
In October 2011 the practice carried out a survey focusing on how our practice 
supports carers with the aim to identify how our services can be improved in this 

area. 

  

As a result of this survey and on discussion with our Patient Participation Group 
(PPG) we identified a number of actions, these included: 

  

1. Provision of more information in the waiting room to support carers.  This is now 
displayed on our call through board as well as information in the waiting room and 

at reception. 

2. Both clinical and non-clinical staff continue to identify carers on an opportunistic 
basis and also staff are asking ‘are you a carer’ as part of our registration process 
for new patients. 

3. Appropriate information about carers is recorded in the patients’ clinical record. 

4. The surgery is now opened over the lunch-time periods so patients can make 

appointments over the phone as well as face-to-face at reception. 

5. A Carers Champion has been appointed. 

  

We discussed carrying out a further survey at our PPG meeting on the 2nd of October 
2012 to try to decide on what priority areas we should focus on. 

We reviewed previous practice surveys for ideas as well as discussed suggestions 

with the Patient Group.  

As the practice had already carried out a GPAQ Survey several years ago it was 
thought that it would be worth while repeating this as it would cover areas such as 
reception, telephone access, appointments, how quickly patients are seen, waiting 

times in surgery, as well as the quality of care a patient receives.  

  

The survey was carried out both on-line from our web-site and also in paper form 
being handed out in the waiting room by one of our members of staff.  

The survey was carried out between December 2012 and February 2013 and the 
results were analysed by the software provided by our practice web-site.  

  

209 responses were obtained.  

The responses are detailed in the report and in summary 



86% found the reception staff very or fairly helpful. 

56% found it very or fairly easy to get through on the phone. 

Over 70% of patients of those who have tried can get an appointment on the same 
day if they need to see a GP urgently. 

68% found it fairly or very easy to book an appointment ahead. 

38% of patients preferred to book an appointment on line. 

83% of patients are able to be seen within 2-4 days of requesting an appointment.  

  

There were also around 100 additional comments, some of these were quite 

positive. 

  

Selection: 

  

-  receptionists are very pleasant under hard circumstances. The practise is great 
people don't realise how lucky they are. Don't wait long for appointments - also 
nurses are a great idea. 

  

-  Recent heart attack on holiday in Turkey. Came in "to check" response was 

excellent and rapid. Very pleased. Highly commendable from reception right thru 

surgery to Dr Joseph. 

  

Sometimes you wait a while to speak to a receptionist but this is a very busy 
practice. Overall I find everything here fine. 

Standards have always been high and continue to improve. The practice is a vital 

part of our community and from discussions with colleagues over the year, appears 
to be well above average for the area in many respects. 

  

  

The receptionists are always polite and helpful. This is an excellent Medical Centre 

  



Some other comments were more constructive. 

  

Selection: 

  

-  receptionist's time taken up by answering phone to make appointments, & the 
time it takes to get through on the phone is the only downside at our practice apart 

from that a great practice 

  

-  Sometimes quite a long wait on the phone to speak to a receptionist. 
Confidentiality at reception is a concern. Sometimes the whole waiting room can 
hear a conversation with a patient. However - if requested I'm sure the receptionist 

would speak to a patient in private. 

  

  

-  Saturday opening would be good for those who work full time 

  

-  The glass screens in the reception/waiting make confidentialityvery difficult 

and impersonal. The queuing to speak to the receptionists is also a bit haphazard 

  

-  Overall the service provided is excellent. However appointments before 8 and 

into the eve would be an improvement for working people. 

  

Suggestion - Quicker response to phone calls for appointments. Blood Tests & other 
results & reports "on line" email it will save the doctors time and free up an 

appointment. We have recommended the surgery to all our family and friends. 

  

  

  

The results of the survey were distributed to our PPG and discussed with them on 
the 26th February 2013.  The Group was given an opportunity to comment on the 



survey and we discussed a number of possible changes in service provision to 
address the issues raised.  

  

The following actions were identified. 

  

Patient Access 

1. Review making more appointments available on-line for specific clinicians 

2. Promote the ability to make appointments on-line 

3. Consider how the Back Office Staff could be available to answer the telephone at 

times of peak demand 

4. Record on patients records when they have been asked to phone back for an 
appointment, so they are not repeatedly told to phone again to check appointment 
availability 

5. Review telephone response time and how the telephone queuing system works 

  

Patient Confidentiality 

1. Look at measures to improve patient confidentiality at reception 

  

The practice has recently enrolled in the Productive General practice 

programme.  This is designed to help us continue to deliver high quality care whilst 
meeting increased levels of demand and expectation.  This was discussed with the 

Patient Group and in particular how it would help us focus on some of the issues that 
have been raised in the patient survey. 

  

 


