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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 increased since 

2010 and currently stands at 15. The group has further added to past 
achievements by playing a key role in the Appointment System Action Plan 
created following the patient survey in early 2012. Specifically, this included: 

 
- attending the survey review meeting 14/5/12 and assisting in formulating 

an agreed action plan to address patient concerns 
- driving the need for a full review of practice missed appointment policy 

resulting in a far tougher approach to this issue 

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

- further discussion at PPG meetings ensuring focus remained high 

 
Meetings have also attended by practice staff including Dr Oteri, Ray Didcock 
(PM) and Jo Casey (Medical Secretary). 

 
 
 

 



 
 

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 
we could not claim 15 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 currently exceeds 280 members. 

 
 
PRG member profile 

 
Patients continue to join our Patient Reference Group which can be accessed via 
our website www.boulthamparkmedicalpractice.co.uk or by a 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 7 times in year to March 2013).  
 
The challenge last year was the recruitment of our younger male patients to 

PRG, the ladies appeared far more willing to have a say! We even asked our local 
NHS for advice and guidance on the issue. However, specific targeting of male 
patients including posters, mail shots and messages on our website have 

increased representation from 39% to 45% but despite this, female patients 
outnumber their male counterparts as can be seen from the second chart below. 
 

55%

45%

Female  55%

Male  45%  
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As can also be seen below, most PRG members use the practice occasionally. 

 
 

48%

30%

22%

Often  48%

Occassional  30%

Very Rare   22%

 
 
 
 

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

 

96%

1%

3%

White British  254

White Irish  3

Other  8

 
 

 
 
 

 
 
 



 
 

 
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!  
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Preparing the Survey Questionnaire 

 
Most of the hard work was completed early last year 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. Past 

surveys did help as a starting point so fairly obvious questions around the 
appointment system and service generally were included from the start. As to 
the number of questions, how these might be presented and what to leave out, 

well that took some serious debate but ultimately, the survey was agreed by the 
patients involved. 
 

Turning to the latest survey, it was recognised very early on, agreed and 
subsequently reaffirmed that the follow up survey should contain much the same 

questions. This would ensure that results could be compared ‘apples with apples’ 
allowing fair and accurate measurement of progress. In the end, a question 
regarding Optimus was removed and a couple of others added increasing total 

questions to 19, up 1 on 2012.  
 
 



 
 

As in early 2012, 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 
 
 

As in 2012, in order to achieve a credible and representative response, 2% of 
our registered patients needed to complete the survey. By 31st January when the 
survey closed, a total of 197 patients had replied either by email, post or in 

person. This represents around 2.14% of our total patients. The survey results 
were published on our website and notice board on 14th 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, the results from which I’ve 
repeated with comments in italics  below: 

 
 
 

 
 
 

 
 
 

 
 



 

Patient Satisfaction Survey Results – March 2013 

Number of Responses: 197 

Q1. Taking everything into account, how would you rate the service we provide overall, on 
a scale of 1-10 where 1 is Very Poor and 10 is Excellent 

 
1  0% 
2  0% 
3  0% 
4  0% 
5  1% 
6  1% 
7  6% 
8  19% 
9  25% 
10  43% 
No response  5% 
 
‘those scoring 8+ total 87% - up from 71%!’ 
 

 

 

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

 
Typical response – ‘Friendliness and helpfulness of GPs and staff’ 

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

 
Typical response – ‘Appointment system’ 

 
 
 
 
 



 

Q4 Do you believe our overall service is better or worse than 6 months ago? 

 
Better  46% 
About the same  47% 
Worse  1% 
No contact in last 6 months  3% 
No response  3% 
 
’better has increased from 27% to 46%’ 

 

 

Q5 Were you aware that you are able to book an appointment with your GP more than 48 
hours in advance? 

 
Yes  55% 
No  40% 
No response  5% 
 

 

 
 
 

 



Q6 How satisfied are you with being able to book an appointment more than 48 hours in 
advance with your GP? 

 
Not very satisfied  15% 
Satisfied  31% 
Very satisfied  42% 
No response  12% 
 
‘only 17% felt very satisfied in January 2012’ 

 

 

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

1  3% 
2  4% 
3  4% 
4  4% 
5  6% 
6  4% 
7  7% 
8  12% 
9  31% 
10  19% 
No response  6% 
 
‘room for improvement but 8+ up from 32% previously’ 

 



 

Q8 Whilst both are important, which do you rate higher? 

 
Getting to see your regular GP  62% 
Choice of appointment time  35% 
No response  3% 
 
‘getting to see regular GP slightly down from 68%’ 

 

 

Q9 Are you aware that GP appointments are offered outside of normal opening hours at 
Boultham Park? 

Yes and I have used this service  21% 
No, I was not aware  28% 
Yes, but I have not required this service  48% 
No response  3% 
 
‘those not aware down from 39% but still surprising at 28% despite publicity’ 

 

 

 



 

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  89% 
No  8% 
No response  3% 
 
‘up from 81%’ 

 

 

Q11 On a scale of 1-10, how would you rate the service offered by our reception team 
where 1 is Very poor and 10 is Excellent 

1  0% 
2  0% 
3  1% 
4  1% 
5  1% 
6  2% 
7  1% 
8  13% 
9  26% 
10  50% 
No response  5% 
 
‘89% rated 8+, up from 71% last time – our reception team are very happy!’ 

 

 



 

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  53% 
No, this has not been necessary  37% 
Yes, but there were problems with the referral process  7% 
No response  3% 
 

‘about the same’ 
 

 

Q13 Are you interested in learning more about our Patient Participation Group? If yes, see 
the practice website for more details and send us an email. Alternatively, make a note here 
and we’ll contact you. 

Q14 How long after your appointment time do you normally have to wait to be seen? 

I am normally seen on time  25% 
Between 5 minutes to 15 minutes  57% 
15 minutes to 30 minutes  13% 
More than 30 minutes  1% 
No response  4% 
 
‘on time up from 14% but still a way to go!’ 

 

 



 

Q15 Are you aware that the practice offers a reminder 24 hours before your appointment 
by text message to your mobile phone? 

 
Yes, I use this  22% 
No  36% 
Yes, but not required  39% 
No response  3% 
 
‘no’s down from 54%’ 

 

 

 (Note: If you would like this service apply on-line or ask at reception) 

Q16 How often do you access the practice website? 

 
Often  22% 
Occasionally  32% 
Never  43% 
No response  3% 
 
‘not as popular as some might think but it’s good to have a choice’ 

 

 
 
 

 

 



 

 

Q17 What do you use our website for? 
 
Practice News  34% 
Medical Information  20% 
Prescriptions  27% 
Appointments  21% 
Amend Records  6% 
Cancel Appointment  9% 
 
‘I imagined prescriptions would be highest’ 

 

Q18 How clean is our practice? 

 
Very clean  85% 
Fairly clean  9% 
Not particularly clean  0% 
Not clean at all  0% 
No response  6% 
 
‘Cath, Steve & Paul send their thanks – feedback really appreciated!’ 

 

 

Q19 Are there any further comments and suggestions you have? Please note in the space 
below 

 
Note regarding questions 2,3 & 19: 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.  
 

 

 
 
 



 
Action Plan  

 
We were understandably delighted by the results which clearly recognise the 
efforts made by the practice and patient representatives to tackle the 
appointment system, the single negative issue that unites our patients. As a 
result of the changes made over the past year, we believe our system now 
compares very favourably with that experienced by patients elsewhere. Not only 
has the patient experience improved overall but we can clearly identify real action 
that has caused this to happen. However, as pleased as we deserve to be, the 
fact remains that the improvements have not been universally acknowledged and 
many of those responding to the survey expressed concerns. Not surprisingly my 
initial suggestions for an action plan once again centred around the appointment 
system and what might be done to improve matters further. I contacted PRG on 
14/2/13 seeking feedback on some initial ideas for an action plan, then followed 
this up with the message below:  
 
‘Many thanks to those of you willing and able to respond to my last email. As you know, 
the results from the recent survey were very good and we're delighted that the work to 
improve the appointment system has been recognised. However, it remains an issue 
and perhaps one that will always be around but that doesn't stop us from trying to 
improve matters further. 
Given the efforts in 2012 when no less than 22 items were included in our action plan, I 
hope it won't surprise anyone to learn that Action Plan II will have somewhat less. In fact, 
I received no new ideas or suggestions, just plenty of further acknowledgement of the 
progress made and agreement with my earlier suggestions received by some patients, 
these being: 
 
- ensure a real reduction in the number of patients failing to attend appointments. The 
system is in place but let's see some results! We aim for less than 100 per month by the 
end of 2013. 
- GPs to trial the a ‘triage’ system. This was one of the only action points not fully 
completed in 2012. 
- increase use of the text messaging service by targeting the practice to achieve a higher 
number of registered users. 1000+ by 31/12/2013! 
 
I was tempted to include a few items we've already actioned from the survey feedback 
but this didn't seem right! Nevertheless, I'll remind all that we have already obtained and 
now use a queuing system and have dignity screens available should a patient collapse 
in reception.  
So the above, created by patients in response to your feedback is the 'plan', unless you 
have other ideas. 
I will now create a report to be published on our website in March so please let me know 
over the next few days if you have any further thoughts or suggestions.’ 
 

 
 
 
 



 
 
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 8.15am 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  

Although awareness has increased over the past twelve months, I was again 
surprised to find that 28% of PRG members completing the survey were unaware 
that GP appointments are offered outside of normal opening hours at Boultham 
Park? Sessions are available most Saturdays, please see our website or ask 
reception for details.  

 
 
Conclusion 

 
I commented last year that I doubted there had been a more comprehensive 
attempt to engage with our patients and gather the views of a wider 
representative audience. I now feel confident when adding that, since then, I 
doubt there has ever been a greater effort to act upon those views. Indeed, other 
actions have been taken which were not on the agreed plan underlining our 
determination to improve the appointment system. We are not put off by the fact 
that this remains an issue for some but will continue our efforts to improve and 
then communicate what we have done. 
 
Our PRG continues to grow which when added to a thriving Participation Group, I 
hope illustrates an open dialogue with our patients here at Boultham Park. 
 
Kind regards, and thank you to all those patients who have provided 
encouragement and feedback. 
 
Ray Didcock 
Practice Manager 
March 2013     

 

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

