
PRG REPORT 2014 

INTRODUCTION 

Bellbrooke Surgery has long valued and welcomed the opinions, comments and 
recommendations of patients of the Practice and other users of our services. We have in the 
past taken a full and active participation in the National Patient Survey and responded 
promptly to any suggestions made by patients; we have also conducted independent audits 
of our clinical competencies and approval ratings and have again responded appropriately. 
We are pleased to continue the development of our Patient Reference Group (PRG) and hope 
that we can continue remaining responsive to the changing needs of patients. This report as 
per previous years will discuss how we have maintained our PRG and how we have agreed 
the priority issues for inclusion in this years’ Patient Survey Questionnaire. It describes how 
the views of the PRG members were obtained and how we developed our Action Plan which 
sets out priorities and proposals to address the issues raised through the questionnaire. This 
report provides all relevant information in summary; full findings from the questionnaire can 
be found via the link. 

Should you wish to contact us please remember that the Practice is open 8:00am to 6:00pm 
Tuesday, Thursday and Friday and 8:00am to 8:00pm on Monday and Wednesday when we 
have two doctors available during our extended hours sessions.  You can make an 
appointment by telephoning 0113 8879565 during our usual opening hours above or by 
calling in to the surgery in person.   

BACKGROUND 

We are aware that the Practice is located in a culturally diverse area of Leeds and so made 
positive attempts to ensure the PRG where possible reflected diversity. Since its initial 
formation in 2011 we have continued to advertise the existence of our PRG have continued to 
encourage patients to join the group. Application forms continue to be available in the 
surgery or via the website. Attempts have been made to recruit Patients from 
underrepresented groups by clinicians making an approach at the end of their consultation or 
by staff approaching patients directly in the waiting areas. Language Line was available if 
required. We felt that the PRG was still not fully representative of the under 25 age band last 
year so we aimed to identify representatives for the PRG during this year. Despite continued 
advertising and approaches to patients we have still not been able to recruit a representative 
in this age band. Despite this gap, the analysis of our PRG membership continues to show 
that our PRG continues to be a representative group in terms of gender, age, sex and 
nationality. Of the patients’ who continue to volunteer their involvement, some suffer with a 
disability or long term condition, while others are carers, some are frequent callers to the 
surgery and others come rarely. We also have a range of full time employed patients to 
patients who are now retired from work. As in previous years, we intend to leave the PRG 
membership open via the website and directly through the Practice. 

AGREEING PRIORITIES WITH PRG 

We devised a questionnaire and circulated this to members of the PRG to confirm how they 
individually wished to connect with the Practice and with the wider membership of the PRG. 
The majority replied that they wished to remain involved via email, post or telephone, very 
few members stated that they were able to attend meetings. The questionnaire also asked 
PRG members to confirm what aspects we should survey the wider population about.  We 
also asked them for general comments about last years action plan and subsequent feedback 
report. 

http://www.bellbrookesurgery.co.uk/pdfs/Bellbrooke%20Surgery%20-%20Patient%20Survey%20results%20(Feb%202014).pdf


Using their feedback and including some additional survey areas the Practice wished to 
review we were able to agree a ‘Patient Survey Form’ for completion by the wider patient 
population, which focussed on the areas below: 

 Reception staff; 

 Friends and Family test pilot; 

 Missed appointment review. 

COLLATION OF PATIENTS VIEWS 

The Patient Survey Form was then made widely available from Monday, 10 February 2014 
until Wednesday, 26 February 2014 during which time over 500 surveys were handed to 
patients. It was distributed through reception staff, GPs and Nurses at the point of contact 
with patients and via staff who were present in the waiting areas to provide encouragement 
and support. It was also published on the Practice website and a mail shot distribution to 
selected patients. Where possible patients were approached direct by staff to ensure a fair 
and equitable cross section of our patient list was achieved. 

ANALYSIS OF THE SURVEY 

The survey and analysis of the data was completed via an internet based tool which was 
provided by Primary Care First; a Primary Care Consultancy firm with significant experience 
and expertise in this field. This helped ensure that the sampling and analysis of the survey 
was independent and credible. 

Of the respondents – 72.5% were female and 27.5% male. 

 For the first time, all age groups were represented. Under 17's represented 1.7% of the 
responses, 17-34 represented 19.0% of the responses, 35-54 represented 29.3% of the 
responses, 55-74 represented 31.0% of the responses , 75 and over represented 5.2% of the 
responses. In 13.8% of the responses we were unable to determine the patients age as they 
did not respond to this question. 

 In keeping with the local population 73.3% of respondents described themselves as ‘white 
British’, 12.1% from other ethnic backgrounds and 14.7% of the responses did not describe 
an ethnic background. 

 45.7% were in employment or full time education 

 43.1% of the respondents suffered from a ‘long term medical condition’ but 69.8% described 
themselves as not being ‘disabled’ by it 

 12.5% reported that they were a carer 

 Over 71.6% said that they visited the surgery ‘regularly or occasionally’. 12.9% of the 
respondents said they rarely visited the surgery. 

OUR RECEPTIONISTS 

 75.9% of patients were dealt with by a receptionist in surgery, 19.0% were dealt with over 
the telephone. 



 65.5% of patients confirmed the receptionist had used their name when the telephoned the 
surgery and 55.2% of patients responding had noted the receptionist was wearing their name 
badge. 

 98.2% of patients ‘strongly agree/agree’ that they were dealt with promptly by the 
receptionist. 

 97.2% of patients ‘strongly agree/agree’ that the receptionist who dealt with them was 
friendly and approachable. 

 99.1% of patients ‘strongly agree/agree’ that the receptionist who dealt with them appeared 
knowledgeable. 

 97.0% of patients ‘strongly agree/agree’ that the receptionist who dealt with them took 
charge of their issue. (12.9% of patients did not respond to this question. 

 51.5% of patients felt that the receptionist who dealt with their issue needed some support 
from a colleague 

 98.1% of patients were satisfied with the service they had received from the receptionist and 
99.1% described the service as being positive. 

These results indicate that patients are receive an excellent service from our reception team. 

FRIENDS AND FAMILY TEST 

Last year Hospital and Ambulance Trusts started to use the Friends and Family Test to gather 
feedback from patients about their own experience of care they received. From April this 
year, GP surgeries will be expected to start gathering the same type of feedback from 
patients and report findings on a monthly basis. We wanted to carry out a pilot of this new 
test so decided to include the main question from the Friends and Family test along with a 
few supplementary questions. The Friends and Family Test question is ‘How likely are you to 
recommend our Practice to friends and family if they needed similar care or treatment?’ 

 56.9% of patients responded ‘extremely likely’ 

 36.2% of patients responded ‘likely’ 

 3.4% of patients responded with ‘unlikely’ 

 0.9% of patients responded with ‘extremely unlikely’ 

 0.9% of patients responded with ‘did not know’ 

 1.7% of patients did not respond to the question. 

We also asked some supplementary questions. These included: 

 What do we do well? 

 How could we improve? 

In response to the question ‘What do we do well?’ many patients made comments such as; 
‘everything, excellent service’, ‘everything I need’, ‘everything I see looks perfect’, 
‘everything I require’, and ‘everything perfect’. Many patients felt that the Practice was 



responsive in terms of providing access to the clinical team. Amongst other generally positive 
comments patients also said that the found people at the Practice friendly, helpful and 
efficient. 

In response to the question ‘How could we improve?’ many patients made suggestions 
around considering how we can provide better access to the Practice via the telephone, 
moving away from the 0844 number, and dealing with patients who miss their appointment. 

During March we will be finalising preparations to make sure we can make the Friends and 
Family Test available from April 2014. 

MISSED APPOINTMENTS 

 20.7% of patients responded that they had missed an appointment 

 61.2% of patients responded that they had never missed an appointment 

 6.0% of patients could not recall if they had missed an appointment 

 12.1% of patients did not respond to the question ‘Have you ever booked an appointment at 
the surgery that you have failed to attend?’ 

Unfortunately due to low numbers of responses it was difficult to see if there was a 
relationship between the way the appointment was booked and the time between booking it 
before it was missed. 

Most patients had simply forgotten that they had an appointment with the surgery or had 
mixed up the time and date of their appointment. 

The majority of patients who made comments about getting telephone advice were positive 
and expressed appreciation at being able to call to speak to a GP or Nurse. Some patients 
indicated that they no longer needed the appointment but hadn’t called to cancel it. 

PRG CONSULTATIONS AND PROPOSALS FOR ACTION 
PLAN 

In keeping with the preferred style of communication the results of the survey findings were 
shared with the PRG by written correspondence and a copy of the full survey findings were 
made available. Through this medium we also sought their views regarding the survey results 
and therefore were able to form the creation of the Action Plan. 

  

PRACTICE ACTION PLAN PRIORITIES 

Our Receptionists – You said… 

a. 12.4% of patients indicated that the receptionist who dealt with them on the telephone 
hadn’t given their name 

b. 51.5% of receptionists needed some form of support from their colleagues 
c. Some patients expressed being unhappy with their operator call charges when using their 

mobile telephone to book an appointment via our 0844 number 



We did: 

 We will share the results of the survey with our reception team in full 

 We will review our policy regarding telephone call handling and ensure all staff are reminded 
that they are expected to give their name when answering and making calls which involve a 
patient. 

 We will carry out a review in the reception team to identify what training needs might exist. 

Friends and Family Test – You said… 

The patients who answered ‘Neither likely/unlikely’ nor ‘Unlikely’ to the Friends and Family 
Test question had indicated in the subsequent questions that: 

a. The Practice wasn't worker friendly 
b. Telephone calls to the surgery were expensive 
c. Telephone lines were often engaged at key times when patients need to book appointments 

We did: 

 Review how we currently publicise the current extended opening times which we encourage 
working patients to use and see if this needs to be more widely published or made more 
prominent. 

 Review our current service model and consider if we can make sure we are more worker 
friendly. 

 Remind patients that we have had a 0113 telephone number since last April and ensure we 
publicise this more widely. We are also in the process of changing the telephone system 
which will see the 0844 number taken out of operation completely. 

 We will make online appointment booking facilities available during the coming months to 
provide patients with computers and smart phones an alternative to telephoning or calling in 
at the Practice to book appointments. 

 We will consider what provision and systems are available that would assist in reducing 
telephone traffic 

Missed Appointments – You said… 

The patients who declared that they had missed an appointment made a number of 
suggestions on how the Practice could help to ensure they keep their appointments in future. 
The most popular suggestion made in response to this question was for the Practice to send a 
text message reminder. 

We did: 

 Review what options we have available to us to ensure we can comply with the law around 
sending text messages to patients. 

 Identify what systems can support this facility in conjunction with our clinical system. 

 Develop a plan which will ensure we have thought through in full how this can be achieved. 

SUMMARY 

In summary, any business and a doctor’s surgery is not an exception, needs to understand 
and respond to issues raised by the people who use it. The establishment of a Patient 
Reference Group and the completion of a survey questionnaire have allowed us to receive 
comments from patients regarding the operation of the Practice and to identify areas of good 
practice and areas for improvement. We have together developed an Action Plan to address 



the areas of concern and will continue to work with all our patient population and the Patient 
Reference Group to ensure a continuous improvement in services at this Practice. 

 


