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Parkbury House Surgery  
 Opening Hours  

Monday 08.30 - 19.30  

Tuesday 08.30 - 18.30 

Wednesday 08.30 - 18.30 

Thursday 08.30 - 19.30  

Friday 08.30 - 18.30 

Saturday 08.00 - 11.15 (pre- booked GP and nurse appointments 
only until 11am) 

Sunday Closed 

On-site Pharmacy 
Opening Hours 

Monday to Friday 7.00am-10.00pm 
 

Saturday 9.00am-10.00pm 
 

Sunday 9.00am-9.pm 
 

 
 
 

Out of Hours 
 

For medical assistance or advice when we are closed please call 
Out of Hours Service on 111. 
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1. Introduction and Background 
 

Parkbury House Surgery is a 500 square metre, Disability Discrimination Act (DDA) 
compliant training practice located in the town Centre of St Albans with onsite limited 
staff and patient parking spaces.  Our Practice ethos is to strive towards a 
partnership between patients and health professionals based on the following key 
facets: 

Mutual Respect 

We endeavour to treat our patients with dignity, respect and honesty; everyone at 
Parkbury House is committed to deliver an excellent service.  We ask our patients to 
highlight any discrepancies to ensure to we offer the same commitment in return. 

 ‘Holistic’ Care 

We treat ‘patients’ and illnesses. This means that we are equally interested in the 
physical, psychological and social aspects of individual care. 

Continuity of Care and the ‘Therapeutic relationship’ 

Building and maintaining a strong relationship between doctors, health professionals, 
and patients is essential to the way we work. This is especially so in the 
management of ongoing problems or long-term illness. In these circumstances we 
would encourage patients to continue seeing the same health professional and 
wherever possible we will facilitate this through our appointments system. However, 
if patients have a new problem, the doctor or nurse that they normally see is not 
available, or any patient would like to see someone else then we would encourage 
patients to see any of the doctors or nurses at the practice. 

 Learning and Training 

We have been a training practice for many years and are committed to the training of 
doctors and nurses all of whom are closely supervised. We believe in “life-long 
learning” and all the health professionals here and administrative staff undergoes an 
annual appraisal where learning and development needs are identified. We also 
recognise the benefit of supported learning for our patients and families in enhancing 
our patients’ ability to manage and deal with both ‘self-limiting’ and long-term 
illnesses. 

Currently the Practice has 14 doctors (9 partners), 5 registrars, 1 Nurse Practitioner 
and 8 nurses and 32 management and administrative staff.  
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1.1 Demographic Profile of Current Registered Patients  
 
Currently the Practice has a total of 18,184 registered patients. Figure 1 shows 23% 
of the registered population is under the age of 18 years. Of the registered 
population, 6% are in the age group of 18 and 24 years, 15% are between 25 and 34 
years, 17% are between 35 and 44 years, 14% are between 45-54 years, 12% 
amongst 55 and 64 years, 7% between 65-74 years, and finally 2% are above 85 
years or over. 
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Figure 2 shows that 50% of the registered population are female and 50% are male.  
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Figure 3 shows majority of the population are white British (69%). Nineteen percent 

are from other White and 2% are White Irish.  Other 10% are from different ethnic 

background. 
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2. Patient Participation Directed Enhanced Service (DES) 

The purpose of the Patient Participation DES is to ensure that patients are involved 
in decisions about the range and quality of services provided. The DES aims to 
promote the proactive engagement of patients through the use of effective Patient 
Reference Group (PRG) and to seek views from practice patients through the use of 
local practice survey.  

In order to support the implementation of the Patient Participation Directed 
Enhanced Service (DES), the Practice has been continuing to take initiatives to 
facilitate the process of establishing its Patient Reference Group (PRG) as well as 
conducting its Practice surveys. Accordingly the Practice has completed its 1st 
Practice survey 2011-12 and 2nd Practice survey 2012-13.  Subsequently, the 
Practice has completed its 3rd Practice survey 2013-14. The following sections 
describe the process and outcomes of conducting the Practice survey. 

2.1 Establishing Patient Reference Group (PRG) 
 
As at 31 January 2014, The Practice’s Patient Reference Group (PRG) consists of 
19 patients among which 47% is female and 53% is male (figure 4).  

Figure 4
Patient Reference Group (PRG) Profile- Gender

Male
53%

Female
47%

 
Figure 5 shows, one-third (33%) of the PRG members are between 55 and 64 years, 
28% are between 45 and 54 years, 17% are from the age group of 65-74 years, 17% 
are over the age of 75 years and about 5% are between 35 and 44 years. There is 
no representation from under 18 and 18 to 34 age group. The Practice also has a 
virtual patient participation group. 
 

mailto:parkburyhouse.info@nhs.net
http://www.parkburyhouse.nhs.uk/


6 
  

Parkbury House Surgery, St Peters Street, St Albans, Hertfordshire, AL1 3HD 
Tel: (01727) 851 589; Fax: (01727) 854 372 

parkburyhouse.info@nhs.net; www.parkburyhouse.nhs.uk 

 
 

 
 

 

Figure 5
Patient Reference Group (PRG) Profile- Age Group
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In order to establish and involve the PRG, the Practice has been coordinating with 
the PRG Chairperson. The Chairperson has written a report on the involvement and 
achievement of the PRG which is appended as Appendix 1. The Terms of Reference 
(ToR) of the PRG is appended as Appendix 2.  Meetings have been held between 
the active PRG members and the Practice management on a regular basis. The 
minutes of the PRG meetings are appended as Appendix 3.  
 
As agreed with the Practice Management, the PRG members have organised to 
display photos of active PRG members as well as information regarding PRG in the 
Practice. The PRG members have also developed their own leaflet which is also in 
display at the Practice. In addition, the Practice has recently launched a new website 
which contains information about PRG.  
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2.2 Identifying Priority areas of concerns by Patient Reference 
Group (PRG): 

 
A discussion meeting was held with the PRG members during December 2013 
(Appendix 4) to decide on the areas of concerns and the process of conducting 
the 3rd Practice survey. The priority areas were discussed with PRG 
representatives and it was decided to conduct a survey focusing on the following 
areas: 

o Parkbury House surgery in regards to accessibility, reception and 
cleanliness. 

o Contacting Parkbury House by telephone. 
o Booking a doctor’s appointment over the telephone. 
o Seeing the doctor of preference 
o Experience in seeing a doctor at the surgery 
o Experience seeing a Practice Nurse at the surgery. 
o Waiting time. 
o Overall Satisfaction. 

2.3 Conducting the 3rd Practice Survey, the process and 
agreeing with PRG. 

 
 A draft survey questionnaire was developed by the PRG representatives 

focusing on the areas mentioned in the previous section. The survey 
questionnaire was subsequently agreed and finalised (Appendix 5).  

 As agreed with the PRG members, the 3rd Practice survey was conducted 
through distributing 500 questionnaires to patients attending the Practice 
between 24th January and 14 February 2014. 

 The reception staff members were responsible to distribute the questionnaire 
to patients.  

 Information was displayed on notice board, plasma screen and at reception 
about the patient survey. 

 A drop box was made available at reception to collect completed 
questionnaires.  

 The data entry and analysis was completed during the latter half of February 
2014. 
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3. Practice Survey Results 
 
In total 500 questionnaires were distributed to patients attending the Practice 
between 24 January and 14 February 2014 (inclusive). In total 336 patients 
completed the survey questionnaires. 
 

3.1 Demographic profile of respondents 
 
Based on the responses from 315 patients, 66% of the respondents are female and 
34% are male (Figure 7). 
 

 
 
Figure 8 shows that among 322 responses received, highest proportion of the 
respondents are in the age group of 35 to 44 years (21%). Two percent of the 
respondents are from the age group of 85 or over. Sixteen percent of the 
respondents are in the age group of 25-34 and similar proportion are from the age 
group of 55 to 64 years. Fifteen percent of the respondents are in the age group of 
65-74 years. 
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Twelve percent of the respondents are in the age group of 75 to 84 years and only 
4% of the respondents are in the age group of 18 to 24 years.  The age bands of the 
survey respondents are more or less similar to the age groups of the Practice 
population which indicates that the survey respondents are well representative of the 
population registered under the Practice. 
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3.2 Patient Responses about Parkbury House Surgery and its 
Reception 

3.2.1 Patients responses about Practice accessibility  
 
In total 334 patients responded to the question ‘How do you find the accessibility into 
the building at Parkbury House Surgery?’ Figure 10 shows that majority (67%) of the 
respondents found the accessibility into the building very easy and 23% of the 
respondents the accessibility is fairly easy.   

 
 
On the other hand, according to 7% and 3% of the respondents the accessibility to 

Practice was not very easy and not at all easy respectively. Following are the 

comments/suggestion from patients regarding accessibility to the Practice: 

 Front doors no longer open automatically. Very tricky with a buggy.  

 I do not like your double door entry with the automatic second door. I feel 

unstable as I have to manoeuver to allow it to open. 

 Accessibility into the building not at all easy for my disabled mother -slopes 

both sides would be great. 
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3.2.2 Patients responses about others hearing their conversation 
at reception  

 
In total 334 patients responded to the question related to overhearing by other 
patients while talking to the receptionist and how they feel about this. 

Figure 11 shows that a majority (87%) of the respondents mentioned that others can 
overhear their conversation at reception area of which 72% did not mind but 15% of 
the respondents were not happy about it which is evident from the following from a 
patient’s comment. 
 
‘‘I do not mind patients overhear what I say except on one or two occasions when I 
needed to mention something personal’’. 
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3.2.3. Patients responses about receptionist helpfulness 
 
In response to the question ‘How helpful do you find the receptionists at Parkbury 
House Surgery? , in total 330 patients responded of which the majority (70%) of 
them mentioned that the receptionists are very helpful and 27% of them the 
receptionists were fairly helpful.  
 

 
On the other hand, only 3 % of the respondents found the receptionists to be not 

very helpful and none of the respondents found the receptionists to be not at all 

helpful (figure 12). Following are the comments/suggestion from patients regarding 

accessibility to the Practice: 

 Excellent reception team! 

 Receptionists are excellent, professional & kind. 

 Have always received prompt and useful treatment from reception. 

 It would be nice to be greeted with a smile at reception.  

 Reception staff sometimes bit stressed, not managing queries & 

number of patients very well, would like them to take control, marshal 

us, so they themselves feel less stressed. 

 The receptionists are fairly helpful depends who you speak to. 

 More customer focus training for reception staff.  
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3.3 Patients responses about cleanliness of the Practice 
 
In total 333 patients responded to the question ‘How clean is the surgery?’ Figure 13 

shows majority (66%) and 31% of them found the surgery very clean and fairly clean 

respectively. On the other hand only 1 % of the responded found the surgery not 

very clean. Two percent of the responded did not know about the cleanliness of the 

surgery. 
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3.4 Contacting Parkbury House Surgery by telephone 

3.4.1 Patients responses about getting through telephone  
 
In total 319 patients responded to the question ‘How easy have you found getting 

through on telephone?’ Figure 14 shows that 87% responded that getting through to 

the surgery through telephone is either very easy (46%) or fairly easy (41%). 

 

While 9% responded it is either not easy (7%) or not at all easy (2%), and 4% never 

tried to contact the surgery over phone. 
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3.4.2 Patients responses about speaking to a doctor on the 
telephone  

 

In total 315 patients responded to the question ‘How easy have you found speaking 

to doctor on the telephone?’  Figure 15 shows that majority (53%) of the respondents 

found it very easy speaking to a doctor on the telephone and 32% of them found it 

fairly easy. On the other hand, 4% and 3 % of the respondents found it not very easy 

and not at all easy respectively speaking to a doctor on the telephone. Six percent of 

the respondents did not try and 2% of them did not know it was available 
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3.4.3 Patients responses about speaking to a nurse on the 
telephone  

 
Figure 16 shows that total 304 patients responded to the question ‘How easy have 

you found speaking to nurse on the telephone?’  The results shows majority (45%) of 

the respondents did not try to speak to a nurse and 19% of them did not know in this 

regards. 

On the other hand, 31% said it was very easy (18%) or fairly easy (13%) to speak to 
a nurse over the telephone. Two percent and 3% of the respondents found it not very 
easy and not at all easy to speak to a nurse respectively.  
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3.4.4 Patients responses about getting tests results on the 
telephone  

 
In total 304 patients responded to the question ‘How easy have you found getting 

test results over the telephone? Figure 17 shows that about 60% of the respondents 

either have not tried (39%) or do not know (21%) about getting test results over 

telephone. Around 34% said it is very easy (18%) or fairly easy (16%) to get test 

results over the phone. Six percent of respondents also reported that this is not at all 

easy (2%) or not very easy (4%) to get tests results over the telephone.  
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3.4.5 Patients responses about booking a doctor’s appointment 
over telephone 

 
In total 311 patients responded to the question ‘How easy have you found to 
book a doctor’s appointment over telephone? The results shows (Figure 18), 8% 

of the respondents either do not know or have tried to book an appointment with 
a doctor over telephone. A large proportion (78%) reported that either it was very 
easy (46%) or fairly easy (32%) to book a doctor’s appointment over the phone.  
A substantial proportion (14%) also reported it is not very easy (8%) or not at all 
easy (6%) to do the same. 
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Following are comments stated by some of the respondents regarding 
contacting Parkbury House surgery on telephone 
 
 Hard to get continuity with doctors with telephone system. 

 Phone calls from the duty doctor could be timed at least to within a one hour 

window. Twice I have had to sit indoors awaiting almost whole day. 

 If tests results have arrived- notification to phone in and find out or make 

necessary appointment 

 To be given a time when the doctor/nurse will call back as difficult to have 

phone calls at work due to meetings e.g. doctor/nurse will call back during this 

half hour slot. 

3.4.6 Patients responses about able to seeing a doctor on the 
same day or in the next 2 weekdays 

 
In total 311 patients responded to the question ‘Were you able to see a doctor on 
the same day or in the next 2 weekdays that the surgery was open?’  

Figures 19 shows, majority (81%) of the respondents were able to see the doctor 
on the same day or in the next 2 weekdays and 11% of them responded no to 
the question and 8% respondents could not remember. 
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3.4.7 Patients responses about reasons why they were unable to a 
doctor on the same day or in the next 2 weekdays 

 
In total 70 patients responded to the question ‘If you could not be seen within the 
next 2 weekdays while the surgery was open, why? Figure 20 shows the main 
reasons given respondents about why they were not be able to see the doctor on 
same day or next two days which shows that was there were no appointment 
available (60%).  

 
 
Eleven percent of the total 70 responded reported the reason to be the time 
offered did not suit them, 3% reported they were offered to see the nurse but 
wanted to see the doctor, 19% were unable to recall and 7% cited other reasons. 
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3.5 Waiting time at Parkbury House Surgery 

3.5.1 Patients responses about waiting time 
 
In total 310 patients responded to the question ‘How long after your booked 
appointment time do you normally wait to be seen? The results shows (figure 21) 
that only 7% reported they were seen on time and 13% were seen within 5 minutes. 

There was 5-15 minutes delay for the appointment in 56% cases, 16-30 minutes 
delay for 16% respondents, 6% waited more than 30 minutes and 2% could not 
remember. 
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3.5.2 Patients responses about their feeling about waiting time 
 
In total 312 patients expressed in response to the question ‘How do you feel about 
how long you normally have to wait?  

 
Figure 22 shows that 75% felt the waiting time as reasonable, 10% reported they did 
not wait, 10% reported that the waiting time to be unreasonable and 5% had no 
opinion. The following are the comments/suggestions mentioned by patients 
 

 Please improve the waiting time. It is very difficult to wait for an appointment 
with a 3 year old especially if it is a 30-40 min delay. 

 If the wait is going to be more than say 15 minutes it would be appreciated if 
the doctor would alert us when they call each patient. 

 Some of the doctors are less timely than others- at times I have had to wait 40 
minutes. 
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3.6 Patients responses about seeing a doctor of choice 

3.6.1 Patients preference to see a particular doctor 
 
In total 307 patients responded to the question ‘Is there a particular doctor you prefer 
to see at Parkbury House surgery?  

Figure 23 shows about half (52%) have preference to see a particular doctor while 
the rest have no preference. 
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3.6.2 Frequency of seeing a doctor of choice by patients 
 
In total 180 patients responded to the question ‘How often do you see the doctor you 
prefer? Figure 24 shows one-third of the respondents who preferred to see a doctor 

of choice were always or almost always able to see the same doctor and 22% could 
also see the doctor of choice a lot of the time. One-third were able to see the doctor 
of choice some of the time and 11% never or almost never able to see the doctor of 
choice. 
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3.7 Experience in seeing a doctor at Parkbury House Surgery 
 
Figure 25 shows patients responses to the question ‘Last time you saw a doctor at 
the surgery how good was the doctor at each of the following area? 
 

 Giving you enough time 

 Asking about your symptoms 

 Listening 

 Explaining tests and treatments 

 Involving you in decision about 
your care 

 Treating you with care and 
concern 

 Taking your problem seriously 

 

Figure 25 shows that in most topics the majority of the respondents experience in 
seeing a doctor was either very good or good.  
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3.8 Seeing a nurse at Parkbury House Surgery 
 
Figure 26 shows among 311 respondents 59 % were seen by a nurse in the past 6 
months. 
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Figure 27 shows patients responses to the question ‘Last time you saw a nurse at 
the surgery how good was the nurse at each of the following area? 
 

 Giving you enough time 

 Asking about your symptoms 

 Listening 

 Explaining tests and treatments 

 Involving you in decision about 

your care 

 Treating you with care and 
concern 

 Taking your problem seriously 

 
Figure 27 shows that most of the respondents’ experience of seeing a nurse was 
either very good or good. 
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Following are the comments/suggestions stated by the respondents regarding 
doctors and nurses 
 

 I feel well cared for by the doctors and nurses most of the time over the years 

and have become stable with your help, care and patience.  

 I find the doctors, nurses & reception staff, empathetic, helpful, warm and very 

efficient 

 The doctors have time and patience when I am struggling to communicate, for 

this reason I would recommend 

 I feel well cared for by the doctors and nurses most of the time over the years 

and have become stable with your help, care and patience. I hope I will 

continue to understand the system to remain happy and have the quality of life 

I am thankful for. 

 The nursing system is very good and reassuring. 

 I would very much prefer to see the same doctor for continuity but have never 

had the opportunity.  

 Frustrating not to have a regular doctor with knowledge of personal medical 

history. 

 It is very difficult to see your own doctor when you want to and you cannot 

always wait any longer. 

 A few of the doctors are not good enough at  listening, caring, explaining 

 Listening depends on which doctor seen 

 Some of the doctors are less timely than others - at times I have had to wait 

40 minutes. The nurse however is particularly good. 
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3.9 Overall satisfaction level  

 
On the topic of variety of services provided by Parkbury House surgery, figure 28 
shows, among 318 respondents 94% rated the services to be very good or good. 
Only 1 % rated the variety of services provided as poor and 5% of the responded 
stated the services to be either good or poor.  
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On the topic of overall care provided by Parkbury House surgery, figure 29 shows 

that out of 322 respondents about 97% of stated that they were either very satisfied 

(68%) or fairly satisfied (29%) with the care provided. Three percent were either fairly 

dissatisfied or neither satisfied or dissatisfied with care provided. 
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Following are few comments/suggestion stated by the patients regarding 
services and care provided by Parkbury House surgery 
 

 This surgery is doing a fantastic job! 
 The best surgery I have ever been to by far and I have recommended you to 

several friends and family. 
 I think the telephone triage system is excellent and if patients use it properly 

those that need to see a doctor will see a doctor. 
 I am very happy that acupuncture is on offer at this surgery. 
 When my 14 month old has been ill they have seen him the same day 
 Could really do with re-decorating. But otherwise -excellent service! 
 Not aware of services need to advertise more what’s available. 
 Never seen same person twice but do like new telephone booking system and 

speaking to a doctor. 
 I think it is good you can get appointment on the same day, but sometimes 

waiting to see same doctor would be preferable. 
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3.10 Recommending Parkbury House surgery to a friend or family 
member 

 
Figure 30 shows that among 312 respondents majority (87%) of them will 
recommend to a friend or a family member to join Parkbury House surgery. 
 

 
 
On the other hand, 7% replied may be,  3 % were not sure and 2% will probably not 
recommend and 1 % did not know.  
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Following are the reasons why respondents stated that they may be/not 
sure/probably will not recommend Parkbury House Surgery to a friend or 
family member  
 

 Do not like having to explain the problem to receptionists.  

 Very hard to see the doctor you want. 

 Getting to see a doctor of choice.  

 I think the practice is grown too big. 

 Waiting times often too long.  

 No option offered to see same doctor. Sometimes have to wait a few days to 
be seen. 

 Not very happy with the level of care given to older people 

 My husband would move to this surgery if you had a nurse that takes blood 
tests that can be booked. He has to have regular blood test for his medication 
and does not wants to go to St Albans hospital and stand wait. 

 Parking is very difficult.  
 

3.11 Patients recommendation to consider additional services 
 
The following additional services were recommended to Parkbury House 
surgery were stated by the respondents  
 

 X-ray or scan facilities 

 Blood tests for children. 

 Chiropodist 

 Everyday blood taking. 

 Late night/After work 
appointments 

 Phlebotomy service. 

 Pain relief clinic.  

 More care, support and services 
for elderly housebound patients. 

 Tea and coffee bar. 

 WiFi access. 

 Drinking water in the waiting 
room and tissues. 
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4. Discussion 
 
Annually, GP patient surveys are carried out at national level. As a part of the 
national level GP patient surveys, the following key indicators are used to measure 
patient satisfaction level based on which the GP surgeries are ranked both nationally 
as well as within the respective counties.  The core indicators are as follows: 
 

 Ease of getting through on the 

phone; 

 Able to get an appointment to 

see or speak to someone; 

 Overall experience on making 

an appointment; 

 Satisfaction with opening hours; 

and 

 Overall experience of GP 

surgery. 

 
 

 
Over the years Parkbury House surgery has taken strides to improve its ranking 
status both at national level surveys as well as with in Hertfordshire. Nationally, 
Parkbury House surgery was ranked at number 7800 out of a total of 8162 surgeries 
in 2011-12 survey result which also shows that Parkbury House surgery has made 
considerable improvement as it was ranked at 5311.  
 
During the same period the Herts Valleys Clinical Commissioning Group (CCG) 
survey results shows that Parkbury House Surgery’s ranking improved by 28 position 
from 110 to 82 out of a total of 132 GP surgeries in Hertfordshire.  
 
The NHS England conducted a survey run by survey specialist Ipsos MORI to 
assess patients’ experiences of local NHS services. The data was collected during 
January-March 2013 and July-September 2013 based on 291 respondents. The 
following section assesses the status of the recent Practice Patient survey results in 
contrast to the NHS England survey results against some common key indicators: 
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Receptionist Helpfulness 
 
Table 1 shows the percentage of the respondents from the recent Practice patient 
survey were higher (97%) than the NHS England (82%) survey findings with regards 
to helpfulness of the reception staff.  
 
In both surveys the percentages of responses were exactly the same (7%) regarding 

the receptionists to be ‘not very helpful’. According to the Practice survey, there were 
no responses regarding the reception staff to be ‘not at all helpful’  while 5% of the 
responded from the NHS England survey found the receptionist to be ‘not at all 
helpful’. 
 

In the reception area, other patients can overhear patients’ 
conversation with reception staff: 
 
Table 2 shows that 91% of the respondents from the NHS England and 87% of the 
respondents from the Practice patient survey stated that others were able to hear 
their conversation with the reception staff.  
 

Table 2 Overhearing Patients’ Conversation with Receptionist 

Indicator: In the reception 
area can other patients 
overhear what you say to 
the receptionist? 

NHS England survey 
Dec 2013 (total 292 
respondents) 

Parkbury House Patient 
survey Jan – Feb 2014 (total 
334 respondents) 
 

Yes, but I don't mind  63% 72% 

Yes, and I'm not happy about 
it   

28% 15% 

No, other patients can't 
overhear  

1% 5% 

Don't know   8% 8% 

Yes ( total) 91% 87% 

Table 1 Helpfulness of Receptionist 
 

Indicator: How helpful 
do you find the 
receptionists? 

NHS England survey 
Dec 2013 (total 290 
respondents) 

Parkbury House Patient survey Jan 
– Feb 2014 (total 330 respondents) 
 

Very helpful 30% 70% 

Fairly helpful  52% 23% 

Not very helpful  7% 7% 

Not at all helpful  5% 0% 

Don't know   6% - 

Helpful (total)  82% 93% 
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The majority (72% & 63%) of the respondents from both the surveys did not mind in 

regards to the aforementioned area but 28% NHS England survey respondents & 

15% of the Practice patient survey were not happy regarding others hearing their 

conversation at reception. On the other hand only 1 % of the NHS England survey 

respondents and 5% of the Practice patients survey responded stated that others 

patients were not able to hear their conversation at reception.  

 

Easiness to getting through to the GP surgery on the telephone 
 

Table 3 shows majority of the respondents from NHS England and Practice patient 

survey (77% & 87%) found it easy to get through to the Practice on the telephone. 

 

Table 3 Easiness to getting through to the surgery on the telephone  

Indicator: How easy is it 
to get through to the 
surgery on the phone? 
 

NHS England 
survey Dec 2013 
(total 292 
respondents) 

Parkbury House Patient survey Jan 
– Feb 2014 (total 319 respondents) 
 

Very easy  25% 46% 

Fairly easy 52% 41% 

Not very easy  12% 7% 

Not at all easy   5% 2% 

Haven't tried   5% 4% 

Easy (total)  77% 87% 

 
Twelve percent & 5% of the respondents from NHS England survey found it not very 
easy and not at all easy to get through to the Practice on the telephone which is 
comparatively a little higher than the results from the Practice patient survey.  
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Patients’ preference to see or speak to a particular GP 
 
In term of patients’ preference to see or speak to a particular GP, the results from 
NHS England and Practice patient survey in Table 4 shows that majority in NHS 
England said no (57%) whereas majority said yes (52%) . 
 

Table 4 Patients’ preference to see or speak to a particular GP 

Indicator: Is there a 
particular GP you 
usually prefer to see or 
speak to? 
 

NHS England survey 
Dec 2013 (total 288 
respondents) 

Parkbury House Patient survey Jan 
– Feb 2014 (total 307 respondents) 
 

Yes  43% 52% 

No 57% 48% 

 

How often patients saw or spoke to the GP of their choice  
 
Table 5 shows the results from both NHS England and Practice patient surveys 
regarding how often patients were able to see or speak to the GP they prefer.  
 

Table 5 Seeing or Speaking to the GP of preference 

Indicator: How often do 
you see or speak to the GP 
you prefer? 
 

NHS England survey 
Dec 2013 (total 120 
respondents) 

Parkbury House Patient survey 
Jan – Feb 2014 (total  180 
respondents) 
 

Always or almost always   35% 33% 

A lot of the time  16% 22% 

Some of the time  35% 34% 

Never or almost never  14% 11% 

 
The findings are more or less similar in case of always or almost (35% & 33%), some 
of the time (35% & 34%) and never or almost never (14% & 11 %). On the other 
hand, in terms of seeing or speaking to the GP of choice a lot of the time, findings 
were comparatively higher under Practice patient survey findings.  
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Waiting time  
 
Table 6 shows the finding from the respondents from both NHS England and 
Practice patient survey regarding patients waiting time. 
 

Table 6 Waiting time 

Indicator: How long after your 
appointment time do you 
normally wait to be seen? 

NHS England survey 
Dec 2013 (total 275 
respondents) 

Parkbury House Patient 
survey Jan – Feb 2014 
(total  310 
respondents) 
 

Less than 5 minutes  8% 13% 

5 to 15 minutes  59% 56% 

More than 15 minutes  22% 22% 

Can't remember  8% 2% 

I don't normally have 
appointments at a 
particular time 

3% - 

Normally seen within 
appointment time 

 7% 

 
The findings on waiting time from both the surveys were exactly same (22%), in 
terms of patients waiting form more than 15 minutes. The findings were also more or 
less similar (59% & 56%) in terms of patients waiting for 5 to 15 minutes. On the 
other hand, the finding from the Practice patient survey in terms of patients waiting 
for less than 5 minutes was 13 % which was comparatively higher than the findings 
(8%) from NHS England findings. In addition, 7% of the patients attending the 
Parkbury House surgery were normally seen within appointment time. 
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Patients’ feelings about waiting time at the Practice 
 
Table 7 shows the findings regarding patients’ feelings in terms of waiting time. 
 
 

Table 7 Patients’ feeling about waiting time 

Indicator: How do you feel about 
how long you normally have to 
wait to be seen? 

NHS England 
survey Dec 2013 
(total 287 
respondents) 

Parkbury House Patient 
survey Jan – Feb 2014 
(total  312 
respondents) 

I don't normally have to wait too 
long  

59% 10% 

I have to wait a bit too long   
 

31%  

I have to wait far too long  4%  

I find the time I wait is reasonable  - 75% 

I find the time I wait is too long and 
unreasonable 

-         10% 
 

No opinion  6% 5% 

 
 
The NHS England survey findings in terms of patients normally do not wait too long 
is significantly higher (59%) than the findings (10%) from the Practice patient survey. 
On the other hand, the findings from the Practice patient survey shows that 75% of 
the respondents found the waiting time to be reasonable and only to 10% of the 
respondents the waiting time were too long and unreasonable.  
 
According to the 31% of the respondents from the NHS England survey, the waiting 
time was a bit too long and to 4% of the respondents the waiting time was far too 
long.  
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Overall, patients experience with the Practice 
 
As shown in Table 8, 94% of the respondents from the Practice patient survey rated 
their experience with the Practice to be good and 88% of the NHS England survey 
respondents experience was good with the Practice. 
 

Table 8 Overall patients experience with the Practice 

Indicator: Overall, how would 
you describe your experience of 
your GP surgery? 
 

NHS England 
survey Dec 2013 
(total 289 
respondents) 

Parkbury House Patient 
survey Jan – Feb 2014 
(total  318 
respondents) 
 

Very good  41% 60% 

Fairly good  47% 34% 

Neither good nor poor   11% 5% 

Fairly poor  0%  

Very poor  1%  

Poor  1% 

Good (total)  88% 94% 

 
Only 1% of the NHS England survey respondents rated their experience with 
Practice to be very poor and 1% of the Practice patient survey respondents’ 
experiences were poor with the Practice. On the other hand, 11% and 5% of the 
NHS England and Practice patient survey respondents experience with Practice 
were neither good nor poor respectively.  
 
  

mailto:parkburyhouse.info@nhs.net
http://www.parkburyhouse.nhs.uk/


41 
  

Parkbury House Surgery, St Peters Street, St Albans, Hertfordshire, AL1 3HD 
Tel: (01727) 851 589; Fax: (01727) 854 372 

parkburyhouse.info@nhs.net; www.parkburyhouse.nhs.uk 
 

 

 
 

Recommending the Practice to a friend or a family member 
 
Table 9 shows the findings regarding respondents’ views from both NHS England 
and Practice patient survey in terms of recommending Parkbury House surgery to 
someone.  
 

Table 9 Recommending the Practice 

Indicator: Would you 
recommend your GP 
surgery to someone? 

NHS England survey Dec 
2013 (total 291 
respondents) 

Parkbury House Patient 
survey Jan – Feb 2014 
(total  312 
respondents) 

Yes, would definitely 
recommend  

50% 87% 

Yes, would probably 
recommend  

29% 7% 

Not sure  12% 3% 

No, would probably not 
recommend  

3% 2% 

No, would definitely not 
recommend  

3% - 

Don't know  2% 1 % 

 
The majority (87%) of the respondents from the Practice patient survey stated that 
they will recommend the Practice to others whereas the NHS England percentage of 
respondents recommending the Practice to others was comparatively less (50%) 
than the Practice patient survey. On the other hand, 29% of the respondents from 
the NHS England survey stated that they would probably recommend the Practice to 
other which is significantly higher than the findings (7%) from the Practice patient 
survey.  
 
12%percent of NHS England and 3% of the Practice patient survey respondents 
respectively were not sure whether they would recommend the Practice to someone 
and only 3% of the NHS England respondents would definitely not recommend.  
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So far the Parkbury House surgery has conducted three Patient surveys during the 
period of 2011-12, 2012-13 and 2013-14. The following table compares the findings 
based on some of the key indicators. 
 
 

 
The Practice patient survey shows that there are some further improvements in the 
areas of patient satisfaction level, booking an appointment with a doctor and in the 
area of receptionist helpfulness.  
 

Parkbury House Patient survey findings 
 

2011-12 2012-13 2013-14 Indicators 
 

90% 87% 85% of patients found speaking to a doctor on the 
phone very/fairly easy 

89% 83% 87% of patients, who tried, found speaking to a 
nurse on the phone very/fairly easy 

88% 82% 85% of patients, who tried, obtaining test results by 
phone very/fairly easy 

74% 68% 78% of patients found booking an appointment with 
a doctor very /fairly easy 

86% 82% 81% of patients found they were able to see a doctor 
on the same day or next two days that the 
surgery is open.  

96% 96% 97% of patients found the surgery to be very/fairly 
clean 

94% 91% 97% of patients found the receptionists to be 
very/fairly helpful 

95% 95% 97% 
 

of patients are satisfied with the surgery 

96% 92% 94% of patients would recommend our surgery to 
others 
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5. Sharing Practice survey findings with PRG and 
Practice staff 

 

 Based on the survey findings, a PowerPoint presentation was made with the 
PRG representatives on 27 February 2014 to share and discuss the findings. 

 The survey findings were shared with the reception and administrative staff 
during Target Day meeting on 4th March 2014. 

 The survey findings were shared with the clinical staff members on 25 March 
2014. 

6. Action Plan and setting out the priorities and 
proposals 

 Based on a discussion with the PRG representatives an action plan was 
developed setting out the priorities and proposals (Appendix -6) was finalised 
and was shared with Practice staff members. 

7. Publicise the Local Patient Participation Report on the 
practice website  

 

 A draft survey report was prepared and was shared with the PRG 
representatives and the GP management for feedback. Subsequently the 
report was finalised. 
 

 The Patient survey report and a PowerPoint presentation were publicised on 
the Practice website.  
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8. Appendices

mailto:parkburyhouse.info@nhs.net
http://www.parkburyhouse.nhs.uk/


45 
  

Parkbury House Surgery, St Peters Street, St Albans, Hertfordshire, AL1 3HD 
Tel: (01727) 851 589; Fax: (01727) 854 372 

parkburyhouse.info@nhs.net; www.parkburyhouse.nhs.uk 
 

 

 
 

 

Appendix 1: Parkbury House PRG Report 
 

This is the first Patient Reference Group (PRG) report since the inception of 
Parkbury House PRG. 

Description of the profile of the members of the Patient Reference Group. 

Parkbury House has been running a PRG since June 2013, formerly the practice had 
been running a patient participation group (PPG). The PRG consists of both a virtual 
panel and group members; all are registered as patients at the practice. 

Virtual Panel (VP) members. 

VP members are contacted by email. Addresses are not shared so confidentiality is 
maintained at all times. 

Group members. 

Attend quarterly meetings held at the practice. The first meeting of the PRG was in 
December 2013 and discussions about the nature of the group had begun earlier in 
the year.  

Initially the PPG had a membership of 15 patients; however some member’s non-
attendance at meetings has resulted in the active membership being reduced. The 
remaining group members remain enthusiastic and dedicated to working with staff at 
the practice to help make improvements in the practice. 

The objectives of the group are: 

 Ensure that patients are involved in decisions about the range and quality of 
services provided and/or commissioned by the practice; 

 Work with the practice to solicit the views of the patient community:  e.g. in 
respect of the services being delivered/commissioned by the practice; 
convenience of access (hours of opening); ability to book ahead; ability to be 
seen quickly; continuity of care; modes of contact with the surgery (e.g. face 
to face, telephone, electronic etc.); range of skills available and accessibility 
and new services that are required by the patient community; 

 It exists to put forward ideas and solutions and to seek to improve current 
practice 

The practice appointed a new assistant business manager in 2013 who has greatly 
facilitated the relationship between the practice and the PRG. As a group we are 
anxious to try to recruit additional active members. 
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To ensure that all our patient base continues to be given an opportunity to join the 
PRG we promote it in the following ways: 

 A new notice board with contact details and our aims and objectives in the 
waiting area; 

 A patient information sheet which is available in the waiting area in a 
dispenser next to the notice board; 

 Information displayed on the Practice Website. 
As a PRG we were anxious to elicit views of patients and to reach agreement on the 
issues which had priority.  All group members were given the opportunity to discuss 
and agree what should be in the local practice survey. 

It was initially agreed that the survey would be distributed by the doctors and other 
health care professionals directly to patients. However on reflection it was 
considered that it would be more effective if the survey was distributed by hand at 
reception to patients as they arrived and they could complete the survey whilst 
waiting to be seen. (We felt this would ensure a greater response rate). We agreed 
at our meeting in December that the chair would take the views of the PRG as to the 
content of the survey and then he would compile the questionnaire, a timeline for the 
questionnaire was agreed, it would be distributed over a two week period at the end 
of January, 2014.  

500 survey forms were distributed and 336 were returned. The responses were 
collated into individual pie and bar charts for each section of the questions asked. 
The details of the responses were initially shared with members of the PRG, Feb. 
26th 2014. The assistant business manager presented the findings through a 
PowerPoint presentation and took questions from the group. The assistant business 
manager outlined her timetable for the presentation of the findings to the rest of the 
group. The results, once fully analysed and ratified together with an action plan will 
be shared with the patients as a whole via the practice website and by leaflets. 

The PRG looks forward positively to continue to work with the practice in securing 
our aims and objectives. The initial results of the survey are very positive and 
provide a firm basis for future planning and development.  

 

Paul McNally, Chair, March 2014 

mailto:parkburyhouse.info@nhs.net
http://www.parkburyhouse.nhs.uk/


47 
  

Parkbury House Surgery, St Peters Street, St Albans, Hertfordshire, AL1 3HD 
Tel: (01727) 851 589; Fax: (01727) 854 372 

parkburyhouse.info@nhs.net; www.parkburyhouse.nhs.uk 
 

 

 
 

Appendix 2: Patient Reference Group - Terms of Reference 
Parkbury House Surgery 

 
Objectives 
The objectives of the Patient Reference Group (PRG) are to: 

 Ensure that patients are involved in decisions about the range and quality of 
services provided and/or commissioned by the practice; 

 Work with the practice to solicit the views of the patient community:  e.g. in 
respect of the services being delivered/commissioned by the practice; 
convenience of access (hours of opening); ability to book ahead; ability to be 
seen quickly; continuity of care; modes of contact with the surgery (e.g. face 
to face, telephone, electronic etc.); range of skills available and accessibility 
and new services that are required by the patient community; 

 It exists to put forward ideas and solutions and to seek to improve current 
practice 

Membership 
Membership of this group is on a voluntary basis and is open to all registered 
patients of the Practice. It is the intent that the group is representative of the practice 
population. 

The Practice is further supported by a virtual PRG; this is a group of registered 
patients who have volunteered to engage on an ad hoc basis with the surgery via e-
mail. 

How We Work 
During the first two years (2013 – 2015), the practice will work with the PRG to: 

 Develop a structure that gains the views of patients and enables the practice 
to obtain feedback from the practice population, e.g. via this group and the 
virtual PRG 

 Agree areas of priority with the PRG 
o Patients’ priorities and issues; 
o Practice priorities and issues including themes from complaints; 
o Planned practice changes; 
o Care Quality Commission (CQC) related issues; 
o National GP patient survey issues. 

 Collate patient views through the use of survey (at least once per annum); 

 Provide PRG with opportunity to discuss survey findings and reach agreement 
with the PRG on changes to services; 

 Agree an action plan with the PRG and seek PRG agreement to implementing 
changes; 

 Publicise actions taken and subsequent achievement by doing the following: 
o Giving a description of the profile of the members of the PRG; 
o Demonstrating the steps taken by the practice to ensure that the PRG 

is representative of its registered patients and where a category or 
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categories of patients is not represented, the steps the practice took in 
an attempt to engage that category or categories; 

o Show the steps taken to determine and reach agreement on the issues 
which had priority and were included in the local practice survey; 

o Publicise the manner in which the practice sought to obtain the views of 
its registered patients; 

o Show the steps taken by the practice to provide an opportunity for the 
PRG to discuss the contents of the action plan; 

o Set out details of the action plan demonstrating how the finding or 
proposals arising out of the local practice survey can be implemented 
and, if appropriate, reasons why any such findings or proposals should 
not be implemented; 

o Provide a summary of the evidence including any statistical evidence 
relating to the findings or basis of proposals arising out of the local 
practice survey and conclusions; 

o Set out the actions which the practice and, if relevant, the PCT, intend 
to take as a consequence of discussions with the PRG in respect of the 
results, findings and proposals arising out of the local practice survey. 

Meetings 
The PRG will meet on a routine basis every 3 months, the frequency of meeting will 
be adjusted as and when necessary. 

Quorum and Decision-Making 
At Group meetings a quorum will consist of 5 members, including the Chairman of 
the PRG, Practice Manager or a senior member of the practice as a nominated 
deputy. 

The PRG will aim wherever possible to reach decision by consensus.  Where this is 
not possible the view held by the majority of those present will be the view that is 
agreed and taken forward by the group.
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Appendix 3: Minutes of Parkbury House PRG Meeting 
 

The meeting opened at 18.30 

Attendees: JB, FK, SH, AF, PM (chair) 

Apologies: SL 

 

1) The minutes of the last meeting:  

Meeting minutes were checked and corrections made 
a) Item 2b was unclear as to what the service is regarding the cost of 
prescriptions. Please clarify.  
b) AOB: SH would like to clarify re point re "...who constructed the website". 
SH would like to clarify that he was not asking "who", he was enquiring re the 
website. PM confirmed that the practice is responsible for the construction of 
the website. 
c) JB would like to confirm a matter re point 8 in previous minutes. JB would 
like to confirm that there are two patient representatives on the Herts Clinical 
Commissioning group. Dr Pile is one of the two doctors who represent the 
locality and two members of each locality are representatives. 
d) Typing error point 2b “practive” to read as practice. 
e) Enquiry regarding the publication of minutes on the website. PM confirmed 
that the minutes will be on the website when agreed with group members. 

  

2) Matters arising: 

a) PM confirmed that he had received an email from one of the practice 
administrators that the meeting was cancelled. PM expressed concern. 
PM confirmed that he had received an apology from the practice manager 
re absence from the meeting tonight.  

b) JB expressed concern regarding the number of members at the meeting. 
JB also enquired if it would be possible to have secretarial support at the 
meetings and enquired re confidentiality issues.  
 

3) Report from the practice manager: 

a) PM confirmed that he had received an apology from the practice manager 

re absence from the meeting tonight and he is awaiting a report. 

 

4) Terms of reference  

a) PM grateful to SH for work on terms of reference.  
b) SH: looked at current terms of reference. Noted that that there is a lot of 

wording on conduct. Undertook a web search on PPG terms of reference 
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and found different examples. SH noted that it is crucial that clarification is 
needed on whether we are a patient participation group or a patient 
reference group. If we work on the basis that it is a patient participation 
group, volunteers need to understand what the role of the group is. SH 
suggested that it is important that we need to be clear as a group and to 
work together; that it would be unfortunate to undertake work if the practice 
wanted another type of group. 

c) PM confirmed that the practice manager does not mind what the group is 
named. PM indicated that it is incumbent that there is a group and that the 
practice would like there to be a group. PM suggested that it is important that 
we work with the practice. PM feels as if the group can decide also on the 
best way forward.  

d) JB enquired if it would be worth discussing the matter with the practice 
medical team? JB said it was difficult not to feel negative about the group 
idea, considering the turnout and how symbolic it is. 

e)  AF indicated that it is important that there is a group and that the patient’s 
voice is important. 

f) SH: suggested that the group take the terms of reference, draft them and 
take the terms of reference to the practice. SH proposed a subgroup to draft 
the terms of reference. JB suggested if SH & PM draft the terms of 
reference, considering the input they have given already. JB also suggested 
that the group contact H.A. for advice (Herts VALLEY clinical reference 
group). 
 

ACTION: SH & PM to draft terms of reference 
 
5) Herts 111:  

a) JB: It is a locally based service. Herts urgent care provides the care (local 
doctors). It is a non-profit making organisation. It is reassuring to find that it 
is working very well. In March 2013, they received 32,000 calls with 1,400 
calls in one day over the Easter period. There are required specifications: 
calls to be answered in 60seconds (95% of calls are answered in this 
time). It was indicated that an ambulance is sent out in approx. 5% of 
cases and ambulance staff can treat most cases. Herts 111 can call the 
ambulance out. Minor injuries wait in St Albans. JB felt as if it is a very 
good service 

 
6) Questionnaire and survey: 

a) PM: PM indicated that structuring a questionnaire is a considerable art that 
needs to be rigorous and carefully worded. A professional company 
conducted the survey (anonymous). Unsure as to how many people 
responded. The group should work out what patients and the practice 
would like to find out through a questionnaire. The practice would deliver 
the questionnaire. PM indicated that the practice would like the group to 
formulate a questionnaire. PM suggested that the chair would be happy to 
formulate the questionnaire and work with the group.  
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b) JB indicated that the role of the PPG may come up as a questionnaire 
issue 

c) FK asked if the practice might like feedback on the service? 
d) JB queried if the questionnaire could also be sent to the virtual patient 

group. 
e) SH suggested that a strategy, structure and timeframe on questionnaires 

would be useful before sending them out.  
 

ACTION: PM to formulate, assess and rephrase questions and 
circulate to the group.  

 
7) Pharmacy: 

a) SL indicated that the pharmacy took a considerable time to process 
prescriptions.  
 

b) PM: requested a report a month ago and will request a report again.  
c) FK indicated that they have used the service and found it to be quick. FK 

would like clarification as to how the pharmacy works. 
d) PM indicated that a patient could nominate a pharmacy to receive your e 

prescriptions. However, PM indicated that the server can be problematic. 
PM advised that signage would b helpful to patients top explain the 
process. FK indicated that signage had improved.  

e) SH indicated that the electronic version works well, presuming that a 
patient gets the option for paper or e-version. SH tested the system and 
did not receive a message with the e-prescription. SH contacted the 
reception and advised that they had not received a message. SH was 
advised to go back to the paper version. SH felt as if this was not 
appropriate and would like the matter to be raised.  

 

ACTION: PM to raise the matters above with the practice directly. 

8) Parkbury House representation at future meetings:  

 
a) SH: indicated that as this is a PPG group, it involves participation and 

making progress. SH feels as if it is unacceptable and proposed that a 
group should not be there if there is no dialogue. SH indicated that 
participation is crucial in the critical stages.  

b) FK agreed that participation makes the group move forward more quickly.  
c) JB indicated their participation with other groups where there are 240 

people at meetings with different groups represented.  
d) AF would like the group to work with the practice on this matter.  
e) PM indicated that more participation is important to the group. 

 
9) A.O.B.:  

a) JB suggested that it may be important to word towards a strategy for the next 
5-7 years. JB indicated that H.A. was a helpful person to ask and that Herts 
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Valley Voice was useful to read.  
b) SH looked at website and expressed concern that there is an opportunity 

for anyone to update personal medical records. SH suggested that one 
doesn’t need a login, one can provide personal details and update medical 
records (e.g. re blood pressure or immunisations). The group expressed 
concern also.  

c) SH indicated that opening hours, extended hours and out of hours were in 
three different places on the website. SH suggested that all details could 
be on the same place on the website please.  SH suggested that all the 
doctors’ specialties could be on one table.  

d) JB indicated that we should congratulate the practice on the hours they 
provide and the excellent work that they do. JB also requested that the 
meeting date be released as soon as possible please.  

e) PM indicated that the next meeting should a single item agenda for the 
terms of reference issue.  
 
ACTION: PM to enquire regarding the secure nature of medical records & 
input as a matter of urgency. 

 
PM concluded the meeting by agreeing the date of the next meeting, Monday 
15th July at 6.30pm at Parkbury House. He thanked all the attendees for their 
input and attendance.  
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Appendix 4: Minutes of Parkbury House PRG Meeting 
 

Minutes of the meeting held on 11th December 2013 
Attendees: PM (chair), JoB, SH, AF, PS, JaB (**practice manager) 

Apologies: D, FK 
2) The minutes of the last meeting:  

Meeting minutes were checked and corrections made 
a) SH would like the PRG to be acknowledged in minutes. SH discussed the 

letters received from the surgery re flu vaccines & queried if e-mail could be 
used? JB (**) confirmed that funding for the flu vaccine letters this year were 
funded separately; the practice is looking into sponsorship next year.  
 

2) Matters arising: 
PM thanked all for coming to the meeting and welcomed PS to the meeting 
(Assistant business manager for the practice). 
 
a) Leaflet re: PRG group: 

- To be produced by PM (draft copy); will be in community languages and 
printed in colour. The practice has access to certain languages. Aim - to be 
available in brochure format at the practice reception.  JB suggested that 
all PRG members should receive a draft copy and have time to respond. 
PM asked once the draft leaflet is sent out, a response in one month would 
be ideal. SH suggested that Google translate could be used to translate 
(as long as it represented as best). 

- SH queried if the intended audience was the entire patient population? 
- PS asked how many were in the current PRG (PM – seven including 

practice manager). All agreed that the group was too small at the moment. 
PM confirmed that the PRG would like to expand the active membership of 
the group and advertise it (with a notice board/photos/terms of reference 
and a leaflet). PS indicated that a PRG should reflect patient voices and 
work with the practice to identify patient issues – in order that patients feel 
included.  PM to action. 

- PM indicated that the terms of reference of the PRG have been drawn up 
(PM & SH) and that the PRG should be seen as supportive. PM reiterated 
that that the PRG is not there to give medical advice.  

- JB has also been invited to attend the Maltings Surgery PRG (suggested 
that web communication may be the way forward). PS suggested that 
virtual & face-to-face groups are also useful with e-mail communication a 
way forward. 

 
b) Practice manager’s report: 

- Website: JB (**) indicated that the practice are designing a new website – 
to go live in Feb 2014. New processes will be online (? book triage 
appointments online) with new forms in development. There will be a 
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specific page for the PRG. The website translates into thirty languages. JB 
(**) suggested putting a copy of the PRG leaflet onto the website. The 
website will be advertised and will hopefully facilitate patients to see the 
work of the PRG.  SH & JB indicated that there are many PRG’s in the 
country and showed a concern if “Parkbury house” was in the text of the 
PRG e-mail address. 

- Drive on technology: JB (**) indicated that there will be a Facebook and 
Twitter page for the practice on the website.  

- JB (**) due to take on a more strategic/business role in the practice: 
o To improve services 
o Work with GP’s, free up & possibly increase GP time 
o Move some patient care towards an admin role e.g. repeat 

prescriptions (help with the management of this service with 
administration support). 

o Audit work at the practice 
o Review parking at the surgery 
o Assess new opportunities in the NHS 

- PS to take on the role of practice manager. JB (**) indicated that PS has a 
lot of experience     in working with GP practices. PS gave an overview of 
her role and would like to work with the PRG and submit a report by 31st 
March 2014. 
 

c) Questionnaire and survey: 
- SH indicated that when the PRG group started that the topic of a 

questionnaire was raised. SH has researched the GP patient survey 
document (April 2010 – March 2011) - (copy to all). SH was surprised at 
the ranking of Parkbury House, considering Parkbury House was very 
good. SH questioned what the PRG is trying to achieve with a 
questionnaire, as the NHS has done a lot of work already.  

- PS highlighted that the document was a National survey (the third of its 
kind). PS felt as if a survey would be useful, as we would own the survey 
and it would involve the PRG. PS has experience of undertaking such a 
survey (created a virtual group 37 members, focused on the required 
action plan & a report went to the NHS centrally). 

- PM queried what the criteria were for selecting a sample? 
- PS suggested 500 questionnaires could be distributed, use reception and 

the website to distribute and decisions to be advertised. PS suggested an 
action plan and strategy is needed for each year. PM to compile the 
survey. 

- JB (**) noted that the surgery had undertaken surveys before with an 
average uptake of 300 responses. PM asked how surveys were distributed 
– suggested if a GP gave a survey to a patient to be kindly completed that 
a patient may feel it is important.  

- PS suggested undertaking a survey over a two-week period. 
- PM suggested that the timescale to undertake the survey is limited. PM to 

write to the members of the PRG and suggest topics and suggested that 
the surgery distribute the survey. PS suggested that the PRG get 
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demographics of the patients (JB** indicated that there are approx. 2,000 
members on the virtual PPG & the practice have staff to undertake review 
of the results).  

- Suggested timeline re survey: 
31/12/13: topics agreed; PS to draft & PM to circulate 

  13/01/2014: survey out 
  24/01/2014: survey results back 
  10/02/2014: survey completed and data to be reviewed 
  12/02/2014: meeting: action plan 6.30pm 
  12/03/2014: meeting: final feedback on action plan & discuss 
draft report 
 

- PS also indicated that funding may be available for the surgery if there is a 
PRG and once a report is submitted and published on the practice website. 

 
d) A.O.B: 

- Updating medical records online on the surgery website: SH raised a 
concern that the current website still enables anyone to update certain 
personal medical details. JB (**) indicated that there are safeguards in 
place and that the new website will help with this matter. JB (**) reassured 
the group that internal verification is undertaken at the moment 

- Vision online service: queries re this service & the ability to receive e-
prescriptions via e-mail.  JB (**) felt disappointed by the service as it was 
not self-manageable and gave minimal telephone support. JB (**) said the 
company have been informed and will be re-marketed; that there will be 
more support for e-mail prescriptions in the future and hopefully, the new 
website will support this. 

 

 

PM concluded the meeting by agreeing the date of the next meeting, Wednesday 
12th Feb 2014 (6.30pm at Parkbury House). He thanked all the attendees for their 
input and attendance & welcomed PS. 
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Appendix 5: Third Practice Survey (2014) - Questionnaire 
 

Section 1: About Parkbury House Surgery 
 

Q. 1. How do you find the accessibility into the building at Parkbury House 
Surgery?  
 

 Very easy 

 Fairly easy 

 Not very easy 

 Not at all easy 

Q.2. In the reception area can other patients overhear what you say to the 
receptionist?  

 Yes, but I do not mind 

 Yes, and I am not happy about it. 

 No, other patients cannot overhear 

 Do not know 

 
Q.3. How helpful do you find the receptionists at Parkbury House Surgery?  
 

 Very helpful 

 Fairly helpful 

 Not very helpful 

 Not at all helpful  

 
Q.4. How clean is the Surgery?  
 

 Very clean 

 Fairly clean 

 Not very clean 

 Do not know 
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Section 2: Contacting Parkbury House Surgery by phone 
 
Q.5. In the past 6 months, how easy have you found the following? Please put 
a tick √ in one box for each row. 

 Have 
not 
tried 

Very 
easy 

Fairly 
easy 

Not very 
easy 

Not at all 
easy 

Do not 
know 

Getting through on phone 
 

      

Speaking to a doctor on 
the phone 

      

Speaking to a nurse on 
the phone 

      

Getting test results on the 
phone 

      

Booking an appointment 
with a doctor through the 
phone 

      

  
Q.6. Think about the last time you tried to see a doctor fairly quickly. Were you 
able to see a doctor on the same day or in the next 2 weekdays that the 
surgery was open?  

 Yes (please go to section 3) 

 No (please go to question 7) 

 Cannot remember 

 
Q.7. If you could not be seen within the next 2 weekdays while the surgery was 
open why was that?  

 There were not any appointments  

 The times offered did not suit me  

 The appointment was with a doctor I did not want to see 

 I could have seen a nurse but wanted to see a doctor 

 Another reason 

 Cannot remember 
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Section 3: Waiting time at Parkbury House Surgery 
 
Q.8. How long after your booked appointment time do you normally wait to be 
seen?  

 I am normally seen at my appointment time. 

 Less than 5 minutes 

 5-15 minutes 

 16-30 minutes 

 More than 30 minutes 

 Cannot remember 

Q.9. How do you feel about how long you normally have to wait?  

 I do not normally have to wait 

 I find the time I wait is reasonable 

 I find the time I wait is too long and unreasonable 

 No opinion 

 
Section 4: Seeing the doctor you prefer 

 
Q.10. Is there a particular doctor you prefer to see at Parkbury House surgery?  

 Yes (please go to question 11) 

 No (please go to section 5) 

 
Q.11. How often do you see the doctor you prefer to see?  

 Always or almost always  

 A lot of the time  

 Some of the time 

 Never or almost never 
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Section 5: Seeing a doctor at Parkbury House Surgery 

Q.12. Last time you saw a doctor at the surgery how good was the doctor at 
each of the following? Please put a tick √ in one box for each row. 
 

 Very good Good  Neither good or 
poor 

Poor  Very poor Does not apply 

Giving you enough 
time 

      

Asking about your 
symptoms 

      

Listening       

Explaining tests and 
treatments 

      

Involving you in 
decisions about your 
care 

      

Treating you with 
care and concern 

      

Taking your problem 
seriously 

      

 
Section 6: Seeing a Practice Nurse at Parkbury House Surgery 

 
Q.13. Have you seen a practice nurse at Parkbury House Surgery in the past 6 
months?  

 Yes (please got to question 14) 

 No (please go to section 7) 

Q.14. Last time you saw a practice nurse at Parkbury House, how good was 
the practice nurse at each of the following. Please put a tick √ in one box for 
each row. 

 Very good Good  Neither good 
or poor 

Poor  Very poor Does not 
apply 

Giving you enough time       

Asking about your 
symptoms 

      

Listening       

Explaining tests and 
treatments 

      

Involving you in decisions 
about your care 

      

Treating you with care 
and concern 

      

Taking your problem 
seriously 

      

Section 7: Overall satisfaction 
Q.15. How do you rate the variety of services offered at Parkbury House 
Surgery?  
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 Very good 

 Good 

 Neither good or poor 

 Poor 

 Very poor 

Q.16. In general, how satisfied are you with the care you get at Parkbury House 
Surgery?  

 Very satisfied  

 Fairly satisfied  

 Neither satisfied or dissatisfied  

 Fairly dissatisfied  

 Very dissatisfied 

 
Section 8: Some questions about you 

Q.17. Are you?  

 Male  

 Female 

Q.18. How old are you? 

 Under 18 

 18 to 24 

 25 to 34 

 35 to 44 

 45 to 54 

  55 to 64 

 65 to 74 

 75 to 84 

 85 or over 

 
Q.19. What is your ethnic group? 

 Asian/White mixed 

 Any other mixed ethnic 

group 

 Asian – any other ethnic 

group 

 Black/White Caribbean 

mixed 

 Black/white African mixed 

 Bangladeshi 

 Black Caribbean 

 Black African  

 Black- any other ethnic 

group  

 Chinese 

 Pakistani  

 Indian 

 White British 

 White Irish 

 White other 

 I'd rather not say 
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Q.20. Would you recommend Parkbury House Surgery to a friend or family 
member?  

 Yes 

 May be 

 Not sure  

 Probably not  

 Definitely not  

 Do not know 

*If you have answered Q.20 other than Yes please give your reasons briefly  
 
 
 
 
 
Q.21. Are there other services you would like us to consider offering: 
 
 
 
 
 
 
 
Q.22. Any suggestions/ comments to allow us to improve and or understand 
your priorities as a patient. 
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Appendix 6. Action Plan 

Actions Time Scale Responsibility 

Share the patient survey findings with PRG members  By 27 Feb  2014 Practice Manager & Asst Business 
Manager 

Launch new Practice website  By 2 March 2014 Practice Manager 

Share survey findings with non-clinical staff  By 4 March 2014 Practice Manager & Asst Business 
Manager 

Share survey report with PRG members  By 18 March 2014 Assit Business Manager 

Feedback  from PRG members on survey report By 24 March 2014 Chairperson PRG 

Share survey findings and report with clinical staff By 25 March 2014 Practice Manager & Asst Business 
Manager 

Publish survey report on Practice website  By 31 March 2014 Practice Manager 

Provide information about parking space limitation through 
website, plasma screen 

By 15 April 2014 Asst Business Manager 

Investigate possibilities to improve phlebotomy service. By 30 April 2014 Practice Manager 
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Actions Time Scale Responsibility 

Review Practice leaflet By 30 June 2014 Practice Manager & Asst Business 
Manager 

Review reception layout to identify possibilities to improve 
patient confidentiality as well as education & information. 

By 30 June 2014 Practice Manager & Reception 
Manager 

Review elderly care service  provision By 30 June 2014 Practice Manager & Assit Business 
Manager 

Publicise services provided for elderly and patients with special 
requirement on website, plasma screen, notice board 

By 30 July  2014 Practice Manager & Assit Business 
Manager 

Investigate possibilities to improve accessibility to the Practice By 30 July  2014 Practice Manager 

Explore possibilities to provide Chiropody service By 30 July  2014 Practice Manager 

Provide refresher training for reception team focusing on 
communicating with patients including confidentiality 

By 30 July  2014 Reception Manager 

Review Practice telephone triage protocol to improve call 
handling. 

By 30 August 2014 Practice Manager & Reception 
Manager 

Encourage patients to join the PRG through website, plasma 
screen, PRG leaflet 

By 31 December 2014 Practice Manager, Asst Business 
Manager, Chairperson PRG 

Encourage patients from under 18 and 18 to 34 age group to join 
the PRG  through website, plasma screen, PRG leaflet 
    

By 31 December 2014 Practice Manager, Asst Business 
Manager, Chairperson PRG 
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