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Warden Lodge Medical Practice 
 

Patient Participation Annual Report  
2014/2015 

 
 
 

Surgery Hours – Monday to Friday 8.00-6.30 
 

01992 622324  
 

We also offer extended surgery hours opening every other Saturday from 8.00am – 12.00pm for 
Doctor and Nurse appointments. (details of the specific dates are on our notice boards and 

website.) 
 

You can request a GP appointment, cancel or change appointments via our website or by 
contacting reception between 8.00-6.30 Monday to Friday 

 
Online services available on our website 

www.wardenlodge.co.uk  
 

Request a telephone consultation or face to face appointment with a GP 
Test results 

Repeat prescription 
Update personal details 

 
 

For Out of Hours Emergency GP Service please call 111or alternatively visit our website 
www.wardenlodge.co.uk for healthcare information  

 
 

 
 
 
 
 
 
 
 
 
 
 

http://www.wardenlodge.co.uk/
http://www.wardenlodge.co.uk/
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Introduction 
 
 
Warden Lodge set up a Patient Reference Group in the autumn of 2011, this was set up to complement our 
Patient Participation Group which consists of 12 patients who kindly volunteered to meet with us on a regular 
basis and advise the practice on what matters most to patients to help improve and indentify solutions to 
problems. 
 
The Patient Reference Group is made up of a larger ‘virtual group of patients,’ who given the advantages of 
modern technology and understanding busy lives we could contact on a more infrequent basis, to help us gain a 
much wider view of the issues within the practice and what matters most. 
 
To enlist patients onto this group we offered leaflets to patients coming into the surgery, placed information on our 
website, enlisted patients who attended our flu clinics and ante natal clinics and attached details of how to join this 
group to the registration forms for new patients who joined the surgery. 
 
As of March 2015 we now have 150 patients are pleased to report that are continuing to grow and now have 164 
members and are continuing to grow.  
 
Details of the diversity and ages of our patient reference and practice list can be accessed at the end of this 
report. 
 
Anyone can be a member of this group, by visiting our website or asking for a form at reception.  
All new patients who register are also made aware of our patient group and offered the opportunity to join. 
 
We also have active campaigns throughout the year to enlist more patients on our group and ensure it is reflective 
of our patient list demographics, such as our existing patient group members attending the surgery for carer 
events, flu clinics and midwife clinics. 
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Over the course of the year we gain feedback on our performance through sources such as friends and family 
test, significant events, complaints, feedback from patients to staff/clinicians and through our patient group 
members. 
During the course of this year we prioritised three areas that we would review in light of the feedback mechanisms 
previously mentioned; 
 

1. Appointment system 
2. Extended hours opening times 
3. Clinical care and experience of booking appointments. 

 
We decided the best way to obtain an understanding of the level of service on  these areas was to hold periodic 
patient surveys to gain feedback, the questions for the survey’s were discussed and agreed with our patient group 
and then offered to all patients who attended the practice during a two week period. 
 
The results of our survey are detailed below; 
 
Appointment system and extended hours opening times. 
 
For these two areas we decided to combine the questions into one short survey. 
 
1 Appointment system; We changed our appointment system in May 2013, it meant that every call for a GP 
which was received by our practice required a call back from a GP first to identify whether the call required; a face 
to face appointment with GP or nurse, a test and follow up review after results or a redirection to a pharmacy or 
other service. 
This system has been working well, however we did start to receive feedback from patients and other doctors that 
a number of patients are now able to identity whether their appointment requires a face to face or telephone call or 
whether it is an urgent matter. Patients were also feeding back that sometimes it was difficult waiting for the initial 
call back from a doctor for a routine matter if they were for instance working or commuting and would like to be 
able to book these types of appointments without discussing with a doctor first. 
 
Action from survey results 
 
The results indicated that a majority of the patients surveyed would like to be able to book their own appointments 
for routine matters and decide at the time of the call whether they require a face to face or telephone consultation 
and that all urgent matters should continue to be a telephone call with the GP in the first instance. 
 
We therefore met with all the clinical staff and reception supervisors to review the appointment system and identify 
a system which would meet the feedback from patients. 
 
This was then discussed at our face to face patient group meeting, and we introduced changes to our 
appointment system based on the survey results. We communicated this by putting a message on our telephone 
system/website and on our patient information screens in the waiting room. 
 
The new system is being continually monitored to ensure we are continuing to meet our access standards and 
feedback so far from patients has been extremely positive. 
 
2 Extended hours opening; we opened at 7am on a Monday/Tuesday and Wednesday for GP and nurse 
appointments. However despite advertising this on our website and in our waiting rooms it proved difficult to fill the 
appointments as patients did not want to attend so early in the morning. This meant that appointments were being 
wasted as not filled. 
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Action from the survey results 
The results indicated that they would prefer to attend the surgery on Saturday mornings rather than early 
mornings during the week. 
We discussed this with our face to face patient group and also contacted NHS England to request a change to our 
extend hours opening, requesting that we do not open at 7am on Monday, Tuesday and Wednesday’s but opened 
every other Saturday from 8.00am -12.00pm. 
The change was agreed by NHS England so we then consulted with all affected staff and have been able to offer 
more appointments on Saturdays as we now include appointments for our healthcare assistants as well as  GP’s 
and nurses. 
 
We communicated this change to patients via our website, in the waiting room and also via our clinical and 
reception staff offering appointments. The Saturday openings are proving to be popular and all appointments are 
being filled. 
 
3 The Care Quality Commission this organisation review a variety of key areas with in GP services to rank the 
practice into different bands from 1-6. (Band 1 being the lowest performer and band 6 being the highest 
performer) They then use this information as part of their planning for prioritising practices for a Care Quality 
Commission inspection. Our CQC GP profile report was very good and we are within band 6, with only one area 
was highlighted within the report being ‘clinical care from our nursing team.’  
This information originates from the national patient survey. We felt that it would be useful to gain our own 
feedback from patients who attend the surgery since the last national survey was undertaken, as we now have 
more members of staff within our nursing team have a full complement of staff within this team. 
We discussed this with our face to face patient group who were quite surprised by the survey results as they have 
always felt they had a very positive experience with our nursing team; however they recognised the importance of 
addressing areas of concerns raised in the CQC report. 
We agreed at out face to face patient group meeting that we would complete a short survey based the questions 
within the national survey, and felt it was appropriate to open this survey to all clinical staff including doctors, and 
the survey would be broken down into doctors and nurses. 
We also used this opportunity to ask patients about their experience of booking their appointment. 
 
Full survey results can be viewed on our website; however we found that 90% of our patients felt they received a 
good overall experience of clinical care from their GP, and 88% felt they received a good experience of care from 
their nurse. 
 
90% of patients felt their experience of booking their appointment was easy to fairly easy and 10% felt their 
experience of booking their appointment was not easy.  
Of the 10% of patients who felt their experience was not easy, 40% stated this was due to problems getting 
through on the telephone, 46% could not get an appointment on the day they required it and 12% could not get 
and appointment with the clinician of choice. 
 
Action from the survey results 
Overall the results are positive and we feel that this information is useful for us to ascertain the level of confidence 
for patients who are attending the surgery; the results of this survey were sent to the patient group for review and 
feedback and then published on our website and within the surgery reception area. 

 
With regards the experience of booking appointments, we understand that there are certain times of the day when 
the number of calls being received is higher and are reviewing staffing levels at these times of day with our 
reception staff. 
We will also be changing our patient clinical system in April 2015, and with this change we will be able to offer 
more appointments for patients to book on-line direct through our website. 
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With regards patients booking appointments on the day they require, we do offer all patients the facility to speak to 
a doctor on the telephone first whether this is for an urgent or routine matter and on most occasions can offer a 
routine call back the same day and if not then there will be availability for a call back the following day. We will 
always guarantee that if the call is of an urgent matter then patients will receive a call back on the day of 
contacting us, and will be given a face to face appointment if necessary. 
Patients may have to wait longer for a routine face to face appointment; currently the wait time for a non-urgent 
face to face appointment is 1-2 working days. 
If you wish to see a specific GP, then you may have to wait longer as this depends on the day the doctor of choice 
works. 
 
Following the results of the survey we will continue to monitor the length of time calls are taking to be answered 
and how many days patients are waiting for their appointment. 
We will also continue to gain feedback via our ‘Friends and Family’ test which is offered to patients constantly 
throughout the year. 
 

Update on action plan from areas identified in year 2013/2014 
 
When contacting the surgery you are waiting too long for your call to be answered in the first instance. 
This an area we are continually trying to improve, from our survey results this year performance has improved, 
however we do appreciate that this something we need to review again in more detail. We will be examining the 
call volumes with our reception supervisor and working on ensuring there is sufficient cover at specific times of 
days when we are experiencing more calls. 
We have changed our times that results can be obtained; previously this was between 1-3pm only. This created 
more calls during this period of time, so now results can be obtained any time after 1pm.  
We will also ensure that we increase the numbers of appointments that can be booked on-line directly and 
communicating this to patients. We also will be reviewing how we can improve communication to inform patients 
of all the services they can access online. (Currently appointment booking, obtaining test results, requesting 
repeat prescriptions and changing address or contact information.) 
 
The other points raised in our survey last year included, waiting for call back, concerns about not being 
able to book ahead, concerns for the elderly not being able to book face to face appointments. 
These points have been addressed by the changes in our appointment system, detailed in priority area one 
above. 
 
 
We also received feedback from our patient group that they would like to have pictures of our doctors and 
nurses, so they can see who their appointment is or who they saw during their last visit to the surgery. 
This has been addressed by installing a picture board in the reception area of all doctors and nurses. 
Warden Lodge Patient Demographics 
 
We are continuing to develop our ‘patient reference group’ to ensure it reflects our patient list demographics. 
 
This is ongoing; however work over the last year has resulted in us continuing to increase the numbers of patients 
in our virtual group.  
 
As reported earlier we now have 148 patients on our virtual ‘patient reference group,’ and on data collected when 
joining the group breakdown into sex, age, ethnicity and long term conditions. 
The information below shows that our virtual ‘patient reference group’ is becoming more reflective of our patients 
registered at our surgery. 
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PRG Representation 
70% are female 
30% are male 
25% have long term medical conditions 
5% are under 25 years if age 
42% are aged 25-45 
30% are aged 45-65 
23% are over 65 years of age 
53% are British 
1% are Indian 
3% are Asian 
5% are Black/African/Caribbean/Black British 
2% are Irish 
36% other ethnicity box ticked or not given 
(Not all members who completed the joining form tick the optional ethnicity box, so this only represents the 
evidence we have on the forms.) 
 
Warden Lodge Patient List Demographics  
53% are female 
47% are male 
16% have long term medical conditions 
28% are under 25 years of age 
26% are aged 25-45 
26% are aged 45-65 
20% are aged over 65 
 
Our clinical system no long reports on the ethnicity of our patients, however the information on last year is 
recorded below, and we do not anticipate that this has changed over the course of the last year.  
Records from year end March 2014 indicate that ethnicity information was held for 52% of our patients; from this e 
are able to determine that;  
44% are British 
1% are Indian 
1% are Asian 
3% are Black/African/Caribbean/Black British 
1% are Irish 
2% Other ethnicity selected. 


