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The Patient Reference Group (PRG) for the practice has the following volunteer members who are 

all registered patients: 

 

 

Mrs Kimberley Blondon 

Mr Stewart Davis 

Mr David Ellis 

Mr Thomas Leslie Hoyle 

Mr David King 

Mrs Pauline Nelson 

Mrs Linda Price 

Mrs Margaret Walton 

 

The age ranges of the members are: 

 

50-65        3x female                             66+         1 x female 

                 1x male                                                3 x male 

 

Compared to the practice population profile: 

 

Practice Population Summary 

 

Age Range 
 

Male Female Total 

0 – 29  2123 2003 4126 

30 – 49  1642 1540 3182 

50 – 65  1422 1381 2803 

66 – 85  597 661 1258 

86+ 37 59 96 

Total 5821 5644 11465 

 

 

 

The PRG creates a connection between patients and the practice allowing open constructive 

discussion and analysis of the services the practice provides, and offers an alternative perspective 

on many topics relevant to the practice. The PRG has been meeting with the GPs and Practice 

Manager approximately every four months for some years now and the minutes of the meetings 

have been regularly uploaded onto the practice website. The practice has an open invitation to all 

patients and carers to join the PRG and this is advertised on our website, waiting room and practice 

leaflet. We recognise that it would be helpful to improve representation of the younger age groups 

and apart from the measures mentioned above we have considered social media, twitter and email 

for communication and engagement. 

 

 



This year, the practice has participated in the Productive General Practice Programme from the 

National Institute for Innovation and Improvement. In this programme, the practice conducted a 

patient experience survey of over 200 patients who attended the surgery over the period of a week. 

Patients were asked to comment on how they felt at the different stages in their journey through the 

practice starting with accessing an appointment, then arriving and checking in, then on the 

information provided, their waiting experiences, the consultation and finally the next steps 

following this. Patients completed a questionnaire which provided a list of words ( respect, pleased, 

valued, cared for, involved, not listened to, hurried, frustrated and anxious ) which were circled to 

represent their feelings about each stage of the process. 

 

 

The results are tabulated below: 

 

Results of Patient Experience Survey 

 

 
 
 

Accessing 
appointment 
 

Arriving 
and 
Checking in  
 

 
Information 

 
Waiting 

Consultation 
And next  
Steps  
 

Total  
 

Respect 54 42 22 15 52 185 

Pleased 81 95 76 64 76 392 

Valued 13 21 25 20 18 97 

Cared for 25 12 32 17 42 128 

Involved 16 18 21 8 14 77 

Not listened 
to  

2 2 0 2 2 8 

Hurried 14 5 4 1 1 25 

Frustrated 10 6 3 52 3 74 

Anxious  4 4 5 11 2 26 

Total 219 205 188 190 210  

 

 

There have also been data collected on the patient demographics, practice complaints, staff 

feedback and data on appointments as part of the programme. The practice held a meeting internally 

to discuss the findings and areas of concern highlighted. At the July meeting of the PRG, some of 

this data including the results of the patient survey and the data on appointments were presented and 

discussed. 

 

 

Data collection – Available appointments  

 

Same day appointments 
available  

Monday Tuesday Wednesday Thursday Friday Saturday 

GP 57 48 39 35 42  

Nurse practitioner 0 0 0 0 0  

Nurse 0 0 0 0 0  

Phlebotomist 0 0 0 0 0  

Physiotherapist 0 0 0 0 0  

Other  0 0 0 0 0  

Total 57 48 39 35 42 0 

 



Advance Pre bookable 
appointments available 

Monday Tuesday Wednesday Thursday Friday Saturday 

GP 68 80 79 46 74  

Nurse Practitioner 41 0 20 19 41  

Nurse 68 65 43 35 30  

Phlebotomist 31 30 31 30 31  

Physiotherapist 10 0 0 10 0  

Other 0 0 0 0 0  

Total 218 175 173 140 176 0 

 

 

We also held a separate meeting with one of the PRG members, David Ellis regarding how the 

practice currently provides information to patients and how we could improve in this area including 

using more information leaflets, information prescriptions, better use of the practice website and 

providing better information in the waiting room. 

 

The outcome of all the data and discussions were that although the practice was doing well in 

providing good access to patients, particularly with its same day access system – there are areas of 

concern and where we need to improve. One obvious area of frustration is the waiting in the waiting 

room. The PRG members felt that one way to improve this is to manage expectation by providing 

information on the probable waiting times and we have changed the check in screen facility in the 

waiting room to provide this at check – in. We are also considering rostering of medical time to 

provide more capacity at different times in the morning same day access list and also provide more 

telephone consultations as an alternative to a face to face appointment. The practice also took on 

board ways in which information about all aspects of our services could be better provided to allow 

patients to be better informed which we feel is essential for the harmonious working of the practice. 

We also feel that there will be further improvements in the functioning of the practice when we have 

completed the next modules on the PPG programme which covers prescriptions, back office, 

consultations and front of house. 


