
 

 

 

 

Dr Golik & Partners 

Patient Participation Report 2014 

Introduction 

Welcome to our Annual Report.  We aim to provide you with an update on the practice and 

also the results of our latest Patient Survey.  A special note of thanks goes to the members 

of our PPG who have been involved in setting up the questionnaire and survey for this year 

and for meeting to discuss the actions with the practice.  Developing our PPG and ensuring 

we listen to the voice of our patients is vital if we are to continue to provide a high quality and 

safe service to our patients.   

We currently have 5 partners in the practice, our Senior Partner, Dr Paul Golik is due to 

retire at the end of March 2014 and the practice is currently recruiting a replacement.  We 

also have a Salaried GP. The GP Team is supported by four nurses, one of which has been 

recently recruited from the Hospital Trust and has no GP practice experience; a training and 

support programme is currently being developed.  

The practice continues to provide a range of services, including morning triage for any 

patient who requires a same day/urgent appointment or home visit.  Patients can also book 

an appointment in advance, we endeavour to have 4 weeks appointments available at all 

times.  

A range of nurse led clinics are also available, i.e. Minor Ailments, Diabetes, Spirometry, 

Family Planning and Vaccinations clinics.   



The practice list size has grown by approximately 200 patients in the last 12 months; the 

majority of these new patients are elderly (over 65). 

Patient profile 

The proportion of elderly patients (over 65) and people with long term conditions registered 

with the practice is high in relation to Stoke on Trent Clinical Commissioning Group (CCG), 

and national averages. The practice is working towards a number of National NHS priorities 

including reducing hospital admissions and identification of a named GP for each patient 

over the age of 75.  Below is a table which represents the age range of our population 

compared with the average throughout Stoke on Trent. The line* across the graph at the top 

of the picture shows the number of patients in our surgery against the blue bars which 

represent an average practice in Stoke.  You can see that the surgery has a higher number 

of elderly patients but comparatively lower numbers of younger patients.  

 

Other current issues faced by the practice include: 

 Ensuring patients are aware of the various services provided by other agencies during 

the out of hours period. 

 Education of patients and prevention and management of long term conditions.  

 Building upon the work of the Surgery Patient Participation Group to ensure that the 

needs of patients are addressed and patient’s views are expressed and reflected in 

service planning.  

Practice 

level 



 Providing sufficient access to patients following the retirement of the Senior Partner.  

 Building upon links with the local council to ensure patient care is joined up with social 

care.  

Integrated Working 

The practice team is now involved in a new initiative recently introduced by the Clinical 

Commissioning group which is the development of our Integrated Local Care Team (ILCT), 

this group of professionals meets on a regular basis to discuss any patients who are in need 

of additional support, this may be medical support, social services input, District Nurse or 

Mental Health specialist input.  

 

PPG Meetings  

The practice continues to develop the role of the PPG to ensure that it is actively involved in 

decisions regarding development of services.  During the current year the practice has held 

2 formal meetings to discuss and agree the patient satisfaction survey.  In addition the 

practice has continued to utilize the Virtual Patient Group as a means of electronic 

communication to ensure that there is a 2 way process in place.   

 

In summary the actions identified from the previous year’s survey are as follows:  

 SMS Text Messaging Service 

Action - Advising patients of pathology results via text messaging & communication 

to patients of practice process.   

Outcome - The practice has explored the option of text messaging pathology results, 

however following discussion with clinical system suppliers and the PPG it was 

agreed not to take this forward due to confidentiality and a number of concerns 

regarding receipt of clinical information via electronic means. However, the practice 

has communicated the pathology testing process to patients via a newsletter to 

ensure that they are aware of the process and availability of test results via the 

reception team.  

 

 

 



 Communication with ‘Harder to Reach’ Groups regarding Appointment System 

Action – to ensure key practice decisions, particularly those affecting the appointment 

system are made available to as many patients as practically possible.   

Outcome - Following discussion with the group it was agreed to develop the use of 

Practice Website and include regular items within the Practice Newsletters.   Use of 

the EMIS Access system (Electronic Appointment Booking) was also publicized at a 

number of key points throughout the year, i.e. flu season to ensure all patients were 

aware how this could be accessed.  

 

 Development of Practice Website / Leaflets & Handouts 

Action – Linking to the action above – the on-going development of the Practice 

Website and also ensuring appropriate leaflets and handouts are available within the 

surgery.  

Outcome – a designated member of staff is now responsible for ensuring there are a 

range of health and social care information available at the surgery.  This will also 

link with national campaigns, i.e. Cancer Screening, Flu, Shingles, health promotion 

activities.  

 

Following discussion with the PPG it was apparent that there was a need to ensure patients 

were kept informed regarding any significant changes at the practice. As a result of this 

feedback a short Newsletter was distributed throughout the flu season to encourage patients’ 

involvement in either the PPG or the Virtual Patient Group.  A small number of patients have 

since joined the Virtual PPG; this will continue to be offered to all existing and new patients.  

 

Patient Survey 2014 

Our patient survey was conducted between December 2013 and February 2014, a total of 

300 questionnaires were distributed to patients attending the surgery and access to the 

questionnaire was made available on line via our practice website 

www.orchardsurgery.co.uk  

 



The focus of the survey this year was to gain feedback in 3 specific areas, these were 

Access to and quality of Out of Hours services, the practice repeat prescription services and 

care provided by our GP’s and Nurses.   

 

Do you know how to contact the Out of hours GP services when the surgery is closed? 

Yes  70%    

No  30% 

 

In the past six months have you tried to call the out of hours GP service when the surgery 

was closed, if yes was it: 

For Yourself    50%    

For Someone Else                        50% 

 

If you have contacted the Out of Hours GP’s, how easy was it to contact them by phone? 

Very easy   37.5%   Fairly easy 45.5%  

Not very easy  12.5%   Not at all easy 4.5%  

 

 

How do you feel about how quickly you received care from the Out of Hours GP Service? 

It was about right    70%   It took too long 22%   

Don’t know / does not apply   8% 

 

 

Overall how would you describe your experience of the Out of Hours GP Service? 



Very Good   38%    Fairly Good 44%   

Neither Good nor Poor 9%    Fairly Poor 7%  

Very Poor     2% 

 

 

Moving on to questions about the services the surgery provides: 

Are you currently prescribed any medication on a regular / repeat basis? 

Yes  79%   

No  21% 

 

If yes, please could you indicate which method you use to obtain your repeat prescription? 

By Telephone   46%    By Post 1%   

EMIS Access   11%    Surgery Box  42% 

 

Please indicate how satisfied you are with the prescription service:  

Very Good   76%    Fairly Good  18% 

Neither Good nor Poor 3.25%    Fairly Poor  2% 

Very Poor   .75% 

 

If you do suffer from a chronic disease, please indicate your satisfaction with the service you 

receive at your routine health check appointment and also your satisfaction with the method 

by which the practice contacts you to arrange your appointment  



Very Satisfied   60%    Fairly Satisfied  11.5% 

Neither    19.5%    Fairly Dissatisfied  5% 

Very Dissatisfied  4% 

Satisfaction with our Services: 

Does the GP treat you with care and concern? 

Always    77%    Often but not always 14% 

Sometimes   6%    Rarely   3% 

Never    0% 

 

Does the Nurse treat you with care and concern?  

Always    87%    Often but not always 7% 

Sometimes   5%    Rarely   0% 

Never    1% 

 

Overall, how satisfied are you with the service you receive from the Practice? 

Very Satisfied   70%    Fairly Satisfied 21% 

Neither    5%    Fairly Dissatisfied 2.5% 

Very Dissatisfied    1.5% 

 

Would you recommend our surgery to someone who has moved into the area? 

Yes   95.6%   

No  4.4% 



 

The results of the survey were discussed with our PPG at a meeting held on 18th March.  At 

the meeting the actions for the practice to take forward were agreed as: 

 

Working with a member of the PPG to link with the ‘Our City’ Newsletter.   

It was agreed to link with the City Council and Local council wards to ensure that information 

relating to the surgery is distributed to as many local residents as possible.  This will ensure 

that patients are aware of the surgery and also of any other health related information which 

may help them decide on the most appropriate service for their needs.   

 

 

 

Social Networking 

A discussion took place regarding the use of Social Networking as a means of 

communicating with patients, whilst the group recognised some of the issues associated with 

the use of this type of media, i.e. patient confidentiality, it was felt that the practice should 

explore how this may be utilized for the benefit of patients, subject to the necessary 

protocols and policy guidance.  

 

Practice Website 

It was agreed to develop the Practice Website to include a range of links to services in the 

wider community, i.e. walk in Centres, NHS Choices, Dental Access, Out of Hours etc. The 

practice will explore this with the help of the PPG over the summer months.  

 

Publicise 111 and Out of Hours Services 

It was noted that out of the patients surveyed 30% were not aware of the contact details for 

the local GP Out of Hours service, whilst it was acknowledged that this may be due to the 

fact that they had not needed the service the group felt that relevant contact details should 

be made more readily available to patients.  

 

New Buildings 



As a result of discussions with the PPG and the wider issues facing the practice it was 

agreed that the PPG would write a letter of support to the Local Area Team of NHS England 

in support of the practice plans to re develop the surgery.  Following a presentation by the 

new Senior Partner, Dr Guindy, the group were in support of a new building to ensure that 

the surgery could continue to provide a safe and efficient service to patients. Whilst the 

group recognised that this was not an issue reflected in the survey following discussions it 

was clear that this was important for the practice.  

 

The results of the survey will be shared with the Virtual Patient Group and also the wider 

practice team.  Information gained from the survey relating to the GP Out of Hours service 

will be communicated to Staffordshire Doctors Urgent Care and the Local Clinical 

Commissioning Group.  

We hope that you have found the information contained within our report useful, if you have 

any comments to make or would like to become involved in our Patient Group please contact 

Mrs Angela Manley, Practice Manager on 01782 534241 or by email at 

angela.manley@stoke.nhs.uk 

 

 

On Behalf of Dr Golik & Partners 
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