
Patient Participation – End of Year Report  
 

2013 - 2014 
 
Patient Participation Group Profile: 

 
Charing Surgery has always had a committed and enthusiastic patient 
group, who have played their full role in contributing to the evolution of the 
Practice and its services for patients and historically have provided 
invaluable fund raising support for new equipment for the Surgery. 

 
• The aims/objectives of the PPG are as follows: 
i) To provide a regular forum where the Practice Partners can meet 

with the patient representatives. 
ii) Patient representatives will be volunteers who wish to engage with 

the Practice and support its development. 
iii) The Chairman, Deputy Chairman and Secretary will be chosen by  

elections of the PPG members. 
iv) The PPG meeting will convene at least 4 times a year. 
v) The aim of the meeting is to – 

- promote involvement on all issues affecting the service delivery. 
- enable an opportunity for patient opinions to be voiced across the 
spectrum of issues. 
- an opportunity to test and receive patient feedback about 
proposed changes to service delivery 

                - develop ways in which wider patient participation can be gained in 
      the meetings, either by a physical or virtual representation via the 
      Practice’s website. 
 

• The PPG group elected a new chair, Mrs Annie Jeffrey, in 2013. She is 
supported by representatives of the surrounding villages, which makes 
up the predominantly rural registration area. Village representatives 
include, Sheila Vinson, Peter Osborne, Anne Jeffrey, Olive Calton, 
Anna Green, David Tawney, Ann Murray, Victoria Fisher, Sarah 
Dawson, Christina Turnbull, Barbara Marchant, and Yvonne Fernando. 
All of the above persons are registered patients and make up an 
effective representation of the Practice geographical population which 
distributed as shown below. Highlighted villages reflect the home 
village of the PPG representatives: 
 

o Bethersden  283 
o Smarden  387 
o Challock  502 
o Charing  2449 
o Charing Heath 300 
o Egerton  581 
o Great Chart  96 
o Harrietsham  13 
o Hothfield  772 
o Lenham  94 
o Little Chart  243 
o Molash  57 



o Pluckley  961 
o Stalisfield  148 
o Westwell  260 
o Ashford  894 

 
• The PPG and Surgery have sought to introduce new members into the 

PPG by promoting the PPG via: 
 

o Waiting Room TV adverts 
o Website 
o Promotion and word of mouth by existing PPG members 
o Parish magazines 

 
This has been successful in recruiting new representatives to the 
Group over the last year. The PPG is currently developing a Practice 
Gardening Club and the scope of a ‘Health Promotion’ Open Day and it 
is hoped these projects will help further publicise the role of the PPG 
and encourage increased membership. 
 

• The demographics of our practice population are as follows as 
captured from the Practice’s clinical database: 
 

o Under 16  18% 
o 16 - 24 years  9% 
o 25 – 34 years 9% 
o 35 – 44 years 13% 
o 45 – 54 years 17% 
o 55 – 64 years 14% 
o 65 years +  21% 

 
Showing predominantly white, British ethnic origin. 

 
Whilst we have been successful this year in recruiting younger 
members to join the PPG, it is the ongoing intention of the PPG to 
continue to recruit an increased number younger members. 
Recognising that patients that fall into that age bracket are likely to be 
time limited by work commitments, PPG meetings are held in the 
evening to make them more accessible. A PPG e-mail address was put 
in place to encourage greater involvement from younger aged 
representatives of our patient group, but this requires further promotion 
(See website for evidence – www.charingpractice.co.uk) 
 

 
Annual Patient Survey: 
 

• The PPG group considered the previous year’s survey and how they 
would like to see that developed into the survey for this current year.  

• This decision was based on the following reasons – 
- the survey would cover all of the key areas of interest required by 

PPG members. 
- It would reflect elements that were deemed appropriate to include 

based on patient feedback. 



- It was to be used to test awareness of services offered by the 
practice. 

• Meetings were held on 13th May, 9th September, 16th September and 
the 1st October where the purpose and the content of the survey were 
discussed and finalised. (See appendix 1 and appendix 2 minutes) 

• A draft copy of the proposed survey questionnaire was distributed by 
email on the 20th September 2013 and was subsequently agreed by 
email response from the PPG members involved in developing the 
survey. It was agreed to distribute the survey once the peak of the flu 
vaccination season was over as this is one of the busiest times for the 
practice and not an idea time to cope with distributing, collecting and 
analysing surveys.                                 

• The survey was carried out in December 2013 and January 2014 and 
was offered to all patients who attended the Surgery during that time. 
Survey attached in appendix 3 

• Predominantly, surveys were completed during their visit to the Surgery 
and were completed anonymously. 

• The completed questionnaires were collated by the practice on behalf 
of the PPG.  The results and interpretations were then shared, 
discussed and agreed with the PGG in March 2013. 

• The results of the survey are illustrated in the charts in appendix 4 and 
reflect replies from 415 patients. 

• A breakdown of the results is detailed in appendix 5.  
 

Annual Patient Survey Results: 
 
Appended is an executive summary of the results that was used to help share 
the information with the PPG within the context of the previous year’s action 
plans. (See appendix 6) 
 
Action Plan Resulting From The Annual Patient Survey: 
 

• Attached is a copy of the Annual 2012-2013 Patient Survey results and 
action plans. See appendix 6.  

o The results of the patient survey have been copied below in the 
appendices. 

o The key results have been included in the summary document 
that reviews progress against the 2013-14 action plan and that 
identifies the new plan for 2014-15.  

• These have been circulated to PPG members for endorsement by 
email (appendix 7) and have been posted on the Surgery website.. 

 
 
Surgery Opening Hours and Methods for Accessing Services: 

 
• The opening hours of the Practice are as follows – 

 
Monday:   08.00am until 6.00pm 
Tuesday:  08.00am until 6.00pm 
Wednesday: 08.00am until 6.00pm 

           Thursday:   08.00am until 6.00pm 
           Friday:   08.00am until 6.00pm 



 
 

• The methods of obtaining access to services through core hours are: 
- Phone to Surgery Reception and speak with Receptionist. 
- Phone to Surgery and book an appointment via the 24/7 automated 

system. 
- Attending in person at Surgery Reception 
- On-line appointment booking. 

 
• Times of Surgery 2013-14  “extended hours” openings are as follows - 

 
  Tuesdays:          7.00am until 8.00am 
  Saturdays:          9.00am until 12.00noon 
 
 
 
 
 
 
 



Appendix 1: 
Minutes of Patient Participation Group Meeting 

 
Monday 13th May 2013 

 
Charing Surgery 

 
Present:  Tony Wilson(Chair), Peter Osborne, Ilma Rainey, Sheila Vinson, 
Olive Calton, Anna Green, Annie Jeffrey, David Tawney, Dr Warrilow, Dr 
Dunnet, Tony Gooden. 
 

1. Apologies: 
 
There were no apologies for absence. It was noted that Grace DaSilva has 
decided to resign as a representative.  The meeting also welcomed Anne 
Murray as a new member from Pluckley, who related she was a retired 
teacher but has an interest in health matters and has sat on the Health 
Matters committee of the old PCT. 
 

2. Matters arising from the meeting minutes of 14th January: 
 

i) The new Practice website is up and running and will improve 
functionality for script ordering once the new clinical computer 
system is installed. 

ii) A new computerised clinical system is being installed tomorrow 
after much planning and preparation by the Surgery team. 

 
3. PPG Officers recruitment: 

 
TW informed the meeting that Colin Burdick had declined the offer to be 
nominated for Chairman and that there had been no other interested parties 
come forward. Peter Osborne confirmed that he did not want to put himself 
forward.   
It was agreed that TW would write an article for the local Parish Magazines, 
including a contribution from Bill Warrilow, publicising the need for patient 
engagement and the search for a new Chairperson. A meeting would be held 
in June to discuss the future organisation with interested parties. 
 

4. PPG members report: 
 
IR informed the meeting about the meeting she attended discussing 
Dementia. This was a disappointing session and was focused on “selling” 
equipment and the promotion of tracking devices. 
BW confirmed that the Government wants GP’s to actively support the 
introduction of new technology in the field of “Telehealth” and currently 
Charing Surgery is monitoring developments in this area. 
AJ related that only one acute hospital, QEQM, would be taking elderly mental 
health pts for the whole of Thanet and was interested in the Practice view on 
this.  NP shared that he felt this was probably cost driven and had little to do 
with a better service for patients. BW confirmed that Charing GP’s were not 
consulted on this issue and that the situation was getting worse in the 
community and GPs were left with picking up the pieces. 



5. 2013-2014 Patient Survey: 
 
TG related that the minimum task for this year is to plan and undertake a 
similar survey to last year.  TW highlighted the concerns that running the 
same survey would only produce the same answers.  BW shared that it was a 
specific requirement and that the key objective was how it can be made to be 
as useful as possible. 
It was proposed to run another survey at the end of the summer, before the flu 
campaign. TW/DT related that the analysis element was very time consuming 
and BW felt that the Practice’s HCA trainees would be able to help out  on this 
task.   
AM asked if there were DOH standard surveys that could be utilised. BW felt 
that what was required was a “tailored” survey that matched the Practice’s 
requirement.  OC suggested that a sub-committee of the PPG should look at 
survey design which was agreed. 
 

6. ACCG/APPG reports: 
 

i) NHS111:  BW related that the call centre had been swamped by 
calls and were struggling to handle this level of need – A&E 
attendances had also increased by 50%. TW highlighted the 
political context to the issue and that the Government of the day 
had allowed the “Out of Hours” service to be negotiated out of 
Practices contracts.  AM enquired if the surgery referred pts to 111 
and BW confirmed this was the case and that people should 
complain through the publicised channels if they have concerns. 

ii) AJ gave an update of the ACCG mtg that she attended which 
focused on complaints about Sydenham House and the 111 service 
issue. 

 
7. Partners Report: 

 
i) The Surgery now has 2 new employed trainee HCAs who are top 

flight medical students who aspire to become clinicians. They are 
quickly becoming highly effective and supporting on blood tests, 
ECGs and BP’s. 

ii) The Practice is reorganising its admin. departments to create a new 
Patient Services Dept that will provide a more responsive and 
flexible team who can cope with the highs/lows as they occur during 
a working day.   

TW enquired whether patient numbers were increasing and TG stated that 
the registered population was ca.8500 and increasing slowly.  BW 
highlighted that the Practice was aiming to eventually reach 10,000 pts. 
 
8. AOB: 

 
i) Carers Support:  AJ asked how long does it take for a 

commissioned service to be introduced by the CCG. She added 
that there was no carers support training within the mental health 
area.  BW confirmed that specialist health support had been 
removed and the KCC need to address this matter for the future 
and be accountable for its provision.  NP added that the CCG had 



recently taken over its responsibilities in April and are currently 
reviewing the situation of Child/Adolescent Mental Health and this 
work is at an early stage. 

ii) TW thanked all of the PPG members for their support and 
enthusiasm during his time as Chairman and wished the Group 
much success in the future.  In response the members thanked TW 
for his leadership and wished him well for the future. 

 
9. Date of next Meeting: 

 
Monday 9th September 2013 at 7pm in the Surgery Seminar Room. 
 
 
 
 



Appendix 2: 
 

Minutes of Patient Participation Group Meeting – Charing Surgery 
 

Monday 9th September 2013 
 

 
Present:  
Dr Dunnet, Dr Warrilow, Dr Poplett, Anna Green, Peter Osborne, Victoria Fisher, 
Olive Calton, Sheila Vinson, Annie Jeffrey, Dave Tawney, Kay Acott 
 
Apologies:  
Dr Naganathar 
 
1. Welcome to a new member  

The group welcomed Victoria Fisher as a new member.  BW introduced Kay 
Acott as the new Practice manager and explained that Tony Gooden has decided 
to scale back his hours and has taken on the role of Assistant Practice Manager. 

 
2. Matters Arising 

The two new HCA’s, Owen and Oman are now trained and undertaking 
phlebotomy and PB checks.  BW outlined how the surgery is utilising its teaching 
role to bring in medical students and give them experience of working in a 
medical practice.  SV kindly commented that both Oman and Owen were very 
polite, kind and patient and an asset to the practice. 

 
3. Appointment of a Chairperson 

BW related that a functional and active PPG is an asset to the practice and that 
its’ role of acting as the voice of the patient and providing a patient perspective 
into the surgery was valued by the practice. AJ advised that she was aware that 
Wye PPG had set up patient education sessions which had been attended by 
over 100 patients and it was agreed that if the Charing PPG were able to set up 
similar sessions then it would be welcomed by the patients and the partners.  It 
was agreed that the role of the chairperson is vital to keeping the PPG active and 
AJ agreed that she would be willing to take on the role of acting Chair for 6 
months.  DT proposed AJ as Chair and it was seconded by SV.   

 
4. Report by Partners 

a. NP updated the group on the ongoing building work which has had to be 
carried out due to rising damp issues in two consulting rooms. It is expected 
that the work will last for 6 weeks and will include alteration to the receptionist 
area to allow the reception team and secretarial team to be amalgamated into 
one Patient Services team which will give greater cover on the phones at 
peak times. 

b. BW outlined the role of the CCG which formally went live on the 1st April 
2013.  The CCG is responsible for commissioning services from GPs and the 
surgery is working closely with the team. 

 
5. Patient Survey 

KA asked for support from the PPG to design a patient survey and it was 
discussed that the survey should be made available to patients in 
October/November time. It was agreed that the previous year’s survey could be 
used as a template but also that the survey could be used as a way of informing 
patients of the range of services available at the surgery, such as the minor 
injuries service, and changes to ways of working, such as the triage service, 
which has been put in place to support same day access for patients. It was 
agreed that it would be important to ensure as many patients as possible are 



aware of, and have access to the survey. AJ agreed to set up a follow up meeting 
with a sub committee of the PPG on Monday 16th September to specifically 
discuss the design and content of the next survey. 

 
6. Wish List 

KA advised that there is c. £400 in the account associated with fund raising by 
the PPG. It was discussed that feedback form other patients is that they are 
uncomfortable with raising money for the surgery when they believe fundraising is 
to purchase items that should be provided by the NHS.  BW agreed that in the 
case of fund raising it should be for items or services that enhance patient care, 
improve ease of access to care for patients or be complementary to care offered 
by the NHS; examples included massage therapy, first aid courses, development 
of a therapeutic garden.    It was discussed that there is probably little awareness 
amongst patients generally of how much it costs the NHS to deliver services and 
that it would be helpful to publicise this in some way, potentially through a 
newsletter that KA will be producing. 

 
 

7. AOB 
a. OC asked about the availability of the shingles vaccine.  RD advised that 

there would be a rolling programme and due to scarcity of the vaccine it 
would be given to 70 and 79 year olds each year over the next 10 years. 

b. AJ suggested that a formal thank you be given to Ilma Rainey for her 
contribution to the PPG.  The partners agreed that the surgery would send 
some flowers to Ilma on behalf of the partners and the PPG. 

c. AJ suggested that the PPG should have at least one representative from 
each village within the surgery’s catchment area. 

d. AJ advised that she has had feedback that the 111 service is still not 
functioning as it should be.  BW advised that the introduction of 111 has 
increased A&E activity by 15% but that it is subject to ongoing review and 
improvement and that services such as the minor injuries service offered by 
the Charing surgery are able to help relieve pressure on A&E as well as 
offering greater patient care locally. 

e. AJ advised that there is an ACCG meeting about dementia services on 19th 
September and that AJ is happy to attend as the Charing PPG representative. 

 
8. Next Meeting 
 

Monday 13th January at 7pm in the seminar room at the Charing Surgery. 
 
 
 
 
 
 

 



Appendix 3: 
 
 

PATIENT	  SURVEY	  -‐	  CHARING	  SURGERY	  

Your	  answers	  are	  strictly	  anonymous	  
Please underline or circle the answer that best describes your answer 

 
1.  Please circle the age bracket you fit into: 

16-24  25-34  35-44  45-54  55-65   65+ 
 
2. How long have you been a patient at Charing Surgery? 

Less than 1 year  1-5 Years 6- 10 years more than 10 years  
 
3. In the past twelve months, how many times have you seen a doctor at this surgery? 
 
None  Once or Twice  Three or Four  Five or more 
 
4. In the past twelve months, how many times have you seen a nurse at this surgery? 
 
None  Once or Twice  Three or Four  Five or more 
 
5. In the past twelve months, how many times have visited the pharmacy? 
 
None  Once or Twice  Three or Four  Five or more 
 
6. Was your appointment today with: 
Dr Warrilow   Dr Zadeng   Physiotherapist 
Dr Dunnet   Dr Sharpe   Nurse Practitioner  
Dr Poplett   Dr Sundar    Nurse 
Dr Naganathar   Dr     Health Care Assistant 
  
Pharmacist   Midwife    
 
Other..............................................................................................    
 
7. How often do you get to see your first choice doctor? 
 
Always   A lot of the time Some of the time Almost Never  Never 
 
8. If you are willing to see ANY doctor or nurse, how quickly are you usually seen? 
 
Same Day Next Working Day More than Three Working Days     No Experience 
 
9. How do you rate this access to a doctor? 
 
Excellent Very Good   Good            Fair        Poor        No Experience 
 
10. What kind of appointment have you had today? 
 
Booked Routine Appointment  Same Day Appointment  Emergency 
Appointment 
 
11. The surgery offers a number of ways of making appointments - how did you book yours 
today? 
 
Spoke to a receptionist on the telephone            Automated telephone booking system 



In person at reception              Online booking via the Practice website 
Follow up appointment booked by the doctor or nurse 
 
12. How do you rate your experience of making an appointment using the telephone booking 
system? 
 
Excellent Very Good Good  Fair  Poor No experience 
 
13. How would you rate the online booking service (accessible from The Charing Practice 
website)? 
 
Excellent Very Good Good  Fair  Poor No experience 
 
14. If you spoke to a receptionist, was the manner in which the receptionists communicated with 
you, either on the phone or in person?   
 
Excellent Very Good Good  Fair  Poor No experience 
 
15. The surgery offers extended opening hours and is open: Monday, Wednesday, Thursday, 
Friday 8am to 6pm; Tuesday 7am to 6pm; Saturday 8am to 1pm. 
How convenient do you feel these opening hours are?   
 
Excellent Very Good Good  Fair  Poor 
 
16. When you attend the surgery, if you have to wait for your appointment, is it usually for?  
 
Less than 10 minutes      11-20 minutes  21-30 minutes           Longer than 30 minutes 
 
17. How do you rate this wait? 
 
Excellent  Very Good  Good  Fair  Poor  
  
18. If you do have to wait, are you informed that there is a delay? 
 
Usually         Sometimes                  Never                  No Experience 
 
Comments on questions 1-18........................................................................................................... 
........................................................................................................................................................ 
........................................................................................................................................................ 
19. If you need advice, how easy is it to speak to a doctor or nurse on the phone? 
 
Very Easy Quite Easy  Not Easy Difficult  No Experience  
 
20. When you see a doctor, how well do you feel the doctor listens to your problem?  
 
Very Satisfied                 Satisfied                Too Hurried             Doesn’t Listen 
 
21. How well does the doctor explain the diagnosis and treatment? 
 
Very Well             Quite Well              Not Well             Poorly  
 
22. How involved do you feel in making decisions about your care? 
 
Extremely involved  Quite involved  Not involved  Not relevant 
 
23. As well as access to GPs and Nurses, The Charing Surgery offers teh following services: 
 
Minor Injuries Service   Minor Operations   Travel vaccinations 
Counselling   24 hour blood pressure monitoring Ultrasound 
Smoking cessation  Weight management    
Health checks   Medicines review 
Diabetes care   Physiotherapy 
 



How aware were you of these services? 
 
Completely aware aware of some  not at all aware 
 
Are there any other health care services that you would like to see offered by the surgery? 
......................................................................................................................................................... 
..................................................................................................................................................... 
 
24. Would you be happy to be contacted by the surgery by text or email to be informed of new 
services? 
 
Yes   No 
 
If yes, please ensure reception have your email and/or mobile number. 
 
 
25. Where would you go to find out information about the surgery? 
 
The Charing Practice website   Practice Booklet  The Pharmacy 
Notice Boards in reception   Ask at reception 
Other.............................................................................................................................................. 
 
26. If you have accessed the Charing Practice website (www.charingpractice.co.uk), do you find 
it? 
 
Very useful  Quite useful Not at all useful Never accessed it 
Comments................................................................................................................................................ 
................................................................................................................................................................. 
 
27. Which waiting room information is most useful to you? 
 
TV display  Health information leaflets    Posters 
None - I would rather receve information by.......................................................................................... 
................................................................................................................................................................. 
 
 
28. How likely are you to recommend The Charing Practice to your friends or family? 
 
Very likely  Likely   Not likely  Never 
 
Please add any further comments concerning any aspect of the services offered at the 

surgery.........................................................................................................................................................

......................................................................................................................................................................

...................................................................................................................................... 

...........................................................................................................................................................   

 
This survey has been prepared by the Patient Participation Group.   All patients are invited to 
join the PPG.  If you would like further information, please contact Annie Jeffrey, Chair of the 
PPG,  at www.charingpractice.co.uk  
    

Thank you for your time and your feedback. 
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Appendix 5: 
 
Please	  circle	  the	  age	  bracket	  
you	  fit	  into:	  

16-‐24	  years	   4% 

	  	   25-‐34	  years	   6% 

	  	   35-‐44	  years	   14% 

	  	   45-‐54	  years	   17% 

	  	   55-‐65	  years	  	   20% 

  65+	  years	   39% 

	    	  	  

For	  how	  long	  have	  you	  been	  
a	  patient	  at	  Charing	  
Surgery?	  

Less	  than	  1	  year	   8% 

	  	   1-‐5	  Years	   20% 
  6-‐	  10	  years	   17% 
  more	  than	  10	  years	  	   55% 
	   	   	  	  

In	  the	  past	  twelve	  months,	  
how	  many	  times	  have	  you	  
seen	  a	  doctor	  at	  this	  
surgery?	  

None	   7% 

	  	   Once	  or	  Twice	   26% 
  Three	  or	  Four	   33% 
	  	   Five	  or	  more	   35% 
	   	   	  	  
In	  the	  past	  twelve	  months,	  
how	  many	  times	  have	  you	  
seen	  a	  nurse	  at	  this	  surgery?	  

None	   13% 

	  	   Once	  or	  Twice	   50% 
	  	   Three	  or	  Four	   25% 
	  	   Five	  or	  more	   13% 
	    	  	  
	    	  	  
	    	  	  
In	  the	  past	  twelve	  months,	  
how	  many	  times	  have	  you	  
visited	  the	  pharmacy?	  

None	   3% 

	  	   Once	  or	  Twice	   15% 
  Three	  or	  Four	   16% 
  Five	  or	  more	   66% 
	    	  	  

Was	  your	  appointment	  
today	  with	  (please	  circle):	  

A	  doctor	  	   48% 

	  	   Pharmacist	   3% 
  Midwife	  	   1% 
  Health	  Care	  Assistant	   2% 



  A	  nurse	  	   27% 
  Physiotherapist	  	   5% 
  Nurse	  Practitioner	   12% 
	  	   Other	   3% 

	    	  	  

How	  often	  are	  you	  given	  an	  
appointment	  with	  your	  first	  
choice	  doctor?	  

Always	   23% 

	  	   Some	  of	  the	  time	   60% 
  Never	   16% 
	    	  	  

If	  you	  are	  willing	  to	  see	  ANY	  
doctor	  or	  nurse,	  how	  quickly	  
are	  you	  seen?	  

Same	  Day	   39% 

	  	   Next	  Working	  Day	   19% 
  More	  than	  Three	  Working	  Days	  	  	  	  	   30% 
	  	   No	  Experience	   12% 
	     

How	  do	  you	  rate	  routine	  
access	  to	  a	  doctor/nurse?	  

Excellent	   15% 

	  	   Very	  Good	  	   23% 

	  	   Good	   23% 
  Fair	  	   22% 
  Poor	   15% 
  No	  Experience	   2% 
	    	  	  
How	  do	  you	  rate	  same	  day	  
access	  to	  a	  doctor/nurse	  
either	  in	  person	  or	  on	  the	  
phone?	  

Excellent	   17% 

	  	   Very	  Good	   24% 
	  	   Good	   23% 
  Fair	  	   13% 
  Poor	   13% 
  No	  Experience	   9% 
	    	  	  
What	  kind	  of	  appointment	  
did	  you	  had	  today?	  

Booked	  Routine	  Appointment	   78% 

	  	   Same	  Day	  Appointment	   13% 
  Emergency	  Appointment	   10% 
	    	  	  
The	  surgery	  offers	  a	  number	  
of	  ways	  of	  making	  
appointments	  -‐	  how	  did	  you	  
book	  yours	  today?	  

Spoke	  to	  a	  receptionist	  on	  the	  telephone	   43% 

  Automated	  telephone	  booking	  system	   12% 
  In	  person	  at	  reception	   31% 



  Online	  booking	  via	  the	  Practice	  website	   1% 
  Follow	  up	  appointment	  booked	  by	  the	  doctor/	  

nurse	  
13% 

	    	  	  

How	  would	  you	  rate	  your	  
experience	  of	  making	  an	  
appointment	  using	  the	  
telephone	  booking	  system?	  

Excellent	   11% 

	  	   Very	  Good	   23% 

	  	   Good	   21% 

	  	   Fair	  	   18% 
  Poor	   16% 
	  	   No	  Experience	   11% 

	    	  	  

How	  would	  you	  rate	  the	  
online	  booking	  service	  
(accessible	  from	  The	  Charing	  
Practice	  website)?	  

Excellent	   13%	  

	  	   Very	  Good	   16%	  
	  	   Good	   19%	  
	  	   Fair	  	   31%	  
  Poor	   22%	  
	  	   No	  Experience	   47% 

	   	   	  	  

If	  you	  spoke	  to	  a	  
receptionist,	  was	  the	  
manner	  in	  which	  the	  
receptionists	  communicated	  
with	  you,	  either	  on	  the	  
phone	  or	  in	  person?	  

Excellent	   26% 

	  	   Very	  Good	   38% 

	  	   Good	   19% 
	  	   Fair	  	   8% 
	  	   Poor	   4% 
	  	   No	  Experience	   5% 

 
How	  convenient	  do	  you	  feel	  the	  opening	  hours	  are?	   Excellent	   16% 

	  	   Very	  Good	   41% 

	  	   Good	   28% 

	  	   Fair	  	   11% 

	  	   Poor	   4% 
	  	   No	  Experience	   0% 
	    	  	  
When	  you	  attend	  the	  surgery,	  if	  you	  have	  to	  wait	  for	  
your	  appointment,	  is	  it	  usually	  for?	  	  

Less	  than	  10	  minutes	   16% 

	  	   11-‐20	  minutes	   54% 



  21-‐30	  minutes	   18% 
	  	   Longer	  than	  30	  

minutes	  
11% 

	      

How	  do	  you	  rate	  this	  wait?	   Excellent	   3% 

	  	   Very	  Good	   19% 

	  	   Good	   31% 

	  	   Fair	  	   35% 
	  	   Poor	   13% 
	  	   No	  Experience	   0% 
	    	  	  
If	  you	  do	  have	  to	  wait,	  are	  you	  informed	  that	  there	  is	  a	  
delay?	  

Usually	   13% 

	  	   Sometimes	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	   28% 
  Never	   48% 
	  	   No	  Experience	   10% 
Comments	  on	  questions	  1-‐19	      

	    	  	  
When	  you	  saw	  the	  doctor,	  how	  did	  you	  interpret	  the	  
doctor’s	  attitude	  towards	  you?	  	  

Very	  Attentive	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  75% 

	  	   Reasonable	   24% 
  Impatient	   1% 
  Disinterested	   0% 
	    	  	  
How	  well	  does	  the	  doctor	  explain	  the	  diagnosis	  and	  
treatment?	  

Very	  Well	  	  	  	  	  	  	  	  	  	  	  	  	   68% 

	  	   Quite	  Well	  	  	  	  	  	  	  	  	  	  	   31% 
  Not	  Well	   1% 
  Poorly	  	   1% 
	    	  	  
How	  involved	  do	  you	  feel	  in	  making	  decisions	  about	  your	  
care?	  

Extremely	  involved	   50% 

	  	   Quite	  involved	   43% 
  Not	  involved	   5% 
  Not	  relevant	   2% 
	    	  	  
As	  well	  as	  access	  to	  GPs	  and	  Nurses,	  The	  Charing	  Surgery	  
offers	  the	  following	  services:	  

   

	  	      
	      
How	  aware	  are	  you	  of	  these	  services?	   Completely	  aware	   18% 
	  	   Aware	  of	  some	   74% 
  Not	  at	  all	  aware	   7% 

 
Would	  you	  be	  happy	  to	  be	  contacted	  by	  the	  surgery	  
by	  text	  or	  email	  to	  be	  informed	  of	  new	  services?	  

Yes	   67% 

  No	   33% 
	    	  	  



From	  where,	  or	  from	  whom,	  do	  you	  find	  
information	  about	  the	  surgery?	  

The	  Charing	  Practice	  
website	  	  

21% 

	  	   Practice	  Booklet	   12% 
  The	  Pharmacy	   13% 
  Notice	  Boards	  in	  

reception	  
28% 

  The	  receptionist	   22% 
	  	   Other	   4% 
	    	  	  
If	  you	  have	  accessed	  the	  Charing	  Practice	  website	  
(www.charingpractice.co.uk),	  do	  you	  find	  it?	  

Very	  useful	  	   12% 

	  	   Quite	  useful	   29% 
  Not	  at	  all	  useful	   7% 
	  	   Never	  accessed	  it	   52% 

 
Would	  you	  recommend	  The	  Charing	  Practice	  to	  your	  
friends	  or	  family?	  

Yes	   81% 

	  	   No	   4% 
  Maybe	   14% 

 
 
 
 
 
 
 
 
 
 
 



Appendix 6: 
 

2013 – 2014 Patient Survey – Summary of Results and Action Plan 
 

1. Overview: 
 

The survey was agreed by the PPG and available to patients attending 
the surgery between December 2013 and January 2014.   
 
415 patients completed the survey. The age profile of those patients 
that completed the survey vs. the patient demographics of the surgery 
are: 
 

survey patients registered 
    respondents : in age group: 

o 16 - 24 years  4%   9% 
o 25 – 34 years 6%   9% 
o 35 – 44 years 14%   13% 
o 45 – 54 years 17%   17% 
o 55 – 64 years 20%   14% 
o 65 years +  39%   21% 

 
Therefore, those aged under 34 are under represented by the survey 
results and those aged over 55 are significantly over represented.  
However, this does probably reflect in general those patients that are 
the most frequent attendees at the surgery.  
 

2. Headlines: 
 

• 66% of patients are able to see a doctor or nurse within 24 hours 
• 61% rate routine access to be good or better 
• only 1% of patients use the on line booking system although of those 

47% thought on line access to be good or better but 22% found it to be 
poor. 

• 54% found the automated telephone system to be good or better with 
16% rating it poor. 

• 64% of respondents rated the receptionists to be very good or excellent 
• 70% of respondents wait 20 minutes or less for their appointment and 

53% rate the waiting times to be good or better. 13% rate waiting times 
to be poor. 

• 48% of respondents indicated they were never informed about delays 
for appointments. 

• 99% of respondents felt their doctor explained their diagnosis and 
treatments quite well or very well. 

• Only 18% of patients were completely aware of all the services offered 
at the surgery (as listed on the survey)  with 7% not at all aware. 

• 41% found the surgery website to be quite or very useful. 52% had 
never accessed it. 

• 81% of respondents said they would recommend the surgery to family 
and friends with 4% saying they wouldn’t. 
 



 
3. Themes coming out of the voluntary comments. 

 
i) Positives:   -  Excellent same day access 
   -  Phone back service is very good 
   -  Helpful and friendly staff 

-  Range of services 
 
ii) Negatives:    -  On going access to same doctor is difficult  
   -  Waiting time for routine appointment 

-  improve presentation of patient information in waiting 
rooms 

- Access to appointments for working people could be  
extended 

   
    
   

4. Review of 2013-2014 Action Plan: 
 

a) Improve communications to the waiting rooms/patients on 
appointment delays: 

 
• This has improved slightly with the automated screen check in 

indicating number of patients to be seen before appointment 
• Verbal updates given to patients in case of long delays 

       
b) Pilot the “Doctor First” model to provide same day access to 

patients who need it irrespective of acute and routine nature. This is 
underpinned by a more extensive use of the triage of phone calls 
system.  

 
• Triage system is now well established and allows the doctor to 

have contact with a significant number of patients every 
morning that would otherwise find it difficult to get an 
appointment 

• Triage allow patients to talk to a doctor without necessitating a 
trip to the surgery 

     
 
c) Amend the automated call answering service to reduce the number 

of calls operators have to field and put extra operator resources to 
match demand peaks during the day.   

 
• Members of the admin team now support the reception team 

at peak times to answer calls 
• Review of call handling and management is ongoing facilitated 

by the recent  implementation of a call logging system.    
         

 
d) Promote the on-line booking service to gain wider usage and 

promote current Saturday morning and early Tuesday morning 
surgeries via call screens and poster campaigns. 



  
• More work required to promote use of on line booking as well 

as ease of use of system.     
    

 
e) Dr Warrilow will relinquish his Ashford Clinical Commissioning 

Group responsibilities in March 2013 and will again be able to 
devote his full time to the Surgery, which will increase his 
contribution to both acute and routine appointments offered.  

 
• Completed 

 
 

f) GP’s will trial having personal assistants who can be responsible for 
handling some administrative tasks currently undertaken by 
themselves. This will free a proportion of GP time to focus more 
time on clinical activities: 

 
• In place with GP assistants contacting patients with 

results/follow ups on behalf of the doctors.  Potential 
opportunity to develop further. 

        
g) In order to try and address appointment times over running caused 

by patients attending with lists of problems, posters will be placed in 
the waiting rooms emphasising that their GP can only deal with one 
problem per appointment.  This is seen as being important to being 
fair to those patients who are already honoring this approach.  

 
• In place in reception. Continues as a cause of delay and 

frustration as patients still present with multiple issues to be 
addressed in 10 minutes. 

 
 
5.  2014-2015 Action Plan 
 
1. Simplify information in waiting rooms: 
 

• remove unnecessary posters and leaflets 
• create patient information folders to include health promotion literature 
• improve presentation of information on TV screen  
• ensure magazines are replaced regularly 
• ensure PPG notice board regularly updated with relevant patient 

information 
• improve signposting to clinical rooms from waiting areas. 

 
 
2. Review access to routine appointments in support of increasing demand 

for appointments: 
 



• The practice will use the ‘Productive General Practice’ methodology to 
gather data and systematically review the level of  demand for 
appointments vs. capacity.  

• The Practice will review appointment models deployed by other Practices  
to see if alternate models of appointment booking would be appropriate 
to deploy in Charing. 

• Findings and suggested changes to the appointment booking systems to 
be shared with the PPG for consideration and input.  

 
 
3. Continuity of care – how can it be improved?: 

 
• To be included for review as part of the potential redesign of the 

appointments system 
 
 
4. Consider increased access to services at weekends etc. and 

promote/communicate breadth and availability of services: 
 

• Review Saturday opening and the range of services that could be offered 
on a Saturday 

• PPG to support communication through the Parish Magazines 
• Consider ways to promote the surgery website to patients and to utilize 

the website to provide more information to patients. 
 
 
5. Reduce waiting times for appointments and improve communication 

about delays: 
 

• To be included as part of the ‘PGP’ review of appointments to 
understand if there are ways of introducing flexibility into appointment 
times to reduce delay or overrun. 

• Include a notice to patients on the information screen in the waiting room 
to invite them to check with reception for an update on current waiting 
times 

 
 
6. Improve communication about how to access appointments through 

different booking channels ie automated booking, website etc: 
 

• PPG to support communication through the Parish Magazines 
• Include update in Patient Information Booklet 
 

 



Appendix 7: 
 
From: Acott Kay (NHS ASHFORD CCG) 
Sent: 24 March 2014 17:14 
To: Ann Murray; Anna Green; Barbara Marchant; Christina Turnbull; Acott Kay 
(NHS ASHFORD CCG); Olive Calton; Peter Osborne; Sarah Dawson; Victoria 
Fisher; Yvonne Fernando; Annie Jeffrey; Sheila Vinson 
Cc: Dave Tawney 
Subject: PPG survey and action plan 
 
Attachments: survey result 2013-14 summary and action plan.doc 
Dear all 
  
Please find attached a report summarising the outcomes from the recent patient survey 
including an action plan to address feedback and the key points raised by the survey. Dave 
and I have reviewed this today and he was happy for me to share it with you for your 
feedback and comments. 
  
I look forward to hearing from you and receiving any comments you have. 
  
Thank you 
Kind regards 
Kay 
 
 


