
 

ABOUT THE PRACTICE: 

We are a large practice with over 15,000 patients.  The patients are split fairly evenly over two sites, one in 

Millbrook and one in Shirley.  Although the demographics of the surgeries are very different, the patient needs 

are very similar.   We operate a personal list service, offering continuity of care to our patients.  Appointment 

schedules are designed to deal with urgent and routine appointments.  We also currently offer routine 

appointments on Saturday morning.  This allows patients to pre-book an appointment, if they are unable to get to 

the surgery during normal weekday hours.   The doctor and nurses at the practice are happy to give patients 

advice over the telephone when needed.  We also offer a 48 hour repeat prescription service.    

 

OBJECTIVE 
To produce a questionnaire each year with questions that reflect the queries and concerns of a few patients, to see if there is a 

problem on a wider scale that may need to be addressed. 

 

AIM: 
Each year our practice carries out a patient survey, asking the views of our patients.   Patient experience is very important to the 

practice and we value the time our patients take in participating.    We like our patients to provide us with useful information to 

take forward and improve the services we provide. 

 

OUTCOME: 
We Receive, both ‘positive and negative’ feedback from patients as this is very useful and helps us to develop and improve the 

services we provide.   Our latest survey was completed in September 2011.  Over 800 patients took part and we would like to 

take this opportunity to thank them for their time.   Whilst most of the feedback we receive from our patients is positive, we do 

have some negative areas that need our attention.   
 

 

 

 



 

 

Some of our positive comments: 
 

Have always found this practice to be excellent and any issues have been rapidly dealt with 

 

The practice has outstanding GPs (in my experience).  Well supported by the other staff. I never leave feeling that I did not get 

sufficient time to say what I wanted to, and ask any/all questions 

 

The service at this surgery is excellent and I have never had any problems 

 

I had a spinal problem 18 months ago and the support of the GP's, the reception staff was second to none 

 

A very good practice.  Have always had a very good experience and the staff are always helpful and friendly.  We are always able 

to get an appointment at short notice with our own Dr. 

 

The staff are helpful, respectful and welcoming 

 

I have never experienced any problems with the Drs or staff at any time 

 

Very pleased with this surgery.  Always very helpful and try to put themselves out to help. 

 

This is by far the friendliest practice I have encountered 

 

I am very happy with my Drs and the surgery.  Excellent 
 

 

 

 

 



 

Our negative comments were concerning the following: 
 
The only negative experience was being moved to another GP at the practice, but I appreciate why it was done.  No complaints 

with new GP 

 

Too long waiting in the waiting room to be seen.  Average 45 minutes to 1hr 

 

Only complaint is sometimes the length of time waiting in waiting room for appt with Dr.  Frustrating at the time, but worth it as 

he is a good Dr 

 
I find having to phone back after 1 pm unsatisfactory, if I need to be seen in the evening.  

 

Only one negative experience with a locum Dr, who I found unhelpful.  Despite this, great service received from reception staff 

and regular Dr. 

 

Some music please 

 

This surgery feels a bit dirty due to needing redecorating and dated 

 

The surgery is in need of redecorating again 

 

1:  A baby changing unit would be useful – we have now purchased a baby changing unit to be installed 

 

2:  The surgery could do with re-decorating – we are hoping to have this done in the spring 

 

3:  Too long waiting in the waiting room to be seen – we are always looking to improve this and will look again at the 

structure of the appointments screens to address this problem. 
 



 

 

 

 

QUESTIONS & SUMMARY OF FEEDBACK Poor Fair Good Very good Excellent 

1.       Speed at which the telephone was answered initially 1.10% 7.55% 27.83% 35.22% 28.30% 

Most of our patients were happy with the time this takes, but we are looking at upgrading our 
telephone systems to improve this further.      

2.       Speed at which the telephone was answered if the call was transferred 0.54% 8.11% 26.49% 37.57% 27.30% 

Most of our clinicians are happy for calls to be put through to them or will ring a patient back as 
soon as they are free to do so.  This enhances a patients experience when trying to get 
advice.      

3.       Length of time you had to wait to get an appointment 1.95% 7.81% 21.32% 30.63% 38.29% 

Our patients are offered an appointment with the same doctor each time they visit the surgery.   
Occasionally patients may need to wait to see their own GP, if they are not in surgery.  
However, we do offer all patients an appointment within 24 hours with another GP, if the 
patient has a problem that can’t wait for a routine appointment with their own GP.        

4.       Convenience of day and time of your appointment 0.90% 4.95% 20.09% 28.79% 45.28% 

We offer a variety of appointment times.  We monitor these regularly to keep up with patient 
demand.      

5.       Seeing the Doctor of your choice 1.09% 2.18% 14.35% 21.37% 61.00% 

We operate a personal list service for our patients.  Our patients value this service as this 
offers continuity of care.      

6.       Length of time waiting to check in with Reception 0.30% 3.01% 16.42% 34.19% 46.08% 

We always have a receptionist at the front desk to greet the patients and try to book them in as 
efficiently as possible.  Occasionally we do have a queue build up, if the telephones are 
exceptionally busy or we have staff shortages due to sickness.          

7.       Length of time waiting in the waiting room to see the Doctor or Nurse 10.53% 18.32% 28.70% 24.89% 17.56% 

This is always an area of concern for us and we are constantly looking to see how we can 
improve this.  Unfortunately it is very difficult to know how long each consultation will take.  It is 
important, that our patients leave the surgery feeling they have been listened to and not 
rushed out the door.      

8.       Opportunity of speaking to a Doctor or Nurse on the telephone when necessary 1.69% 8.05% 24.79% 35.59% 29.87% 

All of our doctors and nurses are happy to speak with patients over the phone. The nature of 
the call and the clinician involved, will determine when this is.  This may be at the time that the 
caller contacts the surgery, or when the clinician is free to call them back.      



9.       Opportunity of obtaining a home visit when necessary 2.43% 11.74% 27.53% 29.55% 28.74% 

All our doctors are happy to visit our patients who are unable to get to the surgery.  Some 
visits may not be carried out by the patients own GP, if they are not on duty at the time the visit 
is needed.  However, one of the other GP’s will visit the patient.      

10.   Level of satisfaction with the after hours service 3.36% 11.07% 23.83% 33.22% 28.52% 

Patients do complaint to us about services they receive from the out of hour services when we 
are closed.   These concerns are passed on to the services to deal with       

11.   Prescription ready on time 0.54% 1.63% 14.10% 29.48% 54.25% 

We operate a 48 hour service for our patients, as this allows them to be issued and checked 
by the patients own GP.   Occasionally, this does breach but mainly if we have staff shortages.  
We try hard to ensure this does not happen.       

12.   Prescription correctly issued 0.72% 1.43% 13.44% 27.60% 56.81% 

Generally repeat prescriptions are issued without any problems.  However, on occasions an 
item may be missed of the request, mainly if the patient has forgotten to tick the request.  We 
are always looking at ways to improve this service and keep all requests slips for 48 hours in 
case there are any queries with them.       

13.   Handling of any queries 0.19% 2.08% 17.01% 33.84% 46.88% 

All staff have been trained to deal with patient queries and are happy to help.  Newer members 
of staff always work alongside a fully trained member of staff who can support them when 
needed.      

14.   Were you told when to contact us for your results? 0.89% 2.66% 20.62% 34.37% 41.46% 

Due to the surgeries being busier in the morning than the afternoons, all results are given out 
after lunch.   The staff need to inform patients of this, as it prevents the patient from wasting a 
call.       

15.   Results available when you contacted us 0.87% 4.36% 22.22% 32.90% 39.65% 

At our practice we receive most of our results electronically as this is more efficient.  If the 
result is not back with 48 hours this normally means there is a problem at the lab or it is a 
result that needs more time to process.      

16.   Level of satisfaction with the amount of information provided 0.43% 2.98% 21.91% 32.98% 41.70% 

When a patient has a test done, it is important they understand the reason for the test.  It is 
equally as important, that they understand the results when they come back.  The doctors are 
happy to discuss tests and results with patients.    If more detailed information is needed this 
can be obtained either from leaflets in the waiting area or a printout from the clinician.         



 
17.   Level of satisfaction with the manner in which the result was given 0.43% 3.22% 18.45% 31.33% 46.57% 

Patients are requested to phone in the afternoon for results.  All results are checked by a GP 
and if normal, this is written in the patients records, so the reception staff can inform the 
patients when it is requested.  Not all patients are happy with this and expect the result to be 
given to them by a GP.  Allowing reception staff to give out normal results is practical and it 
allows the GP’s to concentrate on seeing patients.        

18.   The information provided by the Reception staff 0.16% 1.40% 15.40% 32.35% 50.70% 

All staff are trained to give useful information to the patients when requested.  However, our 
reception staff are not clinically trained and therefore they do not give any medical information 
or advice to the patients.  Medical related enquiries are passed to a clinician to deal with.      

19.   The helpfulness of the Reception staff 0.30% 1.21% 12.41% 30.86% 55.22% 

Our reception staff are there to help the patients and have a wealth of knowledge that they can 
draw upon when needed.  If they do not have an answer for a patient, they will find out and get 
back to them as soon as they can.      

20.   The information provided by other staff 0.36% 2.13% 15.45% 33.75% 48.31% 

We have a leaflet rack in our waiting room.  This holds useful information about other services 
that are provided by attached staff at the practice, such as counsellors & Health Visitors.       

21.   The helpfulness of other staff 0.53% 1.76% 15.52% 33.16% 49.03% 

Most of our patients are happy with the helpfulness of the staff at our surgery.  General 
feedback from patients is usually positive.   Although we do get some negative feedback from 
patients, this is normally constructive and useful in helping us to improve the services we offer.          

22.   My overall satisfaction with this Practice 0.15% 2.46% 10.75% 33.33% 53.30% 

Overall our questionnaires produced very good feedback.   
The negative comments were in relation to: 
 
   1:   The decoration of the premises 
This is going to be addressed and we hope to redecorate in the spring 
 
    2:  Waiting for long periods in the waiting area 
We are always looking to see how to address this be adjusting the appointments 
screen, but it is difficult to judge the length of each appointment as money of our 
patients have multiple and complex needs.       



 

 


