
PATIENT SURVEY REPORT AND ACTION PLAN 

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 December 2012. 

  619 patients were surveyed across three sites. ( an increase of 160 on last year 

which equates to 3% or the Practice population) 

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

 The subject of the survey was Access 

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

what they think we do well and what we could improve 

 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 survey 

 

2. Survey Discussion 

 The survey was discussed at the Patient Participation Group on 14 January 

2013 and suggestions for improvement were made 

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

14 February 2013 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 

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

was pleased with the outcomes 

 The results were quite similar to last years’ survey. 

 It was disappointing that the percentage of patients able to contact a GP or a 

Nurse on the telephone had not improved as we had done a lot of work to 

increase the amount of GP triage appointments 

 Every single question about the GP consultation had improved from last years’ 

survey 

 Most patients saw the GP on the same day 

 70% of patients saw a GP and 25% saw a Nurse 

 Question 2 on why they visited the surgery was updated from last year and  we 

were able to identify more specifically that patients were coming in for blood 

tests, smears, injections, skin problems etc which provided more useful 

information. 

 Woodsetts patients are easily able to get appointments within 2/3 days. 



 The number of patients wanting to see a GP of choice has increased from 31% 

to 39%, whilst 25% did not think it important. The number of patients actually 

seeing the GP of choice has also improved. 

 96% of patients found receptions very or fairly helpful which was the same as 

last year 

 It has identified that patients were waiting longer to see a GP  

 85% very or fairly happy with the experience at the surgery 

 Over 80% would recommend the surgery to others recently moved to the area. 

 It was decided that the question on demographics should have more age ranges 

next survey as most fell in the 19-65 age range 

 

Comments 

 The comments were split by categories into: Service, Personnel, 

Appointments, Phones, Waiting times, Facilities, Prescriptions. 

 Lots of positive comments around: 

o Receptionists being helpful, polite and caring 

o Flu clinics 

o Referrals and follow ups 

o Will fit patients in if they are really ill 

o Several positive comments around named GPs 

o Can get an appointment 

o Answering the phone better 

o Nurses 

o Extended hours 

 

 Negative comments around: 

o Privacy on reception desk 

o Receptionists ‘interrogating’ patients when they ring up / attitude 

o Difficulty in getting appointments 

o Changing from 56 to 28 day prescriptions 

o Getting through on the phones in the morning 

o Have next day appointments 

o Ordering prescriptions over the phone 

o Need more leaflets and more organised information on notice boards 

o Blood tests 

o Waiting times 

 

 

 

 

 

 

 



4. Ideas for improvement discussed at PPG and Target event 

 Promote GP triage and telephone appointments in newsletter or by poster to 

inform patients of ways they can speak to a GP. Phone appointments can be 

done from any surgery 

 Use Newsletter to explain the reason receptionists ask for details 

 Look at introducing next day appointments 

 Introduce a board saying which GPs are working that day 

 Look at revamping the website and offering more services over the website 

such as prescriptions and booking appointments 

 Look at upgrading the phone system at Anston similar to the one introduced at 

Dinnington with a call waiting facility. 

 Have more promotional information available with more leaflet racks at 

Anston. Tidy up the notice boards. 

 Look at ways to provide more privacy at reception and distract waiting 

patients by use of TV screens or other such methods 

 Look at blood tests and whether fasting tests can be done first. 

 Introduce a wait time wipe board for phlebotomy 

 Look at carrying out a staff survey to identify any morale issues to alleviate 

stress and improve attitude 

 Ensure the receptionists keeps patients informed when GP running late. Us of 

messaging system to inform patients on JayEx board and TV screen 

 Have nurses appointments in the afternoons at Woodsetts 

 

 

5. Action Plan 

As a result of the feedback from the PPG, the patient survey and Practice staff 

the Practice has developed the following action plan: 

 

As a result of the feedback regarding getting though on the phones from the 

2011/12 survey and the 2012/13 survey: 

 A new phone system was installed on Thursday 22 March 2012 for 

Dinnington and Woodsetts patients which allowed messages to be put on the 

phone to patients, patients are now able to select different options to direct 

their call more efficiently and able to cancel appointments more effectively. 

 The practicalities of putting a similar system into Anston surgery is being 

looked at. One of the PPG members with knowledge in this area is liaising 

with the Group Manager 

 

 

 

 

 

 



As a result of the feedback regarding appointments: 

 Next day appointments have been introduced from 18 February 2012. These 

are generally not released until 10am to encourage patients to ring later and 

still be able to get an appointments, instead of all ringing at 8am, which causes 

patients annoyance at not getting through. 

 We have recruited some more nurses and ensured that they are employed to 

cover Monday late evening to provide extra nurse appointments for working 

patients. We have also recruited a nurse to cover Woodsetts on an afternoon. 

Following training this should be operational by May 2013. 

 The GP triage system has been fully explained to patients in the Newsletter 

published in March 2013. We took the opportunity to explain why the 

receptionists ask for a short explanation of patient’s symptoms in order to help 

the GP prioritise telephone calls. We also explained that we have separate 

telephone appointments for medication reviews and sick notes. 

 

As a result of the feedback regarding technology: 

 The website has been revamped and is operation from 25 March 2013.We are 

looking for it to and provide more services to patients such as on line 

prescriptions and booking appointments. This facility should be introduced 

later in the year. 

 

As a result of the feedback on privacy: 

 We have introduced QTV to surgeries at Anston and Dinnington. The TV 

screens were installed in February 2013. They provide background noise and a 

visible distraction for patients to take the focus of the front reception desk. 

This provides greater privacy and confidentiality. 

 In March 2013 we introduced a sign post asking patient to wait away from the 

front desk until they are called. This gives more room at the reception desk so 

that conversations cannot be so easily overheard. 

 

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

 We have applied to the PCT for assistance in funding a revamp of the nurses 

and reception area. This has been agreed in March 2013. Building work should 

commence to improve facilities later in the year. 

 

 

 


