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Local Patient Participation Report 

March 2012 

 
Introduction 
St Peter’s has made great efforts to recruit volunteers that are a true representation of our practice 
population.  We advertised membership of the PPG through our website, newsletters, Practice 
leaflets and by giving invitations to patients in-house.  Posters were also displayed in both waiting 
rooms.  The Practice has tried to target specific groups of underrepresented patients, through 
personal invite, but to date this has proved relatively unsuccessful.  The practice continues to 
advertise for new members of the group.  There has been a slight surge in on-line applications, and a 
few responses to join from our survey questions. 
 
There are 32 PPG members within the group, with 7 male and 25 female representatives.  The age 
profile is as follows:  
 
Number of PPG members Age in years  Number of PPG members Age in years 

0 0-16  9 45-54 
0 17-24  8 55-64 
2 25-34  2 65-74 
7 35-44  4 75+ 

 
The Practice has so far held meetings during the evening and at weekends (both morning and 
afternoon) to encourage a wide variety of patients to attend including those who, for example, are in 
full time education, have children of school age or are working.  We are also trying to engage people 
virtually but do have a problem with this as some patients do not wish for their email to be given to 
the whole group so this is proving a little difficult to encourage group consultation.  
 

The Survey 
The PPG met in January and had a long discussion regarding areas to be surveyed.  We agreed to 
include the areas from the GP Patient Survey in which we performed poorly.  It was difficult for the 
group to think of any other areas, as they were generally very satisfied with the service provided.  We 
had recently decided not to have music in the waiting room (PPG meeting in September 2011) and 
as there was a very low attendance at this meeting, we decided to include this in the survey.  The 
PPG also wanted a question regarding “disabled access”, not meaning wheelchair access but to try 
to find out what small, simple things we could change to improve patient access to our facilities.   
 

Method 
Prior to the survey the practice displayed posters in and around the surgery informing patients that a 
survey would be undertaken.   
 
Patients were asked upon arrival to the surgery if they would be happy to participate in the local survey.  
The Practice looked at targeting various groups of patients and different times of the day (baby clinic, 
chronic disease clinics, and general routine appointments with GP/Nurses). 
 
The survey was also available online via our Practice website, which also enabled patients who were 
visiting the website (for prescriptions, information etc) the opportunity to participate. 
 
The survey was conducted during March 2012.  Questionnaires were completed by patients and a total 
of 237 questionnaires were completed and a report of the findings is below. 
 

Summary and Results 
The full survey is to be found further into this report.  Some of the highlights are: 
 
o 94% of our patients scored our overall service 6 or above (where 10 is excellent and 1 is very poor) 
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o 25% of patients surveyed believed our overall service is better than 6 months ago with 58% thinking 
it was the same 

 
o 67% of our patients were satisfied or very satisfied at being able to book an appointment more than 

48 hours in advance.  We are very proud of this result as this is a big increase on our previous 
score of 57% and reflects the work we have done in trying to improve this area. 

 
o 70% of our patients scored us at 6 or above (where 10 is excellent and 1 is very poor) when asked 

how satisfied they were in getting through to our Practice on the telephone.  Our previous score 
was 56% so this is a massive improvement.  We have increased the phone lines coming into the 
surgery, have more staff answering the phones at peak times and have put in place a number of 
measures to try to reduce the pressure on the phones (for example appointment booking on line,  
text message reminders, being able to book appointments 7 weeks in advance). 

 
o Satisfaction with our opening hours has increased from 78% to 88% in the last year.  Our opening 

hours have not changed at all but we have tried to promote this information more effectively. 
 
o Approximately half the of the patients surveyed were not aware that we offered GP appointments 

Tuesday evenings and Saturday mornings,  that you could be reminded of your appointment by text 
message and that you can order your repeat prescriptions on-line.  

 
o 90% of our patients scored the service offered by our Reception Team as 6 or above (where 10 is 

excellent and 1 is very poor) 
 
One less positive aspect: 
 
o 54% of patients were able to see their preferred GP when ringing to book an appointment.  This is 

down from our previous score of 59% and is reflective of the fact that Dr Nalletamby has gone part-
time to enable him to Chair Brighton and Hove Clinical Commissioning Group and also that Dr 
Roberts has reduced her clinic time.  We have taken on another Partner to cover these hours.  Dr 
Jarvis remains hugely popular and has historically been difficult to see as so many patients wish to 
see her.  As Dr Jarvis is also working one day a week for the Clinical Commissioning Group, this 
has exacerbated the problem. 

 
Patient Satisfaction Survey February 2012 

Number of Responses: 237 

Q1  Taking everything into account, how would you rate the service we provide overall, on a scale of 10-1 
where 10 is Excellent and 1 is Very Poor  

10  32% 9    24% 8    27% 7    10% 6      1% 
5      3% 4      0% 3      0% 2      0% 1      0% 

 

 

Q2  What do you believe is the single most positive aspect of our service? 

There were 28 comments regarding the appointments, 36 comments regarding clinicians, 30 comments regarding 
other staff and 10 miscellaneous comments. 
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Q3  What do you believe is the single most negative issue affecting our service? 

There were 43 comments regarding appointments, 1 regarding clinical staff, 1 regarding other staff, 4 regarding 
premises and 3 miscellaneous comments. 

Q4  Do you believe our overall service is better or worse than 6 months ago? 

Better  25% About the same  58% Worse  2% No contact in last 6 months  9% 

 

 

Q5  How satisfied are you with being able to book an appointment more than 48 hours in advance with 
your GP? 

Very satisfied  34% Satisfied  33% Not very satisfied  21% 

 

 
 

Did you know that we now offer booking of appointments 7 weeks in advance?  

Q6  How satisfied are you with getting through to the practice on the telephone where 10 is Very satisfied 
and 1 is Not very satisfied. 

10  16% 9  12% 8  20% 7  12% 6  10% 

5  10% 4  5% 3  5% 2  2% 1  2% 
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Q7  Whilst both are important, which do you rate higher? 

Getting to see your regular GP  63% Choice of appointment time  33% 

 

 

Q8  Are you happy with our opening hours? 

Yes  88% No  6% 

 

 

Q9  Are you aware that GP appointments are offered outside of normal opening hours at St Peter's 
Medical Centre (Tuesday evenings and Saturday mornings)? 

Yes and I have used this service   24% No I was not aware   48% 
Yes but I have not required this service   23% 

 

 

Q10  When you last booked an appointment were you able to see your preferred GP? 

Yes  54% No  39% 
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Q11  If you answered No to Question 10, who was the GP that you were trying to see? 

12 answered Dr Jarvis, 11 Dr Roberts, 7 Dr Nalletamby, 3 for Dr Chye and Dr Rumboll and 2 for Dr Nagy and Dr 
Wastie. 

Q12  On a scale of 1-10, how would you rate the service offered by our reception team where 10-1 where 
10 is Excellent and 1 is Very Poor 

10  41% 9  23% 8  17% 7  7% 6  2% 
5  2% 4  0% 3  1% 2  0% 1  0% 

 

 

Q13  GP practices sometimes refer patients on to other health specialists or other health and social care 
providers. Has this happened to you? 

Yes and the referral process worked well   54% 

No this has not been necessary   28% 

Yes but there were problems with the referral process   12% 
 

 

Q14  Are you aware that the practice offers a reminder 24 hours before your appointment by text message 
to your mobile phone? 

Yes, I use this  29% No  51% Yes, but not required  15% 

 

 
 

If you would like this service apply on-line or ask at Reception.  
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Q15  Are you aware that you can order your repeat prescriptions on-line? 

Yes, I use this  18% No  56% Yes, but not required  20% 

 

 
 

If you would like this service apply on-line or ask at Reception.  
 

Q16  How often do you access the practice website and for what reason? Is there anything that you would 
like to see on the website? 

Q17  It has been suggested that we play music in the waiting room to help prevent patients overhearing 
conversations. Do you think this is a good idea? 

Yes  49% No  36% 

 

 

Q18  Is there a practical way that we can help you to use the surgery and its facilities? Do you have any 
difficulties using our facilities within the surgery? For example; Can you easily turn the taps on and off in 
the toilets? 

17 people responded that they had no problems at all.  7 patients had problems with the stairs, 2 with the toilets, 2 
noted a lack of music being played and 3 commented on the chairs.  Individual comments were noted regarding 
the siting of the touch screen check in, the lack of bike racks, difficulty hearing a name being called and opening 
the main front door. 

Q19  Are you interested in learning more about our Patient Participation Group? If yes, see the practice 

website for more details and send us an email. Alternatively, make a note here and we’ll contact you. 

Q20  Are there any further comments and suggestions you have? Please note in the space below 

There were 28 comments praising the various aspects of St Peter’s and other miscellaneous thoughts such as 
playing Heart FM in the waiting room, more toys for children, requesting a water unit, requesting blood samples to 
be taken here.   

To help us analyse your answers please tell us a few things about yourself: 

Are you male or female? 

Male  34% Female  62% Transgender  0% 
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What age are you? 
 

Under 16  0% 17 - 24  6% 25 - 34  13% 

35 - 44  19% 45 - 54  21% 55 - 64  17% 
65 - 74  13% 75 - 84  2% Over 84  0% 

 

Are you carer? 
 

Yes  15% No  60% 

 

Are you disabled or permanently sick? 
 

Yes  21% No  64% 

 

Sexual Orientation? 
 

Heterosexual  70% Gay  4% Lesbian  1% 

Bisexual  2% Do not wish to disclose  4%  

 

What is the ethnic background with which you most identify? 
 

 

Religion/Belief? 

 

 

How would you describe how often you come to the practice? 

Regularly  30% Occasionally  44% Very Rarely  11% 

 

 
The report and a draft action plan were circulated to the PPG members for comments and suggestions.  
Once feedback was received from the PPG, the Practice Manager drew up the final action plan with 
timescales to which actions were to be completed. 

 

How to access St Peter’s Medical Centre 
St Peter’s Medical Centre is open Monday to Friday 8.30 – 18.00.  Patients can make appointments by 
telephoning or calling in to the Practice.  The Practice also offers online appointment booking via a 
secure website where patients are also able to request repeat prescription.  The Practice has text 
messaging facilities to remind patients of their appointment, and we are currently looking at purchasing 
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software which will enable our patients to cancel their appointment via text message therefore freeing 
up the phone lines ever further. 
 
The Practice provides extended opening hours on Tuesday evenings (18.30 – 19.30) and Saturday 
mornings (9.00 – 12.00).  These are pre-bookable appointments. 
 

Action Plan 
 
 

Issue Action(s) Priority Lead 
Time 

Frame 

Improve awareness 
of changes to 

Practice services 
e.g. Appointments 
on-line, being able 

to book up to 7 
weeks in advance 
and text message 

reminders 

� Change practice leaflet 
� Look at website 
� Flyers to send out with 

outgoing mail 
(prescriptions, recall clinic 
letters etc) detailing 
different aspects of our 
service 

� Add to TV display as 
permanent feature 

� Big noticeboard display 

High HD and JP 

2 
months 

but 
ongoing 
project 

 
Seeing preferred 

GP 

� Inform and educate 
patients of other GPs 
available 

� Consider use of TV display 
to inform patients of all 
clinicians available and for 
them to put a face to a 
name 

High JP 
4 

months 

 
Music in waiting 

rooms 
 

� Discuss again at PPG, 
Partners’ meeting and 
Whole Building Meeting 

Medium HD and JP 
3 

months 

 
Chairs 

 

� Survey chairs currently in 
the waiting room 

� Look at options available. 
High DH 

4 
months 

 


