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Birchwood Medical Practice 
Local Patient Participation Report 

February 2015 
 

Introduction to the Birchwood Medical Practice 
The Birchwood Medical Practice is a five partner practice holding a Personal Medical Services 
(PMS) contract. The practice received a five year award called Quality Practice Award from the 
Royal College of General Practitioners in 2011.  It is registered with the Care Quality Commission 
(CQC) under the Health and Social Care Act 2008.  
 
The Birchwood Medical Practice has been a training practice for newly qualified doctors for thirty 
years and at any time may have up to five trainee doctors, called GP registrars on placement with 
the practice. Four of the Partners are GP trainers and three of the Partners are specialised in a 
medical condition, one being gynaecology, one in dermatology and one in urology. 
 
The Birchwood Medical Practice has an Open list for new patients to register with one of the five 
partners, two male and three are female.   
 
The practice has responsibility of approx. 100 patients living in one of the five nursing or 
residential homes in the practice area, these are White Gables Care Home, Hartsholme House, 
Eccleshare Court, St Claire’s Nursing Home and Stones Place Residential Home. 
 

Practice Population as of 1st February 2015 
 

      

Age Male Female Total 
 

% of total 
population 

Under 12 months 141 140 281 
 

2.9% 

2 to 4 years 207 208 415 
 

4.3% 

5 to 16 years 743 684 1427 
 

14.8% 

17 to 26 years 571 642 1213 
 

12.5% 

27 to 36 years 693 792 1485 
 

12.4% 

37 to 46 years 621 635 1256 
 

13.1% 

47 to 56 years 646 628 1274 
 

13.1% 

57 to 66 years 500 505 1005 
 

10.4% 

67 to 76 years 359 402 761 
 

7.9% 

77 to 86 years 169 234 703 
 

7.3% 

87 to 97 years    50 94             144                    1.9% 

98 years + 1               8                                   9  0.09% 

 
4701 4972 9673 

   
Opening Times 
The Birchwood Medical Practice core hours are 08:00am until 18:30pm Monday to Friday.  It also 
offers appointments with a nurse and doctor outside these hours, by appointment only, on Monday 
evening between 18:30pm – 20:00pm and on Wednesday morning between 07:00am – 08:00am. 
 

Patients may contact the practice in various ways to order medication, contribute feedback or 
request contact either face to face or on the telephone during opening hours or 24hrs/7 days a 
week by answer phone, text message to a dedicated mobile number, by email, by fax, by post or 
sending a message through the practice website. Patients also have the opportunity to register for 
the internet service which is available 24 hours a day/seven days a week to view, book and cancel 
appointments with a doctor or practice nurse or order their own prescriptions. 
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Patient Participation Groups 
The Birchwood Medical Practice has had an active established patient participation group (PPG) 
since 2008. The patient group has a constitution and they meet on a quarterly basis within the 
medical practice. It is a member of the National Association of Patient Participation (NAPP). 
 
The Birchwood Medical Practice is one of six local medical practices that form Optimus Healthcare 
Lincoln Limited. Optimus has its own patient participation group made up from the patients of each 
individual practice PPG.  
 
The Birchwood Medical Practice is keen to involve more registered patients in decisions and have 
encouraged patients to join a virtual group called the Patient Reference Group (PRG).  These 
patients do not attend for meetings at the practice but are contacted by their preferred method, 
email or post, to take part in patient surveys or questions on practice development. There is an 
ongoing campaign to advertise this group and any registered patient can join either by completing 
a form at the practice or via the practice website. 
 
The methods used by the practice to encourage patients to get involved in the groups includes: 

 News streaming notices on the patient call system in the waiting room 

 Leaflets in the waiting room 

 Messages on patient prescriptions 

 New patients are asked on their registration form when joining the practice 

 Patient Participation Group members have spoken to patients in the waiting room and at 
fund raising events. 

 Notice on the practice website with application form. 

 At appropriate mail shots to patients the application form has been included. 
 
There are 99 patients in the two Birchwood patient groups, Patient Participation Group and Patient 
Reference Group. 
 
The age breakdown for both Patient Groups is below: 
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Patient Satisfaction Scores and Feedback 

 
Friends and Family Test and the National GP Survey were the main contributors for patient 
feedback and scoring. 
 
 

Birchwood Medical Practice 
New Friends & Family Test October/November 2014 

 Excel Report (click here for full dataset)     Number of Responses: 119 

 

How likely are you to recommend our GP Surgery to friends and 
family if they needed similar care or treatment? 

Extremely likely    68% 

Likely       27% 

Neither likely nor unlikely      2% 

Unlikely                                   0% 

Extremely unlikely                    0% 

Don’t know                              0% 

 

 

 

 

 
Patients were asked why they scored as they did above, and the following comments were 
provided: 
31 years a patient and no complaints  

A very important matter - very helpful staff 

All the staff and doctors are always friendly and willing to help.       

Always an exceptional service from reception through to seeing the GP  

Always been satisfied with treatment and appointments  

Always excellent service  

Always friendly and helpful  

Always friendly and polite. Very helpful reception staff. Nearly always runs on time.  

Always friendly. Appointments easy to get. Nurses very good  

Always get an appointment when needed, doctors and nurses all very friendly  

Always good efficient and friendly  

Always helpful and advice is always great  

Always helpful and caring  

Always helpful and polite and the doctors always have time to listen  

http://www.mysurgeryoffice.co.uk/psurvey.aspx?p=212391&xls=1
http://www.mysurgeryoffice.co.uk/psurvey.aspx?p=212391&xls=2
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Always helpful and polite, especially with dealing with my son's condition.  

Always helpful and understanding  

Always receive courteous service here. Attention to health crisis excellent.  

Always try to resolve medical issues taking into account of my job restrictions. Nurse care of Asthma is 

excellent.  

Always very helpful and considerate  

Appointments usually on time  

As the service here is friendly and quick, as my parents have been here whilst on holiday. Very pleased with 

everyone here.  

Because you are all brilliant, caring and efficient  

Courteous and helpful 

Doctors always listen and are very thorough - have always been very satisfied with the service  

Everyone has been so caring during my husband’s illness and also his death  

Everyone is so helpful and very pleasant  

Excellent care and staff are always helpful, friendly and approachable  

Excellent doctors, nurses and reception staff  

Excellent service  

Fab!  

Fast and efficient 

Friendly and helpful service  

Friendly efficient service and reception staff always helpful  

Friendly GP and reception staff 

Friendly staff  

Friendly staff and understanding doctors  

Friendly, efficient service at a convenient time  

Good care and friendly  

Good doctors, seen reasonably promptly. Friendly knowledgeable staff. Always reminded about follow-up 

appointments. but often too long to wait to see a doctor.  

Good quality of practice. Range of services. Helpful staff. Able to given my own opinions/ask questions.  

Good reception. Some delays but can be expected  

Good service  

Good service and treatment  

Good service on previous visits.  

Helpful and service with a smile  

I can usually get an appointment when I need one and receptionists always polite and helpful --- 

I feel this surgery is better than the last one I was at though it is hard to get an appointment with my doctor 

as he is so popular.  

I find it a very friendly practice  

I find this practice excellent and find all the staff very friendly and caring  

I have always been satisfied with all my care and treatment  

I have always had courteous treatment by the receptionists and the main doctors  

I have been coming for the flu jab for twenty years and have always been satisfied with the friendly efficient 

service  

I have found my doctor very considerate and helpful and has listened to my views whilst giving her 

professional and appreciated advice. The nurses too have been excellent.  

I have recently recommended the practice to a friend  

I have recently suffered a number of health issues and received a good service from both my local GP and 

Lincoln County Hospital  

I think this is a good doctors. To be with doctors and nurses that are very nice and willing to listen  

My doctor has been fantastic with me over the past eight weeks and the nurses doing my bloods have been 

excellent to.  

My family has always had exceptionally good service from Birchwood Medical Practice  

Never had cause to complain!  

Never seem to have problems getting appointments. All staff are friendly and approachable.  

No complaints. Good service. Friendly atmosphere. 

No major issue to date  

No problem with my doctors  

No problems getting appointments - staff very helpful  

No problems getting appointments. Friendly reception.  

Organised surgery with pleasant staff  

Polite staff and friendly. Never had any complaints  

Reception on phone always friendly and helpful. Able to see doctor or nurse quickly or when required Good 

doctors  

Satisfied with the service we have had  
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Service has remained excellent through the years I have been coming here. Always have been able to get 

an appointment on the day if I ring first thing.  

Service is on the main prompt  

Since I moved to Lincoln I have found the staff to be very friendly and helpful. The service at the surgery 

has been very good.  

The care given to my mother was the best and I could never repay what you did for her.  

The care is usually excellent but on one occasion wasn't which was worrying. My partner is new in the area 

and considering his options.  

The doctors and nurses in this surgery are reliable and very thorough. I have every confidence in them.  

The doctors listen and give you the time necessary  

The NHS have been looking after me and my disability since I was 10 years old  

The staff are helpful, and show empathy and understanding towards the patients  

The surgery at Birchwood has been efficient for all mine and my family’s needs. 

They are normally prompt and amenable  

Unlikely to have a problem seeing a GP. Receptionists are great.  

Usually able to see a GP on the same day if it is something urgent. 

Very friendly and organised  

Very friendly practice easy to get appointments  

Very friendly, and also its your own responsibility to look after your health. They offer help so can help 

yourself  

Very good service 

Very helpful and efficient  

We are very satisfied with our treatment  

We have always been happy with the service here 

We have always had prompt and considerate attention from this practice 

We have no issues with the practice 

You are always very friendly, it is a nice surgery to go to  
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National GP Survey  July 2014 
 

  

 
 

 You have selected the following practice: 
BIRCHWOOD MEDICAL PRACTICE 

weighted data 
  Q1. Last seen or spoke to a GP 

Base: All 

  % N 

In the past 3 months 58 88 

Between 3 and 6 months ago 15 23 

Between 6 and 12 months ago 15 22 

More than 12 months ago 10 16 

I have never seen a GP from my GP surgery * * 

Total   151 

   Q2. Last seen or spoke to a nurse 
Base: All 

  % N 

In the past 3 months 43 64 

Between 3 and 6 months ago 21 31 

Between 6 and 12 months ago 12 18 

More than 12 months ago 19 28 

I have never seen a nurse from my GP surgery * * 

All   150 

   Q3. Ease of getting through to someone at GP surgery on the phone 
Base: All 

  % N 

Very easy 32 48 

Fairly easy 51 77 

Not very easy 7 10 

Not at all easy * * 

Haven't tried * * 

Total   151 

   Q4. Helpfulness of receptionists at GP surgery 
Base: All 

  % N 

Very helpful 60 90 

Fairly helpful 34 51 

Not very helpful * * 

Not at all helpful * * 

Don't know * * 

Total   150 

   Q5. Overheard in reception area 
Base: All 

  % N 

Yes, but I don't mind 51 76 

Yes, and I am not happy about it 15 23 

No, other patients can't overhear 16 25 

Don't know 18 27 

Total   151 
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   Q6. How normally book appointments to see a GP or nurse... 
Base: All 

  % N 

In person 32 48 

By phone 96 144 

By fax machine * * 

Online 12 17 

Doesn't apply * * 

Total   151 

   Q7. Preferred methods to book appointments at GP surgery... 
Base: All 

  % N 

In person 40 61 

By phone 81 123 

By fax machine * * 

Online 39 59 

No preference * * 

Total   151 

   Q8. Have a preferred GP 
Base: All 

  % N 

Yes 46 69 

No 54 82 

There is usually only one GP in my GP surgery * * 

Total   151 

   Q9. Frequency of seeing preferred GP 
Base: All who prefer to see or speak to a particular GP 

  % N 

Always or almost always 25 17 

A lot of the time 45 31 

Some of the time 26 18 

Never or almost never * * 

Not tried at this GP surgery * * 

Total   69 

   Q10. Last time wanted to see/speak to GP or nurse: What did you want to do? 
Base: All 

  % N 

See a GP at the surgery 79 117 

See a nurse at the surgery 20 29 

Speak to a GP on the phone * * 

Speak to a nurse on the phone * * 

Have someone visit me at my home * * 

I didn't mind / wasn't sure what I wanted * * 

Total   149 
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Q11. When did you want to see or speak to them? 
Base: All 

  % N 

On the same day 51 75 

On the next working day * * 

A few days later 17 25 

A week or more later * * 

I didn't have a specific day in mind 15 22 

Can't remember * * 

Total   147 

   Q12. Able to get an appointment to see or speak to someone 
Base: All 

  % N 

Yes 74 110 

Yes, but I had to call back closer to or on the day I wanted 12 18 

No 9 13 

Can't remember * * 

Total   149 

   Q13. What type of appointment did you get? 
Base: All who were able to get an appointment 

  % N 

Appointment to see a GP at the surgery 82 106 

Appointment to see a nurse at the surgery 16 21 

Appointment to speak to a GP on the phone * * 

Appointment to speak to a nurse on the phone * * 

Appointment for someone to visit me at my home * * 

Total   128 

   Q14. How long until actually saw or spoke to GP / nurse 
Base: All who were able to get an appointment 

  % N 

On the same day 54 69 

On the next working day 10 12 

A few days later 22 28 

A week or more later 13 17 

Can't remember * * 

Total   127 

   Q15. Convenience of appointment 
Base: All who were able to get an appointment 

  % N 

Very convenient 50 64 

Fairly convenient 44 57 

Not very convenient * * 

Not at all convenient * * 

Total   128 
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Q16. Reason for not being able to get an appointment / the appointment offered was 
inconvenient 
Base: All who were not able to get an appointment/ convenient appointment 

  % N 

There weren't any appointments for the day I wanted * * 

There weren't any appointment for the time I wanted * * 

I couldn't see my preferred GP * * 

I couldn't book ahead at my GP surgery * * 

Another reason * * 

Total   17 

   Q17. What did you do on that occasion? 
Base: All who were not able to get an appointment/ convenient appointment 

  % N 

Went to the appointment I was offered * * 

Got an appointment for a different day * * 

Had a consultation over the phone * * 

Went to A&E / a walk-in centre * * 

Saw a pharmacist * * 

Decided to contact my surgery another time * * 

Didn't see or speak to anyone * * 

Total   20 

   Q18. Overall experience of making an appointment 
Base: All 

  % N 

Very good 41 60 

Fairly good 41 60 

Neither good nor poor 11 16 

Fairly poor * * 

Very poor * * 

Total   148 

   Q19. Waiting time at surgery 
Base: All 

  % N 

I don't normally have appointments at a particular time * * 

Less than 5 minutes 14 20 

5 to 15 minutes 70 100 

More than 15 minutes 9 13 

Can't remember * * 

Total   143 

   Q20. Impression of waiting time at surgery 
Base: All 

  % N 

I don't normally have to wait too long 72 107 

I have to wait a bit too long 17 25 

I have to wait far too long * * 

No opinion / doesn't apply 8 12 

Total   149 
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Q21a. Rating of GP giving you enough time 
Base: All 

  % N 

Very good 56 84 

Good 32 48 

Neither good nor poor 7 10 

Poor * * 

Very poor * * 

Doesn't apply * * 

Total   150 

   Q21b. Rating of GP listening to you 
Base: All 

  % N 

Very good 61 91 

Good 28 42 

Neither good nor poor 7 11 

Poor * * 

Very poor * * 

Doesn't apply * * 

Total   150 

   Q21c. Rating of GP explaining tests and treatments 
Base: All 

  % N 

Very good 47 70 

Good 36 55 

Neither good nor poor 7 11 

Poor * * 

Very poor * * 

Doesn't apply 7 10 

Total   150 

   Q21d. Rating of GP involving you in decisions about your care 
Base: All 

  % N 

Very good 41 62 

Good 38 57 

Neither good nor poor 12 18 

Poor * * 

Very poor * * 

Doesn't apply * * 

Total   150 

   Q21e. Rating of GP treating you with care and concern 
Base: All 

  % N 

Very good 57 85 

Good 28 43 

Neither good nor poor 10 16 

Poor * * 

Very poor * * 

Doesn't apply * * 

Total   150 
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Q22. Confidence and trust in GP 
Base: All 

  % N 

Yes, definitely 73 109 

Yes, to some extent 23 34 

No, not at all * * 

Don't know / can't say * * 

Total   149 

   Q23a. Rating of nurse giving you enough time 
Base: All 

  % N 

Very good 60 90 

Good 30 45 

Neither good nor poor * * 

Poor * * 

Very poor * * 

Doesn't apply 9 13 

Total   150 

   Q23b. Rating of nurse listening to you 
Base: All 

  % N 

Very good 65 96 

Good 26 39 

Neither good nor poor * * 

Poor * * 

Very poor * * 

Doesn't apply 7 11 

Total   148 

   Q23c. Rating of nurse explaining tests and treatments 
Base: All 

  % N 

Very good 62 91 

Good 28 42 

Neither good nor poor * * 

Poor * * 

Very poor * * 

Doesn't apply 9 13 

Total   148 

   Q23d. Rating of nurse involving you in decisions about your care 
Base: All 

  % N 

Very good 50 73 

Good 28 41 

Neither good nor poor * * 

Poor * * 

Very poor * * 

Doesn't apply 17 25 

Total   148 
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Q23e. Rating of nurse treating you with care and concern 
Base: All 

  % N 

Very good 63 92 

Good 23 34 

Neither good nor poor * * 

Poor * * 

Very poor * * 

Doesn't apply 11 17 

Total   147 

   Q24. Confidence and trust in nurse 
Base: All 

  % N 

Yes, definitely 77 113 

Yes, to some extent 17 24 

No, not at all * * 

Don't know / can't say 7 10 

Total   147 

   Q25. Satisfaction with opening hours 
Base: All 

  % N 

Very satisfied 55 82 

Fairly satisfied 26 39 

Neither satisfied nor dissatisfied 10 15 

Fairly dissatisfied * * 

Very dissatisfied * * 

I'm not sure when my GP surgery is open * * 

Total   149 

   Q26. Is your GP surgery currently open at times that are convenient for you? 
Base: All 

  % N 

Yes 79 118 

No 11 17 

Don't know 10 14 

Total   149 

   Q27. Additional opening times that would make it easier to see or speak to someone... 
Base: All whose GP surgery is not open at convenient times 

  % N 

Before 8am * * 

At lunchtime * * 

After 6.30pm 71 22 

On a Saturday 80 25 

On a Sunday 35 11 

None of these * * 

Total   31 
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Q28. Overall experience of GP surgery 
Base: All 

  % N 

Very good 54 78 

Fairly good 42 61 

Neither good nor poor * * 

Fairly poor * * 

Very poor * * 

Total   145 

   Q29. Recommending GP surgery to someone who has just moved to the local area 
Base: All 

  % N 

Yes, would definitely recommend 62 91 

Yes, would probably recommend 27 40 

Not sure 7 10 

No, would probably not recommend * * 

No, would definitely not recommend * * 

Don't know * * 

Total   148 

   Q30. Long-standing health condition 
Base: All 

  % N 

Yes 53 80 

No 45 67 

Don't know / can't say * * 

Total   150 

      

Q32. Last 6 months, enough support from local services/organisations to help manage long-term 
conditions 
Base: All who have a medical condition 

  % N 

Yes, definitely 56 41 

Yes, to some extent 22 16 

No * * 

I have not needed such support * * 

Don't know / can't say * * 

Total   74 

   

   

      Q42. Ease of contacting the out-of-hours GP service by telephone 
Base: All who have tried to call an out of hours GP service when the surgery was closed 

  % N 

Very easy 77 19 

Fairly easy * * 

Not very easy * * 

Not at all easy * * 

Don't know / didn't make contact * * 

Total   25 
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Q51. Gender 
Base: All 

  % N 

Male 43 62 

Female 57 84 

Total   146 

   Q52. Age 
Base: All 

  % N 

18 to 24 9 14 

25 to 34 17 25 

35 to 44 19 28 

45 to 54 20 29 

55 to 64 14 20 

65 to 74 12 17 

75 to 84 * * 

85 or over * * 

Total   146 

   Q53. Ethnic group 
Base: All 

  % N 

English / Welsh / Scottish / Northern Irish / British 91 134 

Irish * * 

Gypsy or Irish Traveller * * 

Any other White background * * 

White and Black Caribbean * * 

White and Black African * * 

White and Asian * * 

Any other Mixed / multiple ethnic background * * 

Indian * * 

Pakistani * * 

Bangladeshi * * 

Chinese * * 

Any other Asian background * * 

African * * 

Caribbean * * 

Any other Black / African / Caribbean background * * 

Arab * * 

Any other ethnic group * * 

Total   146 
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Overview of Results 
 
What this practice does best 
Based on the highest scores compared to the Clinical Commissioning 
Group average 
 
 
84% of respondents usually wait 15 minutes or less after their 
appointment time to be seen 
CCG (regional) average:   73% 
 
89% of responsents would recommend this surgery to someone new in 
the area 
CCG (regional) average:  81% 
 
95% of respondents describe their overall experience of this surgery as 
good 
CCG (regional) average:  88% 
 
 
What this practice could improve 
These are the three results for this practice that are the lowest 
compared to the CCG average 
 
83% of respondents say the last GP they saw or spoke to was good at 
explaining tests and treatments 
CCG (regional) average: 83% 
 
86% of respondents were able to get an appointment to see or speak 
to someone the last time they tried 
CCG (regional) average:  86% 
 
88% of respondents say the last GP they saw or spoke to was good at 
giving them enough time 
CCG (regional) average: 87% 
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Birchwood Medical Practice 
Improvement Plans 

 
 

What we said we would do in 2014 
 
Improvement to the car park. 
Advertise and encourage enrolment for SMS text reminders 
Advertise and encourage enrolment for on-line services 
Monitoring of access options 
Investigation into a new telephone system 
Monitor and reduce missed appointments 
Implement Electronic Prescription Service 
Measures to reduce the queue at the reception desk 
Signage for disabled toilets 
Maintain up to date information on the call system 
Maintain up to date information on the website 
Continue to support the Patient Participation Group. 
 

What we did in 2014 
 
Improvement to car park 

 Re-painted car park bays, directional lines and disabled bays 

 An additional disabled bay provided increasing to 3  

 A disabled car parking sign was fitted to the wall to try to protect them. 

 A drop-off area to be painted in front of the front entrance to prevent parking and hazard 

 Garden bushes cut down to prevent obstruction near the disabled bays 
 
Advertising for text messages and on-line services is in the waiting room, on registration, in 
newsletters, on the website and opportunistically. 
 
Text messages have increased and now 12.5% of patients have signed up for this. 
Online services have increased and now 14% of patients have signed up for this.   
 
Online services is now allowed parents access to children under 12 years old and part of the 
medical record can be viewed. 
 
The doctor’s appointments are reviewed to ensure a good balance of bookable and held on-the 
day availability. 
 
A new telecom service was installed in November increasing functions and efficiency: 

  ‘Call queuing’ – to allow patients to know how many callers waiting in front of them 

 Headphones for receptionists to provide more efficiency and ability to walk around office.  

 Additional extensions for office workers that were on shared lines 

 Dedicated telephone line for prescription orders/cancellations/fax to prevent engaged lines. 

 An alert to an appointment cancellation on a dedicated line will allow freeing the 
appointment promptly. 

 Call logging to monitor demand 

 Additional fax machine 
 
The DNA policy is being used to help reduce missed appointments and educate patients. 
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Electronic prescribing service was implemented in June allowing patients to collect their 
medication from their pharmacy of choice rather than visit the medical practice first to collect the 
paper prescription. 
 
A desk bell and a receptionists bell was introduced to call for additional receptionists to attend to 
the queues. 
 
There are three patient toilets, but only one is clearly seen and regularly used by patients. 
Signage was put up to highlight the other facilities.   A toilet checking rota was introduced for the 
three toilets. 
 
We have maintained the patient call system and information board with relevant and appropriate 
up to date practice news and health advice.    
 
We are providing up to date information on the practice website. 
 
Continuous engagement of patient participation group who act on behalf of the patient population, 
including quarterly meetings, quarterly newsletters ad contribution towards practice development. 
 
 
 
 

Three Priority Areas for improvement for 2015 
 
On review of patient feedback from the National Survey, NHS choices website, Friends and Family 
Test results, patient comments from other sources and patient complaints, it was agreed that the 
following three areas will be on the action place for development in 2015. 
 
Increasing patient awareness of the ‘out of hours’ alternatives to A&E including the services 
offered by the highly qualified pharmacists in our community. The production of an information 
leaflet/pack about alternatives to A&E was suggested.  
 
Improving the external lighting at the Practice in the interests of safety and security for patients 
and staff.  
 
Exploring ideas about how to enhance confidentiality for patients at the reception desk. 
 
 

The Birchwood Medical Practice patient participation group would be updated on the action plan 
and achievements at their quarterly meetings, the next meeting being held on 12th March 2015. 
 

 

  


