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Innovation Centre
University of Exeter
P O Box 51

Exeter

Mr Stefan Morawiec EX4 AWNT

Croyvn Heights Medical Centre t 01392 252740
2 Dickson House

Alencon Link f 01392 256289

BASINGSTOKE e enquiries@cfep.co.uk
RG21 7AN

26 May 2009

Dear Mr Morawiec

Please find enclosed your practice report outlining patient feedback from the Improving Practice
Questionnaire (IPQ). Your results have been illustrated in tables and graphs with associated
benchmarks where applicable. Details of score calculation and statistical methods have been
provided to help you in the interpretation and understanding of your results. In addition, there is an
authorised certificate of completion which you can show your PCO as evidence of the PE2 Quality
indicator.

| hope these results give you useful feedback as to how patients rated the practice and its service,
and provide you with some basis for reflection. Also enclosed is material to help you with the PE6
Quality Indicator in the GMS contract. We would be grateful if you could consider returning a copy of
these forms to the office. In order for us to improve our services, please could you complete and
return the enclosed feedback form in the envelope provided.

The IPQ report has been updated in order to further improve the clarity of the feedback provided. As
a result the ordering of the report has changed slightly from the previous version.

Please contact Matthew Taylor on 01392 252740 or matthew.taylor@cfep.co.uk if you require further
information about your report or would like electronic versions of the supporting documentation. i
you have ordered a results poster, it will arrive within the next 15 days. Please note, a request for
replacement results will attract a fee of £15 + VAT.

Yours sincerely

Helen Powell
Data Manager

Registered Address: CFEP UK Surveys Ltd, 6 Providence Court, Pynes Hill, Exeter, Devon EX2 5JL Company No 05781518 Company registered in England
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Evaluation question ratings and scores

Table 1: Distribution and frequency of ratings

Blank Poor Fair Good Very Good @ Excellent
Q 1 Opening hours satisfaction 15 1 14 148 132 89
Q 2 Telephone access 12 14 46 167 114 46
Q 3 Appointment satisfaction 10 2 21 111 155 100
Q 4 See practitioner within 48hrs 12 7 27 107 139 107
Q 5 See practitioner of choice 13 17 57 137 120 55
Q 6 Speak to practitioner on phone 26 3 26 119 143 82
Q 7 Comfort of waiting room 15 5 21 114 149 95
Q 8 Waiting time 17 5 41 119 163 54
Q 9 Satisfaction with visit 8 0 8 123 163 97
Q 10 Warmth of greeting 16 0 4 106 168 105
Q 11 Ability to listen 17 0 6 114 145 117
Q 12 Explanations 18 1 7 84 160 129
Q 13 Reassurance 20 1 11 83 155 129
Q 14 Confidence in ability 18 0 6 85 146 144
Q 15 Express concerns 16 0 9 99 171 104
Q 16 Respect shown 22 0 6 103 147 121
Q 17 Time for visit 11 0 18 121 141 108
Q 18 Consideration 15 0 9 132 156 87
Q 19 Concern for patient 16 0 13 99 171 100
Q 20 Recommendation 10 0 6 109 151 123
Q 21 Reception staff 15 2 21 168 140 53
Q 22 Respect shown 17 25 59 126 104 68
Q 23 Information of services 23 2 18 120 166 70
Q 24 Complaints/compliments 30 2 20 162 146 39
Q 25 lliness prevention 26 1 19 156 153 44
Q 26 Reminder systems 24 5 22 145 146 57
Q 27 Second opinion / comp medicine 58 2 14 144 135 46

Blank responses are not included in the analysis (see score explanation)

Crown Heights Medical Centre
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Evaluation question ratings and scores

Table 2: Mean percentage scores and benchmarks

About the practice
Q 1 Opening hours satisfaction
Q 2 Telephone access
Q 3 Appointment satisfaction
Q 4 See practitioner within 48hrs
Q5 See practitioner of choice
Q 6 Speak to practitioner on phone
Q 7 Comfort of waiting room
Q 8 Waiting time
About the practitioner
Q9 Satisfaction with visit
Q 10 Warmth of greeting
Q 11 Ability to listen
Q 12 Explanations
Q 13 Reassurance
Q 14 Confidence in ability
Q 15 Express concerns
Q 16 Respect shown
Q 17 Time for visit
Q 18 Consideration
Q 19 Concern for patient
Q 20 Recommendation
About the staff
Q 21 Reception staff
Q 22 Respect shown
Q 23 Information of services
Finally
Q 24 Complaints/compliments
Q 25 lliness prevention
Q 26 Reminder systems
Q 27 Second opinion / comp medicine
Overall
Overall Score

* Based on data from more than 3000 practices surveyed between 01-April-2007 and 31-March-2008 with 40 or more responses
See score explanation for percentage score calculation and quartile information

Outliers (+/-1%) have been removed
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Your mean
score
(%)

59
45
62
60
45
58
60
53

63
66
66
69
69
71
66
67
62
61
64
67

53
45
59

51
53
54
54

59

National
mean
(%0)*

51
46
54
48
41
44
52
40

71
73
74
72
71
75
72
77
63
69
70
73

65
64
61

52
57
54
54

61
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Min

31
8
30
16
11
17
24
12

47
49
49
48
46
50
47
53
40
45
46
47

45
46
42

33
40
36
37

42

National quartiles (%)*

Q1

48
44
51
44
39
41
49
36

68
70
71
69
68
72
69
74
60
66
67
70

64
63
59

49
55
52
52

59

Q2 Q3
Median
52 55
51 57
56 60
50 57
45 51
45 50
54 58
40 46
72 75
74 77
75 78
72 76
71 74
75 78
72 75
77 80
63 67
69 73
71 74
74 77
67 71
66 70
62 66
53 56
57 61
55 59
55 58
62 65

Number of patient responses: 399

Max

76
83
85
87
84
78
80
75

89
90
90
88
88
90
88
92
82
87
87
90

89
88
85

77
80
80
79

83
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Evaluation question ratings and scores

Graph 1:  Mean percentage scores in ascending order of performance
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Scores according to patient demographic category:age, gender, visit type and years attending

Table 3: Number of patient responses by category, mean scores and national benchmarks by list size

Number of = Your mean National mean scores (%) by practice list size
Responses score I
(%) Al < 3000 3-6000 6-12000 > 12000
practices
Age
Under 25 37 58 58 62 58 57 56
25-59 217 58 59 65 61 59 56
60 + 128 61 66 71 68 65 63
Not specified 17 - - - - - -
Gender
Female 253 59 60 66 62 60 58
Male 130 60 63 68 65 62 60
Not specified 16 - - - - - -
Visit Usual Practitioner
Usual practitioner 253 60 64 68 65 64 62
Not usual practitioner 115 56 55 61 57 55 54
Not specified 31 - - - - - -
Years Attending
<5 years 86 55 61 65 62 60 59
5-10 years 100 59 60 66 62 59 57
> 10 years 197 61 62 68 64 61 59
Not specified 16 - - - - - -
Overall
Overall Score 399 59 61 66 63 61 58

* Based on data from more than 3000 practices surveyed between 01-April-2007 and 31-March-2008 with 40 or more responses
-- If there is only one response in any category for anonymity breakdown of scores is not reported

- Data not reported

Statistical reliability cannot be guaranteed for small numbers but act as a guide

Crown Heights Medical Centre
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Scores according to patient demographic category:age, gender, visit type and years attending

Graphs: 2,3,4 & 5 Mean percentage score by question for each demographic category
Graph 2: Age
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Statistical reliability cannot be guaranteed for small numbers but act as a guide
If there is only one response in any category for anonymity breakdown of scores is not reported
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Scores according to patient demographic category:age, gender, visit type and years attending

Graph 4: Visit usual practitioner

100
90

80

N

N a4 i
a’ava’ " o’ QQ0.0.0.0.0.0.0.0.0.0.0.QO.QO.Q

70

6

o

5

o

4

% mean score
o

3

o

2

o

1

o

o

Usual practitioner B Not usual practitioner

Graph 5: Years Attending
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Scores from previous IPQ survey(s)

Table 4: Comparision of mean percentage scores from previous survey(s)

Q 1 Opening hours satisfaction
Q 2 Telephone access

Q 3 Appointment satisfaction
Q 4 See practitioner within 48hrs
Q 5 See practitioner of choice
Q 6 Speak to practitioner on phone
Q 7 Comfort of waiting room

Q 8 Waiting time

Q 9 Satisfaction with visit

Q 10 Warmth of greeting

Q 11 Ability to listen

Q 12 Explanations

Q 13 Reassurance

Q 14 Confidence in ability

Q 15 Express concerns

Q 16 Respect shown

Q 17 Time for visit

Q 18 Consideration

Q 19 Concern for patient

Q 20 Recommendation

Q 21 Reception staff

Q 22 Respect shown

Q 23 Information of services

Q 24 Complaints/compliments
Q 25 lliness prevention

Q 26 Reminder systems

Q 27 Second opinion / comp medicine

Overall
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