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Introduction
We continue to see many challenges and rewards for the practice. We are extremely
grateful for the continued support and dedication from our loyal team….. from
reception staff opening up the doors at 6:30am in the mornings to greet waiting
patients in the rain (!) to doctors rescheduling holidays to support sick colleagues.
Our cleaning team working flexibly across the day to fit around changes to rotas and
to our nursing team supporting sick and training colleagues.
We start every day the same “doors open
between 6:30-7:00 until close”, staff
manning phones from 8:00 (start of core
general practice hours), doctors reviewing
surgeries-adding extra appointments when
demand requires it, and nurses “squeezing
in” patients to already booked clinics to
support GP colleagues. This is very much a
TEAM EFFORT and we could not deliver the
service we do without the commitment from EVERYONE.
As we move into the new financial year we see the introduction of Primary Care
Networks (PCNs). This will shape the future of primary care as we work closer with
colleagues across our new network.
We continue to actively increase our list
size; currently 12998. The more patients
we have, the more income we receive and
the more influence we can demand locally
for our patients.
We need to use
technology to improve not just the way we
work but the way patients access services.
We
will
explore
technological
advancements that could include digital
reception contacts and even consultations
for those patients that are interested in this type of access.

Annual Practice Survey Results
Overall Score = 73%1 (Appendix 1)
Patient Feedback (Appendix 2), areas
of concern:
 Telephone Access
 See a Practitioner of Choice

Opening Hours
We continue to be open longer than other GP practices, opening every day before
7:00am until the end of the last appointment at 6:30pm. Patients have reported an
increase in satisfaction levels 84% (Good – Excellent) with the opening hours. We
continue to participate in Extended Access appointments every evening after 6:30pm
and Saturday and Sundays mornings across 8 sites in Coventry, Rugby and Nuneaton.

47
74

Good
Very Good
Excellent

70

Telephone Access
Patients have reported an improvement in accessing the practice via telephone from
34% - 40%. We have dedicated staff taking calls between the hours of 8:00am and
6:30pm. We have 6 incoming lines and 5 staff taking calls during peak times which is
higher than other practices. We continue to promote patients using the automated
attendant on the phone system and registering for online services. The national
target is 20% of registered patients (as a minimum) should be registered, we are
currently reaching 32%. The volume of calls continues to be high despite efforts to
1

2017/18-75%

remove prescription ordering to the POD and the giving out of results. This is
currently being reviewed.

Appointment Satisfaction
72% of patients reported Good – Excellent on appointment availability. We have
been guaranteeing that 75% of appointments are available for booking from
12:01am every day. This means that patients registered for online services have
access to available appointments before the surgery opens at 7:00am! 25% of
appointments remain available for advance booking. As we move into the new year,
contract changes will mean 25% of ALL regular GP appointments will need to be
available for booking online. As soon as the computer software allows, some
appointments will also need to be available for booking directly by NHS 111.
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Poor
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See a Practitioner within 48 hours
77% of patients reported they were able to see a GP within 48 hours, this is a
significant improvement on last year (42%).

See a Practitioner of Choice
31% of patients reported the practice was performing poorly in this area which
although disappointing, this is an improvement on last year (50%). Patients can book
in advance to see any GP, but where these appointments are booked patients will
have to consider seeing alternative GPs. Dr Evans and Dr Kleine remain popular GPs
but they are part time and once they are booked in advance and we cannot create
additional appointments for them. We also employ ANPs and Clinical Pharmacists

who will increasingly be seeing patients more and more as they have the skills
patients need! Remember, sometimes a GP is not the most appropriate clinician to
see!
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Satisfaction with GP Consultations
There continues to be high satisfaction scores for experiences during consultations
with your GP (88%).

Satisfaction with visit
Warmth of greeting
Ability to listen
Explanations
Reassurance
Confidence in ability

Organisational Updates
We are continuing to expand our team to meet the needs of our patients. Changes
this year have included:

 Expansion of the Gerontology Practitioner role – we now have a second
practitioner to support elderly and frail patients in their homes, as well as the
daily work in the care/nursing homes.
 We have introduced Paramedics into our team. They carry out daily visits for
our GPs to patients in their homes and also care/nursing homes.
 Introduction of a third Clinical Pharmacist to help patients get the most from
their medications.
 Introduction of volunteers in the waiting room to help share the views of
patients and also to share the good work undertaken by the practice.

Staff Training
 Clinical Pharmacist at Coventry University has completed the Advanced
Clinical Practice Master’s degree.
 Trainee Advanced Nurse Practitioner at Coventry University in her final year
studying for a Master’s 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
 Our Nursing Associate has now
graduated
from
Coventry
University.
She is currently
undergoing preceptorship and will
soon be carrying out duties similar
to a primary care nurse.

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!

