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The practice has established a “real time” Patient Participation Group (PPG) 
in order for patients to work in partnership with the practice to encourage 
improvement in services and assist with patient surveys etc. We have 7 active
members and our plan would be to recruit a further 3 or 4 members and 
appoint a patient lead Chairman. The group presently meets on a quarterly 
basis.

300 surveys were prepared and given out to patients over a 4 month period 
between June 2019 and September 2019.  There was a good response from 
patients, with 281 patients completing the questionnaire following their 
consultation with the doctor, specialist practitioner, or practice nurse.  The 
questionnaires were then collated by the practice manager from the practice. 

The practice will share the results with the PPG members via email or 
handout at the next group meeting, along with publishing them on the 
practice website and leaving copies of the report for patients in Waiting 
Room. Patients, PPG members are invited to comment and discuss the 
findings with the practice. 

Out of the 28 questions answered, 12 were rated “excellent”, 9 rated “very 
good” and 7 rated “good”. The highest “fair” and “poor” rating responses were 
centered around waiting time in the reception/waiting room, keeping patients 
informed of any delay, getting to see the doctor of choice, and ease of making
a routine (advance) and same day appointments. 51 responses rated fair or 
poor were concerning the promptness of incoming calls to the surgery, being 
answered.

There were 85 comments made and of these 26 were complimentary and 
positive regarding the staff, doctors and services at the practice, with 4 
patients expressing dissatisfaction with the service. 11 comments focused on
waiting time to see the doctor being too long and being kept informed when 
doctor is running late was also commented upon twice. 20 patients 
commented on appointment availability, the appointment system, the need for
evening and weekend surgeries, and being able to access a same day 
appointment at 8:00am. There was one comment regarding making it easier 



for patients to book on-line. There were 7 comments asking us to improve the 
comfort and facilities of the Waiting Room. Of the 13 comments received 
regarding telephone access and the telephone system, all of the comments 
centred on the long messages and queue times. 

There were two new areas that were commented on in this survey and these 
were both concerning the way general practice has been required to work due
to the changing workforce and the need to develop new ways of working with 
additional healthcare professionals now joining the teams at the surgery. The 
first area is 8 comments received regarding the availability of doctors, 4 were 
suggesting the need for another doctor at the practice. The next area is 
where we received 3 comments from patients who were not comfortable in 
giving the reception team details of the nature of their call.

Both of these areas are connected with the changing workforce and the 
requirement for the reception team to signpost patients to the most 
appropriate clinician to deal with the request for a consultation.

Subsequently, an action plan is being formulated within the practice and with 
the help of our PPG members. The plan will not only link to the areas where 
the least points had been scored but also taking note of the contents of the 
“patient feedback” comments in the questionnaire, where patients were able 
to write their own views on how we can improve our services to patients. 

OUR ACTION PLAN

A Continued Reduction in Waiting Time.
Wait times unfortunately will always be a problem and won’t ever go away, 
with emergencies happening in and away from the surgery, which can easily 
cause delay, but we do continue to look at waiting times and what we and 
our patients can do to improve these.

One of our doctors has agreed to introduce further catch-up slots as there 
are some patients that do need more time and this could have an impact on 
reducing waiting time for that particular doctor.

We will also endeavor to improve our communication with patients about 
waiting times.

There are also factors that are largely out of our control such as ongoing 
traffic problems for those clinicians/patients attempting to get to the surgery
and for those doctors returning from seeing patients on home visits.



Appointments System
We continue to offer same day appointments for urgent and acute problems 
and also offer on-line appointments for most of our advance appointments 
for booking up to 4 weeks ahead. We will look at introducing our Specialist 
Practitioner appointments on-line and need to liaise with our clinical system 
suppliers regarding the best way to do this, this will increase the amount of 
appointments we offer on-line for those patients who wish to use this 
service.

We now have a Social Prescriber in the practice who may be able to help 
with those patients who frequently attend the practice for appointments, in 
order that we may possibly see a reduction.

Regarding our DNA (did not attend) rates these are averaging 130 per month,
we have introduced Text messaging whereby a message is sent to patients 
on the day of the missed appointment. We will continue to review how to 
manage our DNA rates and we now also take details of those patients who 
persistently fail to attend their appointments, along to our monthly practice 
meetings whereby a decision can be made regarding what action the 
practice is going to take – ultimately this may result in a patient being 
removed from the practice list.

We do now also open on 3 out of 4 Saturdays for pre-booked appointments 
with our Specialist Practitioner of Practice Nurse.

Our recently appointed Practice Pharmacists also offer appointments for 
medication reviews and respiratory checks.

Telephone System
We have reduced the amount of options for patients to choose from, however
we have introduced an option which enables patients to cancel their booked 
appointment without having to wait in a queue.

In order to reduce the queue, each day when the appointments have all been
used, we activate a message advising patients of this to avoid an 
unnecessary wait.

Even though our survey results have again this year highlighted many of the 
same issues for us to concentrate on, we have received many positive 
comments regarding our practice, particularly regarding clinical and 
administrative staff.



We would like to thank those patients for taking the time
to complete our questionnaire – we will undertake a

further patient survey next year

Surgery Opening Hours

Monday  to  Friday : 8:00am - 6:00pm

Saturdays (3 out of 4) : 8:30am – 12:30pm (for 
pre-booked appointments only as our telephones are switched over to the 
Out of Hours Service during weekends and after 6:30pm in the weekday 
evenings)

The surgery doors close at 6:00pm but patients can access the practice via 
telephone up to 6:30pm Monday to Friday.

Extended Hours
We now offer an additional 4 hours of Advanced Nurse Practitioner or Practice
Nurse appointments, on 3 out of 4 Saturdays, these appointments being 
available between 8:30am and 12:30pm. Also as patients are constantly trying
for later appointments on the week days, we are offering an additional 1.5 
hours of Advanced Nurse Practitioner appointments each Thursday between 
5:15pm and 6:45pm.


