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Introduction 

This report follows on from the Patient Participation Direct Enhanced Service (DES) for the 

GMS Contract as published in March 2012 and continues to outline the findings of the 

Patient Reference Group (PRG) from the year March 2013 to March 2014. At the time of 

publication there were 2461 registered patients, 1279 male and 1182 female. The PRG first 

formed in 2011 and has continued to meet throughout 2013 as a focus group.  

Aims & Objectives 

The aims are to find ways to improve the Practice and also to continue to try to fulfil plans 

set out from the previous year. The Practice patient questionnaire was completed in 

February 2014. The results were used to assess the patient experience over the last year for 

this random selection of 50 patients. Results are published on the practice website. 

Terms of Reference 

This report is completed as part 3 of the DES GMS contract for the NHS.  The content is 

based on the views of the Patient Representation Group and from the outcome of the 

Patient Questionnaire, which can also be found on the website. 

The report aims to address the ideas and recommendations gathered at the PRG meetings 

and through the patient surveys in terms of improving the Practice. This report will be 

published on the Practice website www.orchardsurgeryashford.co.uk and also a concise 

version advertised in the surgery waiting rooms and newsletters. 

 

Methodology 

As outlined in the DES Document part one, a PRG group was established and continued to 

meet to discuss ways to improve the Practice and enhance the Patient experience at The 

Orchard Surgery. This was done as a focus group. The current number of patients that have 

input in to the PRG is still 6. They have continued to meet and discuss the patient 

experience over the last 12 months.  

The PRG demographics consisted of 6 members; 5 female and 1 male. 
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Participant’s ages ranged from: 

18-35  - 1 

36-50  - 1 

51-65  - 3 

66-80  - 1 

80+  -  0 

 

A questionnaire approved by the PRG, was handed out to patients in the surgery between 

December 2013 and February 2014 which was completed by 50 Patients. These results were 

discussed to allow recommendations to be made for further improvements.  

For details on how the PRG was formed, please see part 1 DES documents. 

 

Results from PRG meetings 

The discussions at the PRG meetings were based on feedback from the Patient 

Questionnaire conducted annually since 2011 to 2014 to measure the success of changes 

made, to see which changes outlined in the previous 12 months have been implemented 

and also to identify further goals for the coming 12 months. The results are published on our 

website. 

 

Recommendations & Implemented Changes from Action Plan from Year 2 & 3 

In the past year there have been many events and changes that have taken place. 

• All the rooms at the surgery have been refurbished. This provides two new consulting suites 

and a treatment room.      Action:  Dr. Newman & Dr. Kaur        Date:  Completed end 2013 

• A successful CQC visit was carried out in October 2013 and the surgery received a very 

satisfactory report. We will continue to maintain and improve on the high standards 

achieved.   Action:  All doctors and staff           Date:  Ongoing 
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• Dr Candappa, our regular locum GP, has retired. The surgery now employs Dr Ashouri as a 

locum to fill this role, offering patients a choice of a male doctor. 

• A new phone system has been installed to try and improve the call waiting times for 

patients. This is still being reviewed but so far it is deemed to be an improvement.  Action: 

Practice Manager (BL)        Date:  Evaluation completion mid June 2014 

• The website has been updated to keep up with changes to the Practice and provide accurate 

and up to date information for patients. It is available on www.orchardsurgeryashford.co.uk. 

Action:  Dr. Newman             Date: Site to be updated regularly - ongoing 

• The PRG was planning a virtual group to try to increase patient participation. 

However, this has not yet happened as our current members decided to continue as 

a group for the time being due to lack of uptake.   Action:  Doctors and Practice 

Manager (BL)          Date:  Ongoing – encourage participation make patients aware 

of opportunity to share their views. 

 

Summary of Achievements 

Major Changes 

• Dr Candappa’s retirement and replacement by Dr. Ashouri 

• New telephone system 

• Refurbished consulting and treatment rooms 

 

Minor Changes 

• Updating website.  

• Improvement in storage facilities. 
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Conclusion 

The Practice has changed quite dramatically in the last few years with the PRG at the core of 

feedback and generating ideas on how best to improve the surgery. The PRG will continue to meet 

over the forthcoming year to discuss and monitor changes to further improve the patient 

experience. 
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Further Information 

 

The opening hours are: 

 

Mon  08.00 – 18.30 

Tues  08.00 – 18.30 

Wed  08.00 – 13.00 

Thur  08.00 – 18.30 

Fri  08.00 – 18.30 

Closed: Weekends and Bank Holidays 

 

 

  

To obtain access to services throughout the core hours, appointments can be made by 

telephone or in person. The surgery is also open throughout these times. 

Out of Hours Service 

Out of hours cover is provided by Harmoni by dialling 111. For advice, you can also phone 

NHS Direct on 0845 4647. There is also a 24 hours, seven days a week Walk - in Centre at 

Ashford Hospital to deal only with minor injuries and ailments. All emergency cases should 

go to the A&E Department at St Peter’s Hospital in Chertsey. 

 


