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Background 
 
Boultham Park Medical Practice has a well established and active Patient 
Participation Group. Members agreed terms of reference in early 2011, have an 
elected chairperson and meet at least quarterly. The group also attend and 
contribute to the local Optimus PPG meetings attended by 6 local practices 
where information and ideas are exchanged. Membership has fallen since March 
2013 and currently stands at 12 but plans are in hand to address this in 2014. 
The group has further added to past achievements by playing a key role in the 
2013/14 Appointment System Action Plan created following the patient survey in 
early 2013. Specifically, this included: 
 

- discussing the 2013 survey results at PPG meetings held 12/2/13 and 
22/5/13 and, once again, assisting in formulating an agreed action plan to 
address patient concerns 

- reviewing progress towards full completion of the 2012/13 plan and, in 
particular, driving the efforts to reduce missed appointments 

- continued use of the website and particularly the quarterly newsletter to 
promote actions being taken 

- further discussion on the triage topic leading to action by GP partners 
which is now complete 

 
Meetings have also attended by practice staff including Dr Oteri, Ray Didcock 
(PM) and Jo Casey (Medical Secretary). 
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Involvement in PPG does require a level of time and commitment that most of 
our patients would prefer not to agree to. As such, even with a fairly healthy 
PPG, albeit slightly smaller than last year, we could not claim 12 members to be 
truly representative of the 9200 registered patients at Boultham Park. The 
similarly named Patient Reference Group (PRG) achieves this in that members 
agree to occasional requests for feedback either by email or the post. No 
meetings are held appealing to those patients who wish to contribute but 
perhaps not to the same extent as PPG members. Our Patient Reference Group 
has risen significantly during 2013 and currently exceeds 330 members. The 
patients involved are contacted via email and a smaller number by post. 
 
 
Patient Survey Action Plan 2013 
 
The Patient Survey Report following the 2013 survey that last year’s action plan 

contained three agreed areas to be addressed and progress with these has been 

as follows: 

1. You said: – ‘patients failing to attend appointments. The system is in 

place but let's see some results! Aim for less than 100 per month by the 

end of 2013.’ 

We did: - Our approach was completely reviewed in June 2012 and an entirely 

new system introduced. Four new patient letters were drafted to be sent to 

patients failing to attend appointment, each taking a progressively firmer tone, 

urging the patient to attend agreed appointments or contact us to cancel. This 

did take a while to take effect.  

The outcome was: - Average DNA (did not attend) was 186 in 2012, peaking 

at 232 in November. However, some seemed to be getting the message in 2013 

which saw a steady fall in numbers to below 150 throughout the summer. There 

was a slight upturn in the Autumn but this again fell in December to 116, it’s 

lowest ever level. So, in conclusion, I failed but perhaps the target was too high 

… or should I say low! In practical terms, we have freed up considerable 

numbers of GP slots that would have been lost and these figures are the envy of 

patients groups elsewhere. I have also shared the policy with other practices 

who I hope have found it similarly beneficial. The issue has also been highlighted 

in the local press. 
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2. You said: - ‘GPs to trial the a ‘triage’ system’.  

We did: - The GPs completed the triage pilot in February. All GPs and registrars 

took part and the findings were reviewed. Opinions were inevitably mixed but the 

majority feel was that it did not suit our practice at the present time. Certainly 

there were benefits to some patients who did not need to attend the practice 

having requested an appointment and it was helpful to the reception team who 

tended to ‘triage’ themselves but the overall numbers of appointments fell.  

The outcome was: - In conclusion, the benefits were not felt to outweigh the 

cost. A further conclusion was that triage benefits an under- GP resourced 

situation and that is not the case at Boultham Park (based on DOH figures and 

compared to other local practices). We have the advantage of GP registrars, a 

nurse practitioner and we provide appointments outside of normal hours. In 

total, the GPs provide more appointments than the DOH basic requirement; even 

though it may not always feel that way! In view of this, triage will not be fully 

implemented but used tactically, where it suits the circumstances. 

 

3. You said: - ‘increase the use of the text messaging service by targeting 

the practice to achieve a higher number of registered users. 1000+ by 

31/12/2013!’ 

We did: - The text message reminds a patient that they have an appointment 

which clearly helps to reduce missed appointments (DNA). This facility is popular 

with many organisations and is completely free to the patient. Unfortunately, we 

are required to complete a written consent form every time but, nevertheless,  

The outcome was: - numbers steadily increased during 2013 and comfortably 

exceeded 1000 but the year end. As I write, we are just shy of 1200 which is 

good but with 9200 patients, most of which have mobiles, we’re not stopping 

there …… 2000 by 31/12/14? 
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PRG member profile 
 
Patients continue to join our Patient Reference Group which can be accessed via 
our website www.boulthamparkmedicalpractice.co.uk or by visit to the practice 
where application forms are available. All new patients joining the practice are 
invited to join, this adding a few new members every month. PRG members may 
be contacted via email or the post and can expect to hear from us occasionally 
for feedback (contacted 9 times in the year to March 2014).  
 
The continuing challenge last year was the recruitment of our younger male 
patients to PRG, the ladies appeared far more willing to have a say! We have in 
the past asked our local NHS for advice and guidance on the issue and adopted 
that given. In 2013, this was followed up by reference to NAPP, of which our PPG 
is a member. However, specific targeting of male patients including posters, mail 
shots and messages on our website had increased representation from 39% to 
45% in 2013. Unfortunately, as can been seen below, this has slipped back 
slightly for the 2014 survey. We shall positively discriminate in favour of males 
next time! 
 
 
 

Gender

Male - 44%

Female - 56%

 
 
 
 
 

http://www.boulthamparkmedicalpractice.co.uk/


BOULTHAM PARK MEDICAL PRACTICE 
 

5 

 

 
As can be seen below, most PRG members responding to the survey this year 
attend the practice ‘often’, up from 48% in 2013.  
 

 
As regards ethnicity, Boultham Park patients consider themselves predominantly 
white British and this is also reflected in the total PRG membership.  
 

 



BOULTHAM PARK MEDICAL PRACTICE 
 

6 

 

 
Finally, age profile is broadly representative having actively recruited more 
younger patients when it became apparent they might not volunteer in the 
numbers wished for! Again, total PRG membership (including those that did not 
respond) is broadly in line. 
 

 
Given the relative maturity of our PRG (commenced 2011), we do not have 
precise data regarding employment status but, based on the anecdotal 
knowledge of GPs and staff believe this to be broadly in line with the local 
population. Apart from that above, the split between on-line, postal and face-to-
face survey completion also supports our efforts to ensure a broad-based mix of 
respondees ie. we have not relied entirely on our on-line patients; perhaps the 
easier option. We also support and encourage carers to register via our Carer’s 
notice board and website page. To conclude, we believe we have made a good 
deal of effort to ensure that our PRG is representative of our patients generally.    
 
 
Preparing the Survey Questionnaire 
 
The foundation work for this year’s survey and indeed the 2013 survey was 
carried out when preparing the January 2012 survey. A considerable amount of 
time was taken to ensure we asked the questions patients wanted to answer! It 
may have seemed odd to ask patients what it was they wished to be asked about 
but by taking this approach, the results ensured that we established the issues 
that were important to most. This approach has remained the same ever since.  
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For 2014, it was agreed by the Patient Participation Group that the 2014 survey 
would contain many of the same questions. This would ensure that results could 
be compared ‘apples with apples’ allowing fair and accurate measurement of 
progress. Following PPG meetings and feedback from the PRG, it was agreed 
that the questions regarding the website, now well-established, would be 
dropped but a question regarding recommending to family and friends would be 
added. In total, the number of questions fell to 18.  
 
As in the past, we also received feedback from patients who did not wish to ‘sign 
up’ to PRG.  These were prompted by notices in reception and on our website 
and we continue to believe it absolutely right to take these views into account. 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
Survey Results 
 
It is now generally accepted that a credible and representative response rate 
needs to exceed 2% of the practice patient list which at Boultham Park stands at 
9200. Although a little slow to start with, prompting a number of further emails 
urging our on-line PRG members to respond, a total of 224 patients had replied 
either by email, post or in person by 13/2/14 when the survey was closed. This 
was up from the 197 in 2013 and represents around 2.43% of our total patients. 
Surprisingly, the postal PRG members were far more responsive than those 
registered on-line with all but a few of those posted promptly returned. These 
were added to the practice website to establish final results (our website provider 
is My Surgery Website, adding further credibility to the survey process). The 
survey results were then published on our website and notice board on 13th 
February at which stage I invited feedback. I also requested ideas and 
suggestions for a new action plan to address any issues from the latest survey, 
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the results from which I’ve repeated with comments in red italics  below where 
I have drawn comparisons with 2013: 
 
 
 

Boultham Park Medical Practice 
Patient Satisfaction Survey - January 2014 
 

Number of Responses: 224 

Patient Satisfaction Survey - January 2014 

Q1. Taking everything into account, how would you rate the service we provide 

overall, on a scale of 1-10? 

1  0% 

2  0% 

3  0% 

4  0% 

5  1% 

6  3% 

7  4% 

8  20% 

9  31% 

10  37% 

No response  4% 

 

 
Comment: 88% scored 8+, up 1% on 2013; 76% in 2012 

 

Q2 What do you believe is the single most positive aspect of our service? 

Comment: There were 172 positive comments 

 

Q3 What do you believe is the single most negative issue affecting our service? 

Comment: There were 137 comments listed although 21 were actually positive! 
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Q4 Do you believe our overall service is better or worse than 6 months ago? 

Better  40% 

About the same  54% 

Worse  0% 

No contact in last 6 months  2% 

No response  4% 

 

 
Comment: 94% felt about the same or better, up 1% on 2013; 86% in 2012. 

However, those who felt is was better have slipped from 46% in 2013 

 

Q5 Were you aware that you are able to book an appointment with your GP 

more than 48 hours in advance? 

Yes  48% 

No  50% 

No response  2% 

 

 
Comment: Worsened – ‘Yes’ down from 55% in 2013 
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Q6 How satisfied are you with being able to book an appointment more than 

48hours in advance with your GP? 

Not very satisfied  12% 

Satisfied  39% 

Very satisfied  37% 

No response  12% 

 

 
Comment: Slight improvement with those feeling satisfied or very satisfied 

increasing from 73% to 76%, at odds with response to last question! 

Q7 How satisfied are you with getting through to the practice on the telephone? 

1  2% 

2  2% 

3  4% 

4  6% 

5  4% 

6  7% 

7  8% 

8  21% 

9  20% 

10  17% 

No response  9% 

 
Comment: Slight fall from 62% at 8+ down to 58% but much better than 2012 

when 8+ was just 32% 
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Q8 Whilst both are important, which do you rate higher? 

Getting to see your regular GP  58% 

Choice of appointment time  39% 

No response  3% 

 

 
Comment: Getting to see your regular GP has fallen for third year in a row from 

62% in 2013, 68% in 2012. Choice of appointment time has increased from 

29% to 39% over the same period. 

 

Q9 Are you aware that GP appointments are offered outside of normal opening 

hours at Boultham Park? 

Yes, I have used this service  22% 

No, I was not aware  39% 

Yes, but I have not required this service  36% 

No response  3% 

 

 
Comment: Despite the publicity, the ‘not awares’ have returned to 39% as in 

2012 after an improvement in awareness in 2013 although a slight increase in 

those patients that have used the service (21% in 2012 & 2013) 
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Q10 Think about the last time you tried to see a GP fairly quickly. Were you able 

to see a GP on the same day or within 2 weekdays? 

Yes  79% 

No  17% 

No response  4% 

 

 
Comment: One of the most disappointing results given the increase in 

availability but perhaps patients were focused on getting to see their own GP? 

Regardless, a 10% fall from 89% in 2013 (81% in 2012) 

Q11 On a scale of 1-10, how would you rate the service offered by our reception 

team? 

1  0%     

2  0% 

3  0% 

4  0% 

5  2% 

6  4% 

7  9% 

8  11% 

9  20% 

10  50% 

No response  4% 

 

 
Comment: 8+ fell from 89% in 2013 but still very respectable at 81% 
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Q12 GP practices sometimes refer patients on to other health specialists or 

other health and social care providers. Has this happened to you? 

Yes, and the referral process worked well  55% 

No, this has not been necessary  36% 

Yes, but there were problems with the referral process  4% 

No response  5% 

 

 
Comment: Slightly up from 53% in 2013 and those experiencing problems down 

from 7% 

 

Q13 How long after your appointment times do you normally have to wait to be 

seen? 

I am normally seen on time  22% 

Between 5 minutes to 15 minutes  61% 

15 minutes to 30 minutes  12% 

More than 30 minutes  0% 

No response  5% 

 

 
Comment: Fall in those seen on time from 25% in 2013 but slight improvement 

in total seen within 15 minutes (82% in 2013, 74% in 2012) 
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Q14 Are you aware that the practice offers a reminder 24 hours before your 

appointment by text message to your mobile phone? 

Yes  36% 

No  27% 

Yes, but not required  33% 

No response  4% 

 

 
Comment: The hard work has paid off! Up from 22% in 2013, 18% in 2012. No 

doubt this has helped to reduce missed appointments to the current low level 

 

Q15 Do you believe that there is a genuine willingness on the part of the 

practice to improve service to patients? 

Yes  90% 

No  3% 

No response  7% 

 

 
 

Comment: New question requested by PPG and we are pleased with 90% 

positive although surprised that 7% did not give a response! 
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Q16 Would you recommend Boultham Park M.P. to your family and friends? 

Yes  91% 

No  3% 

No response  6% 

 

 
Comment: Another new question for 2014 and again, we are pleased with the 

response with just 3% that would not recommend us …… would love to know 

who they are! 

 

Q17 How clean is our practice? 

Very clean  80% 

Fairly clean  16% 

Not particularly clean  0% 

Not clean at all  0% 

No response  4% 

 

 
Comment: A fall in the ‘very clean’ with ‘fairly clean’ increasing. Most 

importantly, none felt this to be an issue which is reassuring for our cleaners, 

Cath & Steve and given the efforts we have made  
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Q18 Are there any further comments and suggestions you have? Please note in 

the space below 

Comment: 75 comments made, mostly positive including 22 in relation to Q12 

(referrals to specialists)which will be passed  

  

Note regarding questions 2,3 & 18: Given the number of responses, the list of 
replies to each question is too extensive for the scope of this report but have 
been transcribed and appear on the website and PPG notice board in reception.  
 

 
 
Patient Survey Action Plan 2014 
 
Given the really good results in 2013, we were perhaps understandably nervous 
about the 2014 survey. Most of the really hard work and improvements had taken 
place in 2012/13 so we did wonder if there was only one way to go! Memories 
can be short and our patients might have forgotten how it used to be. We need 
not have been concerned. Whilst we slipped in some areas and improved in 
others, the overall result was much the same and we were pleased with the 
results. Perhaps more importantly, we knew that we had continued to make an 
effort as was evident with the progress made with missed appointments, text 
messaging and the GP triage pilot (see 2013 Action Plan above). And the 
patients seem to appreciate this given the overwhelmingly positive response to 
Q16 – ‘would you recommend BPMP to your family and friends?’ Despite this, 
getting appointments remains our Achilles Heal and we discussed what further 
could be done at our PPG meeting on 19/2/14 and followed this up with the 
message below to our PRG members:  

‘Following on from the publication of the results to the 2014 patient survey, I have 

received a number of ideas and suggestions from patients as to how we might address 

some of the areas highlighted in the survey. Overall, the results were excellent but we can 

always do better and the following have been suggested: 

 

- Frequent attenders: This is a sensitive issue which will require careful handling. No GP 

wishes to restrict access but neither should the topic be a closed issue and the matter will 

be considered during 2014 – RP: Dr Whitlow, Senior Partner.  

- On-line access: Prescriptions, appointments and more are already available on-line 

and no doubt this will increase in future. On-line facilities will be promoted in 2014 – 

RP: Ray Didcock, Practice Manager. 

- Missed Appointments (DNAs): Considerable success has been achieved in reducing the 

numbers of patients failing to attend appointments and several patients have requested 

that this be continued – RP: Ray Didcock, Practice Manager. 
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- Text Messages: Although patients registered for text messaging number nearly 1200, 

with 9200 patients there remain many with mobile telephones who would benefit from 

this service – RP: Sue Illes, Senior Receptionist. 

- Extended Hours: Despite all the publicity, we still have 39% of patients stating that they 

were not aware that we offer appointments outside of normal opening times – RP: Dr 

Jackson, GP Partner.  

- Appointment System: A further review of the appointment system will take place – RP: 

Dr Whitlow, Senior Partner. 

- Telephones: A slight fall to 58% by those rating telephone service at 8+ out of 10 so 

clearly room for improvement – RP: Sue Illes, Senior Receptionist. 

 

This is the draft list of suggestions to be incorporated into the 2014 plan subject to any 

further feedback you may have but assuming that much of the above is formalised, I will 

of course ensure that our PPG are involved in these areas and that patients generally are 

kept up-to-date on progress though out the year. 

 

Yours sincerely 

 

 

Ray Didcock 

Practice Manager’ 

The responses to this were relatively few and did not add or detract from the 
above. The comments simply echoed that previously reported or agreed with the 
actions proposed. As such, I confirmed the plan to PPG and PRG member on 18th 
March 2014, adding a responsible person (RP) to each action point as now added 
above. 

 

Opening Hours 
 
I am required to include our opening hours in this plan although these are 
detailed in our practice leaflet, website and in reception. However, Boultham Park 
opening hours are 8.00am to 6.00pm Monday to Friday. Most appointments are 
arranged via reception or by telephone although some access is available via our 
website www.boulthamparkmedicalpractice.co.uk  

I was surprised and disappointed to find that 39% of PRG members completing 
the survey were unaware that GP appointments are offered outside of normal 
opening hours at Boultham Park. This is up from 28% last year! Sessions are 
available most Saturdays mornings; please see our website or ask reception for 
details.  

 

http://www.boulthamparkmedicalpractice.co.uk/
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Conclusion 
 
We have continued to make real efforts to improve service and care for our 
patients at Boultham Park and this has been recognised, once again, by the 
excellent results from this year’s survey. Having completed so much within the 
last two year’s action plans, we were concerned that there may be a shortage of 
ideas but in reality our list will be longer than in 2013. This is good, we do not 
wish to stand still and perfection is rarely achieved but we will continue to strive in 
our efforts to provide the best possible service from within the resources we are 
allowed.  
 
Our PRG continues to grow which when added to a well-established Patient 
Participation Group, I hope illustrates the open dialogue we promote with our 
patients here at Boultham Park. 
 
Kind regards and thank you to all those patients who have provided support, 
encouragement and feedback. 
 
Ray Didcock 
Practice Manager 
March 2014     

 


