DORRIDGE SURGERY PATIENT PARTICIPATION GROUP 
SURVEY & REPORT MARCH 2014
WHAT IS THE PATIENT PARTICIPATION GROUP (PPG)?

	The Patient Participation Group has been established and active at Dorridge Surgery for over 14 years.
It is an open membership group that encourages involvement and attendance from all areas of the practice community. 

The group has been instrumental in acting as a critical friend advising the practice of the good, and where improvement is required.

The group promotes good health and a higher level of health literacy by encouraging and supporting activities both inside and out of the practice, and promoting preventative medicine. 

Our PPG successfully runs an exercise group called ‘Extend’ & a ‘Striders and Strollers’ group – information on both is available in the surgery.

The PPG have also arranged Thai Chi classes that are now fully subscribed to, & have run First Aid courses that have also been fully subscribed to.  An additional Thai Chi class has just been commissioned by the PPG as a result of the success and regular oversubscription of the classes.
The advertising for all of these classes/courses can be found in the surgery & in the newsletter produced quarterly by the PPG (available in surgery & on the website).


PPG AND PRACTICE PROFILE
Over the last 14 years the group has had between 6-7 members, this has now increased to 10, with a larger representation of the 16-44 age group, & change in the male/female split. Some members joined the group at the beginning; some have joined along the way and others more recently. Other members have also left the group due to other commitments or circumstances.
	Demonstrating how a Patient Participation Group is Representative

	Practice Population Profile
	Population Surveyed
	PPG Group

	Age

	15% Under 15
	1% Under 15
	0% Under 16

	30% 15-44
	22% 15-44
	20% 16-44

	30% 45-64
	28% 45-64
	10% 45-64

	12% 65-74
	21% 65-74
	50% 65-74

	13% Over 75
	17% Over 75
	20% Over 75

	Ethnicity

	93% White
	86% White
	90% White

	1% Mixed
	1% Mixed
	0% Mixed

	2% Asian
	3% Asian
	10% Asian

	3% Other
	1% Other
	0% Other

	1% Chinese
	1% Chinese
	0% Chinese

	
	8% declined to comment
	

	Gender*12% didn’t answer

	49% Male
	38% Male*
	40% Male

	51% Female
	50% Female*
	60% Female


STEPS TO ENSURE GROUP WAS REPRESENTATIVE/REASONS FOR DIFFERENCE IN GROUP AND PRACTICE PROFILE 
	We encourage participation and a representative make up of the PPG in many ways. The group discusses and debates recruitment and representation on a regular basis. 
The PPG quarterly newsletter is used to raise awareness and appeal for membership. We use a specific PPG notice board in the surgery to invite interested patients to contact the practice manager. There will be a “join the group” feature on our practice website and a silent television screen soon to be installed will also promote the PPG/membership.  What has been most successful in gaining new members has been word of mouth.

The group now has a mix of ethnicity.  Our practice population is 93% white, 3% Asian, and the makeup of the PPG now reflects this more accurately than 12 months ago.
In 2011, for the age range the GP’s actively approached patients from the age groups 16-44 & 45-64 as there was no representation from this group.  Through approaching patients opportunistically, in addition to advertising in the quarterly newsletter & on the notice board, a patient studying her A levels joined the group, along with a patient who has links with a local pharmacy.  During 2012 we have added another A level student through the links we have we patients & the knowledge of the PPG.  We are also aware that these 2 members of the PPG will be leaving for university soon, so have already, through GP contact arranged for another keen A level student to join the PPG in the summer – this will also balance out the male/female representation, as the latest member is male.  This demonstrates that the PPG and the surgery are both mindful of, & always looking to review, the makeup of its members. An article was placed in the both the Autumn and Winter editions of the newsletter calling for any patients in the 16-25/30-44 age bracket to approach the PPG if they were interested in joining, and replacing the members we were losing.  As a result we had an 18 year old student, keen on going to medical school, join the PPG.  This also changed the ethnic mix of the group as the new member is Asian British.


PPG FREQUENCY

	Our PPG meets face to face within the practice every eight weeks. 

The meeting is usually held on a Monday or Tuesday at 7pm, as the PPG members include patients who work full time or are at school.  It has recently been agreed to alternate the days between a Monday and Tuesday, and for them to be a little earlier so it suits all members & representatives from the surgery.  
The PPG has discussed the survey at the November meeting, and 3 of the members volunteered to meet up and review the questions to be used in the January survey.  It was decided as a group that as the development of Sainsbury’s was well on its way to starting, that we would put together a brand new survey, as previous years have concentrated largely on the telephony system, which we knew was going to change in mid 2014.  The decision was made to leave this element out & think about focussing more on the knowledge of our patients of the services offered both inside & out of surgery opening hours.  Our PPG chair is heavily involved in the Solihull Urgent Care Review, and therefore felt it important to know what/whether our cohort understood NHS 111, the Walk in Centre etc. This meeting took place in December.  The members involved were sent a raft of different questions pulled from the NAPP website, to give us some guidance on how we might construct the 2013/14 survey. The meeting was held using e-mail feedback plus a face to face meeting with one of the members.  We agreed the content and questions within the survey and how it was to be distributed, this time putting an online version (rather than a downloadable version) on the website.  
All meetings are minuted by the group secretary and continue to be published on the website along with the constitution & newsletters, and most recently Sainsbury’s updates.
The survey results were e-mailed to PPG members prior to our meeting on 25th February 2014 in order for the members to digest the results and feedback, with a view to agreeing an action plan at the February meeting, in particular any areas that needed improvement. The team reviewed 2012/13 action plan, had reviewed the results and comments prior to the meeting and contributed ideas and helped develop the action plan.


PATIENT SURVEY
AREAS OF PRIORITY & HOW THEY WERE DECIDED
	The PPG has discussed the survey at the November meeting, and 3 of the members volunteered to meet up and review the questions to be used in the January survey.  It was decided as a group that as the development of Sainsbury’s was well on its way to starting, that we would put together a brand new survey, as previous years have concentrated largely on the telephony system, which we knew was going to change in mid 2014.  The decision was made to leave this element out & think about focussing more on the knowledge of our patients of the services offered both inside & out of surgery opening hours, and how patient’s accessed that information (i.e. are patients making use of all the resources available to them (such as our website, SMS messages, newsletter, notice boards etc).  Our PPG chair is heavily involved in the Solihull Urgent Care Review, and therefore felt it important to know what/whether our cohort understood NHS 111, the Walk in Centre etc, as well as what services they can get from the surgery (such as the Stop Smoking Service). This meeting took place in December.  The members involved were sent a raft of different questions pulled from the NAPP website, to give us some guidance on how we might construct the 2013/14 survey. The meeting was held using e-mail feedback plus a face to face meeting with one of the members.  We agreed the content and questions within the survey and how it was to be distributed, this time putting an online version (rather than a downloadable version) on the website.  We also agreed to continue to ask about patient priorities, issues and themes such as access (opening times, ability to book appointments quickly and in advance) and patient’s experience of the treatment they receive (including an understanding of our complaints system and how effective we are at dealing with complaints).


SURVEY PROCESS

	The PPG agreed to host the survey in the practice for 1 week commencing 27th January.  Different members of the PPG came in on different days & at different times in order to obtain a range of feedback from the surgery’s demographic of patients.  The secretary of the PPG put together a rota for the members, & a few extra helpers were recruited in the form of relatives/friends who also are patients & were willing to help out during the week (the same format as 2012/13)
It was agreed to aim for 40 surveys per day to include nurse each nurse & phlebotomist appointments.
In addition, from the 1st week of February, for 2 weeks, the same survey was made available online, giving better access to those not attending the surgery in January, with a chance for their reflections and opinions to be heard.  71 of the surveys were completed using this method.

The team encouraged patients to complete the surveys and return them into a sealed box at reception. 
After the surveys were taken the final results were analysed by our website team.

The results were e-mailed to all of the PPG members, & the individual GP’s, and discussed at a meeting held on the 27th February 2014.


Results:

[image: image1.emf]Survey_45193_The_ Dorridge_Practice_Patient_Survey_201314.pdf


DISCUSSION ABOUT RESULTS

	312 surveys were completed.  The full results and action plan were discussed and agreed with the PPG at the meeting 27th February 2014 held at the surgery. Areas highlighted for focus were as follows – 

· 72% of our patients are at least satisfied with our opening hours, another 12% not having a strong opinion either way.  There is some work to be done around knowledge of the surgery being open throughout the day, and the availability of extended hours appointments after 6.30pm, but the 8am opening is well known.
· Rather than asking the importance of being able to book ahead, this year’s focus was on the importance of seeing a GP of your choice.  72% of patient’s said it was important to see the GP of their choice, and out of these 55% felt they did achieve this.  27% of patients who answered this question didn’t feel they needed to see a named GP.  The decision here was to make it clearer which GP works on which day (via the website and practice leaflet), to help clarify expectations of certain GP’s availability.

· Last year we focused on how many people wanted to use the online services, this year we asked about actual usage and feedback on the level of service received from the online services.  73% of patients know we have a website, 30% use the website to refer to for information, but only 38% think the website is good or better.  On a positive point 60% of respondents are using or have signed up to the online services available.  81% of these patients think the service is good or better. Development of the website and knowledge of the services available is addressed in the action plan
· On a positive note, 60% of our patients do believe they are at least partly informed of out of hours services and access to them.  There is room for improvement but the result was better than the PPG expected.
The main focus of the action plan stemmed from the comments from the patients rather than the specific questions posed. The comments that came with the surveys gave strong feedback around the ability to ring, & to get through to a member of staff in a timely manner.  In the previous year we attempted to improve our telephony service by exploring whether ‘options’ could be incorporated into the system (therefore directing calls to different teams in the surgery such as Medical Secretaries) however, after investigation we had to arrive at the conclusion  that they current system was not capable of this improvement.  In our action plan we are able to say this year, that when the surgery moves into temporary accomodaction, that we will be investing in a completely new telephony system that will allow us to route calls in an efficient way, monitor call waiting times, record call for training purposes & give messages to patients indicating how long they may have to wait for the call to be answered.
The members of the PPG felt that, patient awareness of services, how the surgery informs it’s patients of messages and information, including setting the expectations of what services the surgery provides and GP availability can be improved.   The PPG felt that a new patient leaflet, a more informative ‘information pack’ a full review and update of the website, and re-branding of the newsletter, as a package of communication, could pull all the elements together and work well with the timing of the transition through the extension and refurbishment through to the opening of the new premises. 
We reviewed on from last year’s action plan around use of the SMS option, this was used to advise patients of a ‘Meet your PPG’ open afternoon, tell patient’s of the seasons flu clinics & to let them know when the survey was being conducted.  The surgery had its largest attendance of flu clinics, over 50 patients attended the open afternoon & 71 patients used the online version of the survey.  Ensuring new and existing patients are aware of the SMS option and ensuring that all reception staff ask, and then record mobile numbers on patient’s records is seen as a valuable way of communicating with the wider cohort of patients.

With the success of the open afternoon ‘event’ (held in June 2013), we are already planning another, to coincide with National PPG week in June 2014 (part of the NAPP programme).  This will allow further communication of the services available to patients as well as out of hours services (and who to use for what type of health care issue) and self care options.

Having reviewed the 2013/14 action plan it was agreed that 4 out of 6 of the areas were achieved, the telephony being out of our reach due to the limitations of the system, but now possible with the already started surgery development (scheduled for  implementation July 2014), and the ‘recall system’ put on hold during 2013 but back on the agenda for April 2014


ACTION PLAN

	2014/15

Action

Task

Timeline

Communication of surgery information and services.  Include how to cancel appointments & relate back to the impact of DNA’s and availability of appointments

Project to work on bringing together all forms of communication available together and put the surgery’s brand on the information so patient’s know what they can get and where to find it (new patient leaflet/packs/website/newsletter/TV advertising)

To incorporate information on services offered, types of appointments, OOH services, Self Care, use of pharmacy/GP/A & E/WIC

To coincide with opening the new surgery Oct/Nov 2014

Review privacy of patient information

Following a number of comments about how open the reception area is, we have agreed to carry out a training session with the staff to ensure privacy matters are addressed (i.e. we actively ask patients if they are happy to discuss their matter at reception and offer alternatives if they are not.  To review how we ‘advertise’ the importance of privacy

Staff training – at closed training session held 27th Feb 2014

Signage – Apr 2014

Coaching of new staff in privacy matters - ongoing

Advertise the working patterns of GP’s

Add to clinic sessions on website and in leaflet which GP’s work on which days

To coincide with launch of new surgery Oct/Nov 2014

Reassure patients regarding chaperones

Article in Spring newsletter reassuring patients of the purpose of chaperones and the training involved

April 2014

Introduce a notice board for the surgery development to help patients awareness of what is happening and when

Approach Sainsbury’s to erect notice boards and supply newsletters and posters for use in the surgery.

Add a page to surgery website adding all newsletters and communications from Sainsbury’s

Mar 2014

Mar 2014

2013/14
Action

Task

Timeline

Improve current telephone system
Agreed with PPG that a line for ‘appointments/home visits’, a line for ‘admin’ (i.e. queries regarding medical reports) & a line for the medical secretaries would be very beneficial.
Preset ‘information messages’ to be played alongside on hold music, to advise patients of any current news & that results are only available after 2.30pm to be built in,.

By 31/5 telephone company to have trained staff on how to set up telephone system with options.
New system to be in place July 2014 as part of the surgery refurbishment

Introduce a ‘recall plan’

For all patients with a chronic condition who require regular reviews with a GP.  Surgery to pro-actively invite these patients in on a frequency determined by their clinician depending on the nature of their condition

Plan on place by 30th April 2013-on the surgery agenda to look at from April 2014
Look at ways to inform patients of the services offered & changes that have taken place, to ensure people are aware of the options open to them

More updates to website

Use of television screen in waiting areas to pass on messages

Use of repeat prescriptions to bring attention to changes/new services available 
Rotate changes in information using the television screen/repeat scripts

Immediate update with % of patients attending appointments.  Ongoing for other information.  31st Mar for survey results & action plan
Ongoing

Immediate addition of website address.

Ongoing

Introduce a suggestion box in the reception area

Allow patients to leave feedback on a more regular basis

WEF June 2013 (achieved November 2013)
Review the way we conduct surveys

Consider with PPG a number of short surveys, possibly using the website as the medium, throughout 2013, to build up feedback on specific areas of interest & the opportunity to act earlier

Next PPG meeting May 2013.Achieved November 2013
Run an event in the surgery to inform patients of services

PPG to consider content & organisation of an event later in 2013 to advise patients of what they can get/expect from the surgery & how to make the most of the new services/changes introduced.

Towards end 2013. Successfully run June 2013



ACCESS

OPENING HOURS – Building Physically Open
	Monday to Friday 0800-1830
Saturday open 0830 - 1130


EXTENDED HOURS

	Open daily with last appointment available at 6.30pm.  1-2 nurses offering bookable appointments
Saturday open 0830 – 1130 – 1 GP offering bookable appointments


ACCESS TO SERVICES

	Dorridge Surgery, 3 Avenue Road, Dorridge, Solihull, B93 8LH

Main Telephone Number 01564 776262 for all enquiries including booking appointments in advance and same day.
Appointments can be booked in person via the telephone or with online access (available by initial visit to the surgery to be issued with a username & password).
When the surgery is closed outside of our on call hours 0800 – 1830 Monday to Sunday the telephone line, website and surgery front door provide the telephone number for the out of hours GP service called Badger. 


PUBLICATION OF THE REPORT
	The patient survey is available on www.dorridgesurgery.co.uk.

This action plan will be published on the same practice website, & will be available as hard copy in the surgery. A copy will be sent to NHS England.
This will all be in place by March 31st 2014
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Number of records in this query:
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Total records in survey: 312
Percentage of total: 100

.00%

Page 1 / 98





Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Page 2 / 98





Quick statistics
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Field summary for 001

1. Do you usually prefer an appointment with a specific GP?

Answer Count Percentage
Yes (Al) 221 71.75%

No (A2) 28 9.09%
Don't Mind (A3) 55 17.86%

No answer 4 1.30%
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Field summary for 001

1. Do you usually prefer an appointment with a specific GP?

n Yes (221)

[ ] ND{ES}
9% » Don't Mind (55)
Mo answer (4)

1%
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Quick statistics
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Field summary for 002

2. If ‘Yes’, do you usually manage to get an appointment with the GP of your

choice?
Answer Count Percentage
Yes (Al) 155 55.36%
No (A2) 74 26.43%
No answer 51 18.21%
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Field summary for 002

2. If ‘Yes’, do you usually manage to get an appointment with the GP of your
choice?

= Yes (155)
= Mo {?4}
= Mo answer (51)

55%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 003

3. If ‘Yes’, how many days do you have to wait to get an appointment
the GP of your choice?

with

Answer Count Percentage
Same day (Al) 34 16.67%
Next day (A2) 4 1.96%

Two days (A3) 14 6.86%
Three days (A4) 10 4.90%

4-7 days (AD) 30 14.71%

8 days or longer (A6) 55 26.96%
Don’t know (A7) 16 7.84%

No answer 41 20.10%
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Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 003

3. If ‘Yes’, how many days do you have to wait to get an appointment with
the GP of your choice?

= Same day (34)
= Next day (4)
8% = Two days (14)
« Three days (10)
= 4-7 days (30)
» 8 days or longer (55)
Don't know (16)
= Mo answer (41)
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Field summary for 004

4. How satisfied are you with the opening hours at the surgery?

Answer Count Percentage
Very (Al) 103 33.66%
Fairly (A2) 116 37.91%
Neither satisfied nor dissatisfied (A3) 37 12.09%
Quite dissatisfied (A4) 16 5.23%

Very dissatisfied (A5) 2 0.65%
Don’t know the opening hours (A6) 13 4.25%

No answer 19 6.21%

Page 9 / 98





Quick statistics
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Field summary for 004

4. How satisfied are you with the opening hours at the surgery?

= Very (103)
= Fairly (118)
= Neither satisfied nor
5% dissatisfied (37)
Quite dissatisfied (16)
= Very dissatisfied (2)
6% = Don’t know the opening hours
(13)
Mo answer (19)

12%

38%
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Field summary for 005 (SQ001)

5. As far as I know the surgery is open:

[At 8am?]
Answer Count Percentage
Yes (Al) 223 72.88%
No (A2) 39 12.75%
Sometimes (A3) 3 0.98%
Don’t know (A4) 24 7.84%
No answer 17 5.56%
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Field summary for 005 (SQ001)

5. As far as I know the surgery is open:
[At 8am?]

Yes (223)

Mo (39)
Sometimes (3)
Don't know (24)
= No answer (17)

13%

5%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 005 (SQ002)

5. As far as I know the surgery is open:

[At lunchtime?]

Answer Count

Percentage
Yes (Al) 125 40.85%
No (A2) 66 21.57%
Sometimes (A3) 7 2.29%
Don’t know (A4) 59 19.28%
No answer 49 16.01%
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Field summary for 005 (SQ002)

5. As far as I know the surgery is open:
[At lunchtime?]

Yes (125)

Mo (B6)
Sometimes (7)
Don't know (59)
Mo answer (49)

19%

22%
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Quick statistics
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Field summary for 005 (SQ003)

5. As far as I know the surgery is open:

[After 6.30pm?]

Answer Count

Percentage
Yes (Al) 42 13.73%
No (A2) 138 45.10%
Sometimes (A3) 20 6.54%
Don’t know (A4) 61 19.93%
No answer 45 14.71%
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Field summary for 005 (SQ003)

5. As far as I know the surgery is open:
[After 6.30pm?]

Yes (42)
Mo (138)
Sometimes (20)
Don't know (61)
Mo answer (45)

20%
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Quick statistics
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5.

Field summary for 005 (SQ004)

As far as I know the surgery is open:
[On Saturdays?]

Answer

Yes (Al)

No (A2)
Sometimes (A3)
Don’t know (A4)

No answer

Count
125
60

31

46

44

Percentage
40.
19.
10.
15.
14.
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Field summary for 005 (SQ004)

5. As far as I know the surgery is open:
[On Saturdays?]

Yes (125)

Mo (B0)
Sometimes (31)
Don't know (46)
Mo answer (44)

15%

20%
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Quick statistics
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Field summary for 006

6. How satisfied have you been with the level of service offered to you by
the reception team?

Answer Count Percentage
Very (Al) 162 52.94%
Fairly (A2) 113 36.93%

Not very (A3) 14 4.58%

Not at all (A4) 2 0.65%

No answer 15 4.90%
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Quick statistics
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Field summary for 006

6. How satisfied have you been with the level of service offered to you by
the reception team?

Very (162)
Fairly (113)
Not very (14)
Mot at all (2)

= Mo answer (15)

1%
5%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 007 (Giving you enouSQ001)

The last time you saw a GP at the surgery, how good was the GP at each of
the following?
[Giving you enough time]

Answer Count Percentage
Very good (Al) 0 0.00%

Good (A2) 0 0.00%
Neither good nor poor (A3) 0 0.00%

Poor (A4) 0 0.00%

Very poor (AD) 0 0.00%
Doesn’t apply (A6) 0 0.00%

No answer 306 100.00%
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Quick statistics
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Field summary for 007 (Giving you enouSQO001)

The last time you saw a GP at the surgery, how good was the GP at each of
the following?
[Giving you enough time]

= Mo answer (306)

100%
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Quick statistics
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Field summary for 007 (SQ002)

The last time you saw a GP at the surgery, how good was the GP at each
the following?
[Asking about your symptoms]

of

Answer Count Percentage
Very good (Al) 191 62.42%
Good (A2) 83 27.12%
Neither good nor poor (A3) 10 3.27%
Poor (A4) 3 0.98%
Very poor (AD) 0 0.00%
Doesn’t apply (A6) 3 0.98%
No answer 16 5.23%
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Quick statistics
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Field summary for 007 (SQ002)

The last time you saw a GP at the surgery, how good was the GP at each of
the following?
[Asking about your symptoms]

Very good (191)

Good (83)

Neither good nor poor (10)
Poor (3)

Doesn’t apply (3)

« Mo answer (16)

27%
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Quick statistics
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Field summary for 007 (SQ003)

The last time you saw a GP at the surgery, how good was the GP at each
the following?

of

[Listening]

Answer Count Percentage
Very good (Al) 201 65.69%
Good (A2) 77 25.16%
Neither good nor poor (A3) 10 3.27%

Poor (A4) 3 0.98%

Very poor (AD) 1 0.33%
Doesn’t apply (A6) 2 0.65%

No answer 12 3.92%
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Field summary for 007 (SQ003)

The last time you saw a GP at the surgery, how good was the GP at each of
the following?
[Listening]

= Very good (201)

Good (77)

Neither good nor poor (10)
Poor (3)

Very poor (1)

Doesn’t apply (2)

Mo answer (12)

25%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 007 (SQ004)

The last time you saw a GP at the surgery, how good was the GP at each
the following?
[Explaining tests and treatments]

of

Answer Count Percentage
Very good (Al) 163 53.27%
Good (A2) 84 27.45%
Neither good nor poor (A3) 24 7.84%
Poor (A4) 3 0.98%
Very poor (AD) 0 0.00%
Doesn’t apply (A6) 16 5.23%
No answer 16 5.23%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 007 (SQ004)

The last time you saw a GP at the surgery, how good was the GP at each of
the following?
[Explaining tests and treatments]

Very good (163)

Good (84)

Neither good nor poor (24)
Poor (3)

Doesn’t apply (16)

Mo answer (16)

5%

Page 28 / 98



http://www.practicesurvey.co.uk/admin/admin.php?sid=45193



Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 007 (SQ005)

The last time you saw a GP at the surgery, how good was the GP at each of
the following?
[Involving you in decisions about your care]

Answer Count Percentage
Very good (Al) 167 54.58%
Good (A2) 83 27.12%
Neither good nor poor (A3) 20 6.54%
Poor (A4) 6 1.96%
Very poor (AD) 0 0.00%
Doesn’t apply (A6) 17 5.56%
No answer 13 4.25%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 007 (SQ005)

The last time you saw a GP at the surgery, how good was the GP at each of
the following?
[Involving you in decisions about your care]

Very good (167)

Good (83)

Neither good nor poor (20)
Poor (&)

Doesn’t apply (17)

Mo answer (13)

4%

Page 30 / 98



http://www.practicesurvey.co.uk/admin/admin.php?sid=45193



Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 007 (SQ006)

The last time you saw a GP at the surgery, how good was the GP at each of
the following?
[Treating you with care and concern]

Answer Count Percentage
Very good (Al) 201 65.69%
Good (A2) 76 24.84%
Neither good nor poor (A3) 10 3.27%
Poor (A4) 4 1.31%
Very poor (AD) 0 0.00%
Doesn’t apply (A6) 5 1.63%
No answer 10 3.27%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 007 (SQ006)

The last time you saw a GP at the surgery, how good was the GP at each of
the following?
[Treating you with care and concern]

Very good (201)

Good (76)
Neither good nor poor (10)
Poor (4)

Doesn’t apply (5)

Mo answer (10)

25%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 008

8. How easy 1is it for you to get an appointment with a practice nurse at the

surgery?

Answer Count Percentage
Very (Al) 44 14.38%
Fairly (A2) 141 46.08%

Not very (A3) 41 13.40%

Not at all (A4) 5 1.63%
Don’t know/haven’t tried (A5) 62 20.26%

No answer 13 4.25%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 008

8. How easy 1is it for you to get an appointment with a practice nurse at the
surgery?

Very (44]

Fairly (141)

Not very (41)

Mot at all (5)

Don't know/haven't tried (62)
Mo answer (13)

2%

4%

14%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 009 (SQ001)

9. Last time you saw a Practice Nurse at the surgery, how good did you
them at each of the following?
[Giving you enough time]

find

Answer Count Percentage
Very good (Al) 141 57.79%
Good (A2) 66 27.05%
Neither good nor poor (A3) 4 1.64%
Poor (A4) 3 1.23%
Very poor (AD) 0 0.00%
Doesn’t apply (A6) 10 4.10%
No answer 20 8.20%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 009 (SQ001)

9. Last time you saw a Practice Nurse at the surgery, how good did you find
them at each of the following?
[Giving you enough time]

Very good (141)

Good (66)

Neither good nor poor (4)
Poor (3)

» Doesn’t apply (10)

Mo answer (20)

8%

58%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 009 (SQ002)

9. Last time you saw a Practice Nurse at the surgery, how good did you
them at each of the following?

find

[Listening]

Answer Count Percentage
Very good (Al) 133 54.51%
Good (A2) 65 26.64%
Neither good nor poor (A3) 10 4.10%

Poor (A4) 3 1.23%

Very poor (AD) 0 0.00%
Doesn’t apply (A6) 9 3.69%

No answer 24 9.84%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 009 (SQ002)

9. Last time you saw a Practice Nurse at the surgery, how good did you find
them at each of the following?
[Listening]

Very good (133)

Good (65)

Neither good nor poor (10)
1% Poor (3)

Doesn’t apply (9)

Mo answer (24)

4%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 009 (SQ003)

9. Last time you saw a Practice Nurse at the surgery, how good did you
them at each of the following?
[Explaining tests and treatments]

find

Answer Count Percentage
Very good (Al) 128 52.46%
Good (A2) 61 25.00%
Neither good nor poor (A3) 12 4.92%

Poor (A4) 2 0.82%

Very poor (AD) 1 0.41%
Doesn’t apply (A6) 16 6.56%

No answer 24 9.84%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 009 (SQ003)

9. Last time you saw a Practice Nurse at the surgery, how good did you find
them at each of the following?
[Explaining tests and treatments]

= Very good (128)

Good (61)

Neither good nor poor (12)
Poor (2)

Very poor (1)

Doesn’t apply (16)

Mo answer (24)

5% 1% 94
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 009 (SQ004)

9. Last time you saw a Practice Nurse at the surgery, how good did you
them at each of the following?
[Taking your problems seriously]

find

Answer Count Percentage
Very good (Al) 131 53.69%
Good (A2) 57 23.36%
Neither good nor poor (A3) 11 4.51%

Poor (A4) 2 0.82%

Very poor (AD) 2 0.82%
Doesn’t apply (A6) 17 6.97%

No answer 24 9.84%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 009 (SQ004)

9. Last time you saw a Practice Nurse at the surgery, how good did you find
them at each of the following?
[Taking your problems seriously]

= Very good (131)

Good (57)

Neither good nor poor (11)
Poor (2)

Very poor (2)

Doesn’t apply (17)

Mo answer (24)

5% 1% qe4
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Quick statistics

Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 009 (SQ005)

9. Last time you saw a Practice Nurse at the surgery,
them at each of the following?

how good did you

[Treating you with care and concern]

find

Answer Count
Very good (Al) 138
Good (A2) 58
Neither good nor poor (A3) 9
Poor (A4) 2
Very poor (AD) 1
Doesn’t apply (A6) 10

No answer 26

Percentage
56.56%
23.77%
3.69%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 009 (SQ005)

9. Last time you saw a Practice Nurse at the surgery, how good did you find
them at each of the following?
[Treating you with care and concern]

= Very good (138)

Good (58)

Neither good nor poor (9)
Poor (2)

Very poor (1)

Doesn’t apply (10}

Mo answer (26)

4%

1%ge4
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 010

10. Are you aware you can order your repeat prescription online?

Answer Count Percentage
Yes - currently use (Al) 65 21.24%

Yes - but not used in a while (6 months +) (A2) 8 2.61%

Yes - but never used (A3) 109 35.62%

No — not aware of this service (A4) 99 32.35%

No answer 25 8.17%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 010

10. Are you aware you can order your repeat prescription online?

= Yes - currently use (65)
= Yes — but not used in a while
(6 months +) (8)
= Yes — but never used (109)
Mo - not aware of this service
(99)
8% . No answer (25)

32%

21%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 011

11. If you currently use this service, please can you rate the process

Answer Count Percentage
Excellent (Al) 26 12.56%
Good (A2) 30 14.49%
Acceptable (A3) 9 4.35%

Poor (A4) 0 0.00%

Very poor (A5) 3 1.45%

No answer 139 67.15%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 011

11. If you currently use this service, please can you rate the process

» Excellent (26)
= Good (30)

= Acceptable (9)
« Very poor (3)

= Mo answer (139)
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Quick statistics

Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 012

12. Are you aware there is a Dorridge Surgery website?

Answer
Yes - access frequently (Al)
Yes - have accessed (A2)

Yes - but do not use (A3)
No - not aware (A4)

No answer

Count
53
76
95
67

15

Percentage
17.32%
24.84%
31.05%

21.90%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 012

12. Are you aware there is a Dorridge Surgery website?

» Yes - access frequently (53)
= Yes — have accessed (76)
» Yes - but do not use (95)
Mo — not aware [67)
= Mo answer (15)

5%

17%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 013

13. If you use our website, please indicate how informative you find it

Answer Count Percentage
Very good (Al) 21 8.79%

Good (A2) 70 29.29%
Acceptable (A3) 31 12.97%
Poor (A4) 4 1.67%

Very poor (A5) 2 0.84%

No answer 111 46.44%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 013

13. If you use our website, please indicate how informative you find it

= Very good (21)

= Good (70)
46% » Acceptable (31)
« Poor (4)
= Very poor (2)
= No answer (111)
1%
2%

9%
13%

29%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 014

14. Which of the following do you use to find out information about the

surgery?
Answer Count Percentage
Website 111 35.58%
Telephone 163 52.24%
Newsletter 37 11.86%
Notice Board 68 21.79%
Other (please state) 18 5.77%

&#039;0ther&#039; Responses
Y

Y
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 014

14. Which of the following do you use to find out information about the
surgery?

180 7 « Website (111)

160 = Telephone (163)
= Newsletter (37)

140 Notice Board (68)
= Other (please state) (18)

120 4

100

80

60 4

40

20
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 015(SQ001)

15. Did you know the surgery offers the following services:
[Travel clinics]

Answer Count Percentage
Yes (Al) 123 40.20%
No (A2) 139 45.42%
No answer 44 14.38%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 015 (SQ001)

15. Did you know the surgery offers the following services:
[Travel clinics]

m Yes (123)
= No (139)
= Mo answer (44)
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 015(SQ002)

15. Did you know the surgery offers the following services:
[Asthma checks]

Answer Count Percentage
Yes (Al) 147 48.04%
No (A2) 116 37.91%
No answer 43 14.05%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 015 (SQ002)

15. Did you know the surgery offers the following services:
[Asthma checks]

n Yes (147)
= No (118)
= Mo answer (43)

48%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 015 (SQ003)

15. Did you know the surgery offers the following services:
[Diabetic checks]

Answer Count Percentage
Yes (Al) 153 50.00%
No (A2) 107 34.97%
No answer 46 15.03%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 015 (SQ003)

15. Did you know the surgery offers the following services:
[Diabetic checks]

= Yes (153)
= No (107)
= Mo answer (46)
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 015 (SQ004)

15. Did you know the surgery offers the following services:
[Adult health checks]

Answer Count Percentage
Yes (Al) 161 52.61%
No (A2) 105 34.31%
No answer 40 13.07%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 015 (SQ004)

15. Did you know the surgery offers the following services:
[Adult health checks]

n Yes (161)
= No (105)
= Mo answer (40)
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 015 (SQ005)

15. Did you know the surgery offers the following services:
[Minor surgery]

Answer Count Percentage
Yes (Al) 98 32.03%
No (A2) 159 51.96%
No answer 49 16.01%

Page 63 / 98





Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 015 (SQ005)

15. Did you know the surgery offers the following services:
[Minor surgery]

n YEE{QE}
= No (159)
= Mo answer (49)
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 015 (SQ006)

15. Did you know the surgery offers the following services:
[Family planning]

Answer Count

Percentage
Yes (Al) 146 47.71%
No (A2) 94 30.72%
No answer 66 21.57%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 015 (SQ006)

15. Did you know the surgery offers the following services:
[Family planning]

= Yes (146)
= Mo {94}
= Mo answer (66)

48%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 015 (SQ007)

15. Did you know the surgery offers the following services:
[Phlebotomy (in addition to the Solihull Hospital service)]

Answer Count Percentage
Yes (Al) 150 49.02%
No (A2) 111 36.27%
No answer 45 14.71%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 015 (SQ007)

15. Did you know the surgery offers the following services:
[Phlebotomy (in addition to the Solihull Hospital service)]

= Yes (150)
= No (111)
= Mo answer (45)
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 015(SQ008)

15. Did you know the surgery offers the following services:
[Stop Smoking service]

Answer Count Percentage
Yes (Al) 141 46.08%
No (A2) 102 33.33%
No answer 63 20.59%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 015 (SQ008)

15. Did you know the surgery offers the following services:
[Stop Smoking service]

= Yes (141)
= No (102)
= Mo answer (63)

46%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 016

16. How well informed do you think you are about accessing medical care out
of hours?

Answer

Count Percentage
Well informed (A1) 67 21.90%
Partly informed (A2) 117 38.24%
Unsure how to access out of hours (A3) 91 29.74%
No answer 31 10.13%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 016

16. How well informed do you think you are about accessing medical care out
of hours?

s Well informed (67)
= Partly informed (117)
30% = Unsure how to access out of
hours (91)
Mo answer (31)
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 017

17. What would you do if you needed medical care out of hours?

Answer Count Percentage
Call the surgery and listen to the answer message 0 0.00%
Call 999 50 16.03%
Call NHS 111 (formerly NHS Direct) 114 36.54%
Go to A & E 70 22.44%
Wait until the surgery reopens 27 8.65%
Other (please specify) 30 9.62%

&#039;0ther&#039; Responses
Y

Y

<K KK KoK KKK

<
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Quick statistics

Survey 45193 'The Dorridge Practice Patient Survey 2013/14'
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 017

17. What would you do if you needed medical care out of hours?

120
110

= Call the surgery and listen to
the answer message (0)

= Call 999 (50)

= Call NHS 111 (formerly NHS
Direct) (114)
Go to A & E (70)

= Wait until the surgery reopens
(27)

= Other (please specify) (30)

100 ~
90
80
70
60 4
50
40
30
20

10
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 018

18. Please indicate if you have used any of the following out of hours
services in the past 12 months.

Answer Count Percentage
999 32 10.26%

A & E 67 21.47%
Badger 29 9.29%

Walk in Centre 57 18.27%

NHS 111 48 15.38%

Not used any out of hours service 129 41.35%
Other (please specify) 1 0.32%

&#039;0ther&#039; Responses

Y
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 018

18. Please indicate if you have used any of the following out of hours
services in the past 12 months.

1307 = 999 (32)
119 = A&EI(6T)
108 4 . Badggr(29]
= Walk in Centre (57)
98 = NHS 111 (48)
87 = Not used any out of hours
i service (129)

76 Other (please specify) (1)
65 4

54

43 -

33

22 -

11

0- o]

Page 77 / 98



http://www.practicesurvey.co.uk/admin/admin.php?sid=45193



Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 019

19. In general, how satisfied are you with the care you get at the surgery?

Answer Count Percentage
Very (Al) 179 58.69%
Fairly (A2) 88 28.85%
Neither satisfied nor dissatisfied (A3) 6 1.97%
Quite dissatisfied (A4) 10 3.28%
Very dissatisfied (A5) 3 0.98%
No answer 19 6.23%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 019

19. In general, how satisfied are you with the care you get at the surgery?

= Very (179)
= Fairly (88)
= Neither satisfied nor
dissatisfied (&)
Quite dissatisfied (10)
= Very dissatisfied (3)
6% = No answer (19)

558%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 020

20. In the last 12 months have you felt like making a complaint about a GP,
Nurse, Receptionist or other member of staff at the surgery?

Answer

Count Percentage
Yes and I have made at least one complaint (Al) 3 0.99%
Yes, but I have not made a complaint (A2) 19 6.25%
No (A3) 250 82.24%
No answer 32 10.53%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 020

20. In the last 12 months have you felt like making a complaint about a GP,
Nurse, Receptionist or other member of staff at the surgery?

s Yes and | have made at least
one complaint (3)
» Yes, but | have not made a
complaint (19)
= Mo (250)
11% Mo answer (32)

82% 1%

B%

Page 81 / 98



http://www.practicesurvey.co.uk/admin/admin.php?sid=45193



Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 021

21. If you made a complaint was it sorted out to your satisfaction?
Answer Count Percentage
Yes (Al) 4 1.32%
No (A2) 10 3.29%
Too early to say (A3) 1 0.33%
No answer 289 95.07%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 021

21. If you made a complaint was it sorted out to your satisfaction?

n Yes (4)

[ ] Nﬂ{lﬂ]

= Too early to say (1)
« No answer (289)

895%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 022

22. Are you:

Answer Count

Percentage
Male (Al) 116 38.16%
Female (A2) 153 50.33%
No answer 35 11.51%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 022

22. Are you:

= Male (116)
= Female (153)
= Mo answer (35)
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 023

23. Your age group:

Answer Count

Percentage
Under 15 years (Al) 2 0.66%
16 - 44 (A2) 67 22.04%
45 - 64 (A3) 86 28.29%
65 — 74 (A4) 63 20.72%
75 years or over (A5) 51 16.78%
No answer 35 11.51%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 023

23. Your age group:

Under 15 years (2)
16 - 44 (67)

45 - 64 (86)

65 - 74 (B3)

75 years or over (51)
Mo answer (35)

17%

12%

1%
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Quick statistics

Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

24.

Field summary for 024

What is your ethnic group?

Answer

White (A1)

Black or Black British (A2)
Asian or Asian British (A3)
Mixed (A4)

Chinese (A5)

Other ethnic group (A6)

No answer

Count

260

29

Percentage

85.81%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 024

24. What is your ethnic group?

= White (260)

Asian or Asian British (9)
Mixed (1)

Chinese (2)

Other ethnic group (2)
Mo answer (29)
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 025

25. Which of the following best describes you?

Answer Count Percentage
Employed (Al) 109 35.97%
Unemployed/looking for work (A2) 6 1.98%
At school or in full time education (A3) 9 2.97%
Unable to get work due to long term sickness (A4) 4 1.32%
Looking after the family/home/I am a carer (A5) 18 5.94%
Retired (A6) 129 42.57%
Other (A7) 7 2.31%
No answer 21 6.93%
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Quick statistics
Survey 45193 'The Dorridge Practice Patient Survey 2013/14'

Field summary for 025

25. Which of the following best describes you?

= Employed (109)

= Unemployed/looking for work
(6)

= At school orin full time
education (9)
Unable to get work due to long

7% term sickness (4)

= Looking after the
family/home/l am a carer (18)

» Retired (129)
Other (7)

= Mo answer (21)

6%
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Field summary for 026

26. Is there any other comment you would like to add about Dorridge Surgery?

Answer Count Percentage
Answer 109 35.97%

No answer 194 64.03%
Responses

Looking forward to new building!

Really pleased with the service. Love all the doctors I have seen
especially dr davis.

Mid wife Jacky and the nurses are great too.

A very happy member of the practice.

Wish it was a bot quicker to get through on the phone though!
Would like more information about the changes when Sainsburys is
built and also what are the arrangements for the surgery while
these developments are taking place, already parking problems.

I think it is a great surgery! I think it's good that there are
trainees doing their placements there too. The midwife Jackie
Butterworth is fantastic - real first class professional. Every
doctor I have seen has been great - and I have seen a lot!

The doctors are very professional, dedicated & treat you with their
undivided attention. A special shout out for Dr Reid who is

amazing with children, a credit to the surgery.

After hours service seems inadequate

Practice Manager's inability to be available to deal with a patient
issue

and refusal to return telephone calls giving no indication of
concern or

support for the reception staff.

It is disappointing that so many of the signs around the surgery
are negative..... telling patients all the things they must not do
or will not be tolerated. It would be nice to have a balance with a
few positive messages. We are not the enemy to be controlled at all
costs.

Very good staff.

New facilities will be a welcome addition.

More services online would be good (e.g. renew a prescription -
pink slip?).

Ability to order prescriptions online for delivery to home.

It would be good to have a doctor on call overnight.

A Saturday clinic would be helpful when really needed. I don't mean
by earlier appointment

I am disabled with a blue badge but parking is a probelm as I can't
walk any distance. Suggest all spaces on Avenue Rdbe marked as
disabled persons only. This would help me enormously

Very happy & great service

I've recently been treated over a number of weeks and found each
time Dr Nanda to be exceptional. She's listened each time and been
extremely understanding and patient.
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I look forward to the makeover as I think the surgery deserves it!
I am dissatisfied with the appointment system at the surgery

Parking very difficult

on-line repeat prescription service is unreliable...... will NEVER
use 1t again.

I would very much like to be able to make an appointment more
quickly and not to have to telephone on the day. It can take up to
an hour to get through on the phone from 8o'clock in the morning
only to hear that all the days appointments had already gone.

Using the website to make an appointment is ok but gives one very
little choice of doctor.

be able to book Saturday appointments to see a Dr online and more
in advance.

Greatest problem is trying to get an appointment in reality the
only opportunity is to start telephoning at 08.00 or take pot luck
at 17.30. It has proven to be impossible to book to see a specific
doctor

Though good it is a training practice, this can mean that
level/quality can be variable if you see a "trainee GP". Some have
been excellent, others have not. 1 was not impressed that one
called a receptionist in to act as chaperone for an intimate
examination when i had said i didn't need one. Found it v
embarrassing.

Your appointment system is not good,needs major improvement and It
seems you have taken on too many patients and can't cope

I have always found Doctors and Nurses efficient and kind. Also
receptionists to be helpful and friendly.

one difficulty of booking appointments on the day phones always
busy - difficult to book unless weeks in advance - and i am away at
university term time

surgery hours are ok for me, but not very helpful for those
working, especially if they have to travel to / from work

The staff must inform patients of online services provided.

Opening hours of the surgery should be extended for the patients
who are employed ( full time )

Dr Reid is fantastic - but can be difficult to get an appointment
with him. much better since online system introduced. sometimes
difficult to get blood test arranged

worried about parking now sainbury are not providing enough parking

fantastic service - thankyou

prompt opening at 8 am, preference in getting an appointment with
my own doctor but must admit exerellent treatment from others
getting appointments on telephone, wait ages over 15 mins at times.
by this time there all gone.

If you choose any doctor the time the doctors up to speed the
appointments over.

Please take this as positive critiscm, i would never think of
changing surgery, its systems not staff that is the problem!

very satisfied

lack of parking needs to be resolved during sainsbury build.

very difficult to get an appointment espcially for those who work
full time

we have just registered with the surgery, i think for new patients
there is no information provided eg, opening hours, who our family
doctor is, the internet service.

it would be good to provide a pack of information and leaflets for
new patients

very difficult to get an appointment. Phoning in the morning for an
appointment is very difficult to get through and if you do, very
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rare to get an appointment. i try to call at the surgery, i will
try online service.

appearances to be very crowed when ever i visit and very chaotic -
this may be resolved when new premises are ready. reception not at
all private, ie sometimes asking questions in a public place should
be private receptionists in view of waiting patients and sometimes
have been seen discussing patients and their issues, im in the age
group that would benefit from clinic, like health checks but this
has not been highlighted to me.

I am looking forward to the new surgery opening. i1 am aware that
there is no mention of mental health services

a credit to the village - 1 hope that sainburys dont spoil that

at times experienced rude receptionists, questioning if definitely
need to make an appointment - too many questions

I do wish that we didnt have to give a weeks notice plus, to book
an appointment. the book on the day service is not usually a better
option for me

yes, dorridge surgery by being exceptionally thorough, saved my
life! Daniel Reid checked me over when 1 attended for a minor
issue. He discovered atrial fibrillation which otherwise would have
been undetected, with a visit to a&e and the most wonderful care
from a brilliant NHS and i1 am now extremely well and grateful!
Thankyou!

excellent appointment service always!

open longer hours, evenings - allows for workers and school
children who need to see doctor but cant come during the day (or
come home feeling ill) and want to see a doctor that day

no problem with surgery, always managed to get an appointment. all
doctors i have seen have been friendly and given a good level of
advice

I think I get an EXCELLENT service an would like to say "THANK YOU
VERY MUCH"

concerned about parking but appreciate the new building
circumstances

40 years + good, sometimes excellent service. Telephone
communication re appointments very bad. even though i am an 84 year
old, if i1 want to get an appointment that is beneficial to stand in
a queue before 8 am, this problem has to be solved

phone at 8am for an appointment, by the time i get through they
have all gone 8:10. annoying when you need to see a doctor and they
say phone on the day BUT I know what the answer is.

It is a wonderful surgery

apart from the time to wait for routine appointments i think the
surgery provides a very good service. I can fairly easily make
daytime appointments, so needing them outside normal working hours
is a question not really relevant to me

i normally see a gp every 2 months, which can be awkward as
appointments cant be booked that far in advance. This means that i
often end up booking on the day to see different gps, which is
probably not optimal

i have been a patient for over 50 years with this surgery and have
been very pleased. Doctors and nurses very helpful

as an employed person it is difficult to gain access to services
whilst keeping a Jjob. Evening and weekend services do make sense
from my point of view. Alternative is to promote the walk in center
on hobs moat road (if still available)

after coming out of hospital due to a stroke, i have been unable to
visit the surgery. Have been contacted for COPD check, explained
problem, but no follow up. However am expecting visit for diabetic
check after explaining problem to reception, but wasnt told of the
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visit. Communication maybe needs to be looked at. Since my stroke
(2013) i have not seen a GP although have had to telephone the
paramedics out on 3 occasions after falls. GP has been kept
informed of my progress but no contact has been offered.
appointments never run on time

i love the receptionists, they are very kind and help me with any
problems 1 have.

demand for services is very high, staff manage very well under the
circumstances.

Difficult to get an appointment with same doctor for ongoing
condition unless book 3 weeks in advance.

online information on the website is out of date.

receptionists are sometimes chatting about their personal lives
which is distracting and also can overhear conversations with
patients which should be confidential

Prefer blood tests at surgery, nurses always seemed very booked up

care of DRs wonderful, thanks to all

would be nice to have more privacy when booking certain
appointments - the whole waiting room can hear all personal details
i am very satisfied with the service at dorridge, the receptionists
are very helpful and always polite, the Drs are very caring and
attentive

generally very good - but really find difficult to get an
appointment, often wait at the surgery door at 8am

sometimes the receptionists seem a little unreasonable, sometimes
you have to make an appointment for something very minor that could
be dealt with by a very short telephone conversation

1 try to see Dr Walts who 1 find an excellent GP, i have limited
experience with other doctors as i1 usually manage to see Dr Walts
somehow

looking forward to new premises - cramped at present

this is a really first class surgery. all doctors and nurses and
reception staff are friendly and deserve the highest praise for
professionalism. A credit to the nhs

i find it very difficult to make appointments on the surgery
website, mainly because of very few slots available within
reasonable short time ahead. last one i made with the doctor was 3
weeks ahead.

when trying to get this appointment had to wait a week to get one
as all the other days were call on the day appointments. i work in
warwick and start at 8:30 therefore i am travelling to work at the
times i1 would need to call. i think that if you have been taken the
time to come into the surgery to book an appointment you should be
given one in the next few days!

access doors are very difficult for patients with wheelchairs

excellent surgery, friendly, professional reception team are an
asset! caring, dedicated team of doctors
the only complaint i have is the long wait to see a doctor

saturday opening would be good, good to find out you can get repeat
prescriptions online

would like some regular health check eg, blood pressure for over
60s. but will investigate adult health clinic on this form as maybe
they do it there.

text reminder for appointments is very good

very hard to see a dr of your choice within 2 weeks.

very hard to get through on the phones

after my shoulder subacromial decompression and slap debridedment i
was told by the consultant to attend GP to have my wound assessed
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and re-dressed. when i eventually got an appointment with the
nurse, she told me that she was too busy for this and that i should
do it myself!! although this was impossible with one arm. she told
me she did not have the dressing and she covered my wound in
plasters

on a saturday morning i felt that the receptionist was very rude
when i1 called in and asked a question. I had to go to the pharmacy
to ask my question

the only problem is getting the right GP, the kids respond better
when it is the right one

good surgery, wonderful doctors

cant wait for a new surgery, please consider wider access and
electric doors for double buggy access!

making an appointment has always been difficult but does appear to
have improved recently.

always been pleased (patient of 50 years)

would be helpful to be able to book a nurse using online booking
data for my fathers routine injection - he is 92 and unable to use
online facilities

i have trouble seeing the doctor i prefer!

electronic calling system may be nice in the waiting room, as not
always able to hear the doctor
erratic means of getting an appointment

very difficult to make an appointment

it would be great to be able to get an appointment more easily,
especially at the week-end or during the night

frustrating not being able to book an appointment more easily over
the phone when having to phone on the day. had to continually
redial for 12 minutes this morning before getting through (will ask
re booking online)

i normally see Dr Wevill, i have found her to be an excellent
doctor, spends time and listens. I never feel under pressure to
have to rush

i always find the phone up to book an appointment service
difficult, due to the phone lines are always blocked by 8am,
otherwise i am very happy with the level of service

i think we are very lucky to have such good doctors and services

very good re appointments if for one of my children
generally good service - no issues
would like better weekend cover

i think the online booking is great and really happy with the
practice, only problem at the moment is parking!!
1 hope there is enough parking when the new building is ready

i have recently joined dorridge surgery and find it a very
efficient and pleasant surgery. not sure if my records were read
when received as not informed on health issues especially for my
husband.

its difficult to get an appointment when people start work at 7:30
am and are unable to phone the surgery whilst at work, but need an
appointment that afternoon. Dr Weevell is an amazing doctor and
would love to see her everytime. i come to the doctors, she is a
fantastic listener and shows alot of compassion

better parking

to have a dressing changed on a broken arm i was offered a nurse
appointment 8 days later!!
my only complaint would be that i have never seen the same doctor
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twice. 1 do not request a specific doctor as i do not know who to
request. this seems to be a high level of locums/ short term staff
i have been particulary impressed by 2 Jjunior doctors. 1 male who
has both of my children end of 2013 and 1 female who treated me in
feb/mar 2013. their attention to detail is excellent.

i am extremely happy with the service at this surgery, have been a
patient for many years

very happy with the care and service we have received

reception staff service much improved

have found all staff friendly and helpful
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Field summary for 026

26. Is there any other comment you would like to add about Dorridge Surgery?

= Answer (109)
= No answer (194)
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		Results

		1. Do you usually prefer an appointment with a specific GP?

		2. If ‘Yes’, do you usually manage to get an appointment with the GP of your choice?

		3. If ‘Yes’, how many days do you have to wait to get an appointment with the GP of your choice?

		4. How satisfied are you with the opening hours at the surgery?

		5. As far as I know the surgery is open:
[At 8am?]

		5. As far as I know the surgery is open:
[At lunchtime?]

		5. As far as I know the surgery is open:
[After 6.30pm?]

		5. As far as I know the surgery is open:
[On Saturdays?]

		6. How satisfied have you been with the level of service offered to you by the reception team?

		The last time you saw a GP at the surgery, how good was the GP at each of the following?
[Giving you enough time]

		The last time you saw a GP at the surgery, how good was the GP at each of the following?
[Asking about your symptoms]

		The last time you saw a GP at the surgery, how good was the GP at each of the following?
[Listening]

		The last time you saw a GP at the surgery, how good was the GP at each of the following?
[Explaining tests and treatments]

		The last time you saw a GP at the surgery, how good was the GP at each of the following?
[Involving you in decisions about your care]

		The last time you saw a GP at the surgery, how good was the GP at each of the following?
[Treating you with care and concern]

		8. How easy is it for you to get an appointment with a practice nurse at the surgery?

		9. Last time you saw a Practice Nurse at the surgery, how good did you find them at each of the following?
[Giving you enough time]

		9. Last time you saw a Practice Nurse at the surgery, how good did you find them at each of the following?
[Listening]

		9. Last time you saw a Practice Nurse at the surgery, how good did you find them at each of the following?
[Explaining tests and treatments]

		9. Last time you saw a Practice Nurse at the surgery, how good did you find them at each of the following?
[Taking your problems seriously]

		9. Last time you saw a Practice Nurse at the surgery, how good did you find them at each of the following?
[Treating you with care and concern]

		10. Are you aware you can order your repeat prescription online?

		11. If you currently use this service, please can you rate the process

		12. Are you aware there is a Dorridge Surgery website?

		13. If you use our website, please indicate how informative you find it

		14. Which of the following do you use to find out information about the surgery?

		15. Did you know the surgery offers the following services:
[Travel clinics]

		15. Did you know the surgery offers the following services:
[Asthma checks]

		15. Did you know the surgery offers the following services:
[Diabetic checks]

		15. Did you know the surgery offers the following services:
[Adult health checks]

		15. Did you know the surgery offers the following services:
[Minor surgery]

		15. Did you know the surgery offers the following services:
[Family planning]

		15. Did you know the surgery offers the following services:
[Phlebotomy (in addition to the Solihull Hospital service)]

		15. Did you know the surgery offers the following services:
[Stop Smoking service]

		16. How well informed do you think you are about accessing medical care out of hours?

		17. What would you do if you needed medical care out of hours?

		18. Please indicate if you have used any of the following out of hours services in the past 12 months.

		19. In general, how satisfied are you with the care you get at the surgery?

		20. In the last 12 months have you felt like making a complaint about a GP, Nurse, Receptionist or other member of staff at the surgery?

		21. If you made a complaint was it sorted out to your satisfaction?

		22. Are you:

		23. Your age group:

		24. What is your ethnic group?

		25. Which of the following best describes you?

		26. Is there any other comment you would like to add about Dorridge Surgery?






