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INTRODUCTION
Our Patient Participation Group was formed last year and we are very pleased to have new
members join us this year.
This report highlights the activities completed this year based on the actions suggested by the
group last year, the views from our patients and PPG group this year, and the suggestions and
actions that have been agreed to be implemented for the coming year to April 2014.
We would like to thank all the patients that took time to complete our patient surveys and give their
view of our services.
We would also like to thank all members of our Patient Participation Group for taking the time and
commitment to interact with us and present their experiences and suggestions.

ACTIONS FROM 2011-2012 PPG SUGGESTIONS
The following list states the actions that were agreed at the last meeting and an update of the
progress.
1. Review surgery phone message system and add statements informing patients of best time to
call
2. Ask patients calling with enquiries and results to call between clinics so that people can get
through on the phone
To address items 1 & 2, the telephone message at the surgery has been changed to offer all
options and also inform patients of the best time to call for enquiries and results.
We have also introduced an automated telephone booking system that allows our patients to
check, book and cancel appointments 24 hours a day. This automated system was launched in
November 2012 and is slowly being taken up by our patients, we hope that it will reduce the
morning rush on our phones as patients will be able to book appointments in the early mornings,
evenings and weekends when the surgery is shut.
3. Promote appointment types in Reception and waiting room areas
We have added posters in the reception & waiting areas and have included the different types of
appointments available on the presentation screen in reception.
4. Continue with the DNA campaign to remove patients that persistently do not attend their
appointments
We continue with our DNA campaign, by sending letters to patients that have missed
appointments, if they miss 3 appointments were take a decision to remove them form our list. Our
PPG members supported the continuation of this policy.
5. For repeat prescriptions, introduce additional ways to highlight the need to make an
appointment for medication reviews.
A note is added to the prescription when a medication review is necessary; we ask our patients to
book these reviews before they need their next prescription.
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6. Make additional space for wheelchair and pushchair users in the waiting room.
We have removed several chairs from the waiting room to allow additional space for wheelchairs
and pushchairs.

2012/13 PATIENT SURVEY
The areas covered by our patient survey were:
1. Access
2. Reception Staff
3. Quality of Care
4. Comments/Suggestions
These areas were in keeping to our previous year’s survey as a longer survey was deemed to be
too time consuming for the patients to complete.
Advice was taken from the professional bodies on some of the questions in the survey relating to
Quality of Care.
The surveys were promoted and distributed to patients by clinicians during consultations and by
reception staff in the reception and waiting areas. They could be completed on-line by visiting the
practice website, completed in the practice or taken home and submitted to reception when
completed.
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SURVEY RESULTS
The following charts and tables show the results of our patient survey for 2012/2013.

IN THE PAST 12 MONTHS, HOW MANY TIMES HAVE YOU SEEN A CLINICIAN FROM THIS PRACTICE
Answer
None (1)
Once or twice (2)
Three or four times (3)
Five or six times (4)
Seven times or more (5)
No answer
Not completed or Not displayed

Percentage
4.35%
26.96%
30.43%
14.78%
19.13%
2.61%
1.74%
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HOW DO YOU RATE THE HOURS THAT THE PRACTICE IS OPEN FOR APPOINTMENTS?
Answer
Very Poor (1)
Poor (2)
Fair (3)
Good (4)
Very good (5)
Excellent (6)
No answer
Not completed or Not displayed

Percentage
0.00%
1.74%
28.70%
2.61%
47.83%
17.39%
0.00%
1.74%
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WHAT ADDITIONAL HOURS WOULD YOU LIKE THE PRACTICE TO OPEN?
Answer
Early morning (1)
Lunch times (2)
Evenings (3)
Weekends (4)
None, I am satisfied (5)

Percentage
8.70%
5.22%
19.13%
26.09%
42.61%
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HOW QUICKLY DO YOU USUALLY GET TO SEE A PARTICULAR CLINICIAN?
Answer
Same day (1)
Next working day (2)
Within 2 working days (3)
within 3 working days (4)
within 4 working days (5)
Does not apply (6)
No answer
Not completed or Not displayed

Percentage
9.57%
5.22%
10.43%
10.43%
28.70%
27.83%
6.09%
1.74%
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HOW DO YOU RATE HOW QUICKLY YOU CAN SEE A PARTICULAR CLINICIAN?
Answer
Very poor (1)
poor (2)
Fair (3)
Good (4)
Very Good (5)
Excellent (6)
Does not apply (7)
No answer
Not completed or Not displayed

Percentage
3.48%
13.91%
26.09%
28.70%
19.13%
3.48%
0.87%
2.61%
1.74%
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HOW QUICKLY DO YOU USUALLY GET TO SEE ANY CLINICIAN?
Answer
Same day (1)
Next working day (2)
Within 2 working days (3)
within 3 working days (4)
within 4 working days (5)
Does not apply (6)
No answer
Not completed or Not displayed

Percentage
20.00%
6.96%
17.39%
9.57%
27.83%
12.17%
4.35%
1.74%
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HOW DO YOU RATE THIS?
Answer
Very poor (1)
poor (2)
Fair (3)
Good (4)
Very Good (5)
Excellent (6)
Does not apply (7)
No answer
Not completed or Not displayed

Percentage
3.48%
12.17%
28.70%
25.22%
20.00%
6.96%
0.00%
1.74%
1.74%
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IF YOU NEED TO SEE A GP URGENTLY, CAN YOU GET AN APPOINTMENT ON THE SAME DAY?
Answer
Yes (1)
No (2)
Don't know/Never needed to (3)
No answer
Not completed or Not displayed

Percentage
35.65%
35.65%
23.48%
3.48%
1.74%
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HOW LONG DO YOU USUALLY HAVE TO WAIT AT THE PRACTICE FOR YOUR CONSULTATION TO BEGIN?
Answer
5 minutes or less (1)
6-10 minutes (2)
11-20 minutes (3)
21-30 minutes (4)
More that 30 minutes (5)
No answer
Not completed or Not displayed

Percentage
6.09%
28.70%
41.74%
15.65%
2.61%
3.48%
1.74%
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HOW DO YOU RATE HOW LONG YOU HAVE TO WAIT BEFORE BEING CALLED INTO YOUR APPOINTMENT?
Answer
Very poor (1)
poor (2)
Fair (3)
Good (4)
Very Good (5)
Excellent (6)
Does not apply (7)
No answer
Not completed or Not displayed

Percentage
1.74%
8.70%
35.65%
28.70%
13.91%
6.09%
0.00%
3.48%
1.74%
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HOW DO YOU RATE HOW EASY IS IT TO GET THROUGH TO THE PRACTICE ON THE PHONE?
Answer
Very Poor (1)
Poor (2)
Fair (3)
Good (4)
Very good (5)
Excellent (6)
Don't know/Never tried (7)
No answer
Not completed or Not displayed

Percentage
5.22%
21.74%
35.65%
20.87%
6.96%
4.35%
0.87%
2.61%
1.74%
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HOW DO YOU RATE HOW EASY IS IT TO SPEAK TO A CLINICIAN ON THE PHONE WHEN YOU HAVE A QUESTION OR
NEED ADVICE?
Answer
Very Poor (1)
Poor (2)
Fair (3)
Good (4)
Very good (5)
Excellent (6)
Don't know/Never tried (7)
No answer
Not completed or Not displayed

Percentage
1.74%
5.22%
14.78%
21.74%
19.13%
6.09%
26.96%
2.61%
1.74%
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ARE YOU AWARE THAT YOU CAN CHECK, BOOK AND CANCEL APPOINTMENTS 24 HOURS A DAY USING OUR
AUTOMATED APPOINTMENT SYSTEM?
Answer
Yes (Y)
No (N)
No answer
Not completed or Not displayed

Percentage
34.78%
53.04%
10.43%
1.74%

Page 17 of 36

HAVE YOU USED THE AUTOMATED BOOKING SYSTEM?
Answer
Yes (Y)
No (N)
No answer
Not completed or Not displayed

Percentage
13.04%
74.78%
10.43%
1.74%

DID YOU KNOW YOU CAN CALL A DOCTOR OR NURSE WHEN THE SURGERY IS CLOSED, USING THE OUT OF
HOURS SERVICE?
Answer
Yes (Y)
No (N)
No answer
Not completed or Not displayed

Percentage
70.43%
18.26%
9.57%
1.74%
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HAVE YOU USED OUR OUT OF HOURS SERVICE?
Answer
Yes (Y)
No (N)
No answer
Not completed or Not displayed

Percentage
0.00%
0.87%
97.39%
1.74%

WERE THE RECEPTIONISTS POLITE AND HELPFUL?
Answer
Yes (1)
No (2)
No answer
Not completed or Not displayed

Percentage
93.04%
1.74%
3.48%
1.74%
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HOW DO YOU RATE THE WAY YOU ARE TREATED BY THE RECEPTIONISTS AT THE PRACTICE?
Answer
Very poor (1)
poor (2)
Fair (3)
Good (4)
Very good (5)
Excellent (6)
No answer
Not completed or Not displayed

Percentage
0.87%
1.74%
12.17%
26.96%
27.83%
26.96%
1.74%
1.74%
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WHICH OF THE FOLLOWING BEST DESCRIBES THE REASON YOU SAW THE CLINICIAN TODAY?
(Please tick all that apply)
Answer
To ask for advice (SQ001)
Because of a one-off problem (SQ002)
Because of an ongoing problem (SQ003)
For a routine check (SQ004)
For Treatment (including prescriptions) (SQ005)
For non-medical assistance
(social/domestic/employment/benefit advice)
(SQ006)

Page 21 of 36

Percentage
3.48%
15.65%
16.52%
19.13%
33.91%
5.22%

REASON FOR VISITING
On a scale of 1 to 5, how important to your health and wellbeing was your reason for visiting the clinician
today? (1= Not very important, 5 = Very Important)
Answer
Percentage
1 (1)
2.08%
2 (2)
2.08%
3 (3)
10.42%
4 (4)
25.00%
5 (5)
57.29%
Sum (Answers)
100.00%
Number of cases
100.00%
No answer
16.52%
Not completed or Not displayed
2.61%
Arithmetic mean
4.38
Standard deviation
0.92
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How good was the clinician today at each of the following? (Please tick one box in each line)
[BEING POLITE]
Answer
Percentage
Poor (1)
0.00%
Less than satisfactory (2)
0.00%
Satisfactory (3)
3.48%
Good (4)
19.13%
Very Good (5)
59.13%
No answer
15.65%
Not completed or Not displayed
2.61%
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How good was the clinician today at each of the following? (Please tick one box in each line)
[MAKING YOU FEEL AT EASE]
Answer
Poor (1)
Less than satisfactory (2)
Satisfactory (3)
Good (4)
Very Good (5)
No answer
Not completed or Not displayed

Percentage
0.00%
0.00%
3.48%
18.26%
58.26%
17.39%
2.61%
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How good was the clinician today at each of the following? (Please tick one box in each line)
[LISTENING TO YOU]
Answer
Poor (1)
Less than satisfactory (2)
Satisfactory (3)
Good (4)
Very Good (5)
No answer
Not completed or Not displayed

Percentage
0.00%
0.00%
3.48%
15.65%
60.87%
17.39%
2.61%
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How good was the clinician today at each of the following? (Please tick one box in each line)
[ASSESSING YOUR MEDICAL CONDITION]
Answer
Percentage
Poor (1)
0.00%
Less than satisfactory (2)
0.00%
Satisfactory (3)
6.09%
Good (4)
15.65%
Very Good (5)
58.26%
No answer
17.39%
Not completed or Not displayed
2.61%
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How good was the clinician today at each of the following? (Please tick one box in each line)
[EXPLAINING YOUR CONDITION AND TREATMENT]
Answer
Percentage
Poor (1)
0.00%
Less than satisfactory (2)
0.00%
Satisfactory (3)
6.09%
Good (4)
17.39%
Very Good (5)
56.52%
No answer
17.39%
Not completed or Not displayed
2.61%
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How good was the clinician today at each of the following? (Please tick one box in each line)
[INVOLVING YOU IN DECISIONS ABOUT YOUR TREATMENT]
Answer
Percentage
Poor (1)
0.00%
Less than satisfactory (2)
0.00%
Satisfactory (3)
6.96%
Good (4)
16.52%
Very Good (5)
55.65%
No answer
18.26%
Not completed or Not displayed
2.61%
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How good was the clinician today at each of the following? (Please tick one box in each line)
[PROVIDING OR ARRANGING TREATMENT FOR YOU]
Answer
Poor (1)
Less than satisfactory (2)
Satisfactory (3)
Good (4)
Very Good (5)
No answer
Not completed or Not displayed

Percentage
0.00%
0.00%
5.22%
15.65%
56.52%
20.00%
2.61%
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Please decide how strongly you agree or disagree with the following statements by ticking one box in each
line.
[THE CLINICIAN WILL KEEP INFORMATION ABOUT ME CONFIDENTIAL]
Answer
Percentage
Strongly disagree (1)
0.00%
Disagree (2)
0.00%
Neutral (3)
0.00%
Agree (4)
24.35%
Strongly Agree (5)
54.78%
Does not apply (6)
2.61%
No answer
15.65%
Not completed or Not displayed
2.61%
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Please decide how strongly you agree or disagree with the following statements by ticking one box in each
line.
[THIS CLINICIAN IS HONEST AND TRUSTWORTHY]
Answer
Percentage
Strongly disagree (1)
0.00%
Disagree (2)
0.00%
Neutral (3)
0.00%
Agree (4)
21.74%
Strongly Agree (5)
53.91%
Does not apply (6)
1.74%
No answer
20.00%
Not completed or Not displayed
2.61%
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I AM CONFIDENT ABOUT THIS CLINICIAN’S ABILITY TO PROVIDE CARE?
Answer
Yes (Y)
No (N)
No answer
Not completed or Not displayed

Percentage
82.61%
0.00%
14.78%
2.61%

I WOULD BE COMPLETELY HAPPY TO SEE THIS CLINICIAN AGAIN
Answer
Yes (Y)
No (N)
No answer
Not completed or Not displayed

Percentage
82.61%
0.00%
14.78%
2.61%
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WAS THIS VISIT WITH YOUR USUAL CLINICIAN?
Answer
Yes (Y)
No (N)
No answer
Not completed or Not displayed

Percentage
39.13%
40.87%
17.39%
2.61%
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SURVEY COMMENTS
IS THERE ANYTHING PARTICULARLY GOOD ABOUT YOUR HEALTH CARE OR EXPERIENCES AT THE
PRACTICE?
All aspects are very good
Reception and doctors are always polite
All doctors are caring and knowledgeable
IS THERE ANYTHING THAT COULD BE IMPROVED?
No Improvement
Employ more doctors to enable improved appointment times for evenings, instead of waiting
another week.
Sometimes tricky for same day appointments
More doctors so more appointments available.
Repeat prescriptions by email
ANY OTHER COMMENTS?
Both My husband and myself feel complete confidence, we know you work in challenging times
and always do your best as a team.
System of booking the appointments for the same day by phone should be improved. 8.14 still said
that surgery closed and after that busy all the time. Queuing and answering phones one by one
would be better.
I am very happy with my care; I don’t know what I would do without them.
Receptionists always helpful and doctors will always refer you for test if required.
The new patient partner system is excellent and easy to use.
I always get to see or speak to someone which is excellent, I would like to see the same doctor
everytime but I have to book well in advance to do so other than that everything is good.
The Practice is close to where I live, it provides also good facilities and pharmacy on site.
Everyone is always Courteous, professional and interactive.
I am happy for everything - Thank you
I am very satisfied with the attention I have received.
I don't like that booking system of phoning at 8:00AM
To see a particular GP on the same day is too impossible - frustrated most of the time
Have been very pleased with reception services over many years until December 2012, when I
was involved with a young person who I considered was quite off hand with my problems.
Need more on the day appointments
Very good surgery - just too busy
Very happy with all
everyone is very friendly
WHEN YOU REQUIRE A DOCTOR THE HEALTH CARE IS GOOD.
THE DOCTORS HAVE ALWAYS BEEN VERY GOOD TO ME, BUT IT WOULD BE NICE TO SEE
THE SAME DOCTOR EACH TIME INSTEAD OF THE NURSE.
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PPG MEETING
The PPG Meeting was held on Thursday 7th March 2013.
During the meeting we reviewed the actions that had been proposed from last year and the
practice reported that we had completed the actions suggested.
We presented the results of the patient survey and our PPG members were able to provide their
input and comparison with the survey results and their own experiences at the practice.
The PPG members also looked at the comments left about the surgery on NHS Choices and were
surprised by some of the comments and the level of personal detail entered.
We opened a discussion on the information presented. Overall the survey showed that our patients
were happy with the service they received at the surgery, but the 2 main issues were access to the
surgery by phone and appointment bookings.
To try to address the issue of accessing the surgery by phone, we have installed our Patient
Partner system so that patients can call the surgery at any time of day or night to book, check or
cancel their appointments. We are also advertising our out of hours service so that patients do not
need to wait until the morning to get advice or assistance. We hope that our patients take up these
services so that they can benefit across the day rather than just during opening hours.
With regard to appointment bookings, it was noted that the practice offers nearly 3000
appointments per month, but we still suffer from a high DNA rate of around 10%, this is an
improvement since the introduction of the DNA Policy. We have also introduced different types of
appointments to address the differing access requirements of our patients:
• Routine – bookable up to 4 weeks in advance
• Book on the Day - 10% of all appointments are bookable on the day, but they are first
come first served and are able to be booked at 8am and 2pm
• Emergency doctor – for all our vulnerable and emergency patients
• Out of Hours Service – for when the practice is closed, patients can still get advice and
assistance
We have also introduced greater nursing services with specialist nurses so that patients with less
complex problems can be seen by a specialist nurse, thus leaving greater access to the doctors.
This campaign seems to be progressing slowly as our patients still believe that they need to see a
doctor. We are trying to promote this understanding so that patients can be seen with the most
appropriate healthcare professional without having to wait too long for a doctor.
With respect to the comments left about the surgery on the NHS choices website, we noted that
the comments were made anonymously and so the practice could not respond directly to the
person making the comment. A generic response would be possible. It was surprising the amount
of detail being put in the comments and it was agreed that the most appropriate channel for these
comments would have been to put in a complaint as this would have led to quicker and personal
confidential response.
The PPG group then came forward with several suggestions for projects to consider for next year.

Page 35 of 36

PPG SUGGESTED ACTIONS FOR 2013/14
1. Introduce name badges to identify members of staff at reception
2. Greater advertising of the appointment types, especially “Book on the Day” appointments
3. Continue with the Patient Partner system to allow 24/7 access to check, book and cancel
appointments
4. Continue with the DNA policy
5. Greater advertising of nursing services to ensure that patients can be seen by specialist nurses
rather than having to wait a longer time for a doctor’s appointment.
6. Promote greater healthy living campaigns in the waiting and reception areas
7. Consider redecorating the waiting room area

HAVE YOUR SAY IN 2014.
We are grateful to our PPG members for their contribution and help in identifying the actions that
we hope will make things easier for our patients.
If you are one of our patients and would like to make a difference, share your experiences
and work with us to continually improve our services, then please consider joining our PPG
group for this year.
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