
 

 

 

 

2012 Patient Survey 

 

The 2012 patient survey was held from the 12
th

 to 23
rd

 March 2012.  

771 patients completed the computer based questionnaires run by members of the 

Patient Participation Group.  

 

The following were highlighted as problem areas 

 

Telephone system - the survey showed that patients were having difficulty getting 

through to the surgery at peak times (08.00 and 13.30 hrs) and that calls were not 

answered quickly enough at these times. 

 

Action taken 

 

The practice has replaced the old telephone system which has been shown to be 

unreliable and added extra lines. The new system advises callers that they are in a 

queue and their position in that queue. It is not practical to employ additional staff to 

cover the 30 minutes or so of peak telephone times but secretarial staff have been 

drafted in to book appointments and to help reduce the waiting time for calls to be 

answered. We were asked to consider adopting the “press 1 for …” system and this 

was discussed with the suppliers. They advised that if the extension requested is either 

busy or not manned, then the caller is returned to the back of the queue. Based on the 

advice that this may create or exacerbate the problem we are trying to eliminate, we 

decided not to go ahead. 

 

Appointments 

 

Patients complained that there are insufficient appointments 

 

Action taken 

 

The appointment system is kept under constant review and it is difficult to achieve 

balance between those appointments that can only be booked on the day and those 

that can be made available for advance booking. The computer is set to release 11 

appointments on the day for each available GP. Appointments are also made 

available 2 months. 1 week, 3 days and 2 days before the appointments are due. In 

addition we have employed a locum GP to work on Wednesdays and two locums on 

Fridays, which is one of our busiest days. We have not been able to secure 

employment of locums on Mondays which is the busiest day. We have however, 

adopted a triage system which allows patients to be assessed by a specially train 

nurse who can treat or provide medical advice, obtain prescriptions or arrange for 

further consultation by a doctor if required.  This system is in its infancy at this 

practice but already proving popular with some patients 

  

Privacy 

 

One of the largest complaints is that of privacy at the reception desk. 

 

 

 



 

 

 

 

Action taken 

 

The Practice has always had a separate room which allows patients who want greater 

privacy when speaking to reception staff. Signage for this obviously needs improving 

and more and larger signs have been placed in the reception area. 

 

Traffic flow 

 

Patients complain that at busy times there is no obvious queuing system at the 

reception area with patients trying to book in on the self-check in display, patients 

trying to speak to the receptionist, patients returning from consultations trying to book 

further appointments and patients queuing for dispensary 

 

Action taken 

 

We have discussed with the IT providers the possibility of relocating the self-check in 

screen near the main entrance. If this is done it may protrude some 9 inches from the 

wall and so must be at a height where it is not only obvious but accessible to all 

without creating possible injury to patients especially those with defective vision. It is 

also possible that a “bottleneck” will be created during busier times.  

 

A suggestion to provide the Post Office style barrier queuing system for reception has 

been discounted as it will hinder access for wheelchair users. 

 

We have decided to improve the area around dispensary and this work is due to start 

in May. 

 

Attitude of Staff 

 

There were a small number of complaints regarding staff attitude 

 

Action taken 

 

We take our patient care very seriously and all staff have been made aware that some 

of our patients have shown their dissatisfaction with the way that they have been 

spoken to. This is not acceptable and we apologise to any patients who have been 

offended and we ask that the management staff be made aware of any patient who 

feels that they have not been treated with dignity. The PCT are holding a Customer 

Care course later this year and all reception staff will be attending. 

 

More Female Doctors 

 

Action taken 

 

As many will be aware sex discrimination is illegal and positive discrimination when 

recruiting is not generally allowed. As stated earlier we have recruited two locum GP 

both of whom by coincidence are female. As a GP training practice we are also 

allocated a new GP every 4 months and have been fortunate to have had the services 

of two female doctors during the last 2 allocations but we cannot insist that we are 

only allocated female doctors on this scheme 



 

 

 

 

 

 

Conclusion 

 

We conducted the survey in an attempt to find out the things we are getting wrong and 

what we can do to put these right and we hope that you can see that we do take your 

complaints seriously and try where possible to correct the problems you have 

highlighted. We realise that we are not going to please everyone - Would everyone be 

happy if we provided an Arcade Machine as requested in this survey? 

 

It is not all bad and the majority of those surveyed seem very happy with their 

consultations with doctors or nurses. We have also received comments of a 

complimentary nature such as “Excellent service in a highly professional and caring 

environment” “Excellent reception staff” and even “Great to be able to see a doctor at 

short notice today” 

 

Thank you to everyone who took the time to complete the survey; we really do value 

your opinions. 


