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Introduction 
 
This is the analysis of the response by 354 patients to the Patient Survey 2017. The 
sample was around 3% of the total number of patients registered with the practice.  
Where appropriate, those patients who did not provide any response to a particular 
question have been shown as ‘did not respond’.  
 
A number of conclusions have been made, based on the responses and comments. 
 
Responses 
 
Q1 - Appointment booking  
 
64% of patients book by phone, 28% book face to face and 13.5% book on-line. This 
suggests an increase of about 6% from phone/face to face, to on-line booking. 
 
Q2 - Booking by telephone  
 
Replies were evenly split on whether any improvement has been made in the speed 
of getting through by telephone. However there was a significant improvement in 
patients getting through to the person they needed.   
 
Q3 - Booking appointments on-line  
 
70% of patients said they know that routine appointments can be booked on-line, 
however only 13% actually do. 
 
Q4 - Receiving text messages for appointments  
 
86% of patients are aware of our text messaging service.  
 
Q5 - Waiting times for routine appointments 
 
25% of patients received an appointment within 1 week and 56% within the first 2 
weeks. In 2014/15, 57% waited more than 2 weeks. This suggests a measured 
reduction of those waiting more than 2 weeks. 
 
Q6 - Patients view on these waiting times 
 
Patients given an appointment within 1 week were almost unanimously happy. 76% 
felt that an appointment within 2 weeks was acceptable. 48% were content to wait up 
to 3 weeks.  
 
71% of patients offered an appointment in week 4 felt that this wait was 



unacceptable. 
 
Q7 - Reasons for commenting 'too long' in relation to Q6  
 
Several patients commented that when they have something that concerns them or 
they are in discomfort, a wait of several weeks is too long. Some patients 
commented that they knew that they could get an earlier appointment if they asked 
for an emergency but they were reluctant to do this.  
 
Q8 - Asking for a specific GP  
 
72% of patients felt that any GP was fine for appointments within 1 week.  
 
In subsequent weeks patients increasingly asked for a particular doctor. In week 2 it 
rose from 28% to around 50% and to 60% in week 3 and 70% in week 4.  
 
In our 2014/15 survey, 73% of patients expected a specific doctor within 2 weeks; 
this has dropped to 50%. 
 
Q9 - Waiting times for urgent appointments  
 
Over 70% of patients are seen within 1 day. 
 
Q10 - Patients view on this timeframe  
 
Over 90% of patients are satisfied with the same day service. 
 
Q11 – Reasons for commenting 'too long' in relation to Q10 
 
No comments received 
 
Q12 - Referral by Reception to the Pharmacist 
 
Just under 27% of patients have been referred to see the Pharmacist by the 
Reception team. 
 
Q13 - Did the Pharmacist resolve your Issue? 
 
Significantly, 89% of patients referred to the pharmacy had their issue resolved. 
 
Q14 - Ordering prescriptions on-line 
 
73% of patients know that prescriptions can be ordered on-line.   
 
Q15 - Missed appointments 
 
6.5% of patients who replied to the survey admitted missing an appointment.  
 
Q16 - Reasons for missing appointments 
 



Just under half of those who missed appointments did so due to forgetting. The other 
half were due to unexpected factors such as hospital admission, transport problems, 
family crisis or work issues. 
 
Q17 - What could we do to help?  
 
Increasing the use of text reminders. 
 
Q18 - Use of Practice website  
 
35% of patients use the Practice website. 
 
Q19 - Do you find it easy to navigate? 
 
All patients who used the website said they found it easy to navigate. 
 
Q20 - Could other information be added to the website? 
 
More information on how we triage appointments.   
 
Q21 – Information about our services 
 
No comments given. 
 
Q22 – Improvements to our service 
 
Suggestions were made about improvement to the waiting room music.  
 
A large number of replies stated how much they appreciated the service they receive 
and the friendly manner in which it is given. The word 'brilliant' was used several 
times. 
 
Conclusions  
 
The Patient Participation Group met to discuss the results of the survey, together 
with any comments made by respondents. The PPG believe the following 
conclusions can be made: 
 

 There has been a measured improvement in the booking of routine 
appointments with a 13% reduction in the number of patients waiting more 
than 2 weeks. 
 

 There appears to have been a softening of patients expectations with 70% 
now saying that they would be prepared to wait up to 2 weeks for a routine 
appointment.  

 

 There has been a 23% drop (to 50%) of Patients asking to see a specific GP.  
 
The GP’s have fed back to the PPG that asking to see a specific GP may be 
efficient for a complicated follow up but that it isn’t always clinically necessary 



for new problems. The PPG are keen to encourage patients to meet other 
members of the clinical team and ensure patients know 2 or 3 GP’s at any 
one time to support them if someone is on leave or off sick. 
 

 The comments seem to suggest that patients are aware of the pressure on 
the NHS as a whole and GPs in particular and are appreciative of the efforts 
being made by the Practice to maintain the standard of care and the friendly 
manner in which it is being delivered.  
 

 The arrangements for emergency same day appointments continues to work 
well, with over 90% of patients satisfied with the service.   

 

 Many patients miss appointments for reasons outside their direct control. The 
PPG agree that the current policy regarding Did Not Attends (DNA’s) is fair 
and proportionate, and does not penalise those who miss the very occasional 
appointment.  
 
However it is recognised that the loss of appointments is still significant and 
patients must be urged to cancel appointments in good time so that they can 
be reallocated.  

 

 There is a slow improvement in the use of online services such as booking 
appointments and requesting medication. The Practice and PPG would like to 
encourage the use of online services as these are likely to become 
increasingly important in the future.  
 
The Practice are considering offering alternative appointments, such as 
chronic disease reviews, via online booking and the PPG are very happy to 
support this.  
 

 A large proportion (89%) of patients referred to the Pharmacist had their 
problem or issue resolved. The PPG are keen to explore ways this can be 
built upon. It is hoped that more patients will try this avenue for advice in the 
knowledge that if it is required, the Pharmacist will pass the patient back to 
the Practice for a GP appointment to be arranged. 
 

 Further information or education about how the Practice assess medical need 
might be beneficial.  
 
The Practice aims to provide the right treatment for each patient based on 
medical need but this requires some knowledge of the patient's symptoms 
when booking an appointment. The clinicians train the Reception team to 
triage emergency versus routine symptoms and the system is kept under 
close review. Although some patients still find it uncomfortable providing 
information to the Reception team, the clinicians strongly believe it helps 
maintain a more efficient use of appointments.  
 

 Patients seem to want to be more involved and to do their bit to maintain the 
standard of service that is offered. We hope by sharing these survey results 
we will increase our dialogue with patients about changes and improvements. 



The Practice have created a quarterly newsletter to provide useful information 
and regular updates.   
 

 

Once again, the Practice and PPG would like to thank everybody who gave up their 

time to respond to the survey and provide comments and suggestions.  

Thank you,  

 

Spa Medical Centre Patient Participation Group  

April 2018 


