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Introduction
Below we provide a brief summary of
the purpose of this report and the
methodology used to prepare it.

people what access to
their local GP Practice
means to them.

This
report
was
commissioned by North
East Lincolnshire CCG. It
has been prepared by DJS
Research,
an
independent
market
research company.

Part of the engagement
included an online and hard
copy
survey
which
explored how patients felt
about their experience in
their GP practice. The
questions
included
the
following:

Nationally,
the
NHS
quality agenda sets out
the three cornerstones
for high quality care.
These
are
Patient
Experience,
Effective
Care and Patient Safety,
together
with
how
success is measured and
what care should look and
feel like for patients.



The CCG recognizes that
people living in North
East Lincolnshire may
have
some
different
experiences to the ones
that have informed the
national agenda which
need to be taken into
account in the local
strategy.
Recently
North
East
Lincolnshire CCG carried
out
engagement
to
inform the local GP
Quality Scheme by asking

Thinking about the last
time you contacted or
visited
your
GP
practice:
o Were you able to
make
an
appointment of
your choice?
o Were you seen
on time?
o If not seen on
time, were you
told how long
you’d have to
wait?
People
completing
the
survey were able to type in
responses
to
these
questions.
The
CCG
received 752 completed
surveys – a profile of
respondents is provided in
Appendix 1.
This report provides an overview of the
survey responses; initially we provide
an overall view of North East
Lincolnshire practices. We then provide
an analysis of the particular practice.

2

Overall Findings

2

Overall Findings
My GP Practice
People responding to the survey were asked to write what they really liked about
their GP Practice. These responses were grouped (coded) into themes to provide a
quantification of views. The top themes are highlighted below:
 Friendly staff
 Accessibility/convenience
 Good quality GP’s and nurses
The following report focuses on all aspects of the patient experience highlighting the
quality of services, staff, information communications, reception and equality and
diversity.

Good Practice – quality services from the moment you step through
the door
People responding to the survey were asked to rate several areas of their GP Practice.
The top three rated areas were
 Accessibility of the practice (71% rated 9-10 on a 10 point scale)
 Politeness of staff (69%)
 Professional nature of the staff (68%)
An area for improvement would be keeping patients informed of changes i.e. to your
appointment with over a quarter (27%) giving this a rating of between 1-6 on a 10
point scale.
Q2: Overall when you think about your GP practice how do you rate the
following?
Accessibility of the premises
(731)

11%

18%

71%

Politeness of staff (739)

11%

20%

69%

Professionalism of the staff
(736)

11%

21%

68%

Quality of the environment
10%
(732)

25%

65%

How well the staff did their
job (738)

22%

64%

How well your practice keeps
you informed of changes i.e
to your appointment (722)

14%

27%

21%
1-6 (poor)

52%
7-8 (fair)

9-10 (good)
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Over two thirds (70%) of respondents were able to make an appointment of their
choice with just under two thirds (65%) being seen on time. Although, only 35% of
those who were not seen on time were told how long they would have to wait. The
wait for those were told ranged from 5 minutes over 2 hours with some appointments
being
cancelled
and
rearranged
for
the
future.

Staff
Over two thirds of respondents in North East Lincolnshire staff
to found to be helpful, respectful and able to communicate to
people in the right way.

Overall, staff were found to be helpful, respectful and able to communicate to people
in the right way. Three quarters of respondents (75%) felt they were treated with
compassion, dignity and respect.

Q5: During your last trip to your GP practice:

Were the staff helpful
12%
when you arrived (691)

18%

Did they listen to you?
10%
(687)

18%

Were you treated with
compassion, dignity and
respect? (695)

10% 15%

Were you communicated
to in a way that was
10% 16%
right for you (699)

1-6 (poor)

70%

71%

75%

74%
7-8 (fair)

9-10 (good)
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Information Communications in the Practice
Just under half of respondents felt that the information
available in waiting rooms was useful when rating the
leaflets, posters and information TV screens.
However this is largely due to the fact that people feel the
information is not relevant to them.

Leaflets were found to be the most useful form of information available in the waiting
rooms with over two fifths rating them between 9-10 (41%) followed by information
TV screens (38%) and posters (36%).
Q6: How useful do you find the information that is available
in the waiting room areas:

Leaflets (713)

30%

Information TV screens
(607)

38%

Posters (637)

35%
1-6 (poor)

29%

25%

30%
7-8 (fair)

41%

38%

36%
9-10 (good)

Those who felt the leaflets were useful liked the fact that there was plenty of
information available to read with a wide range of topics. Respondents tend not to
notice posters as much and in some case felt they cluttered the practice. While
information TV screens are not present at all the practices. Although the majority of
respondents (87%) felt there was enough information available to them in formats
appropriate to their needs within the practice.
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Reception
Overall the reception area was felt to be clear, tidy and
welcoming by patients in North East Lincolnshire.

Over half of the respondents felt the reception area was clean and tidy (72%) and
welcoming (60%). Although, more could be done to make reception areas more
welcoming. Figures are shown in the graph below.
Q8: Thinking about the last time you visited your GP
Practice:

Was the reception area
clean and tidy? (730)

Was the reception area
welcoming? (734)

6% 22%

14%

72%

25%

1-6 (poor)

60%

7-8 (fair)

9-10 (good)

Equality and diversity
Overall, the majority of respondents in North East
Lincolnshire don’t feel there are issues that need considering
in relation to equality and diversity.

One of NELCCG’s aims is to shape their services around the diverse needs of the
population. Therefore, respondents were asked if there were any issues they thought
would need considering in relation to diverse needs (for example, race, gender,
disability, age, sexual orientation and religion & belief). The majority (89%) felt there
were no issues to consider.
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Are there any issues you think we need to
consider in relation to diverse needs (for
example, race, gender, disability, age, sexual
orientation and religion and belief?
(618)

11%

89%

Yes

No

These areas above form the basis of the patient experience within the GP Practice
in North East Lincolnshire. Key themes within the findings have been summarised
overleaf.
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What creates the ideal patient experience?
Communication
People clearly think that communication is a key area that North
East Lincolnshire need to get right. Key themes include listening
to patients, communicating with patients in the right way,
treating patients with compassion, dignity and respect and
providing useful, relevant and up to date information.

Staff
Patients emphasize the importance of staff aiding the patient
experience at the surgery. It is also clear that many of the other
themes and factors mentioned above are ultimately dependent
on staff. Patients want to see staff who are helpful and
respectful, who communicate well, listen and can understand
and reassure vulnerable audiences.

Access
Patients express concern about not being able to make an
appointment at an appropriate time for them. On the occasion
where they may not be seen on time they can be kept waiting
without being informed of how long they need to wait. Patients
would like to be able to make an appointment which suits them
and be well informed as to when they can be seen when kept
waiting.
We will now look specifically at the individual practice.
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Detailed Findings
Fieldhouse Medical Centre
A total of 123 respondents from Fieldhouse Medical Centre responded to the online
survey. People responding to the survey were asked to write what they really liked
about their GP Practice. These responses were grouped (coded) into themes to
provide a quantification of views. The top themes are highlighted below:
 The helpful staff/ attentive doctors and nurses
 The quality of care/professionalism
 The modern/good layout and appearance of the surgery
Some example comments from the survey relating to these themes are provided
below.

It's a pleasant
environment and
staff are very
polite

Usually very
professional in all
aspects. In most
instances I feel
confident in my
practice GPs

Clean open area
nice and friendly
helpful
professional staff

Other aspects of Fieldhouse Medical Centre mentioned by patients included the
comfortable waiting room and the clean and tidy environment.
The following report focuses on all aspects of the patient experience highlighting the
quality of services, staff, information communications, reception and equality and
diversity.

Good Practice – quality services from the moment you step through
the door
People responding to the survey were asked to rate several areas of Fieldhouse
Medical Centre. The top three rated areas were:
 Accessibility of the surgery in terms of parking and access (68%)
 Quality of the environment (65%)
 Politeness of staff (60%)
10

 How well the staff did their job (60%)
These figures are similar to the overall scores for accessibility of premises (71%),
politeness of staff (69%) quality of the environment (65%) and how well the staff
did their job (64%). Over a third (35%) were dissatisfied with how well Fieldhouse
Medical Centre keeps them informed of changes i.e. to their appointment compared
to 27% of overall respondents with 20 respondents out of the 120 who answered
from Fieldhouse Medical Centre rating the centre between 1 – 4. Respondents were
given the option of commenting on any other areas of the GP practice, only 11
respondents chose to give another comment just over a quarter of these mentioned
rude/unprofessional receptionists. While other comments related to the poor
telephone service/difficulty booking appointments and praise given to specific
members of staff. Mean scores have been highlighted in the table below.
Q2: Overall when you think about your GP practice how do you
rate the following?
Accessibility of the
premises (120)

11%

Quality of the
11%
environment (122)
Politeness of staff (122)
How well the staff did
their job (120)
Professionalism of the
staff (121)

How well your practice
keeps you informed of
changes i.e to your…

68%

21%

24%

16%

20%

14%

35%

65%

Fieldhouse
Medical
Group

Average
overall

8.8

8.8

8.7

8.7

8.4

8.8

25%

60%

20%

60%

8.1

8.5

27%

59%

8.4

8.8

7.4

7.7

18%
1-6 (poor)

47%
7-8 (fair)

9-10 (good)

Just under half (48%) of respondents were unable to make an appointment of their
choice at Fieldhouse Medical Centre compared to just (30%) overall.
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Fieldhouse Medical Centre: Were
you able to make an appointment of
your choice?
(122)

Overall: Were you able to make an
appointment of your choice?
(Base: 715)

30%

48%
52%

Yes

No

70%

Yes

No

Some positive comments example comments from the survey relating to ability to
get an appointment are below.

Can usually get an
appointment.
Doctors seem to
listen and take
appropriate action

From making an
appointment, to
having that
appointment, to tests,
treatment and contact
from the surgery, it all
feels like a well-oiled
machine

I like the fact if I
need an
appointment on
the day I usually
get one

I like the online
booking for
appointments

Exactly half of respondents (50%) were seen on time compared to (65%) overall.
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Fieldhouse Medical Centre:
Were you seen on time?
(Base: 119)

Overall: Were you seen on time?
(Base: 693)

35%

50%

50%
65%

Yes

Yes

No

No

Over three quarters (78%) of those who were not seen on time were not told how
they long they had to wait compared to (65%) overall. Over two thirds (68%) of
patients reported a wait of up to half an hour. This can cause inconvenience to some
patients who when possible would like to be informed although patients mostly
understand that on most occasions a delay cannot be helped. Some comments on
waiting time have been highlighted below.

Typical 30 min wait is
common. This is not
always convenient to
a planned day with
other appointments
broken. My time can
be just as important
as a doctors

25 minutes after my
appointment time, it
caused me no
inconvenience on that
day

At least 30 minutes, the
problem is when you check in
on the touch screens, it always
says 'no delay' and every time
there is. Why does it say no
delay every time when there
clearly is? It would be better to
say nothing or say how far you
are in the queue/line

Patients can usually gain an appointment at Fieldhouse Medical Centre although being
seen on time can be rare for many patients at Fieldhouse Medical Centre and
improvements to this aspect of the GP practice would greatly improve the patient
experience.
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Staff
On the whole staff are liked by respondents with many
mentioning them in what they like most about the surgery.

Over three fifths of respondents registered with Fieldhouse Medical Centre felt they
were communicated to in a way that was right for them (64%) and treated with
compassion, dignity and respect (65%). Some comments from the survey are
highlighted below.

Q5: During your last trip to your GP practice:

Were you treated with
compassion, dignity and
respect? (106)
Were you communicated
to in a way that was
right for you (106)

15%

14%

20%

21%

65%

64%

Were the staff helpful
when you arrived (100)

17%

21%

62%

Did they listen to you?
(98)

15%

23%

61%

1-6 (poor)

Staff always as
helpful as they can
be doctors
compassionate and
as informative as
they can be

7-8 (fair)

Fieldhouse
Medical
Centre

Average
Overall

8.5

8.9

8.5

8.9

8.5

8.8

8.4

8.9

9-10 (good)

It is very welcoming
and all the staff
including the General
Practitioners are very
kind and considerate
even though they have
a difficult job to do

Friendly staff who
recognise you
always made to feel
at ease
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Information Communications in the Practice
The majority of respondents felt there was enough information
available in the surgery (88%).
Although the information provided from leaflets and posters are
thought to useful people disregard them believing they are not
relevant to them. Posters were found to be poorly located while
leaflets were often not read/noticed.
TV information screens have the potential to communicate well
with patients however they currently show outdated information
and could be used more effieciently.

Information TV screens were found to be the most useful form of information
available in the waiting rooms with over a third (37%) rating them between 9-10.
Respondents noted how TV screens were functional but not very up to
date/repetitive. Just under a third (32%) rated the leaflets as 9-10 in terms of being
useful, although out of those commented further on the leaflets 44% of these did
notice them/use them or were aware of them but 21% felt they were accessible and
there was plenty of them. Suggestions for improvement included having detail on
local support groups and facilities. Respondents didn’t tend to read the posters with
a quarter finding them useful. Patients tended not to read them/notice them and
some felt they were poorly laid out/in the wrong place and difficult to read.

Q6: How useful do you find the information that is available
in the waiting room areas:

Information TV screens
(118)

Leaflets (117)

Posters (107)

34%

43%

49%
1-6 (poor)

29%

37%

25%

26%
7-8 (fair)

Fieldhouse
Medical
Group

Average
Overall

7.2

6.9

6.9

7.5

6.7

7.3

32%

25%
9-10 (good)
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Qualitative comments regarding information communications include the following
themes:




People don’t take notice of the information on posters or on leaflets. Posters are
felt to be poorly laid out with small writing and leaflets contain generic, nonrelevant information.
Although, a good way to display information the TV screens are often on repeat
or rarely get updated. It was suggested that they would be useful way of letting
patients know when there is a delay.

Some comments on the themes have been highlighted below.

Info is very informative
on these screens, though
some seem to be dated
and boring, when
waiting i.e. a captive
audience surely they
could be a bit more
modern even if it is a
sensitive subject



Fed up of seeing
the same
information on
the TV over and
over again

I don't really look at
the posters. I give
them a quick scan to
see if they're
relevant to me.
There's usually a lot
of information

The majority (88%) felt there was enough available to them in formats appropriate
to their needs this is in line with the overall (87%).

Reception
The reception area is a part of Fieldhouse Medical Centre over
half believe to be very good with the modern/bright and
pleasant layout of the surgery being highlighted in areas of
the surgery most liked.

Almost two thirds of the respondents (69%) felt the reception area was clean and
tidy similar to 72% overall. While 57% rated Fieldhouse Medical Centre reception
area as welcoming compared to 60% overall. Figures for Fieldhouse Medical Centre
are shown in the graph below.
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Q8: Thinking about the last time you visited your GP
Practice:

Was the reception area
clean and tidy? (121)

Was the reception area
welcoming? (120)

7% 24%

18%

Fieldhouse
Medical
Group

Average
Overall

8.9

9.0

8.5

8.3

69%

57%

26%

1-6 (poor)

7-8 (fair)

9-10 (good)

Equality and diversity
The majority of respondents felt there were no issues to for
Fieldhouse Medical Centre to consider.
Some respondents suggested age of patients and disability
are worth considering along with the partially sighted.

One of NELCCG’s aims is to shape their services around the diverse needs of the
population. Therefore, respondents were asked if there were any issues they thought
would need consideration in relation to diverse needs (for example, race, gender,
disability, age, sexual orientation and religion & belief). The majority (87%) felt there
were no issues to consider in line with 89% overall.
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Fieldhouse Medical Centre: Are there any
issues you think we need to consider in
relation to diverse needs (for example, race,
gender, disability, age, sexual orientation and
religion and belief?
(113)

Overall: Are there any issues you think we
need to consider in relation to diverse needs
(for example, race, gender, disability, age,
sexual orientation and religion and belief?
(618)

11%
13%

87%

Yes

89%

No

Yes

No
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Appendix 1: Respondent Profile
Gender
Practice
Type
Overall:

Female

Fieldhouse Medical
Centre:

Prefer not to
answer

Male
66%

33%

1%

68%

32%

0%

Age

Overall

18-24

5%

Fieldhouse Medical
Centre
3%

25-44

19%

14%

45-64

38%

53%

65-74

24%

25%

75-84

12%

4%

85+

2%

2%

1%

0%

Prefer not to say

Ethnicity
Practice
Type

White

Mixed

Asian or
British
Asian

Black or
Black
British

Other

Prefer not
to answer

97%

0%

0%

0%

0%

2%

99%

0%

0%

1%

0%

0%

Overall
Fieldhouse
Medical
Centre

Religious Beliefs
Religion Type

Overall

Fieldhouse Medical
Centre

No religion

0%

0%

Christian

75%

70%

Jewish

0%

1%

Buddhist

0%

0%

Other

15%

21%
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Prefer not to answer

9%

8%

Disability
Practice Type

Yes

No

Prefer not to
answer

Overall

32%

65%

3%

Fieldhouse
Medical Centre

34%

62%

5%

Sexual orientation
Practice Type

Heterosexual

Gay/Lesbian

Bisexual

Prefer not to
answer

Overall

94%

1%

1%

3%

Fieldhouse
Medical
Centre

90%

4%

3%

4%
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