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Drs Singh & James-Authe - Patient Survey 2014 

Patient Survey Results (December 2013) 

  

In an ongoing effort to include as many patients who wish to be involved in the Patient Representative Group, a 

leaflet was displayed in both surgeries. 10 leaflets were printed for each surgery, 6 were taken at Halliwell Road 

only 3 at Wyresdale Road. We had one response from Halliwell Road, and this person has now joined the PRG. 

As a result of the survey, which included a section to ask if any further persons would be interested in joining the 

PRG; six more patients have indicated their interest and will be contacted in the near future. This will take our 

PRG membership to 22 patients. The age range of the patients who were approached was from 18-90 years, 

male & female, covering all ethnic groupings registered at the practice; of which 11 are female and 11 are male. 

16 members are currently in employment and there are 7 retired persons. Ethnic groupings: 3 Asian, 1 Black & 

18 White.  

  

One of the tasks facing the Practice and the PRG is how to encourage a wider diversity of the patients who 

participate in the Practice surveys and the PRG. The survey included a portion to complete to show interest in 

joining the PRG; we had some success by increasing our overall number of participants.  

  

 A virtual PRG was agreed, with all communication completed on-line to try to improve participation, this didn't 

have any success in attracting new members, but those who were involved did respond. It is understood that 

everyone has work and family commitments and finding time for meetings can be difficult.  

  

Priorities agreed by the PRG: 

  

1. Patient's awareness of being able to book routine appointments up to 4 weeks in advance. 

2. Patient's awareness of the Practice website and the services offered. 

3. Patients awareness of services other than A&E (i.e. GP's; Dentists; Pharmacists) 

4. Patients awareness of being able to order repeat prescriptions on line 

  

The PRG were informed of the content of the local practice survey by email to the group members and approval 

received from those who replied. From the replies it was agreed that a paper survey would be beneficial. 

Patients views were sought by face to face when they visited the surgery. 

All patients had the choice of completing surveys within the practice or to return them on completion at home. 

We did find that patient's who took surveys home, had a poor response of returning them to the practice. 

Patients were also offered the survey in larger print. No-one requested this. 

  

There was more response to this survey - 202 people answered questions, the response to the previous survey 

was 184 people answering questions. 

  

The issues previously raised by the PRG were revisited and show that the overwhelming majority of patients are 

now satisfied with the following: 

1. With the cleanliness of the surgeries,  

2. Felt that they were treated with dignity and respect,  

3. Had confidence and trust in all staff.  

4. Were aware of the practice website and the services offered. 

5. Were aware of being able to order repeat prescriptions on-line. 

  

There was one new question on the survey which relates to the patient interaction with the new computer 

system being used by the practice. When appointments are booked over the phone, there is now a facility to be 

able to send a text confirmation of the booking to the mobile phone number on the patient record. Hopefully this 

will assist patients to remember appointments, cutting down on the number of missed/late appointments. Over 

50% of patients were happy to use this facility. 

  

The question of convenient appointment times, the available appointment times and if additional appointment 



times could be made available, what would patient preference be? 85 patients indicated that they were happy 

with the hours that the surgery was already open. The Doctors are already available from 08:00am to 6:30pm  

  

The survey result was emailed to each member and they were invited to comment on these. A date was set for a 

face to face meeting on 24th March 2014 for those who were able to attend. 

  

Representatives from the Patients Group attended a meeting at Wyresdale Road surgery. The results of the 

survey were discussed. It was felt that overall, the patients at both surgeries were happy with the service 

provided by the GP's Nurses and Administration Staff.  

  

1. The Group noted the couple of comments about lack of next day appointments at Wyresdale Road or having 

to wait to see a preferred GP. It was explained that the Practice was providing as many appointments as 

possible, within the financial constraints it has to work in. There is a significant difference between the amount of 

demand between our two sites and this was noted. Most patients were aware that they would be seen by a GP 

on the day if it was an emergency and that children would be seen the same day if needed. The issue of having 

to wait for appointments, particularly if the patient wished to see a preferred GP was discussed. It was explained 

that the Practice was providing as many appointments as possible within the financial constraints imposed by 

funding. Most patients were aware that in cases of emergency they would be seen that day. 

  

2. A couple of patients had requested free Wifi in the waiting rooms. As was discussed, this is not possible due to 

the patient data handled at the surgeries and the need for confidentiality. 

  

3. It was suggested by the Group that Administration Staff have name badges; this would make it easier for the 

patients to identify who they were dealing with, especially in cases of praise or complaint. This will be looked into 

at the next practice meeting. 

  

Findings from the practice survey which the practice is unable to action:  

1. free Wifi, as this will compromise the confidential data within practice 

  

Action Plan 

1. Promote membership of PRG 

2. ensure patients are aware of online ordering of prescriptions 

3. promote availability of online appointments 

4. Name badges for staff members 


