
Over Surgery
Patient Participation Report 2013/14
5.
1.
Our Patient Participation Group
1.1 This is the 3rd year that our PPG has been running.  This year we have had one resignation and one new member joining the group.
1.2 Younger people are currently under represented in our PPG.  Current make up of the PPG is:
- 4 members

- 2 x male, 2 x female

- ages 40, 53, 66 and 80

Younger people (ie less than 25) have been targeted for recruitment this year, but no success so far.  We have advertised on the practice website and in village newsletters.
Component 2. Method and Process for Agreeing Priorities for the Local Practice Survey 

2.1  The PPG met at the surgery to agree the priority areas for the survey questions.  As last year’s survey was quite tightly focussed on specific areas of concern, this year the group decided that we should revert to a broader set of questions to allow us to pick up any areas of concern which were unidentified previously.
2.2 The broad set of questions as above were included in the survey by reverting to the customised version of the GPAQ v3 survey that we used two years ago.
Step 3. Details and Results of the Local Practice Survey
3.1  The survey was carried out between 01.12.2013 and 28.02.2014
3.2  The survey was carried out using paper forms that were made available for patients to complete in the waiting room, and  an online form on our website.  These methods were chosen to minimise the barriers to any patient being able to complete the survey.
3.3  The survey response rate was reasonable – 65 responses were received and collated.
3.4 A copy of the survey form is attached below, along with analysis of the results:
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Component 4. Discussing Survey Results with the  Patient Participation Group (PPG)
4.1 The survey results were discussed with the PPG at a meeting held at the end of Feb 2014 and the actions agreed.
Component 5. Agreeing an Action Plan with the Patient Participation Group (PPG)

5.1 The action plan attached below was agreed prompted by the survey results review identifying suboptimal areas of surgery performance.
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5.2  The PPG was consulted to agree the action plan in the meeting at the end of Feb 2014.
5.3  All elements raised through the Survey have been discussed by the PPG and actions agreed. 
5.4  No contractual changes are being considered.
Step 6. Publishing the Local Patient Participation Report 
6.1 No further actions have occurred from the 2011/12 Action Plan or the 2012/13 Action Plan
6.2 The Practice’s opening hours are available on the website and practice leaflet, and are reproduced below:

Monday:
07:00 - 18:00

Tuesday:
08:00 - 18:30

Wednesday:
07:00 - 13:00

Thursday:
08:00 - 18:00

Friday:

08:00 - 18:00

Saturday:
Closed

Sunday:
Closed
6.3  Patients can access services between 8am and 6pm by telephone or in person at the surgery.  Patients needing emergency GP service between 6pm and 6.30pm can call the Out of Hours service.
6.4  The practice provides extended hours.  These are shown below:
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Survey adapted from GPAQ V3 Survey which is © 2011 University of Cambridge/University of Manchester - www.gpaq.info 


We would be grateful if you would complete this survey about your general practice. Your doctors 


want to provide the highest standard of care. Feedback from this survey will help them to identify 


areas that may need improvement. Your opinions are very valuable. 


 


Please answer ALL the questions that apply to you by putting an X in one box unless more than one 


answer is allowed. There are no right or wrong answers and your doctor will NOT be able to identify 


you unless you would like to provide your name for follow-up purposes.  Thank you! 


 


About the Surgery 
Q1 If you need to see a GP urgently, 


can you normally get seen on the 


same day? 
1 Yes 
2 No 
3 Don’t know / never needed to 


Any other comments? 


      


Q4 Thinking of your most recent 


consultation with a doctor or nurse 


How long did you wait for your 


consultation to start? 
1 Less than 5 minutes 
2 5 – 10 minutes 
3 11 – 20 minutes 
4 21 – 30 minutes 
5 More than 30 minutes 
6 There was no set time for my 


consultation 


If you were waiting a long time, do you know 


why?  Please provide details: 


      


 


Q2 How do you normally book your 


appointments at your practice?  


(please X all boxes that apply) 
1 In person 
2 By phone 
3 Doesn’t apply 


Any other comments? 


      


 


Q5 Regarding Q4, how do you rate this 


waiting time? 
1 Excellent 
2 Very good 
3 Good 
4 Fair 
5 Poor 
6 Very poor 
7 Does not apply 


Q3 Which of the following methods 


would you prefer to use to book 


appointments at your practice? 


(please X all boxes that apply) 
1 In person 
2 By phone 
3 Online 
4 Doesn’t apply 


Any other comments? 


      


 


Q6 


 


 


 


Is your GP Practice currently open at 


times that are convenient to you? 
1 Yes  ………Go to Q8 
2 No 
3 Don’t know 
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Q7 Which of the following additional 


opening hours would make it 


easier for you to see or speak to 


someone? 


(Please X all boxes that apply) 
1 Before 8am 
2 At lunchtime 
3 After 6.30pm 
4 None of these 


Q10 We have recently started a Patient 


Participation Group (PPG) which is 


made up of 4 patients who are 


registered at the surgery.   


We meet regularly to discuss concerns 


about the Surgery or the local NHS 


generally. 


Which of these roles for the PPG would 


you personally think would be useful 


(tick all that apply)? 
1 Giving the surgery’s patients a voice 
2 Finding ways that patients can take more 


responsibility for their health 
3 Providing practical support for the 


surgery 
4 Helping organise patient education 


sessions 
5 Any other ideas (please comment below) 


      


Q8 If you need to see a nurse, 


including for a blood test, how 


easy is it to make an appointment 


within a reasonable time? 
1 Very easy 
2 Fairly easy 
3 Not very easy 
4 Not at all easy 
5 Don’t know 
6 Haven’t tried 


Any other comments? 


      


Q11 Are there services which are currently 


unavailable at the surgery and which 


you would us to provide?  Please list: 


 


 


 


 


 


 


 


Q9 What do you think about our 


proposed telephone triage service?  


This is where a doctor telephones 


you to discuss your problem before 


an appointment to see the doctor 


is made.  Because a significant 


proportion of problems can be 


resolved over the phone, this 


reduces the number of occasions 


when you need to visit the 


surgery, and frees up doctor 


appointments for patients who 


need them. 
1 Sounds useful 
2 Not sure 
3 I have concerns (please provide 


details below) 
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It will help us to understand your answers if you could tell us a 


little about yourself 
 
Q12 Are you  


1 Male 
2 Female 


Q15 What is your ethnic group? 
1 White 
2 Black or Black British 
3 Asian or Asian British 
4 Mixed 
5 Chinese 
6 Other ethnic group 


Q13 How old are you? 
1 Under 16 
2 16 to 44 
3 45 to 64 
4 65 to 74 
5 75 or over 


Q16 Which of the following best describes 


you? 
1 Employed (full or part time, 


including self-employed) 
2 Unemployed / looking for work  
3 At school or in full time education 
4 Unable to work due to long term 


sickness 
5 Looking after your home/family 
6 Retired from paid work 
7 Other 


Q14 Do you have a long-standing health 


condition? 
1 Yes 
2 No 
3 Don’t know / can’t say 


Q17 How many times have you used the 


surgery in the last year? 
1 Less than 5 
2 5 to 10 
3 More than 10 


 


 


Finally, please add any other comments you would like to make about your GP practice: 


 


 


 


 


 


 


 


 


 


If you provide your name and date of birth, we can contact you to follow up your 


comments if appropriate – but please note that this is entirely optional: 


 


 


 


Name:  …………………………………………………………………. 


 


 


Date of Birth:   …… / …… / ………… 
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 How the survey was carried out 


 


The survey questions were printed and copies made available in the surgery reception / 


waiting room for patients to complete while waiting to see the doctor / nurse.  The survey 


questions were also made available on the practice website (www.oversurgery.nhs.uk). 


 


A copy of the paper version of the survey is attached to this document: 


 


Over Surgery Survey 
v1.0.pdf  


 


Summary of results 


 


Evaluation questions 


 


The following table summarises the individual scores for the evaluation questions, i.e. the 


ones where patients made a judgment about how good that aspect of care was. Each score is 


expressed as an average (mean) for all patients who completed the individual question.  


 


Details of how many patients completed each of the individual responses for each of these 


questions for the practice are given in full in appendix 2. 


 


Questions rated by Mean response 


  Mean score Score meaning 


Q1. How helpful receptionists 1 Very helpful 


Q2. How easy to get through on 
phone 


1 Very easy 


Q7. Rating wait time 2 Very good 


Q11. How easy to find nurse 
appt 


1 Very easy 


Q14. How good was GP at 
giving enough  time? 


1 Very good 
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Questions rated by Mean response 


  Mean score Score meaning 


Q15. How good was GP at 
listening? 


1 Very good 


Q16. How good was GP at 
explaining? 


1 Very good 


Q17. How good was GP at 
involving you? 


1 Very good 


Q18. How good was GP at 
treating you with care? 


1 Very good 


Q19. Confidence and trust in 
GP? 


1 Yes, definitely 


Q20. How good was Nurse at 
giving enough  time? 


1 Very good 


Q21. How good was Nurse at 
listening? 


1 Very good 


Q22. How good was Nurse at 
explaining? 


1 Very good 


Q23. How good was Nurse at 
involving you? 


1 Very good 


Q24. How good was Nurse at 
treating you with care? 


1 Very good 


Q25. Confidence and trust in 
nurse? 


1 Yes, definitely 


Q26. understand health 
problems 


1 Very well 


Q27. Cope with health problems 1 Very well 


Q28. Keep yourself healthy 1 Very well 


Q29. Overall experience 1 Excellent 


 


 


Report questions 


 


Some questions ask about specific experiences, or ask the patient for specific information. 


The responses to these questions are summarised here. 
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For all other frequency distribution tables that have not been included in the report so far, 


please refer to appendix 2. 


  


Questions rated only by no of responses to each answer 


Q3. If urgent, can you see a GP 
same day 


Number of 
Responses 


Percent 


Yes 48 77.4% 


No 0 0.0% 
Don't know / never needed to 


14 22.6% 


   
Q4. How normally book 
appointments 


Number of 
Responses 


Percent 


In Person 33 41.3% 


By Phone 46 57.5% 


Doesn't Apply 1 1.3% 


   
Q5. Which methods prefer to 
use to book appts   


Number of 
Responses 


Percent 


In Person 27 27.8% 


By Phone 46 47.4% 


Online 22 22.7% 


Doesn't Apply 2 2.1% 


 


  


 
Q6. Wait time Number of 


Responses 
Percent 


Less than 5 minutes 19 31.1% 







Page 5 of 17 


5 – 10 minutes 22 36.1% 


11 – 20 minutes 14 23.0% 


21 – 30 minutes 4 6.6% 


More than 30 minutes 2 3.3% 


   
Q8. Practice open at convenient 
times. 


Number of 
Responses 


Percent 


Yes 53 91.4% 


No 5 8.6% 


Don’t know 0 0.0% 


   
Q9. Which hours would make it 
easier?   


Number of 
Responses 


Percent 


Before 8am 0 0.0% 


At lunchtime 5 25.0% 


After 6.30pm 5 25.0% 


On a Saturday 8 40.0% 


On a Sunday 1 5.0% 


None of these 1 5.0% 
 


  
Q10. Particular GP you like to 
speak to 


Number of 
Responses 


Percent 


Yes 39 68.4% 


No 18 31.6% 







Page 6 of 17 


 


  
Q12. Tel consultation service 
useful? 


Number of 
Responses 


Percent 


Yes 35 60.3% 


No 12 20.7% 


Don't know 11 19.0% 


   
Q13. SMS Text Msg service 
useful? 


Number of 
Responses 


Percent 


Yes 31 53.4% 


No 26 44.8% 


Don't know 1 1.7% 


   
Q30. Recommend? Number of 


Responses 
Percent 


Yes, definitely 53 94.6% 


Yes, probably 2 3.6% 


No, probably not 0 0.0% 


No, definitely not 1 1.8% 


   
Q31. Male or Female Number of 


Responses 
Percent 


Male 24 41.4% 


Female 34 58.6% 
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Q32. How old Number of 
Responses 


Percent 


Under 16 1 1.8% 


16 to 44 15 26.3% 


45 to 64 17 29.8% 


65 to 74 13 22.8% 


75 or over 11 19.3% 


   
Q33. Long standing health 
condition? 


Number of 
Responses 


Percent 


Yes 36 64.3% 


No 16 28.6% 


Don't know / can’t say 4 7.1% 


   
Q34. Ethnic Group Number of 


Responses 
Percent 


White 56 96.6% 


Black or Black British 0 0.0% 


Asian or Asian British 0 0.0% 


Mixed 0 0.0% 


Chinese 0 0.0% 


Other Ethnic group 2 3.4% 


   
Q35. Employment status Number of 


Responses 
Percent 
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Employed (Full of part time, 
including self-employed 26 45.6% 


Unemployed / looking for work 1 1.8% 


At school or in full time 
education 0 0.0% 


Unable to work due to long term 
sickness 2 3.5% 


Looking after your home / family 2 3.5% 


Retired from paid work 25 43.9% 


Other 1 1.8% 


   
Q36 How many times have you 
used the surgery in the last 
year? 


Number of 
Responses 


Percent 


Less than 5 18 34.0% 


5 to 10 16 30.2% 


More than 10 19 35.8% 
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Appendix 1 


 


Notes about how the General Practice Assessment Survey (GPAQ) was developed 


 


Some aspects of quality are best assessed by asking patients. The literature was reviewed 


to identify aspects of GP care which are most highly valued by patients. These include: 


 


Availability and accessibility, including: availability of appointments, waiting 


times, physical access and telephone access. 


 


Technical competence, including: the doctor’s knowledge and skills, and the 


effectiveness of his or her treatments. 


 


Communication skills, including: providing time, exploring patients’ needs, 


listening, explaining, giving information and sharing decisions. 


 


Inter-personal attributes, including: humaneness, caring, supporting and trust. 


 


Organisation of care, including: continuity of care, and, the range of services 


available. 


 


In order to assess these aspects of care GPAQ was started from what was regarded as 


the best currently available survey, the Primary Care Assessment Survey (PCAS) i, ii, iii, iv, 


which had been extensively validated in the United States. In collaboration with the Health 


Institute in Boston, PCAS was modified for use in British general practice. The modified 


survey was called the General Practice Assessment Survey (GPAS). GPAS has been used 


in large studies in the UK: and detailed research data on GPAS have been published v vi vii 
viii ix. 


 


For the new GP contract, the original GPAS survey was modified, and GPAQ produced. 
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Appendix 2 


Detailed responses where mean response used in body of report 


Q1. How helpful receptionists Number of 
Responses 


Percent 


Very helpful 58 93.5% 


Fairly helpful 3 4.8% 


Not very helpful 1 1.6% 


Not at all helpful 0 0.0% 


   
Q2. How easy to get through on 
phone 


Number of 
Responses 


Percent 


Very easy 37 59.7% 


Fairly easy 22 35.5% 


Not very easy 2 3.2% 


Not at all easy 1 1.6% 


   
Q7. Rating wait time Number of 


Responses 
Percent 


Excellent 18 32.1% 


Very good 12 21.4% 


Good 17 30.4% 


Fair 6 10.7% 


Poor 1 1.8% 


Very poor 2 3.6% 
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Q11. How easy to find nurse 
appt 


Number of 
Responses 


Percent 


Very easy 35 56.5% 


Fairly easy 18 29.0% 


Not very easy 2 3.2% 


Not at all easy 0 0.0% 


   
Q14. How good was GP at 
giving enough  time? 


Number of 
Responses 


Percent 


Very good 39 69.6% 


Good 14 25.0% 


Fair 2 3.6% 


Poor 1 1.8% 


Very poor 0 0.0% 


Does not apply 0 0.0% 


   
Q15. How good was GP at 
listening? 


Number of 
Responses 


Percent 


Very good 42 73.7% 


Good 11 19.3% 


Fair 3 5.3% 


Poor 1 1.8% 


Very poor 0 0.0% 


Does not apply 0 0.0% 
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Q16. How good was GP at 
explaining? 


Number of 
Responses 


Percent 


Very good 37 66.1% 


Good 14 25.0% 


Fair 1 1.8% 


Poor 0 0.0% 


Very poor 0 0.0% 


Does not apply 4 7.1% 


   
Q17. How good was GP at 
involving you? 


Number of 
Responses 


Percent 


Very good 37 63.8% 


Good 17 29.3% 


Fair 1 1.7% 


Poor 0 0.0% 


Very poor 0 0.0% 


Does not apply 3 5.2% 


   
Q18. How good was GP at 
treating you with care? 


Number of 
Responses 


Percent 


Very good 44 77.2% 


Good 9 15.8% 


Fair 2 3.5% 
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Poor 1 1.8% 


Very poor 0 0.0% 


Does not apply 1 1.8% 


   
Q19. Confidence and trust in 
GP? 


Number of 
Responses 


Percent 


Yes, definitely 51 89.5% 


Yes, to some extent 5 8.8% 


No, not at all 1 1.8% 


Don’t know / can’t say 0 0.0% 


 
 


Q20. How good was Nurse at 
giving enough  time? 


Number of 
Responses 


Percent 


Very good 41 82.0% 


Good 7 14.0% 


Fair 1 2.0% 


Poor 0 0.0% 


Very poor 0 0.0% 


Does not apply 1 2.0% 


   
Q21. How good was Nurse at 
listening? 


Number of 
Responses 


Percent 


Very good 39 78.0% 


Good 9 18.0% 
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Fair 1 2.0% 


Poor 0 0.0% 


Very poor 0 0.0% 


Does not apply 1 2.0% 


   
Q22. How good was Nurse at 
explaining? 


Number of 
Responses 


Percent 


Very good 37 74.0% 


Good 10 20.0% 


Fair 1 2.0% 


Poor 0 0.0% 


Very poor 0 0.0% 


Does not apply 2 4.0% 


   
Q23. How good was Nurse at 
involving you? 


Number of 
Responses 


Percent 


Very good 33 62.3% 


Good 13 24.5% 


Fair 0 0.0% 


Poor 0 0.0% 


Very poor 0 0.0% 


Does not apply 7 13.2% 
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Q24. How good was Nurse at 
treating you with care? 


Number of 
Responses 


Percent 


Very good 40 74.1% 


Good 12 22.2% 


Fair 1 1.9% 


Poor 0 0.0% 


Very poor 0 0.0% 


Does not apply 1 1.9% 


   
Q25. Confidence and trust in 
nurse? 


Number of 
Responses 


Percent 


Yes, definitely 49 96.1% 


Yes, to some extent 2 3.9% 


No, not at all 0 0.0% 


Don’t know / can’t say 0 0.0% 


   
Q26. understand health 
problems 


Number of 
Responses 


Percent 


Very well 51 86.4% 


Unsure 5 8.5% 


Not very well 1 1.7% 


Does not apply 2 3.4% 


   
Q27. Cope with health problems Number of 


Responses 
Percent 
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Very well 49 84.5% 


Unsure 3 5.2% 


Not very well 2 3.4% 


Does not apply 4 6.9% 


   
Q28. Keep yourself healthy Number of 


Responses 
Percent 


Very well 47 81.0% 


Unsure 6 10.3% 


Not very well 1 1.7% 


Does not apply 4 6.9% 


   
Q29. Overall experience Number of 


Responses 
Percent 


Excellent 40 67.8% 


Very good 17 28.8% 


Good 1 1.7% 


Fair 0 0.0% 


Poor 0 0.0% 


Very poor 1 1.7% 
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Over Surgery Patient Survey 13-14 


 


Action Plan 


 
The following actions were agreed based on the PPG’s review of the results of the 2013-14 


Over Surgery Patient Survey: 


 


Area Action Who / When 


Repeat Prescription 


Requests 


Need to encourage patients to 


use online service which is safer 


and popular for those that know 


about it.  Already being promoted 


heavily in the Pharmacy.   


Pharmacy answerphone message 


to be changed to include ad for 


online service. 


CP / AK 


Mar 2014 


Online Appointment 


Booking 


A popular service and being 


asked for by patients but they 


need to know it’s there - 


reception to mention availability 


of online appointment booking on 


phone / at desk 


 


Reception 


Mar 14 


 


Telephone Consultations Tel consultations need better 


publicising: reception / pharmacy 


leaflet on available times / 


clinicians; change surgery leaflet 


for next reprint; prescription 


message 


AK 


Mar 14 


Survey Design SMS message question needs 


changing for next year – not clear 


whether it means would it be 


useful, or would it be something 


they would be happy with.  Needs 


to ask specific questions about 


particular things we could use 


SMS for eg appointment 


reminders. 


Teenagers again poorly 


represented – need to improve 


this next year – maybe personally 


addressed, maybe shorter 


dedicated teenage survey. 


AK 


Sep 14 


 






