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SGP PATIENT PARTICPATION ANNUAL REPORT 2013-2014 
 

A description of the profile of the members 

We have now added another eight members to our patient group.  Currently we have 22 PRG members.  

The group includes 4 male and 18 female members between the ages of 31 to 86 all from different 

background and ethnicities.  

 

We are aware that the profile of the members does not fully represent all groups within the patient 

population and have identified that we need to actively recruit more patients from younger age groups 

and ethnic minorities in order to accurately reflect our patient demographics.  

 
Steps taken to ensure that the PRG is representative of our registered patients 
 
During the current year, in order to recruit further members, we created colourful posters inviting all 
patients to the PRG meeting.  The posters were displayed in the waiting area and on our external notice 
board.  The aim was to draw the attention of those patients who are not regular attenders to the practice, 
but live in the community.  We updated our website and added a dedicated section for PRG and added a 
registration form so that patients could register online.  We also advertised in our quarterly newsletter. 
The clinicians and reception staff continue to encourage patients to attend.  We have leaflets available in 
the waiting rooms and at the reception front desk.   
 
The practice has setup a ‘Virtual Group’ in order to encourage those patients who would like to give their 
views, but may not be able to attend physical meetings.  The group will communicate via the internet and 
post in order to accommodate those who may not have access to a computer.  
 
Patients, who had expressed an interest in joining the group during the year, were contacted by email or 
post and offered further information.  This includes; a leaflet explaining the purpose of the group, the 
ground rules agreed by the group, minutes of our last meeting and an invitation to the next meeting. 
 
Details of steps taken to determine and reach agreement 

In our PRG meeting in December, we confirmed the date for the annual Patient Survey to be conducted.  

A copy of the previous year’s survey was distributed to the group.  We went through the last survey in 

detail and the group suggested questions for the current year.  The group was asked to take the survey 

away and reviewed the questionnaire and if there were any other questions they feel should be asked, 

this should be submitted to the Practice before the agreed date.   

 
The manner in which the practice sought to obtain the views of its registered patients 
 
The survey was widely advertised in the practice, with notices in both waiting areas and at the front desk 
months before the survey was due to commence.  The posters were changed closer to the time to draw 
more attention.  Text message reminders were sent to patients, a message was put on the automated 
check-in machine to catch those patients who had arrived for their appointment but were not using the 
reception desk.  The survey was also available on the practice website.   
 
The reception staff handed out forms to the patients as they presented at the desk.  There was a duty 
receptionist and a representative from the administration team available to offer help to patients who 
required assistance in completing the form.  Clinical staff also had a supply in their consulting rooms and 
offered them to patients opportunistically. 
 
Our housebound patients were sent a questionnaire with an SAE enclosed.   
 
Over the period of three weeks in February, we handed out in excess of 3000 survey questionnaires and 
received 874 completed responses.  
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At our last meeting, we were very pleased to report that the methods suggested by the PRG had 

increased participation in the survey and uptake is improving each year.  We will continue to advertise in 

the same way for the upcoming year. 

At our meeting in March, results of the Patient Survey results were distributed to the group, along with a 

summary breakdown of the ‘free text’ comments that were extracted from the survey.  The ‘free text’ 

comments were put into different sections and each was looked at in detail.  Where questions were 

carried forward from the previous year it was possible to make comparison.   



Page 3 of 14 

PATENT SURVEY RESPONSES AND ACCOMPANYING NOTES 
 

Number of Responses: 874 

 

1. Have you attended the surgery in the last 9 months? 

Yes  83% 
No  16% 
No response  1% 
 

 
 

 
2. How do you normally book your appointment to see a GP at the surgery? 
 

In person  44% 
On-line  10% 
By phone  67% 
Doesn't apply  1% 

 
3. Which of the following methods would you prefer to use to book an appointment at the surgery? 

In person  20% 
On-line  29% 
By phone  49% 
No response  2% 

 

 
 

 
Notes re question 2 & 3:  

 
The telephone remains the most popular way of making appointments.  We are hoping to see more patients 
booking their appointments online using Patient Access.  This portal is available from our website 
(www.somerfordgrovepractice.co.uk), www.patient.co.uk and NHS Choices (www.nhs.uk).  Patients can now 
sign up online without having to visit the surgery.   
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4. Are you aware that you can contact the surgery by phone from 08:00am Monday to Friday? 

Yes  83% 
No  15% 
No response  2% 
 

 
 

Note re question 4: 

We are pleased to have seen an increase in the percentage of patients that are aware that they can contact the 
surgery from 8am, Monday to Friday.  

 

5. Have you used our daily GP Walk-In Surgery in the last year? 

Yes  52% 
No  45% 
No response  3% 
 

 
 

6. Would you use an afternoon GP Walk-In Surgery if it was available? 

Yes  61% 
No  9% 
Maybe  27% 
No response  3% 
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Notes re question 5 & 6:  

 
The walk-in clinics were instigated at the request of patients and with their increasing popularity, 61% of 
patients have shown interest in having an afternoon walk-in.  We will be reviewing the appointment/walk-in 
clinics with a view to offering greater same day access to clinical services.   

 

7. As an alternative to using GP Walk-In Surgeries, would you prefer to be able to book a 'same day 
appointment' using an automated system (ie, without needing to speak to staff)? 

Yes  70% 
No  24% 
No response  6% 

 

 
 
Notes re question 7: 

 
The practice was pleased to see that 70% of our patients would use the automated telephone appointment 
booking system.  This service would be available 24 hrs per day, with an option to speak to a receptionist on the 
telephone during opening hours.   

 

8. Do you know how to contact our 'GP Out of Hours Service' when the surgery is closed? (020 8185 0545) 

Yes  47% 
No  48% 
No response  5% 
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9. In the past 6 months, have you used our 'GP Out of Hours Service' when the surgery was closed? 

Yes, for myself  6% 
Yes, for someone else  4% 
No  84% 
No response  6% 
 

 
 

Notes re question 8 & 9:  
 

Almost half of our patients still do not know how to contact the Out of Hours service when the surgery is closed, 
despite it being advertised in the Practice leaflet/booklet, waiting area, at reception, and on our website.  There 
is also a poster on the external noticeboard.  We will continue to work with the patient group to find new ways of 
informing patients of our services. 

 

10. In the past 6 months, which other local health care services have you used when the surgery is closed? 

Local Pharmacy  37% 
Primary Urgent Care Centre (Homerton Hospital)  8% 
Homerton Accident and Emergency Department  29% 
 
Notes re question 10:  

 
This represents a slight increase in the use of local pharmacies and we hope that further advertising of the 
Pharmacy First scheme will encourage more patients to utilise the skills of their local pharmacy. 
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12. Do you feel confident that you know which types of conditions are appropriate for attendance at the 
Accident and Emergency Department (A&E)? (ie, Do you know when you should you go to A&E - 
instead of using our GP Out of Hours Service?) 

Yes  75% 
No  18% 
No response  7% 

 
Notes re question 11:  

 
Despite 48% of our patients being aware of how to contact the OOH and 75% believing they know what 
conditions are appropriate for A&E, there is still a significant percentage of patients that are attending A&E 
inappropriately.  We will continue to educate patients with leaflets and information in our newsletter and on our 
website.  This is a national, not merely a local issue. 

 

 
 

13. Are you aware of the 'Pharmacy First' service?  This allows you to receive treatment for a range of 
medical conditions directly from the local pharmacy by simply collecting a coupon from our GP 
Reception. 

Yes  29% 
No  66% 
No response  5% 
 

 
 

14. In the last 6 months, have you used the 'Pharmacy First' service? 

Yes  13% 
No  81% 
No response  6% 
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Notes re questions 12 & 13: 
 
Despite having the Pharmacy First service in the practice for almost ten years 66% of our patients are still not 
aware of it, only 13% of the patients who responded to the survey have used it in the last six months.  As 
suggested by our patient group we will be promoting the service on our website and in the reception waiting 
area.  

 

15. Would you like to receive NORMAL test results by text message (SMS)? 

Yes  69% 
No  25% 
No response  6% 
 

 
 

16. Would you like to receive NORMAL test results by email? 

Yes  54% 
No  40% 
No response  6% 
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Note re question 14 & 15: 
 
69% of patients would like to receive normal test results via text messaging.  Currently, we have mobile contact 
numbers for just under 75% of our registered patients.  Offering this service will help to reduce the need for 
patients to telephone the practice and means that they can receive their results much quicker.   
 
Unfortunately, many patients fail to notify the practice when they change their contact numbers.  It is extremely 
important that we hold up to date contact details for all our patients. 
 
Over the last few years the practice collated email addresses for all newly registered patients, however when 
we changed our clinical system, this information did not transfer.  We are therefore now opportunistically 
collecting email addresses.   

 
17. If the Practice had a generic email address to which you could send non-urgent enquiries (response 

within one working week), would you be likely to use this facility? 

Yes  51% 
No  40% 
No response  9% 
 

 
 
Notes re question 16: 
 
The practice would like to offer this service to patients but there are concerns that the email address will be 
used for urgent requests and may become inundated with messages.  It would need to be checked regularly 
throughout the day and closely monitored and managed by a senior member of staff.  The practice will be doing 
a pilot in April 2014 to assess the feasibility of providing this type of access. 

 
18. How satisfied are you with the cleanliness of the Waiting Rooms? 

Very satisfied  40% 
Satisfied  51% 
Dissatisfied  1% 
Very dissatisfied  0% 
No response  8% 
 

 



Page 10 of 14 

 
Notes re question 17: 
 
The patients are generally satisfied with the cleanliness of the waiting area.  Patients have reported that the 
leaflets are easily accessible to children.  It was suggested that the practice should put a notice to parents 
asking them to supervise their children in the waiting area and store leaflets on wall shelves.  
 

19. Have you seen our website? www.somerfordgrovepractice.co.uk 

Yes  43% 
No  48% 
No response  9% 
 
 

 
 
Notes re question 18: 
 
Only 43% of patients who participated in the survey had seen the website.  We will continue to promote the 
website to patients.  Following suggestions from the PRG, it was recently updated and is much easier to 
navigate.  It has lots of information on the services we provide and other health related issues.  

 

20. Last year we asked if patients would be interested in volunteering at the practice.  This would require 
undertaking a Criminal Records Check (at the expense of the Practice).  Would be interested in getting 
involved in any of the following? (tick all that apply) 

Helping patients to fill in forms (eg, Registration Forms) 16% 
Help with Patient Surveys 14% 
Collecting Health Promotion Data from patients 12% 
Distributing Health Promotion Information to patients 12% 
 
Notes re question 19: 

A total of 54% of patients would be interested in volunteering at the Practice.  We have already recruited a 

member of the PRG to work with us on a new improvement initiative that we are undertaking.  This two-year 

programme, called Productive General Practice (PGP), looks at all aspects of our systems, services, staffing, 

patient involvement, etc. 

21. Would you recommend Somerford Grove Practice to someone who has just moved into the area? 

Yes  82% 
Not sure  9% 
No  3% 
No response  6% 
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Notes re question 20: 

We are delighted that 82% of patients would recommend the Practice to someone who had just moved into 

the area.  We will continue to work with the patient group to improve the services we provide. 

 

ISSUES ARISING FROM THE PATIENTS ‘FREE TEXT’ COMMENTS ON THE SURVEY 

Appointment System  

It would appear from the patients’ comments that they are still finding it difficult to access appointments.    

We currently have information on how to book an appointment in our Practice Booklet, Surgery Times 

leaflet, on our website and a simple explanatory sheet.  We will continue to give out the ‘How do I get an 

appointment’ leaflet to all newly registered patients and also have it available in the waiting area.   

The practice has purchased a new automated telephone booking system that will allow patients easier 

access to appointments.  Patients will be able to book, check or cancel their appointments.  It will be 

available 24hrs per day and can take up to eight calls simultaneously.  This will be made available for 

patients to use in April 2014 and we are hoping this will help to improve access.  Patients using both this 

new telephone system and our on-line booking facility, can get instant access to any cancelled 

appointments.  The GP appointments available on-line and through the automated telephone system are 

exactly the same as those available to the reception staff. 

Patients can now register to book their appointments online without attending the surgery.  This service 

is called Patient Access.  This portal can be accessed via patient.co.uk, NHS Choices and the practice 

website (somerfordgrovepractice.co.uk).  Patients who have a smart phone can download the patient 

access app free from the App store.  Once registered, you will only be able to book one appointment.  

You must bring in proof of ID when you attend your appointment so that reception can fully accept your 

registration.  If you do not, you will be unable to access the available services.   

Some patients felt they have to wait too long to see a GP.  The appointments for the GPs are available 

three weeks in advance.  The practice has a very high rate of patients who fail to attend their booked 

appointment (DNAs), this is despite sending SMS appointment reminders and having a 24hr dedicated 

cancellation line available for patients.  The practice have now introduced a new text back service, this 

allows patients to cancel their appointment by texting the word ‘cancel’ when they received their 

appointment reminder text.  This will automatically cancel the appointment in our clinical system.   

In the last 12 months, 2,633 patients failed to attend their booked GP appointment.  Our patient group 

joins us in asking ALL patients to be mindful of the needs of others, and not waste valuable appointment 

slots. 
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Although the GP walk-in clinic is very popular, patients have complained about queuing up outside in the 

cold/rain when they are unwell.  After discussing with the patient group, we will be looking at alternative 

ways of offering same day access to clinical services.   

In addition to the current Turkish speaking Advocate, there was a request for a Turkish receptionist.  This 

has been tried in the past and she was bombarded with requests to such a degree that it became so 

stressful she had to leave.  We do not have the resources to provide staff that speak all the various 

languages of our patient population, but we do use telephone interpreters when required. 

Patients have commented about having specific times for GPs to do home visits.  The home visits are 

usually done after morning surgery depending on the urgency.  If the request is urgent, the patient will be 

visited by the duty doctor as soon as possible.  The majority of visits are done between 13:30 & 15:30 

and the GP will call the patient before visiting.   

Telephone  

We received a total of 263 negative comments about the telephone system and only one positive 

comment.  We are hoping that with the new automated telephone appointment system, this would free 

up the telephone lines for reception to deal with other enquiries.   

We have a dedicated person employed specifically to take phone calls away from the front desk, but due 

to a constant increase in demand, this has not been as effective as it was in the past.   

The telephone system is owned by the landlord (NHS Properties) and covers several health facilities in 

the area.  We are limited to what we can actually change, and it does not have a queuing facility.  The 

old phone system had a queuing function, but at that time patients complained that they were queuing for 

some time and would prefer to have a system where if it was busy, they would get an engaged tone. The 

cost of holding was also an issue especially if they were holding for long periods of time on a mobile 

phone. 

Staff 

We received a total of 99 comments regarding staff, 74 of which were positive and 24 negative.  The 

patient group did not all agree with the negative comments made, however, as part of ongoing training, 

the comments made will be looked at in detail at our monthly team meetings.  We will also be conducting 

further staff training on handling difficult encounters and communication skills.   

General Comments / Suggestions  

Waiting Room  

We have received numerous amounts of comments about the building.  Unfortunately, we are tenants 

and cannot physically make any internal or external changes without the approval of the landlord.  We 

are hoping that there will be some cosmetic improvements over the coming year. 

Although some patients find the music in the waiting area irritating, it does have a purpose.  The clinical 

rooms are not sound proof, the music aids confidentiality in the rooms especially at quiet times.  The 

practice has purchased a Tuner as suggested by the patient group, but we still need to get permission to 

install an external aerial.   

Due to Health and Safety we cannot have toys in the waiting area, unless they are disinfected each time 

someone uses them and we do not have the resources for this.  In the past, when we provided child 

friendly furniture, it was stolen within a few weeks.  We do recommend that parents bring a book or toy to 

keep their child occupied when visiting the surgery.   
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A number of patients commented that the waiting area was stuffy and there is no air circulating.  We 

recently had the electricians come out to look at the air conditioning system, but have not had a report 

back from them.  Depending on the problem, we are hoping to have it working by the summer.  In the 

milder weather, we usually open the french windows to the patio area, but we cannot do so in the winter. 

We have a problem with our health information leaflets being ripped and thrown all over the floor by 

children (and occasionally by those who are old enough to know better).  As suggested by the patient 

group, we will be displaying the information leaflets on racks which will hopefully enable parents to 

ensure their children are not abusing them.  

Building  

Our toilets are constantly being vandalised by users which can make it unpleasant for some of our 

patients to use.  Our cleaners are employed by our landlords and are here from 05:30 – 12:30 every day, 

after which they are not available until the following morning.  A member of our staff meets with their 

supervisor every month to report any problems/issues identified with the cleaning of the building.   

A patient commented that our disabled toilet in not accessible to all wheelchair users.  We have raised 

this with our landlords and hope that they will be able to make appropriate adjustments. 

Several patients asked about progress on the new building programme.  The practice are extremely 

disappointed that after over 7 years of negotiation and planning, the changes within the NHS has meant 

that the funding for our new building is no longer available.  We will continue to be vigilant for any 

opportunities to develop new premises, but are not optimistic that this will happen in the near future. 

Patients have commented that sometimes the queue at the front desk is quite long.  In order to keep the 

queue to a minimum, we try to encourage patients to use the automated system to check-in for their 

appointment.  Reception staff will also ask if there are patients who are just picking up their prescriptions 

or letters.  We do our best to deal with patients as quickly as possible, but some queries take much than 

others.  We aim to give an efficient service to meet the needs of our patients, and regularly review our 

systems and protocols. 

Some patients felt they would like us to install CCTV inside the building.  We do not feel this is 

appropriate and could be seen as a breach of confidentiality. 

Administration  

Some patients commented that they do not feel that reception staff should be asking the purpose of their 

appointment.  In order to ensure that patients are booked into the correct clinic for the Nurse/HCA, 

reception staff need to know the reason for your appointment, as different nurses have different skills and 

specialities and some procedures require a double appointment.  Reception staff have a checklist of 

‘reasons to see the nurse’ at the front desk from which a patient can select the service they require.  If 

you would like to speak to a receptionist in private, please request this when you approach the desk.  

Also, if a patient requests to be seen urgently or feels they need a home visit, the GPs have asked that 

the reception staff make a note of the reason for the request, so that they can prioritise their patient 

messages.  All staff are fully trained in Information Governance, and all information taken is treated 

appropriately.  

75% of our patients who completed the survey said that they are aware of which medical conditions are 

appropriate to A&E, but this does not seem to be the case, as a high percentage of our patients have 

attended A&E inappropriately.  We will continue to educate our patients by putting information in our 

newsletters, provide leaflets and posters in the waiting area.  It appears that a minority of patients forget 

that A&E stands for ‘Accident and Emergency’ NOT ‘All and Everything’. 
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Historically, patients were registered with a named GP, however now they are registered with the 

practice.  Some patients felt they preferred the old system, but they can choose to see any of the 

doctors, except when they are requesting urgent treatment, in which case it will be the allocated Duty GP 

who deals with their request.   

There was a feeling from some respondents that the practice were deregistering patients just because 

they had not seen them recently.  This is not the case.  Patients who have notified us that they are 

moving outside the practice area, are given four weeks to find a new GP.  We do not under any 

circumstances deregister patients for inactivity.  However, if NHS Shared Business Service has written to 

you and you fail to acknowledge the letter, or if the letter was returned undelivered, they will send us a 

request for you to be deregistered.  Failure to acknowledge letters from the NHS (or the practice) may 

result in deregistration from the practice.  Letters include; cervical screening, breast screening, bowel 

screening, query address, etc… 

ACTION PRIORITIES AGREED WITH THE GROUP 

1. Turn on the new Automated Telephone Booking system in April. 

2. Review the appointment system with a view to revising the walk-in clinics. 

3. Pilot offering some nurse appointments on the on-line booking system. 

4. Use the back of the appointment slip to inform patients about Pharmacy First. 

5. Advertise the Pharmacy First service on the practice website and put posters in the waiting area. 

6. Remove leaflets from the desk and display them out of the reach of children. 

7. Ask NHS Properties to review the disabled toilet facility and the broken air conditioning unit in the 

main waiting area. 

8. Display a large and very direct DNA poster to highlight the problem of missed appointments.  

Since these priorities were agreed, the practice has updated the appointment text reminder messages to 
enable appointments to be cancelled using a text back message. 

PLEASE NOTE: 

The Practice is open from 08:30 – 18:30 Monday, Tuesday, Wednesday and Friday and on Thursday 

from 08:30 – 12:30 we close for staff training and reopen at 15:30 – 18:30.  On some weeks we close for 

the whole of the Thursday afternoon and this is always advertised in advance via posters in the surgery 

and on the website.  The reception staff are available on the telephone from 08:00  weekday mornings.  

Please find appended to this report copies of our latest: 

 Action Plan (2013-2014) 

 Action Plan (2014-2015) 

 Practice Leaflet 

 Surgery Times Leaflet  

 How To Get An Appointment Leaflet 

We would like to say a big thank you to all of the PRG members who took time out of their busy 

schedules to attend meetings and give their support to us during the year.  We look forward to working 

with them in the upcoming year. 

Thank you for reading our survey results and report. 

 


