Methodology for collating and analysing the LMC PPG Survey results 2017
The survey questionnaires were distributed during January 2017 by members of the Patient
Participation Group who set up sessions to help patients with their completion and return. As
well as the hard copy questionnaires an online version was distributed to the Virtual Patient
Participation Group.
There were 239 responses which represents a small reduction over last year. Only 2 members of
the VPG completed a survey although there may have been others who completed one during a
surgery visit.
The survey questionnaires were collated and analysed internally.
The Survey this year sought to establish whether or not patients understood the many options
they have for medical care in specific situations and whether they were able to choose the
appropriate option for each one
Each question within the survey questionnaire was coded using a simple numerical system. The
results from each returned response were logged using an Excel spreadsheet. After all the
responses had been coded and logged the results were totalled and the totals for each question
translated into percentages using Excel. The percentages were rounded up or down as
appropriate. From the totalled results Excel was further used to translate the figures into charts
providing a visual image of the results. In the charts the correct answer is represented in red.
Questions not answered were treated as Non responses, where there were un-requested
multiple responses or where the question response was spoiled the response was logged as a
Void response.
The answers to the free text question (Q11) can be found in Appendix 1.
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Of the 239 responses the division of returns by gender was 65.27% (156 women) and
27.20% (65 men).
Survey returns represented all ages with slightly more from the 66-75 age.
Proportionately men and women tended to be equally represented in answers.
This year we had little ethnic representation and the returns were primarily White
British. This was disappointing as we had hoped to reach out to all patients whatever
their ethnic origin.
After completing a questionnaire each person was handed a sheet showing the answers;
ie the correct places to go with regard to each question’s medical issue.

Over recent years the choice of services which patients can access for medical care has
increased and become more complicated without an effective education programme being
made available. This means that in many cases patients are not clear about which service to
choose at which point.
Although the Survey could only offer a snapshot of the situation we did determine that:













The correct choice was made in the majority of cases but there were notable
exceptions:
Question 1:
Although over 40% chose the correct answer and would visit the Pharmacist 45% still
said they would choose to see a doctor with the remainder choosing anything from
visiting the Dentist to dialling 999.
Question 3:
Although 53.6% chose the correct path, 46.40 chose a variety of answers ranging from
self-care to dialling 999.
Question 8:
Over 80% of patients chose the wrong path with 43% electing to visit the Urgent Care
Centre and 17.5% visiting A&E. Only just over 19% chose the correct service (111/OOGP
or Dr Appointment).
Question 9:
65.7% of patients chose the wrong path with only 34.3% electing to use the correct
service, 111/OOGP.
Question 10:
Whilst a majority of patients answered correctly this still left nearly 40% choosing
alternative choices.
Question 2:
Just under a third of patients chose to visit the Pharmacist for this medical issue so
although the answer was deemed to be option 1 “Self-care” we felt that a visit to the
Chemist perhaps included this so treated these patients as choosing the correct answer.
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It was obvious from many of the answers that respondents were not clear on the
services offered by Pharmacists which suggest that they need to promote their services
more effectively.

With regard to the improvements over the year:




55% thought that there had been an improvement in the Doctors
56% thought there had been an improvement in the Nurses
48% thought there had been an improvement in the Administrative staff

Although only 36% of respondents included comments these were generally very positive with
more than half specifically hi-lighting the improvement in access;
Whilst it was heartening to see that many patients knew which option to choose when dealing
with a specific medical issue there are instances where we feel that some patient education is
needed.
We would like to propose the following
ACTION PLAN:
1. Educate patients on the appropriate path to take when experiencing a medical
situation by:
 A promotional month using the notice board in the waiting room to display
the results of the survey as well as targeted posters on specific conditions
and where to go for help first.
 Producing a targeted poster for display on the website and a cut-down
version to attach to prescription slips
 Producing a leaflet outlining the different services and how patients should
choose the appropriate option. This to go into the new patient packs and
the display racks in the waiting room
2. The need for patient education would be enhanced if the PPG could contact more
patients, both in relation to them taking part in the survey and also in order to
disseminate the results to as many as possible. Presently the practice holds the email addresses of a good proportion of patients. If these patients were asked if they
were prepared to receive communication from the PPG then the practice could pass
on information to them on the PPG’s behalf.
3. Educate patients in the use of Pharmacies. There is a need for Pharmacists to
promote themselves on issues of medication. We could discuss ways of achieving
these aims with John.
4. Newark Hospital needs to redefine itself as an Urgent Care Centre as many still refer
to it as a Minor Injuries Unit.
5. The Survey results only show what patients who visited the surgery would do. To
find out how many LMC patients are not coming to the surgery but are going direct
to other services we need to carry out further research at the MUU, Pharmacies and
A&E. This is an option we would need to discuss with the CCG to determine if it is
possible.
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