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STOCKBRIDGE PRACTICE 

1. INTRODUCTION 

 

1.1. OVERVIEW 

Stockbridge Practice has set up the process for the Patient Participation Directed Enhanced Service (DES) 

with the aim to get patient feedback about the quality and range of services provided by the Surgery. 

There are different stages to this process which are outlined below. 

 

1. Patients were invited to sign up for a Patient Reference Group (PRG) via an online registration 
link on the Surgery website and paper forms available at the Surgery. 

 
At the time the forum was opened a total of 26 patients had signed up of which 17 took part and 
the forum lasted for one week.  

 
2. All 17 were active in the forum and the feedback formed the basis for further investigation. A 

patient feedback survey was designed based on the issues raised in the PRG online forum.  
 

3. The survey was released on 10th February 2012. 51 patients who did register online as well as 62 
patients who registered via the paper form were invited to take part in the survey. The Survey 
was available on Surgery website and paper versions were also distributed at the Surgery. A total 
of 126 patients responded to the survey, 65 of them completed survey online, and 61 completed 
the paper survey. 17 patients who could not register as they did not have an email address were 
sent the survey by post and 8 returned a completed survey.  

 

This report details the findings from the feedback survey and from this actions were agreed with the 

Patient Reference Group with timescales for implementation.  

 

1.2. OPENING HOURS AND EXTENDED HOURS 

 

Stockbridge Practice has a practice population of 8,749 (March 2012). Core opening hours are 08.15 am – 

18.30 pm Monday to Friday (closed 12.45 – 13.45) and 08.30 – 12.00 noon on Saturday. The times for the 

extended hours access scheme are 08.30 am-11.00 am Saturdays and alternate Mondays and Wednesdays 

6.30 pm – 7.00 pm.  

Each Doctor works on a rota basis every 1 in 6 Saturdays. Evening surgery 1 is 5 as Dr Walsh does not do 

an extended evening surgery.  

Appointments for both regular and extended hours at the Surgery can be booked either by phone, online 

or in person at the Surgery.  
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STOCKBRIDGE PRACTICE 

2. OVERALL VIEW OF THE SURGERY 

 

Patients are very satisfied with the Stockbridge Surgery with almost half of patients saying they were 

very satisfied with the Surgery (70% scored 9-10). 85% (9-10) of patients are also highly likely to 

recommend the Surgery to a person who has recently moved into the area. 

  

8.9 
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Most patients find it easy to get an appointment at the Stockbridge Surgery (76% 7-10) and only 10% 

claimed it was difficult. The score for ease of getting an appointment is good; however it is not as high 

as other scores throughout the survey so this could be an area for improvement. 

 

A third of patients (32%) state the best time to visit the Surgery is in the morning, between 8:15 and 

11:00, with over a third saying the best time to visit the Surgery varies (36%). The most popular method 

of booking an appointment is by phone (60%), with just 10% of patients booking online. 
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STOCKBRIDGE PRACTICE 

 

The ratings for services here are lower than some of the other scores in the survey, indicating points for 

action, especially when speaking on the phone with a Doctor (mean score 6.9) or a Nurse (mean score 

6.8). Patients show high satisfaction with obtaining test results on the phone (mean score 7.9), scoring 

higher than other services measured, with over a third of patients stating they are extremely satisfied 

with this aspect (36%). 
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STOCKBRIDGE PRACTICE 

 

The cleanliness (mean score 9.2) and helpfulness of receptionists (mean score 9.1) were rated extremely 

high in comparison to other scores in this question. The main area of improvement for patients is for 

waiting times as this scored the lowest satisfaction scores (mean score 7.1). Clearer communication of 

waiting times could help improve this aspect.  

 

 

 

 

 

 

 

 

 

 

 

 

 

All patients (100%) asked saw a doctor when visiting the Surgery and most of these patients have also 

used the Nurse (83%) and dispensing services (76%). The least used service is the Phlebotomist, with less 

than half of patients (46%) using this service.  
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STOCKBRIDGE PRACTICE 

 

Morning opening hours scored the highest rating with 69% (9-10) of patients agreeing they were very 

satisfied with the morning opening hours. The lowest satisfaction score was for lunchtime opening hours 

as the Surgery is closed for an hour at lunch (mean score 7.8). Looking to extend opening hours over 

lunchtime could prove useful to some patients.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Waiting times could be an area for improvement within the Surgery as this scored quite low compared to 

other scores in the survey (mean score 7.3). Clearer communication of waiting times would help manage 

expectations here. 
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Encouragingly, patients rated the helpfulness of the reception staff highly (mean score 8.7) with almost 

two thirds (65%) of patients rating the staff between 9 and 10.  

 

Patients were asked if there was anything there would like to see at the Practice, most patients said 

that they were happy with the current services offered, but some patients would like to see the 

introduction of a Physiotherapist.  
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STOCKBRIDGE PRACTICE 

2.1. VIEWS ABOUT DOCTORS AT THE SURGERY  

 

 

There is a high level of satisfaction for the services offered by Doctors (average mean score 9.4) this is 

especially true for treating patients with courtesy and respect and as they would wish when giving a 

physical examination (mean score 9.6). The lowest score here was for giving information about things 

that may help a health problem, showing there is slight room for improvement in this area (mean score 

9.1). 
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STOCKBRIDGE PRACTICE 

2.2. VIEWS ABOUT NURSES AT THE SURGERY 

The level of satisfaction for the Nurses at Stockbridge Surgery is even higher than the scores for the 

Doctors (average mean score 9.6). The highest levels are found for treating patients with courtesy and 

respect (mean score 9.8). 

 

When patients were asked if there was any feedback they would like to give to the Practice they took 

the opportunity to compliment the Surgery on their current level of service. Only a few patients 

commented on the waiting times at the Surgery but apart from this issue, patients are very impressed 

with the Stockbridge Practice.  

 

3. ACTIONS FOR DISCUSSION WITH THE PRG 

 

Action 1: Waiting Times 

 To look into improving the time spent waiting in the waiting room and keep patients informed of 

waiting times and delays.   

Action 2: Opening hours 

 Look into opening the Surgery at lunchtimes 

Action 3: GP telephone consultations   

 Review how this might work in practice 
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STOCKBRIDGE PRACTICE 

4. F INALISED ACTIONS AFTER PRG DISCUSSION AND TIMELINES 

 

Action 1: To look into improving the time spent waiting in the waiting room and keep patients 

informed of waiting times and delays.   

Stockbridge Practice will place a poster in a prominent position within the Surgery to advise patients to 

speak with the Receptionist if they have been waiting longer than 20 minutes and have not been advised 

the Doctor or Practice Nurse is running behind schedule. 

 
Target Timescale: End of April 2012 
 

Stockbridge will also investigate whether they can put a message on the check in screen to speak with 

the Receptionist if they have been waiting longer than 20 minutes and have not been advised the Doctor 

or Practice Nurse is running behind schedule 

Target Timescale: End of April 2012 

 

Action 2: Look into opening the Surgery at lunchtimes 

This action will continuously be under review. Whilst the Stockbridge Practice appreciates that some 
patients do wish to collect prescriptions they currently do not always have sufficient staff to provide 
these services.  

 

Target Timescale: Review end of September 2012 

 

Action 3: GP telephone consultations 

The additional feedback has been useful. However, it has not provided enough information for the 

Surgery to determine what is actually required by patients and how many patients have a need for this 

kind of service.  

There will be further consideration to this action over the next six months as to what further information 

is required and what kind of service we can provide 

Target Timescale: Review end of September 2012 

 

Please refer to the appendix to see further action Stockbridge surgery is looking into.  
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STOCKBRIDGE PRACTICE 

5. PROFILES 

5.1. SURGERY PROFILE  

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The Surgery profile is broadly represented in both the survey and online forum profile; the only group of 

patients that were not represented fully were younger patients.  

Age 

Under 24 26% 

25-44 20% 

45-64 31% 

65-84 19% 

85+ 3% 

Gender 

Male 48% 

Female 52% 
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STOCKBRIDGE PRACTICE 

 

The majority of patients (97%) at the Stockbridge Practice are British/ mixed British.  
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STOCKBRIDGE PRACTICE 

5.2. ONLINE FORUM PROFILE 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

17 patients took part in the online forum. The profile broadly represents the Surgery profile however 

patients under 30 are not represented.  

Age 

Under 30 0% 

30-40 6% 

41-50 6% 

51-60 24% 

60+ 65% 

Gender 

Male 53% 

Female 47% 
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STOCKBRIDGE PRACTICE 

 

Majority of the patients that took part in the online forum they were White British, one participant was 

of unspecified other ethnical background which is broadly in line with the Practice profile.  

 

 

Over half of the patients (58%) who took part in the online forum are retired. There are no carers but 

53% of the patients are on regular medication.  
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STOCKBRIDGE PRACTICE 

5.3. SURVEY PROFILE 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The total sample surveyed was 126 patients out of a total of 8,749 registered at the Stockbridge Surgery, 

making this a robust sample from which to analyse. The survey was completed by both men and women 

from a broad age range. 

Age 

18-24 2% 

25-34 4% 

35-44 12% 

45-54 16% 

55-64 17% 

65-74 31% 

75+ 19% 

Gender 

Male 39% 

Female 61% 
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STOCKBRIDGE PRACTICE 

 

Out of the total sample survey 95% are White British which is in line with the Practice profile.  

 

 

Almost half on the patients surveyed are retired and only a small percentage (5%) are carers. Over half 

of the patients are on regular medication.  
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STOCKBRIDGE PRACTICE 

6. METHOD AND PROCEDURES 

Stockbridge Practice used the following method and procedures in order to complete the Patient 

Participation Directed Enhanced Service (DES). 

6.1. STEP 1 – DEVELOP A WAY OF GAINING THE VIEWS OF PATIENTS AND ENABLING FEEDBACK – 

PATIENT REFERENCE GROUP 

 

Stockbridge Practice decided to gain the feedback via a Patient Reference Group in an online forum as 

well as an online and paper based survey starting in early January 2012. 

Stockbridge Practice chose to gather patients’ feedback through an online forum because of its 

flexibility, allowing patients to participate when it suited them and to allow all patients to have their 

say. An online forum is also more accessible as it could be accessed from anywhere that has an internet 

ready computer. Patients were able to remain anonymous and it allowed for patients who may be 

disabled or with mobility issues to complete the forum from a location that suited them. 

Patients were informed about the Patient Reference Group, online and paper survey through the 
following ways: 

 Leaflets/posters at the reception 

 Personal requests from physicians 

 A registration link placed on the Surgery website 

 Paper versions of the registration questionnaire were available in the waiting rooms to try and 
engage the participation of the groups of patients underrepresented by the Patient Reference 
Group and online survey.  

On 24th January 2012 a group of 17 patients out of 26 who registered, signed up and took part in the 

discussion which covered the following areas: 

 Overall views about the Surgery 

 Booking appointments 

 The Surgery environment 

 The Doctor experience 

 The Nurse experience 

 Priorities for improvement 

This group was open for a week until 31th of January. 

6.2. STEP 2: AGREE AREAS OF PRIORITY WITH PATIENT REFERENCE GROUP 

Results from the online discussion were analysed and became the basis for the development of the 

survey for the wider Surgery population. 
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STOCKBRIDGE PRACTICE 

6.3. STEP 3: COLLATE PATIENT VIEWS THROUGH THE USE OF A SURVEY 

 

The Patient feedback survey was released on 10th February 2012 and was available until 1st March 2012. 

A total of 126 responses were collected using online (82 completed surveys) and paper versions (44 

completed surveys) of the questionnaire.  

Patients were encouraged to take part in the survey in the following ways: 

 A link on the Surgery website  

 Paper copies of the survey available in the Practice waiting room 
o Some of the Paper surveys completed were sent via post to those patients without an 

email address but who registered to take part via the paper registration (17 patients in 
total). 

 Email invitations sent to those patients whose email addresses were available to the Surgery 

6.4. STEP 4: PROVIDE PRG WITH OPPORTUNITY TO DISCUSS SURVEY FINDINGS AND REACH 

AGREEMENT WITH THE PRG ON CHANGES TO SERVICES 

 

The PRG forum was re-opened for Patients to discuss the findings and the proposed actions from the 

report. It was re-opened on the 14 March 2012 and closed on the 21 March 2012.  

The discussion was organised around each of the proposed actions and forum members expressed their 

opinions with regards to implementing each one of them.   

6.5. STEP 5: AGREE ACTION PLAN WITH THE PRG AND SEEK PRG AGREEMENT TO 

IMPLEMENTING CHANGES  

 

Please refer to section 4 to see the agreed actions and planned timescales for implementation.  
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STOCKBRIDGE PRACTICE 

6.6. STEP 6: MEETING DES REQUIREMENTS 

Please see below for the locations in the report of the specific DES requirements.  

 

 

 

 

 

 

 

Actions Taken Location of section in report 

a. A description of the profile of the members of the PRG 5.2 & 6.1 

b. The steps taken by the contractor to ensure that the PRG is 

representative of its registered patients and where a category of 

patients is not represented, the steps the contractor took in an 

attempt to engage that category 

6.1 & 1.0 

c. Details of the steps taken to determine and reach agreement on 

the issues which had priority and were included in the local 

practice survey 

6.1 

d. The manner in which the contractor sought to obtain the views 

of its registered patients 
6.3 

e. Details of the steps taken by the contractor to provide an 

opportunity for the PRG to discuss the contents of the action plan 
6.4 

f. Details of the action plan setting out how the finding or proposals 

arising out of the local practice survey can be implemented and, if 

appropriate, reasons why any such findings or proposals should not 

be implemented 

6.5 & 4.0 

g. A summary of the evidence including any statistical evidence 

relating to the findings or basis of proposals arising out of the local 

practice survey 

2.0 – 2.2 

h. Details of the action which the contractor 
 

     i. And, if relevant, the PCT, intend to take as a consequence of 

discussions with the PRG in respect of the results, findings and 

proposals arising out of the local practice survey 

4.0 

     ii. Where it has participated in the Scheme for the year, or any 

part thereof, ending 31 March 2012, has taken on issues and 

priorities as set out in the Local Patient Participation Report 

4.0 

i. The opening hours of the practice premises and the method of 

obtaining access to services throughout the core hours 
1.2 

j. Where the contractor has entered into arrangements under an 

extended hours access scheme, the times at which individual 

healthcare professionals are accessible to registered patients. 

1.2 
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STOCKBRIDGE PRACTICE 

7. ABOUT TPOLL 

 

The Stockbridge Surgery has been supported in the process by Tpoll Market Intelligence Limited (Tpoll) a 

leader in online customer feedback, which was established in 1999. For more information about Tpoll 

please go to www.tpoll.com. 

Tpoll has supported in the following ways:  

·         Setting up and managing the online PRG forum 

·         Questionnaire design 

·         Setting up and hosting the online survey 

·         Data collection via online and paper surveys 

·         Charting and report production 

 

 

http://www.tpoll.com/
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STOCKBRIDGE PRACTICE 

8. APPENDIX 

Stockbridge Practice also looked into other suggestions that were mentioned in the online survey. Please 

see below for their thoughts and actions on these suggestions.  

Suggested 

Improvements 

Thoughts and actions from Stockbridge Practice 

Total dispensing to all 

patients 

The Practice is currently allowed to dispense to patients who live more than 

1.6 km as the crow flies, from the nearest pharmacy. There are no current 

plans for the law to be changed. Patients currently registered as Non 

Dispensing will remain so unless they move residence to any area more than 

1.6 km as the crow flies. 

Separate area (room) 

for children to play in. 

Space within the practice is limited and there are no current plans to change 

the premises 

Physiotherapy This service is provided by Southern Health Foundation trust they stopped 

providing services at Broughton some time ago and they have no current plans 

to resume a service 

Ability to see Doctor 

of choice 

Whilst the Practice does endeavour to give patients an appointment with the 

doctor of choice, sometimes this is not always possible without a delay in 

being seen 

Educational clinic to 

promote health issues 

like diet and exercise 

and other 

preventative measures 

There are no current plans to introduce these services. 

More up-to-date 

reading material 

The Practice has contracted within the last six months for a supply of 

magazines suitable for GP surgeries to be supplied and these are available at 

both surgeries and are only older generally than a couple of months. 

Fitness assessments There are no current plans to introduce these services. 

Well Woman clinic The Practice does run Well Women clinics which include Cervical Screening 

other issues such as HRT are managed through consultations with the doctor 

Out of hours cover These services are outside of any remit. They are commissioned by the 

Primary Care Trust and they are no current plans to change the way these 

services are managed. Issues concerning OOH should be addressed to Solent 

Health the current provider 

Improve the chairs in 

the waiting areas.  

The Practice will be reviewing whether provide this over the next 6 months 

Car Parking The practice does appreciate that it is difficult for patients to find parking 

space, given the Premises limitations there is no current solution. Staff do 
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need to drive into the surgery and Doctors and other staff need their cars 

during the day to support patients and the Broughton surgery 

Refer back to the old 

way of calling for an 

emergency 

appointment at 1.45 

The Practice changed this process as a number of patients found having to call 

back at 1.45 frustrating and it occupied a lot of practice resources. It is now 

being kept under review 

More blood test 

appointments 

The Practice appreciate that Phlebotomy appointments are limited but we 

have to work within the staff resources provided by the hospital and also the 

amount of space we have at the surgery for services 

Evening opening times  There are no current plans to extend evening opening times over and above 

the extended hours surgery which runs once a week on a Monday or 

Wednesday evening 

Improvements made to 

the website   

The Practice are in the process of developing a new website which we expect 

to be available towards the end of May 

Look into improving 

the process of 

returning devices to 

the surgery such as 

blood pressure 24 

hour monitors.  

The Practice are looking into improving the system 

 


