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Patient Reference/Participation Group Annual Report 2013/14
This report summarises the progression of our Patient Reference/Participation Group (PRPG) and includes:

· A profile of the practice population

· The efforts to date to recruit new members to the PPG

· Priorities for the practice survey and how they were agreed

· Method and results of the patient survey

· Resulting Action plan and how it was agreed with our PPG

· Confirmation of our opening times

Practice Profile Summary

Age & Sex Profile

Dr Dean & Partners are one of two practices situated in Heald Green Health Centre in the Stockport area and has a list size of 6,199 registered patients. Of these patients, 52% are female and 48% male.  59% of the population is aged between 16 – 65 years, 22% aged 65 years and over and 19% are under 16 years.  A data field is included in our patient registration documentation to help us ascertain ethnicity however patients are often reluctant to provide this information and therefore to date we have only coded this information for 57% of the practice population.  This makes it difficult to give reliable data on this particular demographic although it is safe to say that we do have evidence of a reasonably mixed population of both White British and Asians according to those patients coded thus far. The Practice does not serve a particularly large number of nursing home patients or a significant number of patients with learning disabilities or from any other care group.
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PRG Profile

The group originally started up almost 20 years ago and is now a very well established and active group within the local community.  Since launching a campaign to promote the group by placing posters in the waiting room, dedicated notice board, practice leaflets and website we have this year increased the members of the group from 42 (31 March 2013 ) to 106 patients who are coded as belonging to the group and the committee is made up of 15-20 hard core members including a Chair Person and Secretary.

The group meets on the first Thursday in the month at the Health Centre where they discuss local issues and often have a variety of guest speakers ranging from clinicians to CCG and secondary care providers.  
Although the overall group demographic has changed from being predominantly aged 65 and over to 40% of members now being aged 16 – 64 years, the core members who regularly attend the meetings and events and serve on the group’s committee continue to consist mainly of patients of more mature years and predominantly retired and are mainly of a white background.  All patients are emailed (bcc) regular updates of the forthcoming events, practice newsletters, surveys etc as feedback has shown that some patients prefer to get involved with the group and the practice on a virtual basis.
Actions taken to recruit

In addition to the posters in the waiting room, dedicated notice board, practice leaflets and website all encouraging new members, the PPRG group has worked closely with the practice and assisted in the  development and implementation of this year’s Practice survey which took place throughout the flu campaigns.  This was seen as a prime opportunity to promote the group and gather up to date patient contact details.
In addition we have also used the following methods:

· Details of the group and how to get involved have also been incorporated into our New Patient Registration Packs.

· Receptionist continue to proactively collect and record patient email addresses so that blanket invites can be sent out to patients who would like to get involved but prefer to belong to the virtual aspect group .

· Doctors continue to invite patients personally during consultations and this is slowly starting to increase interest.

· The patient LED board is being used to full capacity to promote awareness of the group and the need for up to date patient contact details, website address and facilities on a rotational basis.
· Practice Surveys 

Practice Survey
This year in order to reach as many patients as possible, including those who may not come into the surgery very often we decided to make the survey available to download or complete online via the Practice website in addition to the PPRG physically handing out questionnaires in practice  during the flu clinics.
The practice’s Access & Availability survey was originally drafted the previous year with PPRG during the review of the findings from the National survey but was put on hold to September/October 2013.  In order to ensure the PPRG were still happy with the contents a draft of the questionnaire was sent out by email to the group members in August 2013.  A few minor amendments were made as a direct result of this and the questionnaire was launched in October 2013.  
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251 questionnaires were completed and the responses collated using the software available on the website.  The results were then published on the practice website, notice board and also emailed out to group members.   
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Action Plan

A further meeting with the PPRG took place to review the survey results on 4th December and an action plan was developed as a result of these.  This was circulated along with a copy of the meeting minutes by email to all the group members and published on the website and notice board in the surgery and approval was received the committee chairman on behalf of the members.
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A review of the Action Plan to establish achievement to date was undertaken at the PPRG committee meeting on 25/02/14 and details of these were added as a footnote to the original plans.  These were then distributed to the group members. 
Opening Hours

Reception is open 


8.00am – 6.30pm  Monday – Friday

Appointments are available

8.00am – 6.00pm  Monday – Friday
Mastercall provides emergency cover for the Practice outside of these hours.

In addition to the core hours, the practice also offers extended hours.  These are generally available on Saturday mornings (9.00am – 12.00noon) but we sometimes offer some evening appointments where necessary to assist with the level of demand for appointments (6.30pm – 8.00pm).  Patients are advised to contact the reception desk for further details.

This report has been published on the Practice website and is available in hard copy for any patients who would like one.
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Patient Reference Group 


MINUTES OF MEETING 

Wednesday 13th February 2013 @ 12.00pm 

		PRESENT

		Dr Wright & Partners: Dr C Morris


Dr Dean & Partners: Dr Kevin Dean, Dr Penny Owen, Dr Sarah Griffiths, Dr Shahnaz Al-Khaffaf


Practice Manager: Janine Elliott


PPRG Members: Mrs Judith Durrant (Chairperson), Mrs Pat Bruce (Secretary) Rev Peter Jennings (PPG Member)





The purpose of the meeting:


· To discuss the impact of moving to a Clinical Commissioning Group in April 2013 and the effects of these changes at practice level. 


· To review the findings from the National Patient Survey and past Local Survey to identify areas for inclusion in Practice Patient Survey for 2013.


 Stockport Clinical Commissioning Group

Concerns were raised by the PPRG that very little was known about the change from PCT to SCCG in April 2013.  These concerns are shared by the practice as the Commissioning Group is still in its infancy and therefore information is being drip fed.  Practices anticipate that the transition to GP commissioning will affect Enhanced Services and other payments practices receive.  The NHS Commissioning Board has recommended that current Local Enhanced Services be extended into 2013/14 but as we progress through 2012/13 we are already seeing cutbacks on these services as PCTS attempt to get their budgets in order in advance of the changes.  With effect from 1st April 2013 the contracts for Smoking cessation, NHS health checks and Sexual health (implants & coil fitting and review) will transfer from the NHS to Stockport Metropolitan Council who take over responsibility for commissioning.  The council are reviewing all existing contracts in line with value for money. Final budgets are still to be drafted but the council are already aware that there will be a shortfall in public health funding. It is likely that services will need to be modified although practices are still waiting to hear how this will affect them.

As the SCCG is set to inherit the PCT overspend, GP’s and Foundation Trusts will be working alongside each other to target specific high cost areas where savings need to be made.  Over the next 3 years, these areas will include work on reducing unscheduled care (A&E attendees), unplanned admissions (improving care for patients with complex conditions) and service quality improvements.

Patient education is paramount to helping to reduce avoidable expenditure and the practice proposes to increase awareness to the supporting services available through a variety of mediums including, leaflets, newsletters, website and discussion during consultation where appropriate.  

· SCCG Governing Body Meeting:


Next month the Governing Body of the new Clinical Commissioning Group will be holding its meeting in our locality at The Village Hotel, Cheadle. They would like to encourage attendance from GPs, practice staff and members of the public. It’s an opportunity to see how decisions are made that affect practices and patients. The Governing Body will be discussing a wide range of health issues and any members of the public and staff are welcome to attend. 


The meeting will be held on Wednesday 13th March from 10.00 until 12.30.

All representatives from PPG anticipated attending this event. JE also confirmed she is hoping to attend on behalf of the practice.

NHS 111


This is a new 24 hour service being introduced with the aim of making it easier for patients to access local NHS healthcare services. Patients call 111 when they need medical help fast but not a 999 emergency. It is staffed by a team of fully trained advisers, supported by experienced nurses (formally NHS Direct). They will triage symptoms, then give healthcare advice or direct to the appropriate local service (A&E, Mastercall, emergency dentist or late-opening chemist). Where possible, the NHS 111 team will book appointments or patients will be transferred directly. 

A soft roll out of the service is already taking place but they will be National Advertising when the service officially goes live in April 2013.

Electronic Prescribing

Phase 1 of this project in the Stockport area begin a few years ago with the setting ups of electronic systems at GP and pharmacy level which enabled the 2 systems to communicate with each other.  Stockport is now entering phase 2, processing prescriptions electronically instead of producing paper scripts.  A small number of practices are currently up and running with this and Heald Green hopes to commence this in the near future


· What is it and who should use it ?


For repeat prescriptions patients will not have to visit GP practice just to pick up paper prescriptions. Instead, GP’s will send the prescription electronically to the place of choice thus saving time. The prescription is an electronic message so there is no paper prescription to lose.

Patients will have more choice about where to get medicines from as they can be collected from a pharmacy near to home, work or shops.  If the prescription needs to be cancelled the GP can electronically cancel and issue a new prescription without the patient having to return to the practice – saving extra trips

The service is suitable for patients who have a stable condition and don’t want to go to the surgery every time to collect prescriptions and usually collect their medicines from the same place.

It may not be suitable for patients who don’t get prescriptions very often or pick them up from a variety of places.

Survey Results


The Government National Patient Surveys (1 for each practice) were undertaken in 2011/12 and the results clearly identify 2 key areas to focus on in the 2013 Practice Survey.


It was noted that the overall scores showed that the practices achieved marginally above the national average with both practices scoring 7.5/10 (NA 7.4/10). However, both practice reports identified the same two areas where further investigation and information is needed.  


· Access:  


Both practices scored lower than the national average of 7.2 (KD 6.9 and AW 6.8) in this area. 


This score is calculated from 7 questions relating to how easy patients have found it to get in touch with the practice, whether they were able to see a doctor quickly, whether they were able to make an appointment in advance, whether they can be overheard in the reception area, how helpful reception staff are, whether they are able to see their preferred doctor and how easy it is to get an appointment with a practice nurse.


· Opening Hours:

Both practices scored higher than the national average of 3.7 (KD 4.2 and AW 4.1) in this area.

This score is calculated, from three questions about how satisfied patients are with current opening hours at the practice, knowledge on when their practices are open and whether they would like their practices to be open at other times


The practices are aware that patients continue to have difficulty getting through by telephone, particularly early in the mornings. Mike Nolan has previously investigated external telecommunication providers although it was not possible to proceed due to the substantial costs incurred at practice level. 


Judging by the low score nationally, we expect that other Stockport practices using the same telephone system will be encountering similar difficulties.  Once the Stockport CCG takes over in April 2013 this is a matter that JE proposes to raise as we may be able to investigate possible solutions as a group.

Efforts to increase awareness of the surgery opening hours and the various methods in which to book/cancel appointments have been ongoing and it is hoped that these will have had an impact since the original surveys were conducted.


Practice Survey 2013 


The Practice would like the local survey 2013 to focus on the 2 areas of Access & Appointment availability and as appointments that are not kept (DNA’s) have a huge impact on these areas feel it would be of benefit to incorporate patient views on this also.  


There will also be a section added to the demographic section encouraging patients to sign up to the PPRG in the hope increasing population and improving the patient demographic.

JE discussed the proposed survey with both practices and the PPG representatives.  Once the survey has fully developed and approved the aim is for it to be undertaken during April – May 2013 at a time to be agreed with the PPRG group who have kindly volunteered to help once again.  JE will investigate whether it is possible to add the survey to the practice websites.  On completion the results will be collated, cascaded to the PPRG, published on the notice board, website and newsletters by the end of June 2013.

Both practices would like to express their gratitude for all the help and support given to us by the PPRG who have a long established history of campaigning on behalf of our patients to maintain and improve the services we have here.  As we fast approach an uncertain future their continued efforts are valued now more than ever and it is hoped that we can continue to build on this and work together to ensure that quality of care is maintained in the face of the challenges ahead. 
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MINUTES OF MEETING  


Wednesday 4th December 2013 @ 12.00pm  
PATIENT SURVEY 


 


PRESENT Practice Representatives:  Dr Kevin Dean, Dr Penny Owen, Dr Sarah Griffiths, Dr 
Catherine Cox, Sister Debbie Hancock, Rita Cryer & Janine Elliott (PM) 
PPRG Members: Rev Peter Jennings (Chairperson), Mrs Jean Jennings 
(Secretary) & Mr Alf Churchhouse (Committee Member) 


 


MINUTES 
 


The purpose of the meeting was to discuss the findings from the Practice’s Access & Availability Survey 
2013 and identify any areas where further investigation or action is needed and develop an Action Plan 
to aid implementation.  The survey was available to all patients both in surgery and on the practice 
website throughout October 2013 and 251 questionnaires were completed in total. 
 
Rev Peter Jennings opened the meeting with some of the points raised with the group whilst aiding the 
practices in conducting the survey during the Flu Clinics. 
 
1: The time sometimes taken to answer the phone (during the morning).  This is understandable but frustrating for 
the caller.  Would it be possible to have a queuing system? 
 
2: When a doctor specifies a time to see a patient again the patient is told by the receptionist “not possible!”  Cold 
the patient be told by the doctor that the information is recorded and would be available to another practice doctor 
in the period specified. 
 
3:  Where available Evening & Saturday appointments should be offered to patients by the receptionists and these 
should be clearly advertised. 
 
4:  A clear notice in the waiting area indicating the appropriate time to call or phone for results of tests, information 
about telephone consultations and graded action could be taken for appointments not kept without explanation or 
cancellation. 
 
5:  An “Are you Aware” pamphlet handed to patients by the receptionist when appointments or other enquiries are 
made. 
 
6: is it possible to add information to the website information in the waiting room? 


 
These issues were discussed and summarised along with the findings of the survey and have been 
incorporated into the attached Survey Action Plan 
 


KD action plan 
2013.doc


 
 
The practice is extremely grateful to the dedicated members of the PPG who once again have helped 
enormously in getting the survey completed and raising awareness of the Group and the representatives 
were asked to pass on our thanks to everyone who had assisted. 
 
Following a review of the Action Plan by both the Practice and the PPG, details will be published on the 
notice board, website and incorporated into the next newsletter. 
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Dr Dean and Partners 
Access and Availability Survey 2013/14 


251 


Dear Patient, 


Based on the results of last year's National GP Patient Survey the Practice has liaised with the 


Patient Participation Group to develop an in-house survey which focuses on our patients views 


on the access and availabilty of the services we provide.  


Please answer all of the questions and click Send when you are done. 


Q1: When did you last see or speak to a GP or Nurse at the practice. 


 


Q2: How convenient was the appointment you were able to get? 


 


Number of Responses: 


  72%Between 3-6 months
  21%Between 6-12 months
  5%More than 12 months ago


  0%I have never seen a GP or Nurse at the 
Practice.


  51%Very convenient
  39%Fairly convenient
  6%Not very convenient


  1%Not convenient at all
  0%Not applicable
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Q3: How satisfied are you with our opening hours? 


 


Q4: When is it convenient for you to see a GP or Nurse? 


 


  56%Very satisfied
  30%Fairly satisfied


  5%Neither satisfied or dissatisfied
  3%I'm not sure about the opening hours
  1%Dissatisfied
  0%Very dissatisified


  5%No response


  33%I have no preference


  21%I prefer early morning appointments
  27%I prefer daytime appointments
  8%I prefer evening appointments
  7%I prefer weekend appointments


  4%No response
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Q5: Did you know we offer telephone appointments in addition to face to face 


consultations?  


 


Q5: How do you usually book your appointments at the practice? 


 


  49%Yes, I have used them


  18%Yes, but I have not used them
  25%No, but I may use them
  5%No and I prefer not to use them
  3%No response


  76%By telephone
  23%In person


  1%No response
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Q6: Which of the following would you prefer to use to book appointments at the 
surgery? 


 


Q7: Have you ever made an appointment at the Practice that you failed to keep? 


 


Q8: Which of the following methods would you prefer to use to cancel appointments 
at the Practice? 


 


  50%Telephone
  18%In person
  30%Online/internet


  14%Yes
  84%No
  2%No response


  61%Telephone


  7%In person
  15%Online/internet
  2%Email


  11%Text
  4%No response
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Q9: The practice has a big problem with the number of appointments lost due to 


patients who fail to turn up. How do you think we should tackle this? 


 


Q10: In the last 6 months, how have you found getting through on the telephone? 


 


  0%Do nothing


  24%Send a letter out
  25%Text reminders
  23%Telephone to ask why
  16%Fine them


  9%Remove them from the Practice


  23%Very easy


  45%Fairly easy
  16%Not very easy
  4%Difficult
  8%Very difficult


  4%No response
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Q11: The last time you needed to see a doctor fairly quickly, were you able to get an 


appointment the same day or in the next two week days the surgery was open? 


 


Q12: If you couldn't be seen in the next two working days why was that? 


 


  57%Yes


  25%No
  14%I can't remember
  4%No response


  14%I wanted a specific GP
  23%No appointments for a few days
  63%No response
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Q13: In general, how satisfied are you with the care you receive at the Practice? 


 


To help us analyse your answers please tell us a few things about yourself: 


Are you male or female? 


 


What age are you? 


 


  64%Very satisfied


  28%Fairly satisfied
  4%Neither satisfied or dissatisfied
  1%Fairly dissatisfied
  0%Very dissatisfied


  49%Male
  50%Female
  1%No response


  0%Under 15


  4%16 - 23
  14%24 - 35
  17%36 - 50
  20%50 - 65


  40%65 and over
  5%No response
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What is the ethnic background with which you most identify? 


 


Do you have any long-standing illness, disability or infirmity? By long-standing we 
mean anything that has troubled you over a period of time or is likely to affect you 
over a period of time. 


 


  65%White British
  1%White Irish


  0%Mixed White & Black Caribbean
  0%Mixed White & Black African
  0%Mixed White & Black Asian
  11%Indian


  10%Pakistani
  1%Bangladeshi
  0%Black Caribbean
  1%Black African


  1%Chinese
  0%Other
  10%No response


  47%Yes
  50%No
  3%No response


Page 8 of 11Access and Availability Survey 2013/14


13/03/2014http://www.mysurgeryoffice.co.uk/psurvey.aspx?p=168066&v=P88023







Is your accomodation? 


 


Which of the following best describes you? 


 


  74%Owner-occupied/mortgaged
  22%Rented or other arrangement


  4%No response


  33%Employed


  2%Unemployed and looking for work
  2%At school or in full time education
  4%Unable to work due to long term illness
  5%Looking after your home/family


  48%Retired
  1%Other
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Are you a member of the Patient Reference Group? 


 


If you are not already a member. would you be interested in joining the Group and 
having a chance to be heard and help the surgery develop in a way its patients want 
it to? 


 


  4%Yes
  95%No


  11%Yes (please ask reception for a sign-up 
form or complete online)


  85%No
  4%No response
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Many thanks for your time in answering the questions on this survey. Your views are important 


to the decisions we make. 
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Access & Availability Survey 2013 
ACTION PLAN 


 


Survey Findings Discussion Actions 
 


Appointment availability 
 


93% of patients have booked an 
appointment with a doctor or nurse during 
the past 12 months. 
 
90% of patients thought that the 
appointment they booked was very/fairly 
convenient. 
 
86% of patients were very/fairly satisfied 
with the opening hours 
 
Only 15% of patients expressed a 
preference for evening or weekend 
appointments 
 
57% of patients felt they were able to get an 
appointment within 2 working days.   
 
Of the patients who did not get an 
appointment within 2 days, 62% stated this 
was because there were no appointments 
available and 38% said this was because 
they wanted a particular doctor 


 


 
1) Concerns were raised about the time 


taken to answer the telephone, 
particularly in the mornings which is 
understandably frustrating for the caller. 


 
The PPG wonder whether there is any 
scope for a queuing system to be 
implemented. 


 
 
 


2) Evening and weekend appointments 
need to be offered to patients by the 
receptionist and these should be clearly 
advertised  


 
3) Patients expressed difficulty in getting 


follow-up appointments due to availability 
and felt that it should be pointed out to 
patients that the consultation is recorded 
and would be available to other doctors.  


 
1) The practice telephone system currently provided 


across Stockport by the Clinical Commissioning 
Group has limitations and requests for additional 
facilities have in the past proved to be very costly.   


 
Other Practices within the locality have expressed 
similar concerns and it is anticipated that in the near 
future there will be some improvements to the 
system. 


 
2) Details of the extended hours provided by the 


practice are advertised in the Practice leaflet and 
Practice website and currently operate on a 
rotational basis.   
These appointments are offered to all patients as 
soon as they become available and are snapped up 
very soon.  With only 15% of patients expressing a 
preference for weekend & evening appointments 
there is not sufficient demand to warrant an 
increase. 


 
3) Doctors generally book follow up appointments 


themselves where possible but felt that a valid point 
had been raised and agreed to inform patients. 
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Survey Findings Discussion Actions 
 


Appointment Booking 
 


49% of patients have used the Telephone 
consultations but 25% of patients were not 
aware of the service. 
 


76% of patients currently use the telephone to 
book appointments but 30% of patients would 
prefer to use the internet to book appointments. 
 


68% of patients found it very/fairly easy to get 
through on the telephone and 28% expressed 
difficulty getting through 


 


 
It is reassuring to know that in spite of the 
difficulties expressed, overall patients are 
generally able to get through to the surgery fairly 
easily and are utlising the telephone 
consultation facility. 
 
However the PPG felt it would be helpful if 
further advertising of this and other information 
could be promoted using the LED patient call in 
boards and notice boards in the waiting area. 
 
 


 
The Practice leaflet is currently under review and that is 
intended that this should provide clear detail on the 
services provided and details of access availability 
EG: when to call to obtain results, request home visits or 
speak to a member of the team. 
 
The practice also plans to include this information on the 
website and in the next practice newsletter due out in 
Spring 2014.   
 
In addition, they will endeavor to add information to the 
LED board and regularly update and maintain the notice 
boards 


 


Attending Appointments  
 


14% of patients had failed to keep an 
appointment on one or more occasion. 
 


61% of patients preferred to cancel 
appointments by telephone 
 


26% expressed a desire to cancel appointments 
via text or online. 
 


Suggestions for dealing with patients who fail to 
attend were varied but nobody felt we should do 
nothing. 
 


24% -  write to patients 
25% - text reminders 
23%  - telephone patients 
16% - fine patients 
9% -  remove patients 


 
The practice currently sends a warning letter 
and a copy of the failed attendances policy to all 
patients who repeatedly fail to attend for 
appointments and subsequent attendance is 
then regularly monitored.  A further 2 warnings 
and an opportunity to discuss any difficulties are 
issued to patients who remain persistent in the 
failure to attend. 
 
It is only as a last resort that we request the 
removal of any patient from the practice list. 
 
Each month the number of patients who missed 
their appointments with us is published on the 
notice board.   


 
The Practice would like to adopt a text reminder service but 
this has a high cost implication which is not justifiable 
without sufficient relevant patient information to implement 
it. 
 
The practice intends to launch a campaign in the new year 
to capture up to date contact details (mobile and email) for 
all our patients prior to trialing the software necessary to 
provide the service. 
 
Patients can also update their details on line via the 
Practice website.   
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Survey Findings Discussion Actions 
 


Overall Satisfaction 
 
In general 92% of patients are satisfied with the 
care they receive at the Practice. 
 
 
 


 


 
It is rewarding to everyone involved at the surgery 
to hear that their efforts are appreciated. 
 
Whilst the systems in place may not suit everyone, 
they remain continuously under review and we 
endeavor to provide the best service we can within 
the current constraints 


 
We will continue to work with the PPG to develop 
the level of service provision and actively encourage 
our patients to join us in contributing to the further 
progress and development of the surgery. 
 
The PPG developed a Patient Information Flyer 
intended to promote services and keep patients 
informed of surgery procedures.   
 
The practice felt this was a very useful tool and plan 
to adapt the idea and with a view to rolling it out in 
the New Year. 
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Access & Appointment Availability Survey 2013 


Based on the results of last year’s National GP Patient Survey the Practices have liaised with the Patient 


Participation Group to develop an in-house survey which focuses on our patients views on the access & 


availability of the services.   


Thank you for taking the time to complete this survey, your views are important to the decisions we 


make. 


When did you last see or speak to a GP or Nurse at the Practice? 


 


In the last 3 months 


Between 3-6 months   Between 6-12 months 


More than 12 months ago  I have never seen a GP or Nurse at the Practice 


 


How convenient was the appointment you were able to get? 


Very convenient  Fairly convenient  Not very convenient 


Not at all convenient Not applicable 


 


How satisfied are you with our opening hours? 


Very satisfied  Fairly satisfied  Neither satisfied or dissatisfied 


I'm not sure of the opening hours    Very dissatisfied 


 


When is it most convenient for you to see a GP or Nurse? 


I have no preference   I prefer early morning appointments 


I prefer daytime appointments  I prefer evening appointments 


I prefer weekend appointments 


 


Did you know we offer telephone appointments in addition to face-to-face consultations? 


Yes, I have used them   Yes, but I have not used them 


No, but I may use them   No and I prefer not to use them 


 


How do you usually book all your appointments at the practice ? (please tick all the boxes that apply to you).  


By telephone    In person 


 


Which of the following methods would you prefer to use to book appointments at the surgery? (Please tick all 


the boxes that apply to you).  


By telephone   In person   On line/Internet   


 


 







Have you ever made an appointment at the Practice that you failed to keep? 


Yes   No 


 


Which of the following methods would you prefer to use to cancel appointments at the surgery? (Please tick all 


boxes that apply to you).  


By telephone  In person  On line/Internet  


By email   By text 


 


The practice has a big problem with the number of lost appointments due to patients who fail to turn 


up.  How do you think we should tackle this? 


Do nothing Send a letter from the Practice  Text Reminder 


Phone the patient to ask why they didn't attend   Fine them  


Remove them from the practice 


 


In the last 6 months, how have you found getting through on the phone? 


Very easy   Fairly easy Not very easy 


Not at all easy Very difficult  


 


The last time you needed to see a doctor fairly quickly. Were you able to get an appointment the same day or 


in the next two week days the surgery was open?  


Yes   No  Can't remember 


 


If you couldn't be seen in the next two week days the surgery was open why was that? 


Wanted a specific GP  No appointments for a few days 


 


In general, how satisfied are you with the care you get at the Practice? 


Very Satisfied  Fairly Satisfied  Neither satisfied or dissatisfied 


Fairly dissatisfied  Very dissatisfied 


 


 


 


 


 


Finally, it will help us to understand your answers if you could tell us about yourself: Are you  


Male  Female 


 


How old are you? 


0 – 15 16 – 23 24 – 35 36 – 50 50 – 65 65 and over 


 


Do you have any long-standing illness, disability or infirmity? By long-standing we mean anything that has 


troubled you over a period of time or that is likely to affect you over a period of time. 


Yes   No 


 


Which ethnic group do you belong to? 


White Black or Black British Asian or Asian British Mixed 


Chinese Other ethnic Group 


 


Is your accomodation?  







Owner-occupied/mortgaged Rented or other arrangements 


 


 


 


Which of the following best describes you?.  


Employed (full or part time, inc. Self employed)  Unemployed and looking for work 


At school or in full time education    Unable to work due to long term illness 


Looking after your home/family    Retired 


Other 


 


Are you a member of the Patient Reference Group? 


Yes  No 


 


Would you be interested in joining the Group and having a chance to be heard and help the surgery develop in 


a way its patients want? 


 


Already a member  Yes (Please ask at reception for a sign up form) 


No thank you 


 






