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Birchwood Medical Practice 
Local Patient Participation Report 

February 2014 
 

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.  As of the 31st December 2013 the list size was 9673 and 
is broken down by age group as seen in the table below: 
 
The practice has responsibility of approx. 100 patients live 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 31st December 2013 
 

      Age Male Female Total 
 

% of total pop 

Under 12 months 64 59 123 
 

1.3% 

1 to 4 years 301 289 590 
 

6.1% 

5 to 16 years 708 690 1398 
 

14.5% 

17 to 25 years 559 580 1139 
 

11.8% 

26 to 35 years 674 797 1471 
 

15.2% 

36 to 45 years 644 651 1295 
 

13.4% 

46 to 55 years 646 636 1282 
 

13.3% 

56 to 65 years 513 506 1019 
 

10.5% 

66 to 79 years 447 497 944 
 

9.8% 

80 years and over 151 261 412 
 

4.3% 

 
4707 4966 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 – 20:15pm 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 an active established patient participation group (PPG) of 
approximately ten registered patients since 2008. The patient group has a constitution, with a 
chairperson and secretary 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 166 patients currently in the two Birchwood patient groups, PPG and PRG and the 
demographics are 67% female and 33% male,  94.5% have described themselves as White 
British, 2.4% Polish, 0.6% White European, 0.6% Caribbean, 0.6% Indian, 0.6% Anglo Indian and 
0.6% Asian. 
 
The age breakdown for both Patient Groups is below: 
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Development and Patient Awareness of the Patient Satisfaction Survey 
The patient participation groups were contacted by email or by postal mail to assist the Practice to 
develop the patient satisfaction questionnaire; they reviewed the results and had the opportunity to 
contribute suggestions to be included in the practice action plan for future development. 
 
A message was also put on the Patient Call system in the waiting room that a patient survey was 
being designed if patients wished to contribute suggestions for the questions. 
 
The patient satisfaction survey was carried out during December 2013. It was agreed that most of 
the questions used in the February 2012, and February 2013 would be used again for easy 
comparison year on year, after consultation the following changes were made: 
 
Four questions were removed: 

 How satisfied are you with the opening hours of the medical practice (core hours being 
Monday to Friday 08.00am-18.30pm). 

 Are you aware of the 24 hours text reminder service to your mobile phone? 

 Are you aware of the on-line service to book and cancel appointments and to view/order 
your medication? 

 As per the Friends and Family NHS Initiative, How likely is it that you would recommend 
this service to your family and friends? 

 
Seven new questions were added: 

 How satisfied are you that the appointments offered by the doctors cover a variety of times 
of the day? 

 How satisfied are you with the 24 hours appointments reminders by text to your mobile 
phone? 

 How satisfied are you with the 24/7days a week on-line service to book/cancel 
appointments and to view/order your own medication? 

 How satisfied are you with the availability of appointments for doctors and nurses on the on-
line service? 

 How satisfied are you in respect of location, adequacy and design, disability awareness and 
safety of the medical practice? 

 How satisfied are you in respect of location, adequacy and design, disability awareness and 
safety of the practice car park? 

 Should you require urgent medical advice or treatment for a minor injury during the opening 
hours of the medical practice, 08.00am-18.30pm Monday to Friday, how satisfied are you 
that the medical practice will appropriately and efficiently meet these requirements? 

 
The opportunity for patients to complete the patient satisfaction survey was advertised on the 
patient call-system, by posters in the waiting room and on the patient’s prescriptions.  The hard 
copies were on the practice reception desk and the receptionists offered it to patients.   A post box 
was provided in the waiting room for patients to post the anonymous returns.  The questionnaire 
stated that patients had an option to complete the survey on-line on the practice website or hand 
in the hard copy to the practice. 
 
The patient satisfaction survey was available for completion on the practice website 24hrs/7 days 
a week from 25th November 2013 to the end of December 2013.  This was highlighted on the 
website front page. 
 
Patients that signed up to receive text messages were also sent text messages to ask them to 
complete the patient satisfaction survey by going onto the practice website or collecting a form at 
reception. 
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The survey was posted to the five nursing/residential home residents that the practice cares for, 
and emailed/posted to the members of the patient participation or patient reference groups. 
 
Patient Satisfaction Survey Results and Patient Comments 
The survey was completed by 370 patients, 3.8% of the practice list size on 31st December, which 
at that time was 9667.  This was an increase from 233 patients that completed the February 2013 
survey. 
 
The following table gives the results of the questions asked in the Patient Satisfaction Survey 
December, and also a comparison to the results of the surveys carried out in February 2012 and 
February 2013. 
Overall satisfaction is based on the scores of ‘Satisfied’ and ‘Very satisfied’. The percentage is 
based on those that scored the practice ‘Not very satisfied’, ‘Satisfied’ or ‘Very satisfied’. Scores 
for ‘Not aware’, ‘No response’, ‘No comment’ were excluded. 

          
Q1.  How satisfied are you with additional appointments offered by doctors and nurses outside 
normal core hours?                 

Not very       Very     Not Aware or                                                                   
           Satisfied    Satisfied    Satisfied       No response 

     Feb 12          2% 32%       29%       37% 
     Feb 13          2% 31%        42%       24% 
     Dec 13          2% 33%       34%       32% 
 
December 2013 – overall satisfaction 97% 
 
Q2.  How satisfied are you with ease/time of getting through on telephone to a member of staff? 

                                Not very           Very         Not Aware or 
                                                              Satisfied    Satisfied    Satisfied   No response  

Feb 12        20%        52%          26%        2% 
                                                      Feb 13        15%        55%          28%              2% 
     Dec 13           15%        58%          26%              1% 
 
December 2013 – overall satisfaction 84% 
 
Q3.  How satisfied are you with the methods available and ease of ordering your repeat 
medication? 

             Not very             Very        Not Aware or 
                                           Satisfied    Satisfied    Satisfied    No response 

Feb 12                  3%          35%          45%             17% 
                                                      Feb 13              3%          27%          53%               2% 
     Dec 13                  2%          37%          47%             14%  
 
December 2013 – overall satisfaction 97% 
 
Q4.  How satisfied are you that you can collect your signed prescription within 48 hours of 
ordering? 

Not very              Very        Not Aware or 
                                           Satisfied    Satisfied    Satisfied     No response   
                      Feb 12                   9%        46%            24%   21% 
                                                      Feb 13          10%        42%            31%                 16% 
               Dec 13               5%         38%            43%                 13% 
 
December 2013 – overall satisfaction 94% 
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Q5.  How satisfied are you with booking an appointment up to four weeks in advance with any GP 
or practice nurse? 

Not very                          Very        Not Aware or 
                                          Satisfied     Satisfied    Satisfied     No response   

Feb 12        25%        39%           24%             12% 
                                                      Feb 13           21%        39%           30%               10% 
                         Dec 13                14%        40%           30%               16%   
December 2013 – overall satisfaction 83% 
 
Q6.  How satisfied are you that the appointments offered by the doctors cover a variety of times 
during the day? 

Not very                        Very        Not Aware or 
                                        Satisfied     Satisfied     Satisfied     No response   

Dec 13         8%          54%          31%                 7% 
 
December 2013 (new question) – overall satisfaction 91% 
 
Q7.  For patients that choose to wait for an appointment with a ‘GP of choice’ and not take an 
available appointment with another doctor, how satisfied are you that you can get an appointment 
within seven days? 

 Not very                        Very       Not Aware or 
                                        Satisfied      Satisfied    Satisfied   No response   

Feb 12      21%           55%          22%               2% 
                                                      Feb 13        21%           51%          24%               4% 
     Dec 13        23%           38%          16%             23% 
 
December 2013 –overall satisfaction 70% 
 
Q8.  How satisfied are you on methods of getting results from investigations and tests? 

Not very                   Very         Not Aware or 
                                        Satisfied     Satisfied     Satisfied    No response   

Feb 12      12%          59%            24%               5% 
                                                      Feb 13            8%          59%            30%               3% 
     Dec 13            12%          47%            30%             11%    
 
December 2013 – overall satisfaction 86% 
 
Q9.  How satisfied are you with the 24 hour appointment text reminder service to your mobile 
phone? 

Not very                   Very       Not Aware or 
                                        Satisfied      Satisfied   Satisfied      No response  

Dec 13       0%            14%           27%              55% 
 
December 2013 (new question) – overall satisfaction 100% 
 
Q10.  How satisfied are you with the 24hr/7days week on-line service to book/cancel appointments 
and to order your repeat medication? 

Not very                 Very         Not Aware or 
                                        Satisfied      Satisfied      Satisfied   No response   

Dec 13        1%           18%            28%              51% 
 
December 2013 (new question) – overall satisfaction 98% 
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Q11.  How satisfied are you with the availability of appointments for the doctors and nurses on the 
on-line service? 

Not very                   Very       Not Aware or 
                                        Satisfied      Satisfied      Satisfied    No response   
     Dec 13         3%     18%            15%              64% 
 
December 2013 (new question) – overall satisfaction 91%  
 
Q13.  How satisfied are you with the range of services the medical practice offer? 

Not very                   Very      Not Aware or 
                  Satisfied  Satisfied     Satisfied   No response   

Feb 12         2%          59%             38%                1% 
      Feb 13                   0%          45%             51%                4% 
     Dec 13                1%          51%             47%                1% 
 
December 2013 – overall satisfaction 99%        
       
Q14.  How satisfied are you with the measures of infection control and cleanliness of the practice? 

Not very                   Very       Not Aware or 
                  Satisfied Satisfied      Satisfied   No response   

Feb 12                   1%           37%             61%               1% 
                                                      Feb 13            2%           33%             62%               3% 
                                                      Dec 13                   2%           44%             41%              12% 
 
December 2013 – overall satisfaction 97% 
 
Q15.  How satisfied are you in respect of location, adequacy and design, disability awareness and 
safety of the medical practice? 

Not very                 Very       Not Aware or 
                  Satisfied  Satisfied    Satisfied   No response  
     Dec 13          1%            51%           39%              9% 
 
December 2013 (new question) – overall satisfaction 99%  
 
Q16.  How satisfied are you in respect of location, adequacy and design, disability awareness and 
safety of the practice car park? 

Not very                   Very       Not Aware or 
                  Satisfied   Satisfied    Satisfied   No response   

Dec 13         22%           45%          20%           13% 
 
December 2013 (new question) – overall satisfaction 75% 
 
Q17.  Recalling a contact with the reception team in the last six months, how satisfied were you 
with the service provided in dealing with your request? 

Not very                       Very          Not Aware or 
                  Satisfied   Satisfied    Satisfied   No response   

Feb 12                  6%       44%         46%             4% 
                                                      Feb 13           5%               36%         52%             7% 
     Dec 13                 3%              41%         49%              7% 
 
December 2013 – overall satisfaction 96%  
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Q18.  Should you require urgent medical advice or treatment for a minor injury during the opening 
hours of the medical practice, how satisfied are you that the medical practice will appropriately and 
efficiently meet these requirements? 

Not very                  Very       Not Aware or 
                  Satisfied   Satisfied      Satisfied   No response   
     Dec 13                  4%           28%           25%           43% 
 
December 2013 (new question) – overall satisfaction 93%  
 
Q19.  How satisfied in respect to your dignity, privacy and confidentiality by all the practice staff? 

Not very                   Very       Not Aware or 
                  Satisfied   Satisfied    Satisfied   No response   

Feb 12           3%          36%         59%            2% 
                                                      Feb 13                   3%        26%       67%            4% 
     Dec 13               0%            37%            55%            8% 
 
December 2013 – overall satisfaction 100% 
 
Q20.  How satisfied with range and availability of practice and medical info?                
       Not very                Very       Not Aware or 
                  Satisfied   Satisfied    Satisfied   No response   

Feb 12          2%           68%      29%             1% 
                                                      Feb 13                1%               65%           30%             4% 
                                                      Dec 13               3%              52%           43%             2% 
 
December 2013 – overall satisfaction 97% 
 
Q12.  In the last six months, if you attended for an appointment how long did you have to wait after 
your appointment time for the GP?       
                                               Seen       Between     Between    More than   No 

on time      5-15m       15-30m      30 mins     Response 
Feb 12       16%         57%           23%              3%           1% 

           Feb 13    25%         56%           15%              1%           3% 
    Dec 13    22%         61%           11%              3%           3% 
 
 
Both the results and patients comments were collated at the end of the survey on 31st December 
2013 and made available on the Practice website www.birchwoodmedicalpractice.com and in the 
waiting room for patients. They were also sent to members of the patient participation group and 
patient reference group who were encouraged to comment. 
 
They were reviewed by the partners, staff and patient participation group in the following meetings: 

 Management Meeting  (partners and management team) on 10th January 2014 

 Practice Team Meeting (partners and all practice staff) on 17th January 2014 

 Patient Participation Group meeting (PPG members and Practice Manager) on 5th February 
2014. 

 
The practice scored highest in the following areas for satisfaction: 
Q9.   How satisfied are you with the 24hr appointment text reminder service to your mobile phone? 

Score  100% 
 
Q19. How satisfied in respect to your dignity, privacy and confidentiality by all the practice staff? 

Score  100% 

http://www.birchwoodmedicalpractice.com/
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Q13. How satisfied are you with the range of services the medical practice offer? 

Score  99% 
 
Q15. How satisfied are you in respect of location, adequacy and design, disability awareness and 
         safety of the medical practice?                    
 Score  99%    
 
The practice scored lowest in the following areas for satisfaction: 
Q7.     For patients that choose to wait for an appointment with a ‘GP of choice’ and not take an 

available appointment with another doctor, how satisfied are you that you can get an 
appointment within seven days?  
Score  70% 

 
Q16.  How satisfied are you in respect of location, adequacy and design, disability awareness and 

 safety of the practice car park?                     
 Score  75% 
  

Q5.   How satisfied are you with booking an appointment up to four weeks in advance with any GP 
 or practice nurse?                    
 Score  83% 

 
Q2.  How satisfied are you with ease/time of getting through on telephone to a member of staff? 
        Score  84% 
 

Patient Comments 
The patient comments were categorised for discussion under the following headings: 
 
Improvement Suggestions and Negative Comments 

 
Appointment system and telephone system  Total 15 comments  

Selection of comments 
 
“More appointments at evening surgery and be able to book to request GP you want and be 
able to see them within 3 days would be nice.” 
 
“Appointments are not always available and are asked to phone at 8.00am each day (which is 
not always possible) to see if one is available, on most occasions I have been offered one. If 
you have these slots why can they not be booked in advance, as this can be very frustrating for 
those who cannot phone on the day?” 
 
“Children’s surgery in the afternoon as well as morning might be a good idea” 
 
“Very good staff one the desk, always polite and helpful. I would like to see my own GP more 
quickly than 7 working days, there is a more personal appointment with someone who knows 
you and has treated you in the past for certain ailments, unknown doctors rush you and are 
unaware of your personal background, more time is needed to read personal records” 

   
Reception         Total 7 comments 

Selection of comments 
 
“The queue when picking up a repeat prescription sometimes is unduly long when one 
receptionist has to deal with a complicated enquiry” 
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“You don’t let the people know which day/date you will be closed in the afternoon for training 
unless you have previously been into the surgery to find out” 
 
“Sometimes a long queue at reception” 

 
Waiting room and facilities       Total 8 comments 

Selection of comments 
 
“You need more room for children to play and more magazines to look at” 
 
“Toilet facilities could be better for the size of the practice” 
 
“In the waiting room when the doctor calls their next patient there is no provision for the blind or 
partially sighted patients” 
 

 
Services and treatment          Total 8 comments 

Selection of comments 
 
“More communication between GP and specialised hospital consultants please, so I don’t have 
to keep attending the GP months down the line” 
 
“I am never informed about my blood tests. I ring for them then find out there was an issue and 
need re-testing.  I had waiting a week for the results” 
 
“If you are seeing a nurse I don’t think you should be disturbed by persons coming in and out to 
pick something up – get organised before your next appointment” 
 

Car park and pathways           Total 11 comments 
Selection of comments 
 
“The car park is too small (not that anything can be done about it). Disabled parking is usually 
taken. Provision of a drop-off point?  or a lay-by?” 
 
“Car park not adequate, 3 disabled spaces may help” 
 
“Car parking is very difficult for elderly and disabled, not enough parking and difficult for 
passenger who is disabled to get out of the car, often end up in the bushes and over a step” 
 
“In desperate need to more parking spaces, the size is ridiculous for the size of the practice” 

 
Multiple suggestions             Total 3 comments 

Selection of comments 
 
“Not enough doctor appointments available on-line, hard to get evening ones, trouble finding a 
free parking space daytime and long time to get through on the phones” 
 
“Suggest that GP’s monitor the records of older patients routinely, trace their progress and if 
needed call them forward for consultation, rather than the patient having to initiate the most 
visits. Re.6. The idea is good.  The availability of appointments to book ahead, other that early 
or later times is insufficient – perhaps with the exception of the junior doctors, nurse availability 
is better usually.  Phoning for an appointment at 8am, especially in ‘emergency’ is stressful and 
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often fails, too much like the ‘Charge of the Light Brigade’. Often too much queuing at reception 
– back-up needed at times.” 
 
“Trying to park is difficult at times; ringing for appointments in the morning is difficult to get 
through and if you ring later there tends to be no appointments available.  The staff are aways 
friendly and helpful.” 
 

Positive and Complimentary     Total 36 comments 
Selection of comments 

 
“Great Practice. Always very accommodating especially for children.” 

 
“I am always impressed by the professionalism and care at Birchwood, there has always been 
appointments available when needed and very little waiting time once here” 
 
“Birchwood is definitely the best GP practice in Lincoln in my opinion. All the staff are very 
helpful, friendly and knowledgeable, please keep up the excellent work and thank you for all 
your hard work.” 
 
“I have only been with the practice for approx. 1 year and the reception/MOT etc I have 
received so far has proved exceptional, friendly, helpful and informative from all the staff, 
nurses and doctors.” 
 
“Wonderful, caring practice team. Special thanks house-keepers for the cleanliness of the 
medical practice. Still think we have the best medical practice in Lincoln and surrounding 
areas. Well done all and thanks for taking care of us” 
 
“Pleased with the prompt notification of my blood tests results, this was the next day both times 
within 24 hrs of tests, because of abnormality action was taken straight away (referral to 
hospital). It takes me time to walk around due to my disability, doctors and nurses are very 
patient and understanding” 
 
“I have found the staff are always helpful, professional and knowledgeable.  I have always 
been able to book an appointment or collect a prescription – sometimes more quickly than I 
expected” 

 
The full list of anonymous patient comments is available to view on the practice website and in the 
patient waiting room. 
 
Direct response by the practice is not possible as the comments made are anonymous. If any 
patient would like to speak directly to the management about their suggestion or experience they 
may contact the practice. 
 
The Patient Demographics of the 370 responders to the December 2013 satisfaction survey were: 
 
Sex   34% were male   55% were female and 11% did not respond to this question. 
 
Ethnicity     83% white British, 1% white Irish, 2% ticked Other ethnicity and 14% did not 

respond to this question. 
 
Age Breakdown:    Age 0-16    0% completed 

Age 17-24    4% 
Age 25-34    9% 
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Age 35-44  10% 
Age 45-54  12% 
Age 55-64  20% 
Age 65-74  21% 
Age 75-84    7% 
Age 85 and over   3% 
No response  14% 

 

Patients were asked  ‘Do you have a long standing illness, disability or infirmity? 
48% responded Yes    40% responded No and 12% did not respond. 
 
Patients were asked  ‘If you answered Yes to having a long standing illness, disability or infirmity, 
does this limit your activities in any way? 
30% responded Yes   20% responded No and 50% did not respond. 
 
Patients were asked  ‘How would you describe how often you come to the medical practice?’ 
38% responded Regularly, 39% responded Occasionally, 11% responded Very Rarely and 12% 
did not respond to question. 
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Birchwood Medical Practice Improvement Plan 
 
Following consultation with the patient participation groups and GP & practice staff the areas for 
development in the action plan were agreed as: 
 
Improvement to the car park. 

 The car park bay lines, directional lines, disabled bays to be re-painted. 

 An additional disabled bay will be painted to increase from 2 to 3 near the front entrance. 

 A disabled sign to be fitted to the wall in front of the disabled bays to try to protect them. 

 A drop-off area to be painted in front of the front entrance to prevent parking, which could 
be a hazard to pedestrians and drivers. 

 The bushes to be removed or cut back to prevent obstruction near the disabled bays. 
 
To continue to advertise and encourage patients to enrol in text messages for appointment 
reminders to reduce the number of missed appointments, which would increase appointment 
availability.   
 
To investigate and implement the usage of text messages to advise patients of their results or that 
their results are ready, as appropriate.  
 
To continue to advertise and encourage patients to enrol in the on-line service: 

The ability for patients to cancel appointments 24 hrs a day from home or work, will 
immediately free appointments to be re-booked.   
 
To promote ways of booking appointments in advance or using on-line technology to 
prevent the 8am rush on the telephone for the limited appointments reserved for urgent on 
the day demand. 
 
Prescriptions ordered directly on-line prevents a telephone call through the medical 
practice. 

 
Monitor adequate appointment access for patients between Monday and Friday hours of opening 
and provide additional appointments slots with a doctor and a nurse outside core hours as agreed: 
Monday evening 18:30pm-20:15pm and Wednesdays morning 7.00am – 8.00am.  
 
On-going investigation of a new telephone system to provide additional functions and enable more 
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. 

 
Continue to maintain a strict policy on DNA’s (patients that do not attend booked appointments) 

 Warning letters to patients with possible final action of removal from list for persistently 
failing to attend booked appointments without explanation. 

 Advertise number of wasted appointments in the waiting room and on the practice website 
 
To implement the new electronic prescribing service, which will allow patients to collect their 
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medication from their pharmacy of choice rather than visit the medical practice first to collect the 
paper prescription. This should also benefit the practice by reducing queuing at the reception 
desk. 
 
To reduce the long queue at the reception desk a bell to call for additional receptionists will be 
implemented. 
 
There are three patient toilets, but only one is clearly seen and regularly used by patients. 
Signage will be improved to highlight this. These facilities will also be reviewed for improvements. 
 
To maintain the patient call system and information board with relevant and appropriate up to date 
practice news and health advice.    
 
Provide up to date information and engagement by encouraging patients to view the practice 
website for practice news, receipt of patient newsletters, participation in surveys and information of 
the practice services. 
 
To continue to participate in the ‘Productive General Practice’ toolkit to improve efficiencies and 
practice processes. 

 
Continuous engagement of patient participation group who act on behalf of the patient population, 
including quarterly meetings, quarterly newsletters and contribution towards practice development. 
 

 

Interesting statistics for the Birchwood Medical Practice January-December 2013. 
 

Audit on usage of SMS Text Messaging service 
There are 1170 patients that have consented to receive texts for appointment reminders, which is 
12% of the practice population. 
 
During the period of 1st January 2013 and 31st December 2013 the practice sent 7220 texts to 
patients in respect of their appointments.  November may have been high due to increased 
number of patients booked into the influenza clinics. 
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TPP SystmOne On-Line Service 
The Birchwood Medical Practice is pleased to be able to offer its patients the opportunity for 
internet access via a computer 24 hours a day/7 days a week – to use the practice appointment 
system and to order their own medication. 
 
There are currently 1192 registered patients, 538 patients were newly registered in 2013. 
 

 
 

2.2% of appointments booked during 2013 were booked on-line by patients and average per 
month is 85. 
 

Audit on usage of Practice Website www.birchwoodmedicalpractice.com 
 
The Birchwood Medical Practice is pleased to provide an up to date and informative website for its 
patients; it not only has practice information about staff, facilities and provision, but also has a 
news page and links to relevant and important services. 
 
The number of unique hits on the website in the last 12 months = 49,925. 

 
 

http://www.birchwoodmedicalpractice.com/
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Audit on Patient DNA’s (Did Not Attend)  
During the period of 1st January 2013 and 31st December 2013 – 1734 nurse appointments 
equating to 405 hours and 1195 doctor’s appointments equating to 237 hours were booked and 
then unattended by the patients. 
 

 
 
DNA’s continue to be a major problem for the medical practice as it is a waste of practice 
resources especially when patient demand for appointments are on the increase.  Patients may 
not realise that some nurse appointments to do dressings, chronic disease management or a 
health check are booked for 30 minutes, so it is not a matter of just calling the next patient in from 
the waiting room early.  
 
What have we done to improve this issue? 
 
We have introduced a stricter DNA policy in which patients are sent warning letters on three 
occasions due to frequent missed appointments, if no improvement or explanation to this 
behaviour consideration is made to remove them from the practice registered list. 
 
We now have a 24 hour text reminder service, in which patients are sent a text message to remind 
them of their appointment and also a text message to advise them that an appointment has been 
missed. 
 
We have an on-line service for patients with access to a computer. They have the opportunity to 
book and cancel appointments 24 hrs a day/7 days a week. 
 
We have provided a mobile number for patients to text a cancellation to avoid wasting time getting 
through on the telephone.  Patients may also leave a message on our answerphone 24 hours a 
day/7 days a week to cancel an appointment. 
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Audit on Appointments Provided 2013 (Doctors and Nurses) 
 
Appointments Provided during 1st January 2013 - 31st December 2013. 
 

  

 

Jan - Mar 
2013 

Apr - Jun 
2013 

July - Sept 
2013 

Oct - Dec 
2013    Total 

Age Male Female Male Female Male Female Male Female 

Under 12 months 7 0 91 41 153 107 196 160     755 

1 to 4 years 499 500 376 328 287 254 422 392   3058 

5 to 16 years 429 491 347 422 302 418 332 510   3251 

17 to 25 years 221 816 226 825 235 817 275 869   4284 

26 to 35 years 354 1239 325 1127 380 1151 398 1161   6135 

36 to 45 years 432 843 488 824 465 895 443 819   5209 

46 to 55 years 660 923 709 913 642 1031 830 1067   6775 

56 to 65 years 588 748 597 738 596 830 756 848   5701 

66 to 79 years 817 954 791 974 825 992 1109 1286   7748 

80years and over 327 467 355 502 335 517 396 565   3464 

 
4334 6981 4305 6694 4220 7012 5157 7677   46,380 

 

*the period October to December shows an increase of appointments due to the number of influenza 

appointments provided, 950 of these were provided over three Saturdays. 

 

 

 

This bar chart shows the spread of appointment times used for the 46,380 appointments 
provided during 2013, earliest offered 7am and latest 8.15pm. 
 

 
 

 
 
 
Practice Manager (Lead): Christine Thorpe 
Reported Dated:   13th February 2014 


