
Caythorpe & Ancaster Medical Practice 
 

Patient Reference Group report 2013/14 
 
A description of the profile of the members of the PRG 
There are 113 members of the Practice reference group 47% of whom are 
male and 53% female which broadly matches the practice demographic. 
Membership of the PRG was open to all and 97.1% of those who joined 
the group classified themselves as white British. This mirrors the 98.1% of 
the Practice population who fall in to this category. Patients of all age 
ranges were welcome to join the group and all age categories are 
represented. The percentage of members in each age range are: 
      
 Under 16 0.9% 
 17 – 24  3.5% 
 25 – 34 7.9% 
 35 – 44 20.4% 
 45 – 54 13.3% 
 55 – 64 17.7% 
 65 – 74  26.5% 
 75 – 84  7.9% 
 84 +  1.8% 
 
A description of the steps that have been taken by the Practice to 
ensure the PPG is representative of its registered patients. 
The Practice did not collect further demographics regarding patients such 
as employment status as it was felt that a broad range of patient needs 
were being represented as were any particular health and disability 
groups due to the large and wide ranged nature of the group. 
Application for membership of the group was through a form available in 
the waiting room of both surgeries which was also advertised with a 
poster in the waiting room and also on the Practice website. 
 
A description of the steps taken to determine and reach 
agreement on the issues which had priority and were included in 
the local practice survey 
An email was sent to the group with a copy of the (GPAQ) survey used 
previously for comment to see if there were additional questions or areas 
that they felt should be raised with patients. The Practice did not receive 
any requests to change the survey before it was made available to 
patients but did receive a large number of responses from members to 
say that they were happy with the suggested survey. 
 
A description of how the Practice sought to obtain views of its registered 
population. 
The Practice chose to ask all patients visiting a GP at either surgery to 
complete a questionnaire when they first arrived at the surgery. Every 
patient over this period was asked to do so and the intention was to 



continue to ask patients until we had 100 responses from each of the 
Practice surgeries. 
How the Practice sought to discuss the results of the survey with 
the PRG and agree an action plan 
 
In an attempt to keep membership of the PPG available to all it was felt 
that email would offer the greatest opportunity for patients to respond to 
the results of the survey. The results of the survey were published and 
PPG members were asked to comment on or question any areas they 
would like to discuss. Where the Practice was looking to change a service 
based upon the outcomes of the survey this was included in the 
information that was sent to the PRG and they were asked to comment if 
they did not agree to this change. From this the action plan was drawn 
up. 
Details of the action plan and a description of the findings and 
proposals that arose from the survey including statistical evidence 
and proposals arising out of the practice survey 
 
In the past 12 months how many times have you seen a doctor from the practice? 

  
  Ancaster Caythorpe Combined 
 None 5% 10% 7% 
 Once or twice  32%   27% 30% 
 Three or four times 26% 35% 31% 
 Five or six times 19% 14%  16% 
 Seven times or more 17% 14% 15% 
 No answer 1% 1% 1% 
 
How do you rate the way you were treated by receptionists at the 
practice? 
  
  Ancaster Caythorpe Combined 
 Very poor 1% 0% 0% 
 Poor 0% 1% 0% 
 Fair 2% 2% 2% 
 Good 11% 20% 16% 
 Very Good 34% 34% 34% 
 Excellent 52% 42% 47% 
 No answer 0% 1% 0% 
 
Practice response: It is very encouraging to see that the vast majority of 
patients asked rate the way they were treated as good or above. A very 
small (but important) minority were less happy with the way we dealt with 
them and this data has been shared with the reception team in an effort 
to ensure no patient feels that they haven’t been treated well or fairly. 
How do you rate the hours that your practice is open for 
appointments? 
  
  



  Ancaster Caythorpe Combined 
 Very poor 1% 0% 0% 
 Poor  1% 3% 2% 
 Fair  16% 16%  16% 
 Good 20% 30% 25% 
 Very Good 41% 32% 37% 
 Excellent  20%  17% 19% 
 No answer 2% 2% 2% 
 
What additional hours would you like the practice to be open?    
  
  Ancaster Caythorpe Combined 
 Early morning 6% 3% 5% 
 Lunch times 3% 1% 2% 
 Evenings 24% 23%  23% 
 Weekends 32% 33% 32% 
 None, I am satisfied 31% 35% 33% 
 No answer 4% 5% 4% 
 
Practice response: We are pleased to note that the majority of patients 
rate our opening hours as good or above although we recognise that for a 
sizeable number of patients additional hours would be advantageous. The 
Practice is open to patients from 8am to 6:30pm 5 days per week. We 
also provide a Monday evening surgery from 6:30pm until 8:45pm and on 
a Tuesday evening from 6:30pm until 8:30pm. The Practice is not 
currently contracted by NHS England to operate at weekends and 
therefore although there is a demand for this service the Practice is 
unable to provide weekend opening hours. 
How quickly do you usually get to see a particular doctor?    
  
  Ancaster Caythorpe Combined 
 Same day 9% 6% 7% 
 Next working day 6% 2%  4% 
 Within 2 working days 8% 5% 6% 
 Within 3 working days 9% 11% 10% 
 Within 4 working days 13% 11% 12% 
 5 or more working days 40% 49% 44% 
 Does not apply 16% 17% 17% 
 No answer 0% 0% 0% 
 
How do you rate this?                 
  
  Ancaster Caythorpe Combined 
 Very poor 3% 6% 4% 
 Poor 12% 15% 13% 
 Fair  32%  33%  33% 
 Good 20% 15% 17% 



 Very good  7% 13% 10% 
 Excellent 11% 6% 8% 
 Does not apply 15% 14% 14% 
 No answer 1%  0% 0% 
 
How quickly can you usually get to see any doctor?        
  
  Ancaster Caythorpe   Combined 
 Same day  27% 19% 23% 
 Next working day 16% 12% 14% 
 Within 2 working days  19% 18% 19% 
 Within 3 working days 7% 15% 11% 
 Within 4 working days 7% 16% 11% 
 5 or more working days 17% 11% 14% 
 Does not apply 7% 9% 8% 
 No answer 1% 1% 1% 
 
How do you rate this?                
  
  Ancaster  Caythorpe Combined 
 Very poor 5% 1% 3% 
 Poor 4% 17% 10% 
 Fair 25% 22% 24% 
 Good 23% 17% 20% 
 Very good 19% 20% 20% 
 Excellent 18% 12% 15% 
 Does not apply 5% 8% 6% 
 No answer 2% 4% 3% 
 
If you need to see a GP urgently can you normally get seen on the 
same day? 
  
  Ancaster Caythorpe   Combined 
 Yes 72% 65% 68% 
 No  11%  9% 10% 
 Don't know 17% 24% 20% 
 No answer 1% 2% 1% 
 
Practice response: At the time this survey was run the Practice were 
suffering with extreme pressure on the appointments system leading to 
longer than expected waits for a pre-bookable appointment. Throughout 
that time however it was always possible to book a same day acute 
appointment to see a GP. Measures have been put in place that have 
eased the pressure on the appointments system and it is now possible to 
arrange a pre-bookable appointment within 2-5 days often with  GP of 
choice. The Practice takes access to appointments very seriously and 
wherever possible will put measures in place to address access issues. 



How long do you usually have to wait at the surgery for your 
consultation to begin? 
  
  Ancaster Caythorpe Combined 
 5 minutes or less 11% 15% 13% 
 6-10 minutes  45% 45% 45% 
 11-20 minutes 30% 35% 33% 
 21-30 minutes 6% 2% 4% 
 More than 30 minutes 2% 2% 2% 
 No answer 6% 2% 4% 
               
How do you rate this?                       
  
  Ancaster Caythorpe Combined 
 Very poor 1% 0% 0% 
 Poor 2% 6% 4% 
 Fair  25% 26% 25% 
 Good 33% 30% 32% 
 Very good 23% 22% 22% 
 Excellent 10% 11%  10% 
 No answer 7% 5% 6% 
 
Practice response: the Practice has a clear policy to give each patient the 
time they need for their consultation. Often this will mean appointments 
running late and longer appointment times can be booked if needed 
however the Practice feels that even though clinicians will do everything 
they can to avoid making patients wait good clinical care and ensuring 
patients don't feel rushed in consultations are the priorities. The fact that 
the majority of patients wait less than 20 minutes to see a clinician and 
rate this as good or better appears to agree with this policy. 
Ability to get through to the practice on the phone        
  
  Ancaster Caythorpe Combined 
 Very poor 0% 0% 0% 
 Poor 0% 2%  1% 
 Fair 8% 18% 13% 
 Good 25% 27% 26% 
 Very good 33% 31% 32% 
 Excellent 28%  17% 23% 
 Don't know / Never tried 3% 4% 3% 
 No answer 3% 0%  1% 
 
Ability to speak to a doctor on the phone when you have a 
question or need medical advice? 
  
   Ancaster  Caythorpe  Combined 
 Very poor  1%   3%  2% 



 Poor   3%   3%  3% 
 Fair  3%   7%  5% 
 Good  16%  18%  17% 
 Very good  11%  16%  13% 
 Excellent   8%  15%  11% 
 Don't know / Never tried  54%  37%  45% 
 No answer   5%   2%  3% 
 
Practice response: It is encouraging to note that most patients find it easy 
to get through to the Practice on the telephone and most of those who 
have tried to get through to speak with a doctor have rated this service as 
good or above. The practice notes a slight variation between the two sites 
and are currently examining ways to ensure systems are mirrored at both 
surgeries. 
In general how often do you see your usual doctor?        
  
   Ancaster  Caythorpe  Combined 
 Always  10%  9%  9% 
 Almost always  24%  28%  26% 
 A lot of the time  18%  16%  17% 
 Some of the time  32%  23%   28% 
 Almost never   4%  9%   6% 
 Never    1%  1%   1% 
 No answer  12%  15%  13% 
 
How do you rate this?                
 

  
  Ancaster Caythorpe Combined 
 Very poor 1% 1% 1% 
 Poor 5% 1% 3% 
 Fair 22% 21% 21% 
 Good 23% 26% 24% 
 Very good 20%  26% 23% 
 Excellent 19% 12% 15% 
 No answer 12% 13% 12% 
 
Practice response: The Practice will always offer patients appointments 
with their choice of GP however sometimes this may lead to excessive 
waiting times and either through necessity or choice patients will see 
another clinician. A significant number of patients are able to see their 
usual doctor and the majority rate this as good or above. 
At your consultation today how thoroughly did your doctor ask 
about your symptoms and how you were feeling? 
  
  Combined 
 Very poor 0% 



 Poor 0% 
 Fair  2% 
 Good  16% 
 Very good 24% 
 Excellent  48% 
 Does not apply 1% 
 No answer 8% 
 
At your consultation today how well did the doctor listen to what 
you had to say? 
  
  Combined 
 Very poor 0% 
 Poor 0% 
 Fair  1% 
 Good 14% 
 Very good 22% 
 Excellent  59% 
 Does not apply 0% 
 No answer 3% 
 
At your consultation today how well did the doctor put you at ease 
during your physical examination? 
  
  
   Combined 
 Very poor  0% 
 Poor  0% 
 Fair   1% 
 Good  12% 
 Very good  17% 
 Excellent  53% 
 Does not apply   14% 
 No answer  2% 
 
At your consultation today how much did the doctor involve you in 
decisions about your care? 
  
   Combined 
 Very poor  0% 
 Poor  0% 
 Fair   2% 
 Good  16% 
 Very good  19% 
 Excellent  51% 
 Does not apply   7% 



 No answer  4% 
 
At your consultation today how well did the doctor explain your 
problems or any treatment that you need? 
  
   Combined 
 Very poor  0% 
 Poor  0% 
 Fair   2% 
 Good  13% 
 Very good  19% 
 Excellent  57% 
 Does not apply   5% 
 No answer  3% 
 
At your consultation today did the doctor spend enough time with 
you? 
  
   Combined 
 Very poor  0% 
 Poor  0% 
 Fair   3% 
 Good  15% 
 Very good  28% 
 Excellent  50% 
 Does not apply   0% 
 No answer  3% 
 
At your consultation today how patient was the doctor with your 
questions or worries? 
  
   Combined 
 Very poor  0% 
 Poor  0% 
 Fair   1% 
 Good  11% 
 Very good  22% 
 Excellent  59% 
 Does not apply   3% 
 No answer  2% 
 
At your consultation today how do you rate the doctor's caring and 
concern for you? 
  
   Combined 
 Very poor  0% 



 Poor  0% 
 Fair   2% 
 Good  13% 
 Very good  20% 
 Excellent  60% 
 Does not apply   1% 
 No answer  3% 
 
 
Practice response: The above questions all relate to the experience 
patients have during a consultation with their GP. In all instances the 
majority of patients rated the experience as very good or excellent which 
we believe indicates high levels of satisfaction with clinical care.  
After seeing the doctor today do you feel able to understand your 
problems or illness? 
  
  Combined 
 Much better than before the visit 43% 
 A little better than before the visit 25% 
 The same or less than before the visit 12%  
 Does not apply 16% 
 No answer  4% 
   
After seeing the doctor today do you feel able to cope with your 
problems or illness? 
  
  Combined 
 Much better than before the visit 40% 
 A little better than before the visit 24% 
 The same or less than before the visit 12%  
 Does not apply 20% 
 No answer  4% 
 
After seeing the doctor today do you feel able to keep yourself 
healthy? 
  
  Combined 
 Much better than before the visit 32% 
 A little better than before the visit 21% 
 The same or less than before the visit 17%  
 Does not apply 24% 
 No answer  6% 
 
Practice response: It appears that most patients feel that following a 
consultation they understand their problems or illness more, are more 
able to cope with them and have more of an understanding about how to 
keep themselves healthy. Many patients already attend consultations with 



an excellent understanding of their condition especially if it is long-term 
and therefore these results are very positive in indicating that the Practice 
is able to assist in on-going healthcare. 
 
Are you?                            
  
  Ancaster Caythorpe   Combined 
 Male 38%  38%  38% 
 Female   57% 58% 58% 
 No answer   5% 4%   4% 
 
How old are you?                            
  
  Ancaster Caythorpe  Combined 
 <=18 8%  6%  7% 
 19-29 9% 4% 6% 
 30-39 14% 8% 11% 
 40-49  20% 12% 16% 
 50-59  14%  11%  12% 
 60-69  14% 20% 17% 
 70-79  9%  22% 16% 
 80-89 5%  13% 9% 
 >=90 2% 0% 1% 
 No answer 7%  5% 6% 
 
Do you any long standing illness or infirmity?        
  
  Ancaster Caythorpe Combined 
 Yes  45% 51% 48% 
 No 49% 43%  46% 
 No answer 6% 6% 6% 
 
Which ethnic group do you belong to?            
  
  Ancaster Caythorpe Combined 
 White  94% 97% 96% 
 Black or black british 0% 0% 0% 
 Asian or asian british  1% 0% 0% 
 Mixed   0% 0% 0% 
 Chinese 0% 0%   0% 
 Other ethnic group  0% 0% 0% 
 No answer   5%  3% 4% 
 
Is your accommodation?                
  
  Ancaster Caythorpe Combined 



 Owner-occupied / mortgaged 60% 66% 63%  
 Rented or other arrangements 34%    26%  30% 
 No answer 6% 8% 7% 
 
Which of the following best describes you?            
  
  Ancaster Caythorpe Combined 
 Employed 52% 33% 42% 
 Unemployed or looking for work 1% 3%  2% 
 At school or in FT education 7% 6%   6% 
 Unable to work due to illness 5% 3% 4% 
 Looking after home / family  2% 5%  3% 
 Retired from paid work 26%  43%  35% 
 Other 3%  2% 2% 
 No answer 4%  6%  5% 
 
Is there anything Particularly good about your healthcare? 
(representative selection of responses) 
     
Ancaster    
Ability to book appointments and repeat prescriptions over the internet 
Almost always seeing the same Doctor and his continuing care and 
concern. Feel fortunate to be with this practice 
Always been very satisfied with my health care 
Always satisfied with the Ancaster Surgery 
Ancaster provided a highly efficient service and monitor my condition 
constantly 
Cannot fault the service I receive from the surgery. You have a fantastic 
team that cares about the job they do. 
Clean and helpful practice     
Everything is good and above, we are lucky to have a good, friendly 
practice.     
Extremely good + very helpful and understanding on all levels. 
Fantastic, polite and friendly Dr's and staff 
Have always been given the best advice due to my long term ill health, 
always tries to accommodate my request if able. 
Have encountered many other practices locally in the course of my work, 
this is by far the best. Thank you for an  
excellent service 
I appreciate all the care on medical matters and the professional, expert 
way that I have been treated 
I have never been dissatisfied with the practice. I have always felt heard 
& felt needs have been met.     
Kindness. Promptness. Expertise 
Local, available, friendly and stable team so you often know GP and they 
know case histories, etc. Supported by  
great reception team and nurses.     
Reception always offer good advice on other health services if you cannot 
see G.P.     
Receptionist always polite and helpful 



The ability to get an appointment the next day instead of having to wait a 
week and sometimes longer     
The doctors seem genuinely interested in me-pleasant attitude. Quick 
appointment to see physio. 
Today they accommodated my need for a blood test so I wouldn't need to 
take further time off work 
Very approachable doctor. Good to have blood tests conducted here, ditto 
dispensary 
Very good practice and courteous staff 
Very good practice- rate it really well. 
Very helpful team, every reassurance is always given- a great team 
Very satisfied     
Visits to the surgery are always pleasant, friendly and helpful from all 
staff     
WE LOVE ANCASTER SURGERY 
When I had an urgent issue this was dealt with very well & doctors were 
clearly pleased with long term outcome for me. 
Wonderful reception staff! Always helpful. Kind, caring medical staff 
Caythorpe    
A wonderful, caring practice     
Always caring & concerned     
Always very helpful     
Direct phone calls from the surgery- direct time to the doctor. Written 
information that allows you to reflect upon.     
Doctors + dispensary provide very good service to the community     
Everyone at the practice is patient & attentive     
Good doctors practice 
Having a dispensary     
I am completely satisfied in all respects with the health care I receive 
from this practice    
I am very satisfied 
I have always been very happy with the care I have been given at our 
surgery for both myself and my family. We  
have been at the practice for 24 years. 
I have every confidence in the doctors of this practice.     
It is good to be able to see the doctor that I know best, which I usually 
can if I am prepared to wait. I can always  
get an emergency appointment if needed. 
My doctors understand     
Normally at Ancaster. Both surgeries excellent. 
Nursing + Dispensary Staff excellent, 
Regular checks, blood tests etc.     
The doctors in this practice.     
The prescription delivery system- excellent 
Very happy with the health care today. 
     
Is there anything that could be improved? 
Ancaster   
A reminder could be given to have a blood test when having a 
review!! 
Appointment system     
Dispensary- attitude of staff, turnaround of prescriptions 



Evening surgeries     
GP bedside manner (male), dispensary speed and friendliness 
Is there a case for another Dr?     
Long wait for appointments, rarely on time 
Minor gripe= emergency appts. More available on day? 
More evening appointments     
Pharmacy number should be on the prescription summary (repeat 
order) sheet, not the general number. 
Prescriptions service     
Same day or next day access to Dr. 
Screening eg. Blood pressure, cholesterol etc. 
Time to see usual doctors is/can be too long 
Time waiting for prescriptions     
Waiting time.     
Weekend emergency care, especially for children's illness 
When I was working more evening appointments would have been 
helpful 
Yes- to have to wait 2 weeks or more for a routine appointment is 
poor. 
     
Caythorpe  
Ability to see him more frequently. He seems to be much in demand. 
Access to epilepsy nurse. Improved service for epilepsy. Consultant 
neurologist appt, though this is not down to this GP practice but lack of 
NHS resources for epilepsy  
Appointment times, waiting time for an appointment 
Availability of appointments.     
Easier to see doctors?     
Emergency appointment system there's never any emergency 
appointments available! 
Extended times     
Greater use of interactive technology- skype type. Government reversal of 
patient choice to allow us to get surgery dispensed medication. 
I appreciate the difficulties between balancing emergency vs regular 
requirements of patients, but it is frustrating to request an emergency 
appointment to meet a regular request, but the access to an appointment 
can be very frustrating at times, despite not being too concerned about 
which Doctor to see.     
I would like to know which hospital has the best people (specialists) for 
certain illnesses so that I can go to the right specialist at the best 
hospital.     
It is not unusual to wait 2-3 weeks to see chosen Doctor (Dr Watts), 
whilst worth the wait it is sometimes frustrating. 
It would be helpful to have a surgery at a weekend 
More privacy at Reception 
music' when waiting on the telephone is very loud 
Nicer building like Ancaster or Long Bennington 
Ordering of certain tablets.     
Perhaps routine appointments could be 11.30 onwards for ongoing illness. 
Allowing earlier appointments not to be taken for those ill overnight. 
Saturday surgery would be helpful for families/ children/ workers as we all 
seem to have to work and be ill to keep our jobs. Would take the strain 



from A & E?! 
Quicker appointments and weekend appointments 
Rather awkward for appointments if you travel long distances to work. A 
Saturday am opening would be beneficial. Also applies to blood tests. 
Telephone access should be direct to the dispensary. The 'leave a 
message and we'll ring back' system is not satisfactory.     
Time for repeat prescriptions to be dispensed 
w/e hours 
Any other comments? 
Ancaster    
Everyone I've seen here are friendly + smiley. Makes you feel at 
ease 
Excellent     
It is an excellent practice in all ways. 
Keep up the good work     
Opening hours are a concern. In rural areas many of us commute 
to work. I leave at 7am and get home at 6pm. I can flex this a 
little eg. 8-5 but this makes appointments difficult     
Thank you 
The Doctors have always been very helpful + caring      
Very satisfied even with the waiting time, as this is a busy practice 
and throughout everyone is helpful and friendly.     
Very satisfied with care- surgery does an excellent job. 
We are very lucky to have this service. Thank you. 
Caythorpe 
A good practice     
A great community practice which convey principles of very good practice. 
Well done even after 40 years!!     
A very good practice with friendly staff     
Generally, however I have to say a big thanks to all doctors for their  
caring and professional care 
Great Doctors, pleasant receptionists.     
Hard to get a relationship because there are always different doctor's i.e. 
Trainees or locums. Q6) Difficult to see a GP urgently because of the time 
span you have to call in i.e. 8.30 or 3pm.  
On the whole a good practice 
Overall I am very happy with my Doctor and Surgery 
The best practice I have ever experienced.     
The Caythorpe surgery is very friendly and helpful. On the whole I am 
very satisfied with it. 
The surgery manage to get me in to a Dr as soon as they can. 
Valued GP service in our village 
     
Overall Practice response: As ever the doctors and staff at the Practice are 
overwhelmed by and grateful for the positive and kind comments that 
patients leave. We believe that this, along with the questionnaire 
responses indicate that the vast majority of patients are happy with the 
care that they receive. Balancing good quality clinical care with the wishes 
of patients to have greater access and extended surgery times remains a 
priority issue and the Practice feels that moving from a virtual forum to a 
physical PPG may be one way that the Practice can develop a plan 
alongside a patient group to provide this. The Practice therefore asked the 



opinion of members of the virtual Patient reference group on the 
formation of a physical group.  
A description of the action the Practice intends to take as a 
consequence of discussions with the PPG in respect of the results, 
findings and proposals arising out of the survey 
 
The PPG has operated well as a virtual group however the Practice and the 
PPG both feel that the formation of a physical group would be a 
worthwhile route to follow. Therefore the action for the group is to form as 
a physical group in conjunction with the Practice. This has been done in 
conjunction with Healthwatch and may become a joint health and social 
care PRG for the local area. 
The opening hours of the practice premises and the method of 
obtaining access to services throughout the core hours 
 
Caythorpe & Ancaster Medical Practice operates from 2 sites, one surgery 
in Ancaster village and another in Caythorpe. Both surgeries are open 
from 8am until 6pm Monday – Friday and then on alternate sites of the 
Practice cover is provided to both sites from 6pm – 6:30pm Monday – 
Friday at which point the Practice telephone system is automatically 
diverted to the out of hours service.  
 
Patients can access the services provided by the Practice either by 
telephone of visiting either site in person. 
Where the contractor has entered into arrangements under an 
extended hours access scheme, the times at which individual 
healthcare professionals are accessible to registered patients 
 
The Practice also operates under the extended hours access scheme. This 
means that from 6:30pm – 8:45pm appointments are available every 
Monday evening with a doctor at the Caythorpe surgery and then from 
6:30pm – 8:30pm on a Tuesday evening patients are able to book an 
appointment to see their GP at the Ancaster surgery. 
 


