
This report describes our judgement of the quality of care at this service. It is based on a combination of what we found
when we inspected, information from our ongoing monitoring of data about services and information given to us from
the provider, patients, the public and other organisations.
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Are services responsive to people’s needs? Outstanding –
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We carried out an announced assessment of Plains View Surgery on 22 November 2023.

This was a targeted review of responsive services. The practice was previously inspected in March 2019 and had
previously been rated good overall and good in safe, effective, caring, responsive and well-led. Any previous ratings for
the overall rating, safe, effective, caring, and well-led will be unchanged following this assessment.

Rating at this assessment:

Responsive – Outstanding.

Why we carried out this review

We carried out this assessment as part of our work to understand how practices are working to try to meet demand
for access and to better understand the experiences of people who use services and providers.

We recognise the work that GP practices have been engaged in to continue to provide safe, quality care to the people
they serve. We know colleagues are doing this while demand for general practice remains exceptionally high, with
more appointments being provided than ever. In this challenging context, access to general practice remains a
concern for people. Our strategy makes a commitment to deliver regulation driven by people’s needs and experiences
of care. These assessments of the responsive key question include looking at what practices are doing innovatively to
improve patient access to primary care and sharing this information to drive improvement.

How we carried out the assessment

This assessment was carried out virtually, through an online meeting and review of documents. This was with consent
from the provider and in line with all data protection and information governance requirements.

This included:

• Requesting evidence from the provider.
• A virtual meeting with the provider.

Our findings

We based our judgement of the quality of care at this service on a combination of:

• what we found when we carried out the assessment
• information from our ongoing monitoring of data about services and
• information from the provider, patients, the public and other organisations.

We have rated this practice as outstanding for responsive services.

We found that:
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• The practice had a proactive approach to identifying the needs of patients and responding to them. This included
instigation the provision of mental health counsellors for both children and adults to improve access to services with
log waiting times.

• Patients could access care and treatment in a timely way. Data from the national GP survey showed the practice was
one of two of the highest ranked practices in Nottingham.

• Performance in the national survey was consistently high and showed an upward trend, despite a reduction in
satisfaction during the COVID-19 pandemic.

• The practice worked with their patients and Patient Participation Group to identify where they might improve.
• The practice implemented initiatives to improve phone and appointment access and worked towards continuous

improvement.
• The practice dealt with complaints in a timely manner and learned from them.

Details of our findings and the evidence supporting our ratings are set out in the evidence tables.

Dr Sean O’Kelly BSc MB ChB MSc DCH FRCA

Chief Inspector of Health Care
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Our inspection team
The inspection was carried out by a CQC lead inspector who spoke with staff using video conferencing and reviewed
documents remotely.

Background to Plains View Surgery
Plains View Surgery is located at 57 Plains Road, Nottingham, Nottinghamshire, NG3 5LB.

The provider is registered with CQC to deliver the Regulated Activities: diagnostic and screening procedures, family
planning, maternity and midwifery services, surgical procedures and treatment of disease, disorder or injury.

The practice provides services to approximately 8,500 patients under the terms of a personal medical services (PMS)
contract. This is a contract between general practices and NHS England for delivering primary care medical services to
the local community. The practice is located within the area covered by the NHS Nottingham and Nottinghamshire
Integrated Commissioning Board (ICB) and within the Arrow Primary Care Network (PCN).

Information published by the Office for Health Improvement and Disparities shows that deprivation within the
population group is 10 (10 out of 10). The higher the decile the less deprived the practice population is relative to others.
According to the latest available data, the ethnic make-up of the practice area is 91.3% White, 4.1% Asian and 2.5%
Mixed.

The medical team comprises of two GP partners, four salaried GPs, three nurse practitioners, four practice nurses, nurse
associate, healthcare assistant, practice manager, deputy manager, secretaries, receptionists and administrators. It is a
teaching practice for foundation doctors, medical and pharmacy students. A GP registrar is due to join the team.

The practice is open between 8am to 6.30pm Monday to Friday. Appointment times vary by clinician. Plains View
Surgery is also part of a group of practices which offered extended hours to patients within the NHS Nottingham North
and East CCG area. Weekend appointments and weekday evening appointments until 8pm are available across the
group. When the service is closed out of hours services are provided through the NHS 111 service.
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