
Alpine House Surgery 

86 Rothley Road, Mountsorrel, Loughborough, Leicestershire, LE14 7JU 

PRG 

 

The practice is based in the centre of Mountsorrel village in 

Leicestershire; it is a predominantly white British population. 

 

Patient Reference Group (PRG) report 2013 

 

Setting up the PRG alongside the current vPRG 

In 2012 we set up the vPRG by asking patients to complete a survey to 

help us identify areas that they felt needed to be discussed and 

improved.  We also asked for those patients who would like to join the 

vPRG to include their details with the completed survey.  We felt that this 

was a way to engage interested patients in participating with the surgery 

to move forward with improving services.  We also advertised the vPRG 

on the practice website. 

We made the decision to form a virtual PRG; this means that all 

communication between the practice and members of the vPRG was 

done electronically or via post.  It was felt that it was important to get as 

many patients involved as possible and along with an awareness of busy 

lifestyles it was decided that a virtual group would give patients vital 

opportunity to be involved without having to find time to attend meetings, 

however the vPRG were asked whether they would prefer to meet at the 

surgery.  Following ongoing discussions with members of the vPRG and 

any other interested patients via posters in the surgery, it was decided 

that a PRG would be formed.  The vPRG will still be an important part of 

the practice but will be limited to providing a “sounding board” for the 

PRG 

 

The Survey 



As previously, we surveyed our patients to identify key areas of concern 

to be addressed by the PRG.   

The Process 

100 sets of survey questions were given out to patients randomly. 30 

were returned. 

Results 

The response rate to the questionnaire was low but expected.  Overall 

informal feedback from reception suggests that the majority of patients 

are happy with the service provided and this is reflected in the results of 

the survey. 

It was noted however, that the majority of patients still perceived 

difficulty when accessing the surgery via the telephone.  To try and get a 

more accurate idea of where the problem is we split the question this 

year to ask patients how they rated the speed at which the telephone 

was answered and the speed at which calls were answered internally if 

they were transferred.  46% of patients rated the speed of calls 

answered when transferred as good, 16% as very good and 7% as 

excellent as opposed to 30% as good, 16% as very good 7% as 

excellent on first contact. The practice and the PRG will be discussing 

more suggestions for ways to encourage patients to use other ways of 

booking appointments such as online and educating patients in how the 

system works.   

 

 

 

 

 

 

 

 



The Action Plan for 2012 

 

Area for development Action required Time scale 

The majority of 

appointments are 

booked via the 

telephone.  

The practice and 

vPRG would like to 

continue to advertise 

and encourage 

patients to use the 

internet to book online 

Advertise the online 

service within the 

practice and ask the 

local chemists to 

display posters with 

the online appointment 

booking system 

details. 

Verbally advertise to 

patients at point of 

contact.   

Advertise the practice 

website on any 

correspondence sent 

to patients. 

End of Feb 2012 

Achieved, we have 

increased advertising 

and verbal discussion 

with patients 

Difficulty in getting an 

appointment was 

noted; however this 

was a direct knock on 

effect of having to wait 

for the telephone to be 

answered. 

As above better 

advertising of the 

online service. 

End February 2012 

Achieved, we have 

now increased our 

advertising within the 

surgery. 

 

 



The Action Plan for 2013 

 

Area for development Action required Time scale 

The majority of 

appointments continue 

to be booked via the 

telephone.  

The practice and the 

PRG would like to 

continue to advertise 

and encourage 

patients to use the 

internet to book online 

Continue to offer 

verbal and written 

advertisement of the 

online service.  

The PRG are keen to 

explore having a 

member show patients 

how to use the service.  

Encourage patients to 

download the smart 

phone app for online 

access 

Set up a Facebook 

page to engage with 

the younger population 

End of Feb 2014 

Difficulty in getting an 

appointment was 

noted; however this 

was a direct knock on 

effect of having to wait 

for the telephone to be 

answered. 

As above better 

advertising of the 

online service. 

End of Feb 2014 

 

 
 



Survey and Results 
 
Survey 
 
The following survey was given to patients of Alpine House Surgery: 
 

 
Alpine House Surgery 

 
“Improving the Practice” Questionnaire  

 
 
You can help the Practice to improve its service. 
 

 The doctors and staff welcome your feedback 
 Please do not write your name on this survey 
 Please read and complete this survey while waiting for your appointment 

 

Are you seeing: 
o Doctor 
o Practice Nurse 
o Treatment Room 
o Blood test nurse 

  

 

Name of Doctor/Practice Nurse (if applicable):  

………………………………………………………… 

 

PLEASE RATE EACH OF THE FOLLOWING AREAS BY TICKING ONCE ON EACH LINE: 

 No 

experience 

 

Poor Fair Good Very 

Good 

Excellent 

Access to a Doctor or Nurse 
 

1. Speed at which the telephone 
was answered initially 
 

 1 2 3 4 5 

2. Speed at which the telephone 
was answered if call transferred 
 

 1 2 3 4 5 



3. Length of time you had to wait 
for an appointment 
 

 1 2 3 4 5 

4. Convenience of day and time of 
your appointment 
 

 1 2 3 4 5 

5. Seeing the Doctor of your choice 
 

 1 2 3 4 5 

6. Length of time waiting to check 
in with Reception 
 

 1 2 3 4 5 

7. Length of time waiting to see 
the Doctor or Nurse 
 

 1 2 3 4 5 

8. Opportunity of speaking to a 
Doctor or Nurse on the 
telephone when necessary 
 

 1 2 3 4 5 

9. Opportunity of obtaining a home 
visit when necessary 
 

 1 2 3 4 5 

10. Level of satisfaction with the 
after hours service 
 

 1 2 3 4 5 

Obtaining a repeat prescription 
 

11. Prescription ready on time 
 

 1 2 3 4 5 

12. Prescription correctly issued 
 

 1 2 3 4 5 

13. Handling of any queries 
 

 1 2 3 4 5 

Obtaining test results 
 

14. Were you told when to contact 
us for your results? 
 

 1 2 3 4 5 

15. Results available when you 
contacted us 
 

 1 2 3 4 5 

16. Level of satisfaction with the 
amount of information provided  
 

 1 2 3 4 5 

17. Level of satisfaction with the 
manner in which the result was 
given 
 

 1 2 3 4 5 



About the staff 

 

18. The information provided by the 
Reception staff  
 

 1 2 3 4 5 

19. The helpfulness of the Reception 
staff 
 

 1 2 3 4 5 

20. The information provided by 
other staff  
 

 1 2 3 4 5 

21. The helpfulness of other staff 
 

 1 2 3 4 5 

And finally 

 

22. How likely would you be to 
recommend this practice to 
others? 
 

 1 2 3 4 5 

 
Any further comments: 
 
………………………………………………………………………………………………………… 
 
………………………………………………………………………………………………………… 
 
………………………………………………………………………………………………………… 
 
………………………………………………………………………………………………………… 
 
………………………………………………………………………………………………………… 
 
 
The following questions provide us only with general information about the range of 
people who have responded to this survey. It will not be used to identify you, and 
will remain confidential. 
 

How old are you? 
 

 

Are you male or female? 
 

 

How many years have you been attending 
this Practice? 
 

 

 
Thank you very much for your time and assistance 

Please place your completed questionnaire in the box on the Reception desk 



Results by Area 

Who are you seeing: 

63%

23%

0%
13% Doctor

Nurse

treatment room

HCA/phlebtomist

 

 

 

Access to a doctor or nurse: 

Q1. Speed at which the telephone was answered initially: 

7%

26%

30%

16%

16%

7% no experience

poor

fair

good

very good

excellent

 

Q2. Speed at which the telephone was answered if call transferred: 

 

 

 



Q3. Length of time you had to wait for an appointment: 

 

Q4. Convenience of day and time of your appointment: 
 

 
 
Q5. Seeing the doctor of your choice:. 
 

 
 
 

 
 
 
 
 
 
 
 
 



Q6. Length of time waiting to check in with reception: 
 

 
 

Q7. Length of time waiting to see the doctor or nurse: 
 

 
 

Q8. Opportunity of speaking to a doctor or nurse on the telephone when 
necessary: 
 

  
 
 
 
 
 
 
 
 
 



 
 
Q9. Opportunity of obtaining a home visit when necessary: 
 

 
 
Q10. Level of satisfaction with the after hours service: 

 

 

Obtaining a repeat prescription: 

Q11. Prescription ready on time: 

 

 

 



 

 

Q12. Prescription correctly issued: 

 

Q13. Handling of any queries: 

 

 

Obtaining test results 

Q14. Were you told when to contact us for your results: 

 



 

 

 

Q15. Results available when you contacted us: 

 

Q16. Level of satisfaction with the amount of information provided: 

 

Q17. Level of satisfaction with the manner in which the result was given: 

 

 



Staff 

Q18. The information provided by the reception staff: 

 

Q19. The helpfulness of the reception staff: 

 

Q20. The information provided by other staff:  

 

 

 

 

 



Q21. The helpfulness of other staff:  

 

Q22. How likely would you be to recommend this practice to others: 

 

 

We also asked for any personal comments: 

“very good doctors” 

“Love you all” 

“please use a local number” 

“generally very pleased with the service and staff however would like to 

see a local number used” 

“don’t like the 084 number” 

“please use a local number” 

“Very good service” 

 



As seen from the results we are providing a service that the majority of 

patients are happy with however we do acknowledge that the 084 

number is an issue: 

Use of the 084 numbers 

The use of the 084 number continues to be raised with the practice as a 

point of concern.  We are happy to announce that following the 

completion of the current contract (within 2 years) we will no longer be 

using the 084 number. 

In the meantime, we are under no obligation to change the current 

contract as we have fulfilled requirements to look at alternatives and 

there are no alternatives deemed fit for service or patient safety. We 

would also incur a considerable penalty to extricate us from the current 

contract so it will be allowed to continue until the contract ends. 

Patient information regarding charges: It has been guaranteed that 

patients calling from a BT landline will be charged no more than a local 

geographical rate. 

Will patients who call their practice from a mobile phone or pay 

their bill via another provider still pay more? 

The new legislation will mean that if patients call a practice using their 

mobile phones, or from a landline via a different provider than BT, they 

will be charged no more than if they had called a normal geographical 

number from their mobile phone or landline.  In terms of call tariffs, the 

call rates which patients are charged depend on their mobile/phone 

service provider.  It is a matter for individual members of the public to 

ensure that they are happy with the terms and conditions of the mobile 

phone arrangements that they enter into with their mobile/phone 

provider. 

 

 


