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Action Plan Report 

 
The Practice carried out the patient survey during the month of September 2013.   

 

The priority areas and issues included in the survey were discussed with the 

Patient Participation Group (details of the group are at the end of this report), 

during the monthly meeting on 24th July 2013.  The patient survey carried out in 

2012 was used as the base for the discussion and items were added and amended 

appropriately, using the developments within the Practice and discussion topics 

from the Patient Participation Group meetings over the previous 12 months, as well 

as local CCG priorities and CQC standards, as reference points.  The final draft of 

the survey was approved by the group during the monthly meeting on 14th August 

2013. 

 

To elicit the best possible response from a wide cross section of the Practice 

population, the following strategies were implemented: 

 

1. The survey was advertised in the Medical Centre in the patient waiting area  

on display boards, on the Jayex board (patient call system) and on the 

Amscreen (patient information screen). 

2. It was also advertised in the Practice newsletter and via an announcement on 

the telephone system, for those patients telephoning rather than attending 

the Practice. 

3. Survey forms were available for patients to complete on the Practice 

website and in the local Dental Practice. 

4. Members of the Patient Participation Group attended each day during the 

month of September and spent time in the waiting area encouraging patients 

to complete the survey form and in many cases, helping them to complete it. 

 

As a result of all this activity, the response to the survey this year showed a 35% 

increase compared with last year, with 688 patients completing a survey form.  

30% of the respondents were male and 70% were female, with ages that ranged 

from 16-80 years. 

 

The results were compiled and the data presented in graph form, drawing a direct 

comparison with the survey results from 2012, for each question in the survey and 

disseminated to the Patient Participation Group during the meeting on 16th October 

2013.   The results were discussed in detail with the Patient Participation Group 



over 2 monthly meetings in November 2013 and January 2014 and an action plan 

agreed with the Group.  The ability to compare current data with previous data, 

provided a measure for the Group, of improvement or otherwise in Practice 

performance, in each area covered by the survey.  

 

1. Frequency of attendance at the Medical Centre 

 

Over 73% of the respondents stated that they had visited the Medical Centre 

three of more times over the last 12 months, 44% five or more times. 

 

This represents an increase in multiple attendances, compared with 2012. 

 

It was generally agreed that this contributes significantly to the increasing 

pressure on the appointment system. It was agreed to promote the patient 

education campaign again in the waiting room, to make patients aware of the 

alternatives available to them, rather than booking an appointment with their 

General Practitioner eg self medication and Pharmacy advice.   

 

2. Reception Staff 

 

75% of the respondents stated that they are satisfied with the way that they are 

treated by the Reception Team and a further 16% think that their treatment is 

fair. 

 

This represents a marginal decrease in satisfaction, compared with 2012. 

 

The general consensus of the group was that the overall level of service provided 

by the Reception Team, to the patient population is very good and that they deal 

with difficult, stressful situations in a very busy Practice, on a daily basis, well.   

Group members had had the opportunity to observe the Reception Team working 

first hand during the course of the year, when they had been helping out with 

projects in the waiting room, as well as directly, being patients themselves in the 

Practice. 

 

It was reported that additional training is being scheduled for the Reception Team 

to help them further.  It was also reported that care quality is one of the 

Practice’s key performance indicators for 2014 with a focus on providing good 

quality patient care and a level of service which engenders a positive patient 

experience at each encounter. 

 

 

 

 



3. Opening Hours 

 

65% of the respondents stated that they are satisfied with the hours that the 

Medical Centre is open and a further 20% think they are fair.  The Medical Centre 

is open 8.00 am – 6.30 pm Monday – Friday, 6.30 pm – 7.45 pm Tuesday and 

Thursday and 6.30 – 7.00 pm on Friday. 

 

This represents a decrease in satisfaction, compared with 2012. 

 

 At the time that the survey was being completed in the Practice, there was a lot 

of media coverage around the government’s plans to extend GP opening hours to 

evenings and week-ends and it was generally agreed that this contributed to the 

result for this section of the survey.     It was reported that an additional evening 

session is now available for patients on Friday and that all three evening sessions 

are advertised more extensively on the Practice website, in the Practice booklet 

and on the patient waiting area Amscreen.  It was reported that there are 

currently no plans to open the Medical Centre at the week-end and that provision 

of medical care will continue to be made to patients via the Out of Hours Service 

and the local Walk-in Centre during this time. 

 

4. Booking an Appointment 

 

74% of the respondents stated that if they are prepared to see any doctor, they 

can book an appointment within 3 days of the request, but only 39% stated that 

they can be seen within 3 days if they request a specific doctor. 

 

This represents a reduction in performance, compared with 2012. 

 

It was generally agreed that 3 days is an acceptable period of time within which to 

be able to book an appointment.  It was also agreed that in terms of continuity of 

care, booking with the same doctor at each visit is ideal, but not always necessary.  

It was reported that if a doctor feels that a follow-up appointment for a particular 

condition is necessary, they will arrange for this appointment to be booked.  It was 

generally agreed that the Practice provides a good mixture of advance and same 

day appointments. 

 

Some of the possible reasons for the reduction in performance this year were 

identified as follows: Increased patient demand; increased chronic disease 

prevalence in the area; high failure to attend rates in the Practice, increased use 

of locum GPs to cover maternity absence and media coverage.  Actions to try and 

reverse the trend were agreed as follows: Run the patient education campaign in 

the waiting room, advising them of the alternatives to booking an appointment with 

their General Practitioner; tackle the high failure to attend rate; adopt the Minor 



Ailments’ Scheme being launched in the area, thus providing patients requiring 

treatment, with another alternative. 

 

5. Telephone Triage Appointments 

 

83% of the respondents who have used the telephone triage service stated that 

they are able to speak to a doctor for medical advice via a telephone triage 

appointment on the day required.  This represents a marginal reduction in 

performance, compared with 2012. 

 

19% of respondents ticked the “not applicable” box.  This represents a significant 

improvement in performance, compared with 2012.   It was generally felt that this 

is the result of them now being more aware that this form of alternative 

appointment is available in the Practice, as a result of it being explained to patients 

and advertised more fully within the Practice, via the Amscreen, website and 

Practice booklet. 

 

It was agreed that telephone triage appointments work well within the Practice and 

increase GP availability on a daily basis. 

 

6. Waiting Time to be Seen 

 

75% of the respondents stated that they are seen within 20 minutes of their 

appointment time, 46% being satisfied with this and a further 29% considering 

this fair. 

 

These results do not differ from the results in 2012. 

 

It was reported that the Jayex board is now being used to inform patients if a 

doctor is running behind with their appointments and that being provided with this 

information, generally reduces patients’ anxiety about the wait.  It was also 

generally accepted that delays are to be expected at times, when patients require 

more time with the doctor.   

 

7. Telephone System 

 

Only 17% of the respondents stated that they are satisfied with their ability to 

get through to the Practice on the telephone, with a further 26% considering it 

fair. 

 

This represents a decrease in satisfaction, compared with 2012. 

 



It was reported that on average the number of calls received and answered has 

significantly increased over the last 12 months from an average 10,000 telephone 

calls each month (on peak days up to 800 calls per day) to an average 16,553 

telephone calls each month.  It was reported that to help manage this increase in 

volume of calls, the call queuing and filtering systems have been modified and a 

message added to the telephone system, which is played at peak times, advising 

patients that there is currently a high volume of calls and advising them to 

telephone at an alternative time.  It was also reported that the number of 

Receptionists available to answer the calls at peak times has also been increased.   

Detailed analysis on the call answering times and call durations, shows that the vast 

majority of calls, once they reach the top of the queue are answered within 

seconds and last less than 2 minutes.    

 

It was reported that on-line services are now available to enable patients to book, 

cancel and review appointments over the internet from home and that this service 

is being offered as an alternative to telephoning.  

 

8. Quality of the Consultation with the Doctor 

 

Areas covered by this section of the survey include:  Providing enough time, asking 

about symptoms, listening, explaining tests and treatments, involving the patient in 

decisions about their care, treating the patient with care and concern, taking 

problems seriously. 

 

On average, 77% of the respondents are satisfied with the service they receive 

with regard to these elements of their consultation, 12% stating they consider it 

neither good nor poor and 4% considering it either poor or very poor. 

 

This represents a marginal decrease in satisfaction, compared with 2012. 

 

It was generally agreed that this is still a good result.  It was also agreed that a 

proportion of the 4% of patients who consider the service they received poor or 

very poor, may not have had their unrealistic expectation of the consultation met 

and this is reflected in their perception of the consultation.  

 

9. Quality of the Consultation with the Practice Nurse 

 

62% of the respondents stated that they find it easy to book an appointment with 

a member of the Nursing Team.   

 

This represents a marginal improvement in performance, compared with 2012. 

 



It was reported that additional appointments are now available with the new 

Practice Nurse who started in September 2012 and with an additional Health Care 

Assistant who started in July 2013. 

 

Other areas covered by this section of the survey include:  Providing enough time, 

asking about symptoms, listening, explaining tests and treatments, involving the 

patient in decisions about their care, treating the patient with care and concern, 

taking problems seriously. 

 

On average, 79% of the respondents are satisfied with the service they receive 

with regard to these elements of their consultation, 8% stating they consider it 

neither good nor poor and 2% considering it either poor or very poor. 

 

This represents a significant increase in performance, compared with 2012. 

 

It was generally agreed that this is a good result. 

 

10. Patients with longstanding Health Problems 

 

39% of the respondents stated that they suffer with a longstanding health 

problem, disability or infirmity.   

 

76% of these respondents stated that they have seen a doctor or nurse to discuss 

how best to deal with their health problems in the last 12 months and 56% felt 

that this has helped improve how they manage their health problem.  It was 

generally agreed, that this result may reflect a difference of opinion.  71% of 

these are satisfied that the doctor or nurse takes notice of their views and 

provides enough information about the things they might do to deal with their 

health problems.  This represents an improvement in performance, compared with 

2012. 

 

73% of the respondents agreed with the doctor or nurse about how best to manage 

their health problem.   This represents a significant improvement in performance, 

compared with 2012. 

 

On average 37% of the respondents stated that they have received a written 

document or summary about their discussion with the doctor or nurse and 17% a 

“care plan.”  This represents a significant improvement in performance compared 

with 2012.  It was reported care plans and written documentation are being used 

more widely in the Practice for patients with longstanding health problems.  

 

Only 60% of the respondents reported that they had had enough support from 

local services or organisations to help them manage their long-term health 



conditions.  This represents a reduction in performance, compared with 2012 and it 

was agreed that this result reflects recent Government cuts.  It was also agreed 

that the position of the patient notice boards in the temporary accommodation is 

not ideal and that careful consideration should be given to this with the new 

building, to maximise their efficacy.  It was noted that the display boards are now 

being used more extensively to advertise external agencies and services.  

 

11. Overall Satisfaction 

 

70% of the respondents are satisfied with the service they receive in the Practice.  

A further 10% are neither satisfied nor dissatisfied and 11% are dissatisfied.  It 

was agreed that although this result is still good, it reflects two key things: The 

difficulty that patients’ experience with booking an appointment and their ability 

to get through to the Practice on the telephone at peak times. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Patient Participation Group 

 

The Practice Patient Participation Group is made up of 10 patient members, who 

attend regular monthly meetings.  The Group also has 1 “virtual” member who keeps 

in touch with the Group by email.  The monthly meetings are also attended by Dr M 

Bosworth (Partner), Veronica Parkes (Practice Manager) and Victoria Howell 

(Reception Team Leader).   

 

While the Group itself represents a more limited section of the Practice 

demographic, members of the Group have spent time during various campaigns in 

the Practice, over the last 12 months, helping with the campaigns and talking to 

other patients, to elicit their views on the service provided by the Practice.   This 

information has then been fed back and discussed at the Group meetings.  Group 

members also feed back information to the communities in which they live, on items 

discussed at the meetings.  The Practice has also tried to encourage “virtual” 

membership of the Group, for those patients unable to attend regular monthly 

meetings. 

 

Opening Hours 

 

The Practice is open from 8.00am–6.30pm Monday – Friday. 

We are also open 6.30pm-7.45pm on Tuesday & Thursday and 6.30–7.00 pm on 

Friday (by appointment only) 

The telephone lines are open from 8.00am–12.30pm & 2.00pm–6.30pm  

Monday–Friday.   

 

 

Ways to Contact the Practice 

 

Main telephone number: 0121 270 7180. 

Fax number: 0121 683 1779 

 

Practice website: www.craigcroftmedicalcentre.c.uk 

 

NHS Choices 

 

On-line services for booking appointments and requesting repeat prescriptions  

 

 

 

   

http://www.craigcroftmedicalcentre.c.uk/

