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Introduction 
 
Following the completion of the 2011/12 Annual Report, the Ecclesfield 
Patient Reference Group continued to meet throughout 2012/13.  
 
The group, led by our patient chair met on:  
 
23rd March 2012 
13th June 2012 
1st August 2012 
26th September 2012 
14th November 2012 
12th December 2012 
11th February 2013  
13th March 2013   
 
Structure (Step 1) 
 
Minutes of the meetings were taken by our patient group secretary and made 
available for patients for comment via our practice notice board and website.  
 
The group continued with 6-8 regular patient attendees, support by a GP, our 
Practice Manager and Practice Receptionist. 
 
The forum has agreed Terms of Reference and has continued to operate an 
open door policy to new members. We operate under a Chair, Vice Chair, 
Secretary and Treasurer who develop the group in a way which best helps 
address the ongoing interests of our practice population.  
 
The above role specific patient representatives also have formal roles and 
responsibility descriptions. The group has been registered with the National 
Association of Patient Participation (NAPP) since April 2010. 
 
 
Agreeing Areas of Priority (Step 2) 
 
The group highlighted seven areas (below) where they would seek patient 
views on. It was agreed that the highest area would be selected as a priority 
for the group to focus more closely on during 2012/13. 
 
1) Telephone access to a clinician  
2) Cleanliness of premises  
3) Opening times of the surgery  
4) Out of hours services  
5) How the practice communicates with patients  
6) Accessing appointments (51% of respondents highlighted this as priority) 
7) Quality of clinical care  
 



Patient Views (Step 3) 
 
Members of the group conducted an initial survey whereby 51% of those 
surveyed (285 patients) felt that they wanted the group to review the practice 
appointment system.The group therefore agreed this as the area of priority. 
 
Additionally, members of the group both designed and conducted the survey 
of the existing appointment system, collating both verbal and written 
respondents. Patients were also given the opportunity to answer the 
questionnaire online. 
 
One member of the group also became the practice ‘mystery shopper’ 
analysing the availability of patient appointments and included responses 
from this feedback within the results. 
 
Results of Survey (May 2012) 
 
How did you make today’s appointment?  
 
50% of patients still wanted to book their appointment over the telephone, 
even though some 20% were now registered for online booking. 
 
What time of day did you call?  
 
90% of our population surveyed rang up for their appointment between 
8:30am-12:30pm.  
 
What was your appointment for? 
 
40% of patients felt that their appointment was urgent and needed to be 
seen that day 
 
Were you offered a telephone consultation or advice?  
 
50% said yes, whilst 70% had previously had a telephone consultation. 90% 
of patients felt that this service was either quite or very helpful. 
 
Who was your appointment request with?  
 
60% of patients wanted to see a GP, 30% with a nurse. 40% of patients 
requested to see the same GP each time; although 80% acknowledged that 
they were willing to see any GP. 
 
Were you able to get a suitable appointment? 
 
80% of patients felt that they were able to get a suitable appointment with a 
GP. 90% felt that they were able to get a suitable nurse appointment. 
 



Discussion of findings (Step 4) 
 
After collation of the responses the patient group used the meeting on 13th 
June 2012 to comment and discuss the findings.  
 
The group were aware that the practice has earlier implemented a daily GP 
triage service, and, as part of the survey wanted to assess patient views of 
this service, whilst assessing the overall availability of clinical appointments. 
 
The follow-up discussion acknowledged the fact that whilst the practice had 
implemented online booking of appointments and ordering of prescriptions, 
half of those surveyed still booked their appointment over the telephone. It 
was noted that perhaps due to the age and demographics of our population, 
this perhaps, for the time being, remained the preferred route. However, it is 
possible that as with many practices, patients still believe that the practice 
operated a book on the day service. 
 
This was further highlighted by the fact that 90% of patients made their call 
first thing in the morning, thus putting pressure upon the daily appointment 
system. As a result of the survey and the acceptance that patients do value 
the opportunity to speak with a practice clinician, the practice has now 
expanded this service and runs a daily GP and nurse led triage clinic. 
 
40% of those surveyed felt that their particular problem was urgent and 
needed to be seen in the practice. However, with feedback from our GPs, it 
was reported that this is often not the case and that an increasing number of 
patient problems could be dealt with over the telephone. 
 
The survey itself acknowledged that fact that the practice triage service was 
well received, with an increasing number of patients comfortable in having 
dialogue with a clinician over the telephone.  
 
Historically, the practice has been a predominantly male, full time orientated 
GP run service. In recent years, we have seen a transfer to both the opposite 
in terms of a female majority, part time configuration. The group has 
discussed significantly the implications of this in terms of promoting the fact 
that not all of our GPs continue to work on the days patients have become 
accustomed to. However, the number of clinical sessions, number of 
appointments and patient contacts throughout the week have all increased.  
 
 
Agreed Action Plan (Step 5) 
 
The group felt that the practice needed to better advertise the triage 
service, whilst acknowledging the fact that most patients were satisfied with 
the solution they received when requesting an appointment. An increasing 
number of patients appeared to be calling in the morning. 
 



Some patients felt that the telephones needed to be answered quicker 
so the group suggested that this be something the practice concentrate on. It 
was also suggested that the practice better advertise lunchtime opening 
and telephone hours. Many patients were still not aware that the practice 
remains open throughout the day. 
 
There was an acknowledgement that most patients responded positively to 
the triage service, and the practice agreed that an increasing number of 
requests for appointments could in fact be answered over the telephone. We 
agreed that the practice would look to further expand this service. 
 
We agreed that the practice would continue to promote its online booking 
service. Whilst 1,500 patients (20%) were now registered to book online via 
our clinical system, in this survey only 3% of patents had booked via this 
route. The practice telephones lines continue to be extremely busy first thing 
in the morning. 
 
Group Profile & Publicising Actions (Step 6) 
 
Ecclesfield PRG has been running since July 2009. We have actively 
encouraged a wide membership and conducts annual reviews of its Terms of 
Reference and its representation.  
 
Our patients regularly seek to recruit new members and have responsibility 
for updating our PRG notice boards within surgery. 
 
The group continues to work of areas of priority as highlighted by the practice 
population. It regularly reviews the impact of changes that have been 
implemented. Agreement is made by the patients of the group and actions 
influenced solely by the opinions of patients. 
 
The practice ensures the group is well supported and attended and facilitates 
the meetings in a why in which patient views are respected and responded to. 
 
The agreed actions above will be implemented by summer, when the group 
will review these changes. During our most recent agreements there were no 
actions that required us to seek PCT approval for these proposals.  
 
Our practice opening hours and extended hours are available to patients on 
our boards outside the surgery, included in our Practice Leaflet and on our 
Website.  
 
 
Simon Kirby 
Business Manager 
March 2013   
 
On behalf of Ecclesfield Group Practice PRG 



 
    


