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Background: 

The Cranborne Practice have been running a PPG group since 2012 to enable 

patients to view their opinions on where we can improve our services. Our PPG is 

still active but unfortunately numbers have diminished over the last year, from 40 

members to 34 members but with further advertising we hope to build up 

numbers.  

The group are invited to attend quarterly meetings to discuss ways in which we can 

improve, and all members who are unable to attend the quarterly meetings 

receive an email or printed minutes keeping them up to date of items we have 

discussed. The minutes of the meetings can also be found on our website under the 

‘Have Your Say’ tab then clicking on Patient Group. 

During 2015 we have been running a Friends and Family test which is based on 2 

questions ie: 

1. We would like you to think about your recent experiences of our service. How 
likely are you to recommend our GP Practice to friends and family if they need 
similar care or treatment? 

 

2. What would have made your visit better? 

The FFT was launched by the Government in December 2014 and to enable The 

Cranborne Practice to gain more information from Patients we included a further 

14 questions which were included in previous Patient Survey questionnaires. 

• 85% of those who responded to the survey were satisfied with the service we 

offered, saying it was extremely likely or likely they would recommend our 

Surgery to friends and family. 

• 2% were not satisfied with our service and would be unlikely or very unlikely 

to recommend our Surgery to friends and family.  

• 13% didn’t answer or gave a Neutral response.  

 

Practice Registered Profile and PPG Profile: 

Practice Profile  PPG Profile  

Total Patients 9839 Total PPG Members 34 

% of Male Patients 48 % of Male PPG Members 41 

% of Female Patients 52 % of Female PPG Members 59 

 

 

 



 

Age Profile of Registered Patients and Age Profile of PPG Members: 

Age Profile of Patients % Age Profile of PPG 
Members 

 

Under 16 years 17 Under 16 years 0 

17 – 34 years 16 17 – 34 years 6 

35 – 54 years 24 35 – 54 years 12 

55 – 74 years 24 55 – 74 years 56 

75 years and over 11 75 years and over 27 

 

Ensuring our PPG is representative of our patient profile: 

To invite patients to join our Patient Participation group we advertise via our: 

• newsletters.  

• website www.thecranbornepractice.co.uk. 

• Information Booklets which are provided to all New Patients in our New 

Patient Packs and in our waiting rooms at both Cranborne Surgery and Lake 

Road Surgery. 

• Posters on our waiting room walls. 

When we distribute Patient Survey Questionnaires and Friends and Family Tests, 

they are distributed via our: 

• GP’s and Nurse’s during Consultations. 

• Health Visiting Team. 

• District Nursing Team. 

• Reception Team. 

• Website www.thecranbornepractice.co.uk. 

• Text Messages following appointments. 

Review of Patient Feedback and Action Plan: 

Please see below a selection of different feedback we received during 2015: 

• I was very happy with my visit. Everyone is always helpful and caring. 

• My visit was excellent. I was seen urgently last week as a temporary patient 

and was impressed by the speed at which an appointment was made 

available and the diligence shown by the doctor who saw me. Thank you 

• The GP's & Nurses have exceeded in the care & compassion given to me in 

recent months & would like to thank those involved in that care. Amazing 

Support. 

• Very happy with Lake Road Surgery. 

• It was and continues to meet my expectations which exceeds the media 

representation of NHS and GP services. 

• Nothing - always more than happy with service! All the doctors are excellent 

- please no more retire or leave !! 



• Always excellent help & service at all times. 

• No. It was perfect timing for us. Very friendly & Informative. My child was 

anxious but put immediately at ease.  

• Nothing could make this excellent service better, I have been using this 

Surgery since 1986. 

• I feel that we have a wonderful GP Practice, we are always given the time 

we need with the GP. So I think we are very lucky to have what we have 

already got. 

• More time with Doctors and Nurses. 

• Not having to wait for such a long time after the appointment is due. 

• Waiting room seats are very uncomfortable. 

• Out of working hours appointments. Getting an appointment at all with a 

given doctor within 10 day time frame. 

• Doors are difficult and heavy to open for disabled, there are 3 such large 

doors to get access to the waiting room none of which are automatic or 

have any assistance. Disabled access is very poor. 

• The chairs in the waiting room are not very comfortable if sitting for a long 

time waiting for your appointment. 

• Getting an appointment within a week. (I had to wait 3 weeks to get my 

appointment) 

• The telephone System is frustrating. 

• Late afternoon or evening appointments? 

• Car parking condition and availability is less than satisfactory. Entrance to 

building is difficult. A level entrance would be beneficial. 

Action Plan: 

Following the feedback regarding late afternoon and evening appointments, we 

currently provide: 

Extended Hours Clinics 

The practice runs extended hours for patients who are unable to attend between 
08:00 and 18:30 – (i.e. work out of the area, leave work late, childcare, caring or 
cared for by people). These appointments can be booked direct with a GP, and are 
available at Lake Road on a Monday and Wednesday, and at Cranborne on Tuesday 
between 18:30pm – 20:00pm. 

Saturday Clinics 

We also offer nurse led Saturday appointments, for Chronic Disease Management, 
ie: Diabetes, COPD, Asthma. We also offer clinics for Dressings, ECG’s, Pill Checks 
and Health Checks.  

Following the feedback regarding the telephone system being frustrating: 

We have changed our phone system to enable Reception teams at either surgery to 
answer phone calls made to either Surgery. This will hopefully alleviate the call 
waiting time. Please be aware of where your appointment has been made, and if 
not suitable then please request the surgery of your choice. 



Following the feedback regarding the car parking condition and availability is 

less than satisfactory: 

Unfortunately as per last year’s survey it is still not viable to implement changes to 

the car park at this time. The parking issues are still known to cause the residents 

of Lake Road a few issues due to patients parking in Lake Road. If you are able to 

use the car park please do so, but if you are unable to due to no available parking 

spaces then please consider Lake Road residents when parking on the road, as 

damage has been caused in the past and please allow for pushchairs, wheelchairs 

and mobility scooters when parking. Thank you. 

  

 

 

 

 

 

 

 

 

 


