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Introduction
NHS Wakefield Clinical Commissioning Group’s (CCG) vision clearly expresses the aim
to improve patients’ experience of healthcare within Wakefield District.
The CCG has produced a Patient Experience Framework to ensure that patient
experience is firmly embedded in all commissioning activities and decisions
http://www.wakefieldccg.nhs.uk/wp-content/uploads/2013/11/NHS-WakefieldCCG-Patient-Experience-Framework.pdf – see Appendix 1. As part of the wider work
of the CSU in supporting the CCG to deliver on this vision, quarterly reports
triangulating the various sources of patient feedback are produced.
Using patient experience information supports the CCG in making decisions about
local health services. The CCG’s five year plan is informed by listening to local
people’s experience of services to help decide priorities for the next five years and to
plan services that enable people to stay in control of their own health and wellbeing. This report links to the first of the five main focuses in the CCG’s five year
strategic plan 2014-19:


“Better access to GPs and services in the community – including longer
opening hours”

Furthermore it supports two of the eight commissioning intentions set out in the
strategic plan:




“Citizen participation and engagement” and more specifically “Increasing
the number of people with physical and mental health conditions having a
positive experience of care outside hospital, in General Practice and in the
community”
“Wider primary care at scale, including network development”

It also supports one of the three local priorities included from Meeting the
Challenge and the CCG’s wider transformation work:


“Development of the seven primary care networks”

As part of its future plans for primary care the CCG is considering the option and
opportunities for co-commissioning General Practice services with NHS England
which will be reflected and incorporated into CCG plans as discussions progress.
It is recognised that information relevant to Primary Care GP practices is constantly
being generated. However, for the purposes of this report, engagement information
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carried out until the end of September 2014 is included. To provide the most up to
date picture in respect of the CCG’s real time data, information gathered by the
Patient Advice and Liaison Service, Patient Opinion, NHS Choices and Complaints
includes feedback generated primarily between July and September 2014. Other
data collected is also taken from the same time periods. Earlier data has been used
where available and relevant.
The CCG recognises that no single source of information will provide the full picture
of what the experience of services is locally. This is why several sources of
information were used to establish the main themes.

Primary Care General Practice
Wakefield CCG is a membership organisation with 40 GP practices, serving a
registered population of around 354,000 patients.
Networks are key to the membership model, providing a foundation of effective
relationships. There are seven networks across the district, with all practices actively
working in partnership together in their local network to support each other in
achieving better health outcomes for patients.
The networks formally link into the CCG’s Clinical Cabinet, which reports directly to
the CCG’s Governing Body. The overarching purpose of the Clinical Cabinet is to
provide strong clinical leadership and practice engagement for service changes and
the development of commissioning intentions. It is made up of clinicians who have
day to day contact with patients and in this way it not only provides robust
assurance to the CCG, but it also means that there are only two steps between the
patient and the Governing Body.
Networks provide a forum where all practices can take ownership, contribute to and
shape the network and Wakefield-wide commissioning agendas ensuring
appropriate consistency, shared learning and innovation. The CCG understands that
it is vital to maintain a strong and purposeful emphasis on enhancing general
practice capacity and capability.
Understanding referral and prescribing patterns and decisions and sharing best
practice in and across primary care are crucial to the success of the CCG.
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CCG member practices and networks:
Network 1
Network 2
Network 3
Network 4
Network 5
Network 6
Network 7

Almshouse Surgery, Wakefield
Alverthorpe Surgery, Wakefield
Ashgrove Medical Centre, Knottingley
Castleford Medical Practice
Chapelthorpe Medical Centre, Wakefield
Church St Surgery, Ossett Health Village
College Lane Surgery, Ackworth
Crofton & Sharlston Medical Practice
Eastmoor Health Centre, Wakefield
Ferrybridge Medical Centre
Friarwood Surgery, Pontefract
Grove Surgery, Wakefield
Henry Moore Clinic, Castleford
Homestead Medical Centre, Wakefield

New Southgate, Wakefield
Newland Lane Surgery, Normanton
Northgate Surgery, Pontefract
Orchard Croft Medical Centre, Horbury
Outwood Park Medical Centre, Wakefield
Park View Surgery, Normanton
Patience Lane Surgery, Altofts
Elizabeth Court Surgery, Castleford
Prospect Surgery, Ossett
Queen Street Surgery, Normanton
Riverside Medical Centre, Castleford
St Thomas Road Surgery, Featherstone
Stanley Health Centre, Wakefield
Station Lane Medical Centre,
Featherstone
King Street Health Centre, Wakefield
Dr Chandy & Partners, Church View
Health Centre, South Kirkby
King’s Medical Practice, Normanton
Stuart Road Surgery, Pontefract
Drs Diggle & Phillips, Church View Health The Grange Surgery, Hemsworth
Centre, South Kirkby
Lupset Health Centre, Wakefield
Tieve Tara Medical Centre, Castleford
Maybush Medical Centre, Wakefield
Warrengate Medical Centre, Wakefield
Middlestown Medical Centre, Wakefield White Rose Surgery, South Elmsall
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Actions and next steps
The report was discussed at the Quality Intelligence Group on 16 December 2014
and will be presented to our Public Involvement and Patient Experience Committee
(PIPEC) at their next meeting in March 2015. The recommendation from the Quality
Intelligence Group was for the report to be presented to the Clinical Cabinet and be
widely shared to ensure that patient experience and insight is influencing future
decisions related to GP services. The report will therefore be shared with the
Primary Care Steering Group, leading the wider primary care at scale commissioning
programme and progressing our application to co-commission primary care, with
clinical networks and has been used to support the Prime Ministers Challenge Fund
Wave 2 application.
The report will also be made publicly available on the CCG’s website.

Methodology
To answer the question ‘what are people telling us?’ qualitative analysis of a range
of sources of patient feedback has been undertaken. Due to the varied nature of the
information contained within this feedback, and as a result of the information
already being subject to summary and collation, a content analysis approach was
selected. Content analysis allows systematic scrutiny of textual information giving
insight into the frequency and variety of messages, themes and concepts within it.
Content analysis allows for a rapid review of material, can identify trends in the
information, and allows conclusions to be drawn about the presence or absence of
issues and characteristics within it. Inferences drawn from the analysis are limited
and cannot ascribe causality, as content analysis can only describe the ‘what’ but not
the ‘why’.
The accepted method of content analysis has been adapted for the more pragmatic
approach required here, and the following steps undertaken:


Determine the material to be included in the analysis – some sources of
information included numerical rather than textual data and so were
excluded



Select units of analysis – the recording unit used here was the individual
sentences or phrase contained within a document.



Use a manifest analysis of each sentence, where the meaning of the
sentence is taken at face value, rather than a latent analysis where
meanings are inferred
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Develop coding categories – deductive coding categories have been used
from the predetermined categories of the patient experience framework,
(Appendix 2) though some modifications may be required to make them
appropriate. The categories contained within the framework were used
to measure the frequency of each concept occurring in the text with a
further level of analysis ascribing ‘positive’ or ‘negative’ to the recording
unit



Coding the material – a small pre-test of the coding framework was
undertaken, then the all the patient feedback sources were coded
manually

Simple descriptive statistics were then used to highlight main points arising from the
analysis, supported by direct patient quotes.
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Main Themes
A total of 1,348 patient comments, from the full range of feedback sources, relating
to patient experiences in primary care across the CCG were included in the
qualitative analysis, negative comments are slightly higher than positive at 54%.
Table 1 summarises the frequency of reporting of the patient experience themes
across all sources of patient feedback for Wakefield CCG.

Positive feedback
Patients most frequently report positive experiences in the following areas:


Respect for patient centred values, preferences, and expressed needs: 26% of
all comments



Information, communication, and education: 10% of all comments



Access to care: 6% of all comments

Patients commented that they felt that both reception and clinical staff treated
them with respect and that reception staff accommodated any expressed needs,
where it was possible, including seeing a clinician of their choice. Patients also
commented that they felt listened to. Clinical staff ensured that patients understood
the range of treatment options available, provided information to enable self-care
and put patients at ease. Patients also commented that there was timely access to
appointments and that they were able to get an appointment when needed.
Some examples of patient comments include:
“The doctors and staff are more than helpful and very well mannered. I will never go
anywhere else (VERY HELPFUL).”
“The nurse listened to my problem and explained things very well.”
“I always find that if I need to see a GP quickly something is always sorted.”

Negative feedback
Patients most frequently report negative experiences in the following areas:


Respect for patient centred values, preferences, and expressed needs: 24% of
all comments



Access to care: 15% of all comments



Information, communication, and education: 5% of all comments
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Patients commented that they felt reception staff were rude and unhelpful, and that
there were privacy issues when discussing details of their condition either in person
or on the phone. Difficulties getting through to the practice when booking
appointments, and long waits to see clinicians were also highlighted by patients.
Comments also included not feeling listened to by clinical staff and not feeling
involved in shared decision making.
Some examples of patient comments include:
“They were a bit rude and curt and not very helpful (again).”
“Ringing for an appointment at 8am is not possible.”
“Wasn’t told what was wrong with my son, I was just given a prescription and had to
probe for more info.”
Table 1. Summary of frequency (rounded % of total 1,348 comments) of reporting of NHS
Patient Experience Framework themes in all sources.
Overarching patient experience theme

Positive

Negative

Respect for patient centred values, preferences, and expressed needs

26%

24%

Coordination and integration of care

<1%

4%

Information, communication, and education

10%

5%

Physical comfort

2%

4%

Emotional support and alleviation of fear and anxiety

2%

1%

Welcoming the involvement of family and friends, on whom patients
and service users rely

0%

<1%

Transition and continuity

0%

<1%

Access to care

6%

15%

Overall

46%

54%
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Sources of information and what they tell us
PALS, COMPLAINTS, PATIENT OPINION AND NHS CHOICES
A total of 309 patient comments were included in the analysis of patient feedback on
experiences of primary care from PALS, Complaints and NHS Choices (Patient
Opinion only captures limited patient experience data on GP practices). These were
equally split between positive and negative comments. Table 2 shows the frequency
of reporting of each of the overarching themes within the NHS Patient Experience
Framework for PALS, Complaints, Patient Opinion and NHS Choices.

Positive feedback
Patients most frequently reported positive experiences about primary care through
PALS, Complaints, Patient Opinion and NHS Choices in the following areas:


Respect for patient centered values, preferences, and expressed needs: 26%
of all comments



Information, communication, and education: 13% of all comments



Access to care: 6% of all comments

Patients commented that they felt that both clinical and reception staff treated
them with respect and accounted for any expressed needs. Clinical staff also ensured
patients had fully understood any procedures or treatment options and patients
appreciated the speed at which they were able to obtain an appointment or be seen
by a clinician of their choice.
Some examples of patient comments include:
“You almost feel like they are a family friend.”
“The doctors always try to explain my illness in lay man’s terms, and are very patient
if I have several questions.”
“I was able to get an appointment without any difficulty.”

Negative feedback
Patients most frequently reported negative experiences about primary care through
PALS, Complaint, Patient Opinion and NHS Choices in the following areas:


Respect for patient centred values, preferences, and expressed needs: 28% of
all comments
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Access to care: 9% of all comments



Coordination and integration of care: 5% of all comments

Patients commented that reception staff were rude and unhelpful, or that clinical
staff were dismissive of their concerns. Difficulties patients experienced in getting an
appointment were also frequently commented upon, and issues with prescriptions
being incorrect or lost and problems with referrals were also described by patients.
Some examples of patient comments include:
“This surgery is awful, of the various reception staff, loads of them treat you like you
are an inconvenience they shouldn’t have to deal with.”
“Can never get an appointment when you need one and having to be on hold for
20mins is just wrong.”
“When I went in with my son’s referral letter from specialist regarding his
prescription the receptionist said it would be ready the Tuesday, rung up on 3
occasions they either lost it or didn’t know which doctor had it; waited 3 times for
them to ring back!”
Table 2. Summary of frequency (rounded % of total 309 comments) of reporting of NHS
Patient Experience Framework themes from PALS, Complaints and Patient Opinion.
Positive

Negative

Respect for patient centred values, preferences, and expressed needs

26%

28%

Coordination and integration of care

1%

5%

Information, communication, and education

13%

5%

Physical comfort

2%

<1%

Emotional support and alleviation of fear and anxiety

2%

2%

Welcoming the involvement of family and friends, on whom patients
and service users rely

0%

<1%

Transition and continuity

0%

<1%

Access to care

6%

9%

50%

50%

Overarching patient experience themes

Overall
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ENGAGEMENT INITIATIVES
A total of 129 patient comments, from the survey ‘What Matters to You’ which
related to patient experiences in primary care were included in the analysis. A large
majority of the comments regarding experiences of care as a whole were negative
(83%). Table 3 shows the frequency of reporting of each of the overarching themes
within the NHS Patient Experience Framework from engagement initiatives.

Positive feedback
Patients most frequently reported positive experiences about primary care through
engagement initiatives in the following areas:


Information, communication, and education: 9% of all comments



Respect for patient centred values, preferences, and expressed needs: 7% of
all comments



Access to care: 1% of all comments

Patients commented that they were provided with information by the practices that
helped them lead a healthier life and that they were happy with the way they were
treated at their practice. Having access to convenient appointment times was also
noted by some patients.
Some examples of patient comments include:
“GP put me in touch with support group and cooking course very helpful.”
“Very happy with personal treatment.”
“…early GP appointments are good.”

Negative feedback
Patients most frequently reported negative experiences about primary care through
engagement initiatives in the following areas:


Access to care: 40% of all comments



Respect for patient centred values, preferences, and expressed needs: 19% of
all comments



Information, communication, and education: 12% of all comments
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Patients commented on problems they experienced getting appointments in a timely
manner and problems experienced with unhelpful staff. Patients also commented on
a lack of information to support with healthy lifestyles or to help them manage their
conditions.
Some examples of patient comments include:
“GP appointments are atrocious – waiting time is too long.”
“Receptionist very rude (think they are the doctor). Want people to listen.”
“More information on things wrong with the patient (patient needs to be fully
informed about his condition).”
Table 3. Summary of frequency (rounded % of total 129 comments) of reporting of NHS
Patient Experience Framework themes from engagement initiatives
Overarching patient experience theme

Positive

Negative

Respect for patient centred values, preferences, and expressed needs

7%

19%

Coordination and integration of care

0%

7%

Information, communication, and education

9%

12%

Physical comfort

0%

0%

Emotional support and alleviation of fear and anxiety

0%

3%

Welcoming the involvement of family and friends, on whom patients
and service users rely

0%

0%

Transition and continuity

0%

2%

Access to care

1%

40%

17%

83%

Overall
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PROVIDER INFORMATION
A total of 888 patient comments, from the 2013/14 Directed Enhanced Services
(DES) practice surveys which collected qualitative data on experiences of primary
care, were included in the analysis. The proportion of positive and negative
comments about experiences of care was roughly equal (49% positive, 51%
negative). Table 5 shows the frequency of reporting of each of the overarching
themes within the NHS Patient Experience Framework from the DES practice
surveys.

Positive feedback
Patients most frequently reported positive experiences about primary care through
the DES practice surveys in the following areas:


Respect for patient centred values, preferences, and expressed needs: 29% of
all comments



Information, communication, and education: 9% of all comments



Access to care: 7% of all comments

Patients commented that they felt both reception and clinical staff were helpful and
accommodating of their needs, and treated them with respect. They also felt that
communication with staff was good and that information was provided to enable the
patients to look after themselves. Patients also stated that they were often able to
see their clinician of choice and that appointments were made in a timely manner.
Some examples of patient comments include:
“Receptionists are brilliant, always helpful and polite as are doctors and nurses. You
always feel comfortable coming to the surgery no matter who you see.”
“GP discussed treatment at length and made sure I understood. The same happened
when I saw the nurse, an excellent service.”
“The main object is to get to see a nurse/doctor when you need to, and that objective
is always met very promptly.”

Negative feedback
Patients most frequently reported negative experiences about primary care through
the DES practice surveys in the following areas:


Respect for patient centred values, preferences, and expressed needs: 23% of
all comments
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Access to care: 15% of all comments



Physical comfort: 6% of all comments

Patients commented that they felt both reception and clinical staff were rude or did
not listen, and there were concerns about privacy when dealing with reception staff
either on the phone or in person. Problems booking appointments at convenient
times were also noted, especially from those in full time employment who felt the
appointment systems made it harder for them to access care. Patients also
commented that some facilities were in poor condition.
Some examples of patient comments include:
“Receptionist still don’t identify themselves. Some don’t look up and on occasion ‘tell
you off’ as though we are children don’t like their attitude.”
“3 weeks had an appointment each week, 1st week 30min delay, 2nd week 60min
delay, 3rd week 15min delay and counting.”
“Upstairs waiting room is much too small. I have often been in there and patients
have nowhere to sit.”
Table 4. Summary of frequency (rounded % of total 888 comments) of reporting of NHS
Patient Experience Framework themes from DES practice surveys.
Overarching patient experience theme

Positive

Negative

Respect for patient centred values, preferences, and expressed needs

29%

23%

Coordination and integration of care

<1%

2%

Information, communication, and education

9%

4%

Physical comfort

2%

6%

Emotional support and alleviation of fear and anxiety

2%

1%

Welcoming the involvement of family and friends, on whom patients
and service users rely

0%

0%

Transition and continuity

0%

0%

Access to care

7%

15%

49%

51%

Overall
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PATIENT SAFETY WALKABOUT
There were no patient safety walkabouts regarding General Practice during the
period under consideration.

QUALITY INTELLIGENCE GROUP
A total of 9 comments from the Quality Intelligence Group (QIG) were included in
the analysis. However, it must be noted that these comments are third party
summaries of patient feedback rather than direct patient comments. The comments
regarding experiences of care were wholly negative (100%). Table 5 shows the
frequency of reporting of each of the overarching themes within the NHS Patient
Experience Framework from the QIG.
Positive feedback
Patients reported no positive experiences about primary care through the QIG.
Negative feedback
Patients most frequently reported negative experiences about primary care through
the QIG in the following areas:


Respect for patient centred values, preferences, and expressed needs: 78% of
all comments



Coordination and integration of care: 22% of all comments

Patients comments reflected negative experiences with shared decision making or
having expressed needs met and problems with referrals onto to other services.
No direct patient comments are available to include.
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Table 5. Summary of frequency (rounded % of total 9 comments) of reporting of NHS
Patient Experience Framework themes from the QIG.
Overarching patient experience theme

Positive

Negative

Respect for patient centred values, preferences, and expressed
needs

0%

78%

Coordination and integration of care

0%

22%

Information, communication, and education

0%

0%

Physical comfort

0%

0%

Emotional support and alleviation of fear and anxiety

0%

0%

Welcoming the involvement of family and friends, on whom
patients and service users rely

0%

0%

Transition and continuity

0%

0%

Access to care

0%

0%

0%

100%

Overall

HEALTHWATCH WAKEFIELD
A total of 13 patient comments, from the Healthwatch report ‘Deaf People Matter’
were included in the analysis of patient feedback on experiences of primary care.
The majority of comments regarding experiences of care as a whole were negative
(69%). Table 6 shows the frequency of reporting of each of the overarching themes
within the NHS Patient Experience Framework for Healthwatch.
Positive feedback
Patients most frequently reported positive experiences about primary care through
the Healthwatch in the following areas:


Respect for patient centred values, preferences, and expressed needs: 31% of
all comments

Patients commented that their needs were met through the provision of online
appointment booking or requests for interpreters.
Some examples of patient comments include:
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“…at their surgery they can book interpreters online, which is really helpful…”
Negative feedback
Patients most frequently reported negative experiences about primary care through
Healthwatch in the following areas:


Respect for patient centred values, preferences, and expressed needs: 69% of
all comments

Patients commented that as interpreters are not always provided in practices it can
create additional levels of anxiety.
Some examples of patient comments include:
“The fax never confirms that an interpreter has been booked and that if they did this
she would be less anxious about waiting for appointment.”
Table 6. Summary of frequency (rounded % of total 13 comments) of reporting of NHS
Patient Experience Framework themes from Healthwatch Wakefield.

Overarching patient experience theme

Positive

Negative

Respect for patient centred values, preferences, and expressed needs

31%

69%

Coordination and integration of care

0%

0%

Information, communication, and education

0%

0%

Physical comfort

0%

0%

Emotional support and alleviation of fear and anxiety

0%

0%

Welcoming the involvement of family and friends, on whom patients
and service users rely

0%

0%

Transition and continuity

0%

0%

Access to care

0%

0%

31%

69%

Overall
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WAKEFIELD PRACTICES NATIONAL GP SURVEY
87% of GP patients in the CCG reported very or fairly good overall experience of GP
surgeries according to the National Survey. This compares with 86% for England and
86% across the West Yorkshire Area Team.
79% of CCG GP patients reported they would definitely or probably recommend their
GP surgery to someone who had just moved into the area. This compares with 78%
for England and 78% across the West Yorkshire Area Team.
Practices are scored on NHS Choices, on a question from the national GP survey
‘would recommend the surgery’. Practices scored in the top 25% scores nationally
are banded ‘among the best’, those in the middle 50% of national scores are, ‘in
the middle range’, those scoring in the bottom 25% of national scores are ‘among
the worst’.
Table 7 shows the CCG member practices according to how they have performed in
the National Survey as banded on NHS Choices: green among the best, Blue in the
middle range, and red among the worst.
Almshouse Surgery, Wakefield
New Southgate, Wakefield
Alverthorpe Surgery, Wakefield
Newland Lane Surgery, Normanton
Ashgrove Medical Centre, Knottingley
Northgate Surgery, Pontefract
Castleford Medical Practice
Orchard Croft Medical Centre, Horbury
Chapelthorpe Medical Centre, Wakefield
Outwood Park Medical Centre, Wakefield
Church St Surgery, Ossett Health Village
Park View Surgery, Normanton
College Lane Surgery, Ackworth
Patience Lane Surgery, Altofts
Crofton & Sharlston Medical Practice
Elizabeth Court Surgery, Castleford
Eastmoor Health Centre, Wakefield
Prospect Surgery, Ossett
Ferrybridge Medical Centre
Queen Street Surgery, Normanton
Friarwood Surgery, Pontefract
Riverside Medical Centre, Castleford
Grove Surgery, Wakefield
St Thomas Road Surgery, Featherstone
Henry Moore Clinic, Castleford
Stanley Health Centre, Wakefield
Homestead Medical Centre, Wakefield
Station Lane Medical Centre, Featherstone
King Street Health Centre, Wakefield
Dr Chandy & Partners, Church View Health
Centre, South Kirkby
King’s Medical Practice, Normanton
Stuart Road Surgery, Pontefract
Drs Diggle & Phillips, Church View Health
The Grange Surgery, Hemsworth
Centre, South Kirkby
Lupset Health Centre, Wakefield
Tieve Tara Medical Centre, Castleford
Maybush Medical Centre, Wakefield
Warrengate Medical Centre, Wakefield
Middlestown Medical Centre, Wakefield
White Rose Surgery, South Elmsall
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We identified those ‘among the worst’ from the NHS choices web site and reviewed
the performance information and patient reviews for the practices on the site, to
investigate what the issues might be.
Five practices are identified as ‘among the worst’. These are Almshouse, Ashgrove,
Stanley, The Grange and White Rose Surgery. These practices are from four of the
seven practice networks: Almshouse - network 5; Ashgrove - network 4; Stanley network 3; and The Grange and White Rose from network 2.
In the following section we have compiled information from the National GP survey
website and NHS Choices on each of the five worst performing practices to
summarise the issues and show where the practices do best and where they could
improve.
As a balancing exercise we then selected 5 practices identified by NHS choices as
performing ‘among the best’. We selected these practices to cover a range of
geography and networks: Alverthorpe - network 3; Middlestown - network 6;
Ferrybridge - network 4; Station Lane – network 7; and Church View – network 2.
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SUMMARY practices identified by NHS Choices as ‘among the worst’
What the practices could improve; most frequently occurring:


% of respondents usually wait 15 minutes or less after their appointment
time to be seen (most frequent)



% of respondents describe their experience of making an appointment as
good (joint second most frequent)



% of respondents would recommend this surgery to someone new to the
area (joint second most frequent)



% of respondents find it easy to get through to this surgery by phone (joint
second most frequent)

Negative patient experience issues from NHS Choices patient reviews:


Difficulty getting an appointment (joint most frequent)



Dissatisfaction with standards of treatment and care (joint most frequent)



Difficulty in seeing the same doctor (joint second most frequent)



Not feeling listened to (joint second most frequent)



Attitude and behaviour of reception staff (joint second most frequent)

Reviews and responses
Practice
Almshouse
Stanley
Ash Grove
Grange
White Rose
Total

NHS Choices reviews

Practice responses

8

0

9

0

6

0

10

7

5

2

38

9
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Almshouse Surgery

The proportion of patients who would recommend their GP surgery
70.4% - Among the worst
The proportion of respondents to the GP patient survey who stated that the last
time they wanted to see or speak to a GP or nurse from their GP surgery they were
able to get an appointment.
84.0% of patients
GP Patient Survey score for opening hours
70.6% - Worse than expected
The proportion of respondents to the GP patient survey who gave a positive
answer to ‘Generally, how easy is it to get through to someone at your GP surgery
on the phone?’
79.4% - In the middle range
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Percentage of patients rating their experience of making an appointment as good
or very good
62.5% - Among the worst
The proportion of respondents to the GP patient survey who described the overall
experience of their GP surgery as good or very good.
79.7% - Among the worst
4 Stars

NHS Choices users' overall rating
Based on 3 ratings for this GP surgery
Negative patient experience issues from NHS Choices patient reviews of the
practice:
Difficulty parking; waiting times for appointment; waiting times at appointment;
appointment system inconvenient for people who work fulltime; difficulty in seeing
same doctor; misdiagnosis, lack of professional approach.
We also looked at patient reviews for the practice’s Sandal Castle branch (2 stars
from 3 patient ratings) additional issues raised were: not feeling listened to; and lack
of a well man clinic.
8 reviews were accessible on NHS Choices: 5 for Almshouse, 3 for Sandal Castle.
There were no responses from the practice.
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Stanley Health Centre

The proportion of patients who would recommend their GP surgery
70.1% - Among the worst
The proportion of respondents to the GP patient survey who stated that the last
time they wanted to see or speak to a GP or nurse from their GP surgery they were
able to get an appointment.
91.3% of patients
GP Patient Survey score for opening hours
76.2% - As expected
The proportion of respondents to the GP patient survey who gave a positive
answer to ‘Generally, how easy is it to get through to someone at your GP surgery
on the phone?’
72.4% - In the middle range
Percentage of patients rating their experience of making an appointment as good
or very good
72.2% - In the middle range
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The proportion of respondents to the GP patient survey who described the overall
experience of their GP surgery as good or very good.
84.4% - In the middle range
2 and a ½ stars

NHS Choices users' overall rating
Based on 7 ratings for this GP surgery
Negative patient experience issues from NHS Choices patient reviews of the
practice:
Feeling patronized; long waits for appointments, appointment system inconvenient
for people who work fulltime, difficult to see a female doctor; long wait to see
doctor of choice; curt receptionist; drop in standards since several doctors left;
misdiagnosis; poor standard of treatment and care; doctor rude and dismissive.
9 reviews were accessible on NHS Choices. There were no responses from the
practice.
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Ash Grove Medical Centre

The proportion of patients who would recommend their GP surgery
69.2% - Among the worst
The proportion of respondents to the GP patient survey who stated that the last
time they wanted to see or speak to a GP or nurse from their GP surgery they were
able to get an appointment.
85.0% of patients
GP Patient Survey score for opening hours
85.9% - Among the best
The proportion of respondents to the GP patient survey who gave a positive
answer to ‘Generally, how easy is it to get through to someone at your GP surgery
on the phone?’
60.4% - Among the worst
Percentage of patients rating their experience of making an appointment as good
or very good
63.9% - Among the worst
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The proportion of respondents to the GP patient survey who described the overall
experience of their GP surgery as good or very good.
80.2% - Among the worst
2 Stars

NHS Choices users' overall rating
Based on 3 ratings for this GP surgery
Negative patient experience issues from NHS Choices patient reviews of the
practice:
Feeling concerns not taken seriously; seeing the same doctor usually not possible;
dissatisfaction with standards of treatment and care; difficult to see a female doctor;
difficult to get an appointment; rude reception staff; unhappiness with basic triage
by reception staff.
6 reviews were accessible on NHS Choices. There were no responses from the
practice.
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The Grange Medical Centre

The proportion of patients who would recommend their GP surgery
59.2% - Among the worst
The proportion of respondents to the GP patient survey who stated that the last
time they wanted to see or speak to a GP or nurse from their GP surgery they were
able to get an appointment.
92.7% of patients
GP Patient Survey score for opening hours
78.2% - As expected
The proportion of respondents to the GP patient survey who gave a positive
answer to ‘Generally, how easy is it to get through to someone at your GP surgery
on the phone?’
44.5% - Among the worst
Percentage of patients rating their experience of making an appointment as good
or very good
55.0% - Among the worst
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The proportion of respondents to the GP patient survey who described the overall
experience of their GP surgery as good or very good.
66.4% - Among the worst
2.5 Stars

NHS Choices users' overall rating
Based on 8 ratings for this GP surgery
Negative patient experience issues from NHS Choices patient reviews of the
practice:
Rude and unprofessional reception staff; unhappiness with basic triage system;
difficulty getting appointments; difficulty getting appointments convenient for
fulltime workers; long waiting times at appointment; rude nurse; not feeling listened
too; feeling dismissed; dissatisfaction with standards of treatment and care.
10 reviews were accessible on NHS Choices. There were 7 responses from the
practice.
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White Rose Surgery

The proportion of patients who would recommend their GP surgery
68.2% - Among the worst
The proportion of respondents to the GP patient survey who stated that the last
time they wanted to see or speak to a GP or nurse from their GP surgery they were
able to get an appointment.
99.0% of patients
GP Patient Survey score for opening hours
78.9% - As expected
The proportion of respondents to the GP patient survey who gave a positive
answer to ‘Generally, how easy is it to get through to someone at your GP surgery
on the phone?’
69.3% - In the middle range
Percentage of patients rating their experience of making an appointment as good
or very good
74.2% - In the middle range
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The proportion of respondents to the GP patient survey who described the overall
experience of their GP surgery as good or very good.
82.9% - In the middle range
3 Stars

NHS Choices users' overall rating
Based on 4 ratings for this GP surgery
Negative patient experience issues from NHS Choices patient reviews of the
practice:
Rude receptionists; difficulty getting appointments; lack of continuity of care.
5 reviews were accessible on NHS Choices. There were 2 responses from the
practice.
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SUMMARY practices identified by NHS Choices as ‘among the best’
What the practices do best; most frequently occurring:


% of respondents describe their experience of making an appointment as
good (most frequent)



% of respondents would recommend this surgery to someone new to the
area (second most frequent)



% of respondents with a preferred GP usually get to see or speak to that GP
(joint third most frequent)



% of respondents find it easy to get through to this surgery by phone (joint
third most frequent)

Positive patient experience issues from NHS Choices patient reviews:


Positive attitude of clinical staff (most frequent)



Pleasant and welcoming environment (second most frequent)



Ease of getting appointments (joint third most frequent)



Feeling listened to (joint third most frequent)



Excellent standards of treatment and care (joint third most frequent)

Reviews and responses
Practice
Alverthorpe
Middlestown
Ferrybridge
Station Lane
Church View
Total

NHS Choices reviews

Practice responses

0

0

12

0

2

2

7

0

15

8

36

10
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Alverthorpe

The proportion of patients who would recommend their GP surgery
87.3% - Among the best
The proportion of respondents to the GP patient survey who stated that the last
time they wanted to see or speak to a GP or nurse from their GP surgery they were
able to get an appointment.
100% of patients
GP Patient Survey score for opening hours
96.3% - Among the best
The proportion of respondents to the GP patient survey who gave a positive
answer to ‘Generally, how easy is it to get through to someone at your GP surgery
on the phone?’
96.3% - Among the best

Page 32 of 47

Percentage of patients rating their experience of making an appointment as good
or very good
93.4% - Among the best
The proportion of respondents to the GP patient survey who described the overall
experience of their GP surgery as good or very good.
94.6% - Among the best
This surgery has not yet received any ratings on NHS Choices

Middlestown

The proportion of patients who would recommend their GP surgery
94.6% - Among the best
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The proportion of respondents to the GP patient survey who stated that the last
time they wanted to see or speak to a GP or nurse from their GP surgery they were
able to get an appointment.
100% of patients
GP Patient Survey score for opening hours
85.9% - Among the best
The proportion of respondents to the GP patient survey who gave a positive
answer to ‘Generally, how easy is it to get through to someone at your GP surgery
on the phone?’
82.8% - In the middle range
Percentage of patients rating their experience of making an appointment as good
or very good
89.2% - Among the best
The proportion of respondents to the GP patient survey who described the overall
experience of their GP surgery as good or very good.
95.5% - Among the best
5 Stars

NHS Choices users' overall rating
Based on 5 ratings for this GP surgery
Positive patient experience issues from NHS Choices patient reviews of the
practice:
Excellent standards of care; friendly and supportive attitude of practice staff;
pleasant and welcoming environment; ease of getting appointments.
12 reviews were accessible on NHS Choices. There were no responses from the
practice.
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Ferrybridge

The proportion of patients who would recommend their GP surgery
88.8% - Among the best
The proportion of respondents to the GP patient survey who stated that the last
time they wanted to see or speak to a GP or nurse from their GP surgery they were
able to get an appointment.
99.8% of patients
GP Patient Survey score for opening hours
77.9% - As expected
The proportion of respondents to the GP patient survey who gave a positive
answer to ‘Generally, how easy is it to get through to someone at your GP surgery
on the phone?’
91.3% - Among the best
Percentage of patients rating their experience of making an appointment as good
or very good
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83.1% - In the middle range
The proportion of respondents to the GP patient survey who described the overall
experience of their GP surgery as good or very good.
91.8% - In the middle range
5 Stars

NHS Choices users' overall rating
Based on 2 ratings for this GP surgery
Positive patient experience issues from NHS Choices patient reviews of the
practice:
Excellent service; extremely professional and pleasant at all times; treated with
respect; friendly doctors and receptionists; always feel listened to; helpful that the
surgery has its own dispensary.
2 reviews were accessible on NHS Choices. There were also 2 responses from the
practice.
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Station Lane

The proportion of patients who would recommend their GP surgery
88.2% - Among the best
The proportion of respondents to the GP patient survey who stated that the last
time they wanted to see or speak to a GP or nurse from their GP surgery they were
able to get an appointment.
93.4% of patients
GP Patient Survey score for opening hours
80.0% - As expected
The proportion of respondents to the GP patient survey who gave a positive
answer to ‘Generally, how easy is it to get through to someone at your GP surgery
on the phone?’
80.8% - In the middle range
Percentage of patients rating their experience of making an appointment as good
or very good
88.3% - Among the best
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The proportion of respondents to the GP patient survey who described the overall
experience of their GP surgery as good or very good.
88.6% - In the middle range
4.5 Stars

NHS Choices users' overall rating
Based on 7 ratings for this GP surgery
Positive patient experience issues from NHS Choices patient reviews of the
practice:
Usually able to get appointment when wanted. Ease and speed of ordering
prescriptions. Doctors, nursing staff and receptionists are first class: efficient, kind
and considerate and very professional. You always feel welcome and at ease when
you are in the surgery with them. All the staff are brilliant with my children - very
patient and understanding. The surgery is modern and clean but retains a more
homely feel.
7 reviews were accessible on NHS Choices. There were no responses from the
practice.
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Church View

The proportion of patients who would recommend their GP surgery
89.8% - Among the best
The proportion of respondents to the GP patient survey who stated that the last
time they wanted to see or speak to a GP or nurse from their GP surgery they were
able to get an appointment.
97.6% of patients
GP Patient Survey score for opening hours
83.3% - As expected
The proportion of respondents to the GP patient survey who gave a positive
answer to ‘Generally, how easy is it to get through to someone at your GP surgery
on the phone?’
79.9% - In the middle range
Percentage of patients rating their experience of making an appointment as good
or very good
85.5% - In the middle range
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The proportion of respondents to the GP patient survey who described the overall
experience of their GP surgery as good or very good.
92.0% - In the middle range
3 Stars

NHS Choices users' overall rating
Based on 15 ratings for this GP surgery
Positive patient experience issues from NHS Choices patient reviews of the
practice:
I find the practice very good they treat you with respect and listen. The overall care
given to my husband has been excellent, they are very approachable and listen to his
needs and deal with him re his medical care. The doctor dealt with my problem,
efficiently, respectfully and kindly. My family have been patients at this surgery for
over 40 years and have always been treated with courtesy and respect. The new
building is fantastic and the services it offers are excellent.
15 reviews were accessible on NHS Choices. There were 8 responses from the
practice.

Summary and conclusion
The following summary gives an overview of each of the sections included in the
report, from its various sources of data.
A total of 1,348 patient comments, from the full range of feedback sources, relating
to patient experiences in primary care across the CCG were included in the
qualitative analysis. 54% of these were negative and 46% were positive. It was
notable that the most frequently cited themes in each category were the same,
although the percentages of positive and negative comments were different. These
themes were:




respect for patient centred values, preferences and expressed needs;
information, communication, and education; and
access to care.
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309 comments from PALS, Complaints, Patient Opinion and NHS choices were evenly
split between positive and negative. Again the most frequently cited theme in both
the positive and negative categories was respect for patient centred values,
preferences, and expressed needs; access to care also featured in the top three in
both positive and negative.
For engagement initiatives there was a total of 129 patient comments from the
survey ‘What Matters to You’. A large majority of the comments regarding
experiences of care as a whole were negative (83%). Again the top three themes in
the positive and negative categories were: respect for patient centred values,
preferences, and expressed needs; information, communication, and education; and
access to care.
For provider services a total of 888 patient comments from the DES practice surveys
were included in the analysis. The proportion of positive and negative comments
about experiences of care was roughly equal at 49% positive, 51% negative. Respect
for patient centred values, preferences, and expressed needs; and access to care
feature in the top three themes in both positive and negative categories.
A total of 9 comments from the QIG were included in the analysis. However, it must
be noted that these comments are third party summaries of patient feedback rather
than direct patient comments. The comments regarding experiences of care were
wholly negative. Patients most frequently reported negative experiences in the areas
of:
 respect for patient centred values, preferences and expressed needs; and
 co-ordination and integration of care.
A total of 13 patient comments from the Healthwatch Wakefield report ‘Deaf People
Matter’ were included in the analysis of patient feedback on experiences of primary
care. The majority of comments regarding experiences of care as a whole were
negative 69%. The most frequently made comments in both the positive and
negative categories related to the themes:



respect for patient centred values, preferences, and expressed needs; and
coordination and integration of care.

In the National GP Patient Survey 87% of GP patients in the CCG reported very or
fairly good overall experience of GP surgeries. This compares with 86% for England
and 86% across the West Yorkshire Area Team. 79% of CCG GP patients reported
they would definitely or probably recommend their GP surgery to someone who had
just moved into the area. This compares with 78% for England and 78% across the
West Yorkshire Area Team.
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When we looked at the five Wakefield practices identified as ‘among the worst’ by
NHS Choices on the basis of the National GP Survey question ‘would recommend the
surgery’ we identified that areas identified where these practices could improve
were:





% of respondents usually wait 15 minutes or less after their appointment
time to be seen;
% of respondents describe their experience of making an appointment as
good;
% of respondents would recommend this surgery to someone new to the
area; and
% of respondents find it easy to get through to this surgery by phone.

The most frequently reported negative patient experiences for these practices
from NHS Choices were:






difficulty getting an appointment;
dissatisfaction with standards of treatment and care;
difficulty in seeing the same doctor;
not feeling listened to; and
attitude and behaviour of reception staff.

It was also clear that overall these practices were poor at responding to patient
reviews, though one practice was significantly better at responding than the others.
Three practices made no response at all to a combined total of 23 reviews.
When we looked at five selected Wakefield practices identified as ‘among the best’
by NHS Choices on the basis of the National GP Survey question ‘would recommend
the surgery’ we identified that areas identified where these practices do best were:





% of respondents describe their experience of making an appointment as
good;
% of respondents would recommend this surgery to someone new to the
area;
% of respondents with a preferred GP usually get to see or speak to that GP;
% of respondents find it easy to get through to this surgery by phone.

The most frequently reported positive patient experiences for these practices from
NHS Choices were:


Positive attitude of clinical staff;



Pleasant and welcoming environment;
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Ease of getting appointments;



Feeling listened to;



Excellent standards of treatment and care.

Overall these practices, with 10 responses in all to a total of 36 reviews, were only a
little better at responding to reviews than the group identified as ‘among the worst’,
with 9 responses in all to a total of 38 reviews.
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