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Annual Practice Survey Results
Overall Score = 74%1 (Appendix 1)

Patient Feedback (Appendix 2), areas of concern (down on previous year):
 Opening Hours
 Telephone Access
 Appointment Satisfaction
 See a Practitioner within 48 hours
 See a Practitioner of Choice
 Speak to the Practitioner on the Phone
 Information of Services
 Illness Prevention
 Reminder Systems
 Second Opinion/Complimentary Medicine

Opening Hours
We continue to be open longer than other GP practice, opening every day at 7:00am until
the end of the last appointment at 6:30pm. We are part of the Coventry & Rugby GP
Alliance, taking advantage of Extended Hours every evening after 6:30pm and Saturday and
Sundays mornings. During winter months we have also signed up to the Winter Pressure
Appointments across 5 sites in Coventry.

Telephone Access
We have a dedicated switchboard operator between the hours of 8:00am and 5:00pm. All
calls are now directed across staff groups. We have 6 incoming lines and 5 staff taking calls
during peak times.
The switchboard operator advises all patients that they can also book, cancel or change
appointments via the phone system, the practice website or by registering for online
services. This will also enable them to order valid repeat prescriptions, and shortly access
their medical records. A phone number is obtained from all patients to enable SMS
messaging for updates, reminders etc.
Note comment by a patient that the opening message on the phone system was “too long”
(Appendix 3). This was to ensure information was cascaded to all patients. NHS England
had already reported that they were impressed with the informative information shared
with patients.
The volume of calls continues to be high despite efforts to remove prescription ordering and
the giving out of results. One day last week, staff took more than 200 calls in 4 hours. Data
during February 2017 shows 4100 calls were taken.
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Appointment Satisfaction
Appointments are available on the day, in advance and can be booked online. Available
appointments for all GPs are visible as are some for the Nurses. Appointments for the
Clinical Pharmacist are booked by a Receptionist to ensure the appropriateness of booking.
Appointments are available in advance until the end of April (at 29 March 2017).

See a Practitioner within 48 hours
Patients who need to be seen on the day will be booked with the on-call GP to assess the
urgency of their need. The GP makes the decision as to whether they are seen or whether
they can be booked in advance. Appointments are available to book in 48 hours by
Reception.

See a Practitioner of Choice
Patients can book to see any GP. With the exception of 1 GP all GPs are part time. This
includes Dr Evans and Dr Kleine. The partners do book up in advance and unfortunately
when they are fully booked we cannot create additional appointments for them.

Speak to the Practitioner on the Phone
Staff book telephone appointments every day with GPs. Any indication of a request for an
emergency matter is passed to the on-call GP. There are no barriers to booking a telephone
appointment with a GP, but they are not endless and patients may have to wait a day.

Information of Services
This is disappointing. Our website is substantial and contains up-to-date information which
is checked daily. In addition we use Facebook and Twitter and feedback has always been
positive. Some patients use this to communicate with the practice which we engage in
24/7. The practice leaflet is also updated regularly and is available in Reception as
necessary.

Illness Prevention
Self-help information is available on the Patient Information Screen in both waiting areas,
via SMS messaging during campaigns, leaflets around the practice and via Social Media
(Facebook, Twitter) and the practice website. Feedback from GP consultations has always
been high, and complaints about clinical care low.

Reminder Systems
Staff are committed to updating telephone numbers at every contact, particularly mobile
numbers, to facilitate SMS messaging for all appointments and reminders during campaigns.
The DNA rate continues to be high at 9%. Information regarding the extent of these DNAs is
routinely published on Facebook and patient feedback has always been supportive.

Second Opinion/Complimentary Medicine
Difficult to explain dissatisfaction as there has been neither evidence nor concerns regarding
reluctance to refer

Organisational Updates
We are committed to the NHS Workforce Transformation project across the NHS which
addresses capacity and skill mixes across the NHS Workforce. As part of this initiative we
have carried out a detailed skill analysis in the last year. As a result we have made several
changes:
 Expansion of the Gerontology Practitioner role – support elderly and frail patients in
their homes, as well as the daily work in the care/nursing homes. We are working on
End of Life care packages in conjunction with the gerontology team at UHCW and we
are exploring the possibility of working with other practices to develop frailty
working in general practice. Our Practitioner has been chosen to present her work
and outcomes in a forthcoming conference regarding Elderly Care.
 Introduction of a Children’s Nurse to the team; the first in Coventry. We hope to
develop services specifically aimed at children, young people and their families and
carers. We will shortly we working in partnership with Partners in Paediatrics (PiP)
who facilitate a Forum for Children's Commissioners. We are hoping to participate in
the PACE setter award scheme to showcase services aimed at this patient.
 Introduction of a second Clinical Pharmacist to specialise in Diabetes, working on
Saturdays mornings.
 Amalgamation of Reception and Administrative staff. The new Patient Services
Navigators work across all practice areas and share in the distribution of phone
access.
 Front End staff in Reception now include a Greeter, to help patients access services,
provide helpful information including using the booking-in screens

Staff Training






One Clinical Pharmacist at university studying the final module in Advanced Clinical
Practice. This will develop their consultation skills. They are able to be booked
directly by Reception.
One practice nurse at university studying for a Masters Degree in Advanced Clinical
Practice. This will enable her to move in an Advanced Nurse Practitioner role,
treating minor illnesses and ailments, and helping GPs triage calls etc
One practice nurse at university studying a Fundamentals Foundation Degree to help
her develop enhanced knowledge in primary care areas.
One HCA at university in July studying for a Foundation Degree. This will enable her
to move into a Nursing Associate role supporting the GPs.

CQC
The inspection the early part of last year concluded all areas as Good. Obviously we were
working towards Outstanding but this will be the target next time!

Appendix 1 – Patient Experience Results

Appendix 2 – IPQ Report

Appendix 3 – Patient Comments

Your Feedback
Before you go …..Your views are important to us. If there are any comments
you wish to make please complete and return to us. Your time is valuable, thank
you so much for giving some of this to us today, we promise it won’t be wasted!

