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LOCAL PATIENT PARTICIPATION REPORT 
 

DUNSTER SURGERY 
 

1. A description of the profile of the members of the PRG 
  

 (Component 1) 

 
Our Practice population is one of the oldest in the country, and mainly rural. Our figures 
show Dunster practice looks after twice as many over 65 year olds compared to the national 
average practice 
 

 
 
Practice numbers: 
0 to 19 years : 358 (16.4%) 
20 to 39 years: 352 (16.1%) 
40 to 59 years: 596 (27.3%) 
60 to 79 years: 697 (31.9%) 
80 to 99 years: 180 (8.2%) 
 
The Dunster PPG ranges in age from early 30s to late 80s, consisting of 8 men and 10 women.  
The PPG is representative of Dunsters age/sex profile. We have members with children, a 
primary school governor, representing the interests of young mothers, All villages in the 
catchment area are represented, and those with long term chronic illnesses. 
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2. Steps taken by the Provider to ensure that the PRG is representative of its registered 
patients and where a category of patients is not represented, the steps the Provider 
took in an attempt to engage that category  
 

 (Component 1) 

 
We cover the range of categories, although our attempts to include local young mothers have 
failed due to their lack of uptake and attendance at the meetings.  
 
Like our sister practice in Porlock, we have set up a virtual PPG and have compiled a list of 
names and email addresses for the wider variety of patients who would be happy to receive 
newsletters and take part in surveys etc but not necessarily attend meetings, this includes a 
mix of younger patients and ethnic minority patients.  
 
Our attempts to engage this group in the past have included personal contact with new 
mothers and contact with the local toddler group. So far to no avail. We continue to try. 
 
 

3. Details of the steps taken to determine and reach agreement on the issues which had 
priority and were included in the local patient survey  
 

 (Component 2) 

 
The Patient Survey identified that the comfort of the waiting rooms and awareness of the 
facility for telephone consultations were the only two criteria for which Dunster Surgery was 
not in the top quartile of comparative practices.  
 
The PPG has been working together for 3 years.  One member of the group is also a 
participant in the local Health Forum. We explored all the issues from the surveys and other 
sources of intelligence as a group and identified seven issues which needed to be addressed.  
It was openly debated which of these had priority and it was clear that the new surgery 
development would effectively address many of them (additional services and comfort of the 
waiting rooms in particular). 
 
The survey also suggested pressure on practice nursing appointments and this too was 
thought to be a priority.   
 
The major input thus far, has been to influence the development proposals for a brand new 
surgery building, which has received planning permission from Exmoor National Park as well 
as funding permissions from the PCT.  The PPG has been paramount in engaging and seeking 
the views of the wider community and holding discussions with those groups opposing the 
plans.  We have held public meetings in conjunction with the group which have been very 
well attended.   
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4. The manner in which the Provider sought to obtain the views of its registered 
patients  
 

 (Component 3) 

 
We carried out a patient survey of 150 patients, which is approximately 10% of attending 
patients using the CFEP patient survey.  
 
The satisfaction with care remained well into the upper quartile when compared with the 
6,300 GPs who have also done the same survey. No part was lower than that top quartile so 
the issues we have addressed are those that score the lowest in that top range. 
 
As a Practice, we received no complaints during the year, so no issues were raised regarding 
patient satisfaction.  
 
We have done other surveys on ease of access and aspects of dispensing. 
 

5. Details of the steps taken by the Provider to provide an opportunity for the PRG to 
discuss the contents of the action plan in Section 7 (of this template)  
 

 How was the PRG involved in agreeing the action plan? 
 Were there any areas of disagreement, and if so how were these resolved? 

(Component 4) 

 
The action plan in addressing the issues raised was openly debated with the top three agreed 
to be actioned in the coming year: 
 

 Comfort of the waiting room 

 Practice nurse locums (to improve access during annual leave etc) 

 Increasing awareness of telephone consultations 
 
The PPG discussed the findings at their 25th March meeting, and at various meetings held 
throughout the year. 
 
By sharing information with the Group, including any complaints that we received, we are 
able to build up a picture of how the services we provide impact on our local community.  
 
We are improving links between the Porlock and Dunster PPGs, with the chairs from each 
group attending each other’s meeting. 
 
The chair is also aware of the county wide issues, as he attends the West Somerset Forum 
Meetings, and we are rightly challenged on how we are addressing them. So far no areas of 
disagreement. 
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6. A summary of the evidence including any statistical evidence relating to the findings 
or basis of proposals arising out of the local patient survey  

(Component 4) 

 
Overall the score was 82% satisfaction, with the national mean at 73%.  This placed Dunster 
Surgery in the top quartile of satisfaction compared with practices of a similar size. 
 
About the practice 
Only two items were not in the top quartile of satisfaction: 70% satisfaction with opening 
hours (above the national mean of 67%) and 69% satisfaction with the comfort of the waiting 
room (national mean 66%) 
 
All other items were in the top quartile: 

 Telephone access 78% (national mean 64%) 

 Appointment satisfaction 80% (national mean 69%) 

 Seeing practitioner within 48h 76% (national mean 65% 

 Seeing practitioner of choice 77% (national mean 61%) 

 Speaking to practitioner on the phone 68% (national mean 61%) 

 Waiting time 75% (national mean 58%) 
 

About the practitioner 
All items were in the top quartile: 
 

 Satisfaction with visit 88% (national mean 80%) 

 Warmth of greeting 90% (national mean 81%) 

 Ability to listen 89% (national mean 81%) 

 Explanations 89% (national mean 80%) 

 Reassurance 89% (national mean 79%) 

 Confidence in ability 89% (national mean 82%) 

 Express concerns/fears 89% (national mean 80%) 

 Respect shown 91% (national mean 83%) 

 Time for visit 88% (national mean 74%) 

 Consideration 86% (national mean 78%) 

 Concern for patient 87% (national mean 79%) 

 Self care 85% (national mean 80%) 

 Recommendation 90% (national mean 81%) 
 
About the staff 
All items were in the top quartile: 
 

 Reception staff 87% (national mean 77%) 

 Respect for privacy/confidentiality 84% (national mean 76%) 

 Information of services 81% (national mean 73%) 
 
Finally 
All items were in the top quartile: 



5 

 

 Complaints/compliments 77% (national mean 66%) 

 Illness prevention 75% (national mean 70%) 

 Reminder systems 79% (national mean 68%) 

 Second opinion/complementary medicine 77% (national mean 68%) 
 
When discussed openly within the PPG, there were no areas of disagreement, but we agreed 
to look at the comfort of the waiting room, waiting times, telephone consultations, illness 
prevention screening, hand gel in the waiting room and the provision of additional services. 
 
In agreement with the PPG, we are looking at employing a locum nurse to cover annual leave, 
as this again was another area of concern for patients with chronic diseases, that they often 
have to wait for long periods of time to be seen. The HCA will also increase her hours to 
provide cover for phlebotomy and dressings, again freeing up some of the GP time. 
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7. Details of the action plan setting out how the finding or proposals arising out of the local patient survey can be implemented and, if 
appropriate, reasons why any such findings or proposals should not be implemented. Include details of the action which the Provider, 
 

 and, if relevant, the PCT, intend to take as a consequence of discussions with the PRG in respect of the results, findings and proposals 
arising out of the local patient survey 
 

 where it has participated in the Scheme for the year, or any part thereof, ending 31 March 2012, has taken on issues and priorities as 
set out in the Local Patient Participation Report 

(Component 5) 
 

Findings/Proposals or PRG Priority 
Areas 
 
‘You said...’ 

Action to be taken 
(if no action is to be taken provide 
appropriate reason) 
 

‘We did...’ 

Lead Timescale Progress 

 
‘The outcome was...’ 

Comfort of waiting areas 

cannot do much at present, but will 
be addressing with the input of the 
PPG in the New Building 

 

Practice 
manager 

By 
December 
2014 

We will keep engaging with the 
PPG on furnishings for the new 
Surgery 

Waiting times for practice nurse 
appointments 

Like Porlock Waiting times are an 
issue, especially when the Practice 
Nurse is away. We will look at locum 
nursing. We have increased nursing 
making additional use of the HCA for 
blood taking and dressings when the 
PN is away 

 

GPs and 
Practice 
manager 

By July  2013 
We will look at costing and 
availability of locum nursing 

Telephone consultations 
PPG and other patients are not 
aware of the telephone consultation 
system,  

Dr 
Davies/Practice 
Manager 

By July 2013 
We will  advertise this more on the 
website, patient leaflet, and in the 
waiting room 

Illness prevention screening 
The PPG wold like more information 
on alcohol, exercise and dementia 

Dr 
Davies/Practice 

By 
December 

We will look at providing more 
Health Checks, but we need to look 
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etc. Nurse 2013 at room availability and staffing. This 
may not happen until the building of 
the new Surgery. 

Provision of a swimming Pool 

The PPG feel this is important with 
regards to improving healthy 
lifestyle, we cannot do anything 
about this, but agreed to lend our 
support as this is really a County 
Council issue 

 

   

Hand Gel in waiting room 
This is something that is already 
provided in Porlock, and will be in 
place for Dunster 

Reception staff Immediately Completed 

Provision of additional services 

Not possible in the present surgery 
due to lack of space, but Dr 
Kelham/Dr Davies agreed to the 
provision of Chiropody and 
Counselling in the new surgery. 
 

Dr Davies/Dr 
Kelham 

2014  
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8. The opening hours of the practice premises and the method of obtaining access to 
services throughout the core hours.  

 

 Please provide details of the Practice opening hours and how patients are able to make 
appointments/access services or provide a link to the relevant page(s) of the Practice 
website where this information can be found 

 

 
We are open from 08:00 – 6:30pm Monday, Tuesday, Wednesday and Friday, Thursday is our 
half day, but emergency cover is provided by Porlock Medical Centre. The GPs also provide a 
telephone consultation service after morning surgery for those not wanting a face to face 
appointment. 
 
See the website; we have many more appointment slots available than we need week on 
week http://www.dunsterandporlocksurgeries.co.uk/opening-times.aspx. 

 
 

9. Where the Provider has entered into arrangements under an extended hours access 
scheme, the times at which individual healthcare professionals are accessible to 
registered patients.   
  

 If providing, please confirm details of the extended opening hours provided by the 
Practice or provide a link to the relevant page(s) of the Practice website where this 
information can be found 

 

 
7.30 to 8.00 on Monday and Tuesday mornings to see the GP (Dr Kelham on Monday and Dr 
Davies on Tuesday) 
 
After discussion with the PPG we are going to introduce even earlier opening hours one day a 
week, to help reduce waiting times for appointments 
 
See the website; we have many more appointment slots available than we need week on 
week  
http://www.dunsterandporlocksurgeries.co.uk/opening-times.aspx. 

 
 

 
 
Date Report Published: 27th March 2013  
 
Web Address of Published Report: 

http://www.dunsterandporlocksurgeries.co.uk/index.aspx 
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