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The Hedges Medical Centre Patient Survey Report 2013/2014 

 

Recruitment of the Hedges Medical Centre Patient Representative Group 

The Hedges Medical Centre Patient Representative Group was formed in 2011, and 
has organised three annual surveys for the practice. Reports from the first two 
annual surveys can also be viewed on the web-site. 

Recruitment for the Patient Representative Group took place in Autumn 2011. 
Members were targeted by posters and discussions in surgery; advertising on the 
surgery tv screen; visits to local community centres, luncheon clubs, Sure Start, local 
schools and tenants associations. Attempts at recruitment covered all age groups 
and men and women. The group started with twelve members, but some members 
have had to leave because of illness or alternative commitments. There are currently 
seven female members of white British descent. This year’s survey results have 
shown an increase in population from other backgrounds and this has been 
addressed during recruitment campaigns.  
 
A recruitment drive took place by the Patient Representative Group during Patient 
Participation Group week 1st - 8th June 2013. A stall was manned for two days, 
prioritising days when younger people attend the surgery. Seventeen people 
expressed interest in joining the group. Invitations were sent out to attend meetings 
and the Patient Group’s Annual General Meeting but recruitment remains an issue. 
The Vice-Chair of the group is currently working with a small virtual group made up 
of  two white British men aged under 35 years, and one woman of dual heritage.  
 
 
2013/2014 Survey 
 
The Patient Representative Group met on 28 10 2013 to discuss priorities and 
questions for the 2013/2014 survey. The group felt that it wished to keep broadly to 
the same questions as in previous surveys. Two earlier questions about appointment 
availability were joined in order to include two new questions about nursing services 
and comfort in the waiting areas. 

The survey was uploaded on to the practice web-site and, for the first time, the 
Patient Representative Group took responsibility for giving out paper copies to 
patients who were waiting for appointments in the surgery.  

The surveys were completed in December and January. The group’s attendance at 
the surgery meant that both waiting rooms and all weekly surgeries could be 
covered. The group also tried to make sure, as far as possible, an even spread 
across the age range.  An added advantage was that members were able to assist 
patients who were struggling with language or reading difficulties. It also meant that 
230 recorded surveys were completed, as opposed to 104 in the previous year. 
Following the completion of the survey, the group was able to look at whether there 
were any particular issues on particular days.  

The results can be viewed in Appendix A. 

 



 Page 2 of 8 10 March 2014 

Major Points from the 2013/2014 survey 

 75% of patients are able to see the GP on the day that they want to 

 93% of patients are usually able to see the doctor they prefer most or some of 
the time 

 There is a slight decrease in satisfaction with opening hours from the previous 
survey, with 24% of respondents feeling that there could be an improvement 

 There is an increase in awareness that telephone consultations are available 
from previous years 

 Access by phone remains an issue, as in previous surveys, despite extra 
support being provided at peak times 

 There is an 85% satisfaction rate with treatment by reception staff, very 
similar to the previous year, but with an increase of 3% at the higher level 

 The vast majority of patients are satisfied with the length of wait for 
consultation, but with a 5% increase in dissatisfaction 

 Patients are generally very satisfied with the results of their consultation with 
the GP and the nursing staff 

 83% of patients find the general waiting areas comfortable, but with some 
issues in relation to the upstairs waiting room 

 87.4% of patients are satisfied with the overall care that they receive from the 
surgery, with a similar percentage who would recommend the surgery to a 
friend 
 

The survey also took comments. The majority of comments were about phone 
access, particularly at peak times for workers and parents on the school run. There 
were also comments made about the availability of appointments for workers. 
Requests were made for on–line access, which has started since the completion of 
the survey. Comment was also made about being able to overhear reception staff, 
due to the closeness of the waiting area.  

 
 
Patient Respondents 
 
70% of the respondents were women, with 89.1 white British. There was a 5% 
increase from the previous year in the percentage of respondents from other 
backgrounds, including those from Africa and the Caribbean. Most respondents were 
between the ages of 24-74 years of age. There were fewer respondents in full and 
part-time work than in the previous survey, but a greater percentage who felt that 
they were in an overall good state of health. 
 
 
Action Points from the 2012/2013 survey 
 
Following the results from the 2012/2013 survey, the following actions were taken: 
 

 Two extra duty doctor appointments have been made available for advance 
booking  

 Updated customer care training has been provided for administration and 
reception staff 
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 GPs changed the way that they booked their own appointments, so that 
earlier morning appointments have been freed up for receptionists to book in 
patients in advance 

 Two GP clinics have been arranged to take place later in the afternoon to 
offer easier access to workers and schoolchildren 

 A costings exercise is being undertaken for patient calling and booking- in 
screens 

 Solutions to phone access are being considered 

 On-line access has been started for repeat prescriptions and booked 
appointments in advance 

 

2013/2014 Action Plan 

The Patient Representative Group met on the 24 02 2014 to discuss the findings of 
this year’s survey and to agree an action plan. In collaboration with the GP Partners, 
the following plan has been agreed: 

 An assessment of the telephone system will be undertaken to establish 
whether improvements can be made for patient access 

 There will increased advertising to notify patients of  the availability of on-line 
access 

 Consideration will be given to opening further appointments to on-line 
access 

 Notices will be displayed explaining why surgeries may run late 

 Receptionists will be reminded to ensure they inform patients if the surgery is 
running late  

 Ongoing customer care training will take place for reception and 
administration staff 

 Consideration will be given to ways of increasing the comfort of the upstairs 
waiting area 

 There will be continued assessment of ways of improving confidentiality in 
the reception area 

 The surgery will open from 8am to take phone calls, starting in the summer 
of 2014 

 The practice plans to open a further GP clinic, outside of normal hours, 
which will be booked in advance, from the summer 2014. 
 
 

The practice’s current opening hours are 8.30am-6.30pm Monday to Friday. Patients 
are able to phone and access the building at any time during these times. An on-call 
doctor is available between 8.00am – 8.30am from Monday to Friday.  
 
Finally, the staff and doctors at the Hedges Medical Centre would like to express 
their appreciation to all the members of the Patient Representative Group for their 
dedication in ensuring the success of the survey process.  
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Appendix A 

The Hedges Medical Centre     
Patient Experience Survey 2013-14 

230 responses 

Q1. Can you normally see a GP on the day that you want to? 

Answer Count % 
 

Yes 178 77.4 
 

No 45 19.6 
 

Never needed to 7 3 
 

 
If no, why not? 

Answer Count % 
 

Fully booked 40 17.4 
 

Cannot attend at times offered 11 4.8 
 

 
Q2. Are you usually able to see the doctor you prefer? 

Answer Count % 
 

Most of the time 129 56.1 
 

Some of the time 81 35.2 
 

Rarely 18 7.8 
 

 
Q3. How satisfied are you with the hours that your GP surgery is open (8.30am – 
6.30pm Mon-Fri)? 

Answer Count % 
 

1 82 35.7 
 

2 55 23.9 
 

3 38 16.5 
 

4 33 14.3 
 

5 21 9.1 
 

 
Q4. How easy usually do you find getting through on the phone? 

Answer Count % 
 

1 25 10.9 
 

2 44 19.1 
 

3 68 29.6 
 

4 47 20.4 
 

5 46 20 
 

 
Q5. How easy do you find the following? 
 
a). Speaking to a doctor or nurse on the phone? 

Answer Count % 
 

Easy 101 43.9 
 

Difficult 16 7 
 

Never tried 89 38.7 
 

Didn’t know that I could 23 10 
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b). Getting test results on the phone? 

Answer Count % 
 

Easy 123 53.5 
 

Difficult 15 6.5 
 

Never tried 78 33.9 
 

Didn’t know that I could 12 5.2 
 

 
Q6. How do you rate the way that you are treated by the receptionists at the surgery? 

Answer Count % 
 

1 118 51.3 
 

2 43 18.7 
 

3 34 14.8 
 

4 19 8.3 
 

5 13 5.7 
 

 
Q7. When you are at the surgery, how satisfied are you usually with how long you wait 
for your consultation with the doctor? 

Answer Count % 
 

1 39 17 
 

2 79 34.3 
 

3 67 29.1 
 

4 30 13 
 

5 11 4.8 
 

 
Q8. After seeing the doctor, do you usually feel that: 
 
a). You are able to understand your problems or illness? 

Answer Count % 
 

Better than before the visit 170 73.9 
 

The same as before the visit 55 23.9 
 

Less than before the visit 3 1.3 
 

 
b). You are able to cope with your illness? 

Answer Count % 
 

Better than before the visit 149 64.8 
 

The same as before the visit 75 32.6 
 

Less than before the visit 3 1.3 
 

 
c). Able to keep yourself healthy? 

Answer Count % 
 

Better than before the visit 123 53.5 
 

The same as before the visit 99 43 
 

Less than before the visit 6 2.6 
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Q9. How confident are you in the care that you receive from the nursing services? 

Answer Count % 
 

1 104 45.2 
 

2 65 28.3 
 

3 29 12.6 
 

4 20 8.7 
 

5 10 4.3 
 

 
Q10. How comfortable do you feel the general waiting areas are? 

Answer Count % 
 

1 83 36.1 
 

2 73 31.7 
 

3 35 15.2 
 

4 23 10 
 

5 13 5.7 
 

 
Q11. In general, how satisfied are you with the care that you get at your GP surgery? 

Answer Count % 
 

1 106 46.1 
 

2 67 29.1 
 

3 28 12.2 
 

4 16 7 
 

5 10 4.3 
 

 
Q12. Would you recommend your GP surgery to someone who has just moved to your 
local area? 

Answer Count % 
 

1 135 58.7 
 

2 42 18.3 
 

3 24 10.4 
 

4 15 6.5 
 

5 11 4.8 
 

 
 
 

Equality Monitoring 

 
We collect and monitor the following information to ensure we are treating all people 
fairly and to help us identify any barriers that may need to be addressed. 
 
Q1. Are you male or female? 

Answer Count % 
 

Male 69 30 
 

Female 160 69.6 
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Q2. How old are you? 

Answer Count % 
 

18-24 27 11.7 
 

25-34 57 24.8 
 

35-44 43 18.7 
 

45-54 39 17 
 

55-64 25 10.9 
 

65-74 27 11.7 
 

75-84 9 3.9 
 

85 or over 2 0.9 
 

 
Q3. Which of these best describes what you are doing at present? 

Answer Count % 
 

Full-time work 70 30.4 
 

Part-time work 36 15.7 
 

Full-time education 9 3.9 
 

Unemployed 30 13 
 

Permanently sick or disabled 21 9.1 
 

Fully retired from work 37 16.1 
 

Looking after the home 19 8.3 
 

Doing something else 4 1.7 
 

 
Q4. In general, would you say your health is? 

Answer Count % 
 

Excellent 20 8.7 
 

Very good 49 21.3 
 

Good 94 40.9 
 

Fair 39 17 
 

Poor 18 7.8 
 

 
Q5. What is your ethnic group? (Please choose one section from A to E below, then 
select the appropriate option to indicate your ethnic group) 
A. White 

Answer Count % 
 

British 205 89.1 
 

Irish 1 0.4 
 

Any other white background 4 1.7 
 

 
B. Mixed 

Answer Count % 
 

White & Black Caribbean 5 2.2 
 

White & Black African 0 0 
 

White & Asian 1 0.4 
 

Any other Mixed background 0 0 
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C. Asian or Asian British 

Answer Count % 
 

Indian 1 0.4 
 

Pakistani 0 0 
 

Bangladeshi 1 0.4 
 

Any other Asian background 1 0.4 
 

 
D. Black or Black British 

Answer Count % 
 

Caribbean 1 0.4 
 

African 6 2.6 
 

Any other Black background 1 0.4 
 

 
E. Chinese or other ethnic group 

Answer Count % 
 

Chinese 1 0.4 
 

 
 

 


