
Holmcroft Surgery Patient Survey Report 2013

Introduction 

The patient survey was undertaken slightly earlier this year to enable the practice and the Patient Participation Group more time to 
evaluate the results and agree on an improvement plan for 2014. 

256 surveys were completed within a 7 day period with the help of PPG members handing out the questionnaire to patients 
attending the surgery. 

The survey results indicate benchmarking in relation to national practices with similar list sizes. 

Developments / Improvements from 2012 Survey 

Problem Solution Action Undertaken Time Scale Changes Made Completed Date 
Getting through to 
the practice on the 
phone and waiting 
on hold for long 
periods

New Telephone 
System 
Review Staff Levels

Investigating 
developments of 
phone system 

Review of staff 
levels 

3 months New improved 
telephone system 
installed. 

Staff review 
undertaken and 
levels of capacity 
adjusted at busy 
times 

May 2013 

Nov / Dec 2013 

Problem Solution Action Undertaken Time Scale Changes Made Completed Date 



Ease of booking an 
appointment with 
clinician of choice 

Try to understand 
capacity V’s 
Demand 

Review of capacity 
for clinicians – and 
investigate other 
options to allow 
greater capacity for 
clinicians 

Ongoing during 
2013 /14

Appointment of 
replacement 
partner 

Appointment of 
Advanced Nurse 
Practitioner

In Place from 1st 
Nov 2013 

In Place from May 
2014 

Practice 
Environment 

Review of premises Complete review of 
premises identifying 
areas for 
improvement 

2013 / 14 New flooring 
throughout the 
clinical and patient 
areas 

New & Improved  
heating system 

Better use of 
patient information 
boards 

Improvements to 
the childrens area 
in the waiting room 

Increased 
awareness of on-
line access

March 2014

March 2014

Feb 2014 

April 2014 

Jan 2014 



2013 Results 

As indicated in the uploaded results of the survey for 2013 the practice achieved 84% overall score which does not reflect an 
increase on the previous year which was also 84%.However this is a reflection on the evidence as above where improvements 
were not able to be made until the beginning of 2014 due to financial constraints and the questionnaire being undertaken slightly 
earlier this year in Dec 2013. 

Improved areas include: 
 Telephone Access 
 Recommendation
 Reception Staff 
 Satisfaction with visit 

Decline areas include: 
 Information of services 
 Illness Prevention
 Respect for Privacy / Confidentiality
 See Practitioner of Choice 



Patient Participation Group Review of survey results 

The Questionnaire results were discussed with the PPG at the meeting on March 11th and the PPG we pleased overall with the 
results of the survey, the PPG members were advised of the work planned for February and March 2014 which would address 
some of the areas for improvement.  Other areas for improvement agreed were as follows: 

Area for Improvement Solution Action Time Scale People involved 
Seeing Practitioner of 
choice 

Enabling increased day  
to day capacity for 
clinicians to allow 
improved access to 
patients  

Make full use of 
Advanced Nurse 
Practitioner, Advertise 
role to patients, ensure 
that reception are aware 
of areas of capability so 
that patients can be 
directed accordingly to 
ensure that routine day 
to day problems are 
seen by the appropriate 
clinician, therefore 
freeing up GP’s for 
ongoing and complex 
problems which will 
increase capacity in this 
area. 

May 2013 to Dec 2013 GP’s, ANP, Practice 
Management team, 
Receptionists, admin 
teams, Patients 

Area for Improvement Solution Action Time Scale People involved 
Continuity of Care Increase capacity 

across the practice to 
Make full use of 
Advanced Nurse 

May 2014 – Ongoing ANP, GP’s, 
Management team, 



ensure improved access 
to clinicians as required 

Practitioner to increase 
capacity to other 
clinicians. 
Expand Chronic disease 
clinics to ensure on stop 
shop for these patients. 

Admin team, Reception 
team  

Information and 
condition of waiting 
areas

Improved display boards

Increased use of the 
practices electronic 
screens 

Improved leaflet 
dispenser and 
information 

Re-instate the who’s 
who board 

Clearer information – 
topic specific

 Appropriate advertising 
in line with Public Health 
Promotions and 
seasonal ailments

Organisation of leaflets 
and re stocking with up 
to date information, 
1/4ly patient newsletter 
to be developed and 
distributed accordingly

To ensure patients 
recognise and are 
aware of which 
clinicians are  available 
in the practice 

April 2014 

April 2014 

April 2014 onwards 

April 2014 

Reception Team, 
Management team 

IT Administrator and 
Management team 

Management team, 
administration team 

IT Administrator / 
Management Team 

Holmcroft Surgery would like to thank the Patient Participation Group members for the support in ensuing that this survey is 
undertaken in a timely manner and look forward to working with them to develop the practice during 2014.   We would like to make 
all patients aware that they are welcome to join the Patient Participation Group and contribute to the development of the surgery 



and help improve services that are provided in the practice premises and have an input in to improving patient care and local 
service development. 

All enquires regarding joining the group should be directed to Anne Jones – Patient Services Manager


