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The Patient Reference Group was established in November 2011.  Since then we have met 
every 6-8 weeks.  Numbers are steady however over the last few months numbers have 
declined due to patients with health issues.  In order to have more patients involved with the 
group we are still advertising by using posters in reception, placing the meeting minutes on the 
Practice Notice Board, notes added to prescriptions, along with a typed messages on the right 
hand side of the script and also used the led board in reception to capture patients whilst they 
were in the waiting room. 
 
Preferred Survey 
During the summer the group were asked to think about the patient survey and what they would 
like to include in it.  The group discussed this at length and it was decided that they would like 
last year’s questionnaire to be given to patients.  The survey included questions on the staff, 
waiting times, consultations and the premises.  The surveys were given out randomly to patient 
as they attended their appointments. 
 
Results of Survey 
We gave out 200 surveys out during Sept and Dec 2013, 75% were returned 
 

Staff and Waiting times 
 
Q1 How helpful do you find the Receptionists at your GP Practice? 
 
80% Extremely Helpful  20% Sometimes Helpful    Not Helpful 
 
Q2 How easy is it to speak to a Doctor on the phone? 
 
21% Very easy 17% Fairly 13% Not very easy 9% Not at all easy 40% Don’t know 
 
Q3 How easy is it to speak to a Nurse on the phone? 
 
25% Very easy 22% Fairly 9% Not very easy 4% Not at all easy 40% Don’t know 
 
Q4 How long do you usually wait for your consultation to start? 
 
21% Less 5 mins 46% 6-10 mins 27% 11-20 mins 5% 21-30 mins 1% more 30 
mins 
 
Q5 Were you told by a receptionist how long you would be waiting to see the GP / Nurse 
 
30% Yes    63% No    7% don’t know 
 
Q6 How do you rate the waiting times? 
 
21% Very good 47% Good  22% Fair  8% Poor  2% Very Poor 
 
 

 
 
 
 
 
 



 
 

Your Consultation 
 
Q7 How good was the last GP / Nurse you saw most recently at each of the following:-  
 
A  Giving you enough time? 
 
55% Very good 35% Good  8% Fair  2% Poor  Very Poor 
 
B  Listening to you? 
 
60% Very good 31% Good  8% Fair  1% Poor  Very Poor  
 
C  Explaining tests and treatments? 
 
53% Very good 36% Good  9% Fair  2% Poor  Very Poor 
 
D  Involving you in decisions about your care? 
 
52% Very good 36% Good  11% Fair  1% Poor  Very Poor  
 
 
E  Treating you with care and concern? 
 
52% Very good 41% Good  6% Fair  1% Poor   Very 
Poor 
 
 
Q8  Overall did you feel you were treated with respect and dignity while you were at the 
surgery 
 
82% Yes definitely 17% Yes to some extent  1% Not very well  no not at all 
 
Q9  Did you have confidence and trust in the GP/ Nurse you most recently saw or spoke to? 
 
81% Yes Definitely  17% yes to some extent 1% no not at all  1% don’t know 
 
Q10 Thinking about the care you get from your GP / Nurse overall how well does the practice 

help you to: 
 
A  Understand your health problems? 
 
60% Very well  34% Ok  5% Not very well  1% Does not apply 
 
B  Cope with your health problems? 
 
52% Very well  39% Ok  6% Not very well  3% Does not apply 
 
C  Giving healthy Lifestyle Advice? 
 
40% Very well  44% Ok  6% Not very well  10% Does not apply 
 
Q11  Overall how would you describe your experience of your GP surgery? 
 
47% Very good 46% Good  6% Fair 1% Poor Very Poor 
 
 



Q12  Would you recommend your GP surgery to someone who has just moved to your local 
area? 
 
90% Yes   10% No 
    

Premises  
 
Q13  Do you feel that the surgery offers suitable surroundings? 
 
30% Very good 48% Good 19% Fair  1% Poor 2% Very Poor 
 
Q14  In your opinion how clean was the surgery? 
 
43% Very good 49% Good  7% Fair 1% Poor Very Poor 
 
Q15  Do you feel that any improvements are required at the surgery to make your visit more 

pleasant? 
 
27% Yes   56% No   17% Don’t Know 
 
Q16  Do you feel that there are any health and safety or others risks to you when you visit the 

surgery? 
 
9% Yes   84% No   7% Don’t Know 
 

 
Survey Discussion with PRG 
The results of the survey were discussed at the meeting held on 14/01/14.  All members of the 
PRG group that attended this meeting were impressed with the results of the latest survey they 
were however particular impressed with Question 12 as last year 23% said they wouldn’t 
recommend us but this year only 10% was recorded as not recommending us.  The group were 
advised that out the 149 surveys received back 11 had comments on them.  These comments 
were given to the group to discuss in detail and out of those 11 comments we chose three to 
take forward to the local area team as areas for improvement and we developed an action plan 
– as follows. 
 

1. Waiting time for urgent appointments are poor - the group were divided on this as 
they seem to feel that waiting up to or over an hour to be seen by a Doctor can be 
excessive if you are really poorly. Others in the group felt that it would be quicker than 
going to out of hours where the wait could be even longer. A point was raised regarding a 
9 month old baby having to wait for an urgent appointment till the afternoon.  It was 
discussed that children under the age of 5 should be fitted in if the surgery session is 
still running.  This is usual practice policy but clearly didn’t happen in this instance.  The 
group agreed that staff update training should be given on this issue complete with at a 
glance guidance to be located in the reception and a more detailed policy for the 
reception team.  If Receptionists are unsure as to the urgency for children they should 
query this with the Duty Doctor. 

2. Touch screen (hit and miss) patients use the machine but do not follow all of the steps 
this can result in the self check in machine not arriving patients.  A step by step guide 
has been placed by the machine.  The group also agreed that a note is to be added to 
the jayex LED board stating “if you have been waiting longer that 20 mins for your 
appointment please see the receptionist”. 

3. Too long to wait for a routine appointment currently booking for a week in advance.  It 
was suggested that we have appointments that can be booked on the day only and to put 
this to the partners of the practice for their consideration. 



 This was discussed at the partnership meeting 27/01/14 and it was concluded that 
although these appointments work well over the Christmas & Easter period it would 
not be suitable to every day surgery. A similar system for urgent appointments was 
trialled a few years ago and didn’t work particularly well as it reduced the number of 
routine appointments across the week and generated complaints from the patients. 

 
 
 

Further Discussions held by the PRG  
 
Reducing the amount of DNA’s - The group were asked how we could combat that ever 
growing problem of patients not attending and not cancelling their appointments.  The figures for 
a 6 month period indicated that approx. 1000 appointments were not kept and not cancelled 
with either a Doctor or Nurse.   
The group suggested that the poster we have displayed should be bigger and displayed in a 
more prominent position and they suggested that we look at trends first.  Also that we could 
possibly follow the DNA’s up with a phone call or letter. Since this discussion we have had the 
text messaging service that reminds patients of their appointments and this has reduced the 
DNA rate slightly – The practice will continue to monitor this issue. 
 
 
Online prescription request - since going live with the online booking system patients can also 
request medication via the patient access web site.  If a patient wishes to use this system then 
the must obtain the log on details from Reception.  Training has now been delivered to Abby & 
Julie.  This system is not to be confused with the Electronic Prescriptions Service that will be 
offered by all Chemists in the Wolverhampton area.  The group are concerned as patients still 
like to come in to surgery to order their scripts and also collect them, this is not changing and if 
patients wish to do so they can order and collect in the usual way. 
 
Male Health Issues - A few of the male members were concerned that men in general are 
worried about medical health problems and will not seek medical advice.  It was suggested and 
discussed by the group that a notice board would highlight male conditions this has been 
agreed and will be up dated every 4 months with a variation of male health issues and 
encourage male patients to book appointments with a GP.  The group are hoping that more 
men will seek advice rather than burying their head in the sand. 
 
Closure of the branch - The group were informed that our branch surgery Portobello will close 
on 26th April 2013, all patient were written to by the PCT, those wishing to stay with the surgery 
can do so and be seen at Woden Road Surgery.  Those who do not will register elsewhere.  
 
Partnership changes - The group were informed of Dr Peacock’s retirement on 31st July 2013 
and Dr Doggett leaving for pastures new at the end of August.  Dr Gowda replaces Dr Peacock 
as a new full time Partner for the practice. Dr Jaiyeola having completed his training with us is 
now employed by the practice as a salaried GP to cover Dr Doggett’s sessions. Overall 
partnership has gone from 5 partners to 4.   
 
Comments from patients to be discussed at future PRG meetings – The PRG members 
thought it would be advantageous to have a comments box which could be left out in the 
surgery.  This seemed to be a good idea however children would use the comments slips to 
draw on no real comments had been made therefore the decision to take this away from the 
waiting room was made. 
 
 



Premises refurbishment – The group were updated thought out the year of plans to improve 
the look of the premises.  A full refurbishment has been carried out at the surgery including all 
public areas being redecorated, the disabled toilet has been retiled and has had new flooring 
and all consultation rooms have been refurbished to CQC standard including washable floors 
and walls. 


