
PATIENT SURVEY REPORT AND ACTION PLAN 2013/2014 

Full details of the survey results and all the comments are provided in the documents 

section of the Patient Participation Group web page. 

 

1. The Survey 

 The survey took place over two weeks in November 2013. 

  616 patients were surveyed across three sites. (3% of the Practice population) 

 Only patients who attended the surgery were invited to take part.  

 The subject of the survey was Access which was agreed at the October 2013 

PPG meeting. 

 The survey questions were discussed and amended from last years questions 

by the PPG members at the October 2013 meeting. A more specific question 

on getting through on the phones was added and questions 2 & 6 from last 

year’s survey were removed. ( See meeting minutes) 

 17 Questions were asked and patients were invited to give their comments on 

what they think we do well and what we could improve 

 Patients were reminded of the actions that had taken place since the last survey 

via posters in the surgery 

 The PPG members gave out the survey and encouraged patient to fill it in, 

explaining its purpose, and helping those who had reading / writing difficulties 

 All survey results were collated in house 

 The survey results were compared with those from the 2011/12 and 2012 / 

2013 survey 

 

2. Survey Discussion 

 The survey was discussed at the Patient Participation Group on 13 January 

2014 and suggestions for improvement were made 

 The survey was discussed workshop style at the in house target event on  

13 February 2014 by the GPs and Practice reception and administration staff. 

The groups presented back the survey results in terms of highlights, lowlights 

and suggestions for improvement. 

 

3. Summary of survey results discussion. 

 Overall it was felt that the survey results were very positive and a general 

improvement all round on last year’s survey 

 It highlighted that the split of patients booking either on the day or in advance 

had changed from 60/40 to 50/50. 

 Over a third of patients were able to get an appointment within 3 days and 

71% within a week. 

 It was a 50/50 split of patients booking appointment over the phone and 

coming in to the front desk to book them. This puts pressure on the 

receptionist at the front desk. 



 Patients are complaining that they have to queue outside the doors at 8am to 

get an appointment as they can’t get through on the phones. 

 Whilst 40-50% of appointment was made between 8 – 8.30am, 12% were 

made between 2-6pm. 

 33% thought it was important to see a GP of choice and 37% actually saw the 

GP of choice. This is an improvement on last year. 32% thought it was not 

important at all or had no opinion. 

 For 2 years running 96% of the patients have found the reception staff very or 

fairly helpful. 

 The figures for ease of contacting a GP & Nurse by telephone have remained 

static at 74% despite all the triage that is done. 

 The length of time patients wait in surgery to see the GP has got worse with 

5% being seen on time as opposed to 10% last year. There are more comments 

in this year’s survey on waiting times. 

 Every single indicator of the GP consultation has improved and are mainly in 

the ‘very good’. GP are also getting a lot of positive comments. 

 Overall satisfaction with the surgery has improved to 52% for very satisfied 

 51% would definitely recommend the Practice to someone else. 

 The demographics show a good range of patients participated in the survey 

although more could have been completed by the under 18’s age group. 

 70 % of patients had problems getting through on the phones at Anston, 79% 

at Dinnington and 12 % at Woodsetts. 

 

Comments 

 The comments were again split by site and the following categories: Service, 

Personnel, Appointments, Phones, Waiting times, Facilities. 

 There were more comments than last year which was seen as a reflection that 

the Practice is listening and it is worth patients while to take the time to make 

comments. 

 Lots of positive comments around: 

o How well the Practice does generally in looking after the patients, the 

care & treatment, treating patients with respect and friendly 

atmosphere 

o Offer a good service 

o Clean & bright, easy car park access 

o Blood tests, BP clinics, flu clinics, pharmacy on site, home visits 

o On line prescriptions 

o Lots about GPs being good. Diagnosis & referrals.  Named GPs as 

positive : Douglas, Burns, Jones Bettesworth, Birks, Ahmed, Maher     

( like GP specialists) 

o Lots around receptionist being helpful & polite, caring – improvement 

in staff commented on. 

o Can get an appointment quicker and answering phone better.  



o Big improvement from 6/12 months ago 

o BOD appointments / telephone appointments / evening appointments 

o Triage phone system 

o Seeing children, even at short notice 

o Nurses 

o Looking forward to refurb at Dinnington 

o Pharmacy / dispensary very quick & easy 

 

 Negative comments around: 

o Still privacy issues at both main sites 

o Reception staff unhelpful & rude. Telephone manner sound miserable 

o Queuing for appointments outside in bad weather 

o Getting through on the phones & getting an appointment 

o More appointments / Book on the day / Book in Advance 

o Continuity of treatment with same GP 

o Telephone system  

o Waiting time – GPs running late 19 comments as opposed to 15 last 

year 

o Seating at both Anston & Dinnington 

 

4. Ideas / Suggestions for improvement discussed at PPG and Target event 

 Have an electronic BP machine in reception 

 Provide water fountains in reception for patients 

 Get some new seats for reception at Dinnington & Anston 

 Raise awareness of the PPG with patients at the Woodsetts branch 

 Introduce on line appointments 

 Review the manning levels and look at demand vs capacity 

 Endeavour to get the GPs starting their surgeries on time 

 Mark out waiting lines on the floor to help with privacy at the reception desks 

 

5. Action Plan 

As a result of the survey in 2012/13 the Practice has: 

 Installed a new phone system at Dinnington and Woodsetts 

 Used the newsletter to promote the services 

 Introduced next day appointments 

 Relaunched the website 

 Provided patients with the opportunity to order medication on line through the 

website 

 Installed TVs at Dinnington & Anston to improve privacy and enhance health 

promotion. 

 Introduced waiting posts in reception to help reception be more confidential 

 Gained approval for a major refurbishment of the Dinnington surgery, looking 

at upgrading the nurses area 



As a result of the feedback from the PPG during 2013 / 14, the patient survey 

2013/14 and Practice staff the Practice has developed the following action plan 

for 2014/15: 

 

As a result of the feedback regarding problems getting though on the phones: 

 A new phone system for Anston surgery has been top of the agenda at each 

PPG meeting. The Practice obtained several quotes for a new phone system 

that provides additional functionality e.g. informs patients that they are in a 

queue. Quotes range from £12 - £35k. The Practice put a bid in for funding to 

the NHS Area Team in July 2013. There were long delays in getting an answer 

on whether funding was forthcoming and a member of the PPG wrote a letter 

to NHS England to try and assist. NHS England declined the bid early this 

year as it did not meet requirements. The Practice will continue to press for 

funding and use the 2013/14 survey as leverage. In the meantime the Practice 

is still pursuing other options to help improve the phone service. 

 The Group Manager surveyed the patients who were queuing outside the 

building at 8am to ascertain the reasons. The patients stated that it was the 

only way to secure an appointment as they couldn’t get through on the phones. 

 The Anston surgery has had the current telephone system enabled to allow 

staff in other locations in the building to answer calls at peak times to ease 

pressure and increase service for patients. 

 

 

 

As a result of the feedback regarding appointments and queuing outside at 8am: 

 The Practice has put together a working party who have been looking at the 

way appointments are managed. There have been several meetings throughout 

the year and a visit to a local Practice at Woodseats to see how they operate a 

Dr First appointment system. 

 The Practice is looking to move to an appointment system whereby nearly all  

appointments are triaged to ensure people are dealt with over the phone if this 

is appropriate and those that need to be seen can get an appointment, booked 

by the GP. Telephone appointments will be spread throughout the day so there 

will be no need to ring at 8am 

 Patients queuing outside the building at 8am will also be offered a telephone 

call back to assess their need for an appointment. This would hopefully stop 

the need for them to queue. 

 The changes to the rota system were proposed to the PPG at the meeting on  

13 January 2014 and the PPG members fully supported the change. It was 

discussed with staff at the in house training meeting on 13 February 2014 and 

agreed that it would be trialled at Dinnington surgery first. The start date 

would be dependent on when the Practice can ensure they have the phone 

capability to ring out and for patients to still be able to ring in. 



 It was agreed that the Practice would introduce on line appointments from 

March 2014. Starting firstly with appointments in the late night Monday 

surgery and extended it out to include telephone appointments. This would be 

publicised in the latest Newsletter ( March 2014 – June 2014) 

 The Practice has made it easier for patients to see a GP of choice by enabling 

them to book across sites. 

 The Practice are also looking  at recruiting a new salaried GP & a locum to 

provide more appointments. 

 Nurses will be scheduled to work more in the afternoons at Woodsetts 

 

As a result of the feedback regarding privacy on reception: 

 The Practice will look at the possibility of installing the same TV system at 

Woodsetts surgery as it has at Dinnington and Anston 

 The Practice will look at how it can more clearly mark the floor area to ensure 

patients stand back from the reception desk 

 

As a result of the feedback on waiting times: 

 The Practice will look at auditing the start times of the GPs to look into the 

reasons some GPs are not starting their sessions on time. 

 It was suggested that we make patients aware that if they have multiple 

problems to discuss, that they can make a double appointment. 

 

As a result of general feedback regarding the facilities at Dinnington: 

 Building work has commenced at Dinnington to refurbish the facilities. It 

started in January 2014 and is due to finish in July 2014. It will provide a 

completely new nurses area, extra clinical rooms and new disabled toilets, a 

new front entrance and reception area. 

 We will look to purchase new chairs once the work is completed. 

 We will look to install water fountains across all sites in reception for patients 

 

 

 


