contact our Social Prescriber Rebecca Jennings on 07511 825089 or by email at 

Rebecca.Jennings7@nhs.net  Rebecca will be able to sign-post you to services to support 

you. 

The increase in mental health issues amongst our patients is reflected in the appointments 

being requested at the surgery. We are lucky to have a Primary Care Mental Health 

Practitioner in the surgery once a week and as an additional resource for those that need 

support. We would always strongly advice anyone experiencing negative mental health to 

contact the surgery. 

Support Groups 

Whilst it isn’t in the surgery’s remit to be involved in some of the support groups suggested 

we are starting to work with some local charities and initiatives to encourage them to 

delivery support in our area – watch this space.  

Inclusivity 

We are keen that all our patients feel that they are receiving the same excellent standard of 

care. Staff undergo regular training to increase their awareness of the diversity of our 

community.  However, we would be pleased to know if any patient feels that this is not the 

case. 
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Initiatives to cope with increased demand 

We are working hard to meet the demand for appointments by: 

• Appointing a new GP Partner  

• Developing the new phone system - call back option, cancellation line without 

waiting for a receptionist, diverting more calls at source. 

• Recruiting additional staff through our Primary Care Network (Crown). We have a 

part-time pharmacist, care coordinators, a social prescriber and a primary care 

mental health practitioner. Further information about these roles can be found on 

our website. www.cobbsgardensurgery.co.uk 

• Bidding for funding to move to larger premises, as we are currently constrained by 

the size of the building. With additional space we would aim to become a GP training 

practice which would help us to retain, recruit and increase GP availability. 

We appreciate your patience and support at this time.  

Cobbs Garden Surgery is committed to providing a high-quality service to you and we want 

to assure you that we are doing everything we can to maximise availability of appointments.   

We have published a more detailed letter to patients about the surgery on our website.  

Please visit the website to read the details. 

The Partners, Cobbs Garden Surgery 

June 2022  
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What you can do to help 

• Do you need to see a doctor? Can someone else help? 

o Your local community pharmacy (Cox and Robinson) can help with a range of 

common problems and prescribe medication for certain conditions.  

 

o There are many minor conditions where the medication is available over the 

counter.  The clinician will not be able to give you a prescription for these, so visit 

your pharmacy.  

https://www.nhs.uk/common-health-questions/medicines/why-cant-i-get-

prescription-over-counter-medicine 

 

o Call NHS 111 or visit www.nhs.uk for information on how to manage certain 

conditions and what symptoms to look out for. We are still seeing many 

problems that do not really need a GP appointment. 

 

• Have you looked at our website? If you can, please visit our website to find information 

on non-urgent and administrative queries. www.cobbsgardensurgery.co.uk. You will also 

find links for self-referrals to some local services. 

 

• Cancel unwanted appointments. Use the “cancellation line” when you are unable to 

attend an appointment, so we can offer it to someone else. No need to wait for a 

receptionist. 

 

• Contact the Patient Advice and Liaison Service (PALS) at your hospital for queries 

related to a referral Sorry, but we cannot chase for you. 

 

• Help our reception team help you   The team who answer your calls are trained to ask 

questions to ensure that you see the right person for your needs.  The more information 

you provide the higher the chances of being quickly signposted to the correct member 

of our multi-disciplinary team. 

 

• Only use one phone to call the surgery All calls join a queue and are answered in order.  

Calling in from multiple phones will not get your first call answered any quicker. 

 

• Use the Call back facility If you don’t want to wait on the phone, use the call back 

facility. 

 

• Only book a blood test if a clinician has asked you to. 

 

• Only provide samples if asked by a clinician The reception team will provide suitably 

labelled bottles. 
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