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INTRODUCTION 

In compliance with the decision made by an earlier committee it was agreed at 

the committee meeting held on 17 January 2018 that the next survey would be 

conducted in September/October the same year. 

The survey was an agenda item at subsequent meetings held on 18 April and 

18 July 2018. At these meetings the format of the forthcoming survey was 

discussed and it was agreed that questions put to patients would be the same 

as the 2016 survey in order to be able to carry out a comparison of the results 

of both surveys. 

It was agreed in the committee meeting held on 18 July that the survey would 

be conducted by committee members over the week commencing Monday 3 

September 2018. A rota of committee members based on their availability 

would be drawn up with two members handing out questionnaires between 

9.0 and 12 noon. The target of completed forms required was set at 160 in 

order to roughly match the figure of 154 completed in the 2016 survey. Two of 

the eight committee members each participated in one session between 

Monday and Thursday. By the end of the Thursday session a total of 202 forms 

had been completed well in excess of the target and therefore avoiding the 

need to attend on the Friday. 

The preparatory work involving the production of sufficient forms and the 

supply of pens and clipboards was undertaken by Health Centre staff. 

The completed survey forms were collected on Friday 7 September for 

analysis. 

  



SURVEY RESULTS 

THE 2018 RESULTS ARE SHOWN IN BLACK WITH THE 2016 RESULTS IN BRACKETS IN BLUE. 

1. In the past six months, how easy have you found getting through on the phone? 

GOOD 16% (9%)     ACCEPTABLE 44% (33%)  POOR 34% (51%)  NOT APPLICABLE 6% (7%) 

 

2. When you last needed an urgent appointment, were you able to be seen on the same day   

YES 39% (43%)      NO 39% (40%) NOT APPLICABLE 22% (17%) 

 

3. Last time you tried, were you able to get a doctor’s appointment more than two weekdays in 

advance? 

YES 30% (32%)    NO 57% (56%) NOT APPLICABLE 13% (12%) 

 

        4.   How easy is it for you to get an appointment with a Practice Nurse? 

               GOOD 34% (38%)  ACCEPTABLE 40% (38%)  POOR 7% (8%) NOT APPLICABLE 16% (19%) 

       

5 How helpful do you find the Receptionists at the surgery? 

VERY HELPFUL 51% (39%)  ACCEPTABLE 43% (47%) NOT VERY HELPFUL 6% (14%) 

 

        6.   How long after the appointment time do you normally wait to be seen? 

 I AM NORMALLY SEEN ON TIME 10% (8%)   LESS THAN 5 MINUTES 11% (10%) 

 5 – 14 MINUTES 50% (42%)     15 – 30 MINUTES 24% (36%) 

              GREATER THAN 30 MINUTES 2% (4%) NOT APPLICABLE 7% (0%) 

 

         7. The last time you saw a doctor, was the amount of time he/she gave you adequate? 

 YES 92% (93%)        NO 5% (7%)              NOT APPLICABLE 3% (0%) 

         8. The last time you saw a doctor, how good was the communication, care and concern shown? 

 GOOD 80% (84%)   ACCEPTABLE 17% (15%)    POOR 1% (1%)  NOT APPLICABLE 2% (0%) 

         9. The last time you saw a doctor, to what extent did you have confidence and trust in him/her? 

 A LOT 57% (58%)   SUFFICIENT 40% (41%)     INSUFFICIENT 1% (1%) NOT APPLICABLE 2% (0%) 

 

         10. Would you recommend this surgery to a friend? 

                YES 71% (68%)      NO 19% (32%)  NOT APPLICABLE 10% (0%) 

 



SUMMARY 

 

Despite several changes to the appointments process since the last survey in 2016 this still 

remains the main concern of patients. The responses to the three questions allocated to 

this subject demonstrated that 39% of patients were unable to obtain an appointment on 

the same day in respect of urgent appointments a very small improvement over the 40% 

response emanating from the previous survey whilst 57% were unable to get an 

appointment more than two weekdays in advance as against 56% in the 2016 survey. On 

the plus side more patients appear to have found it easier to get through on the phone. 

With regard to the practice nurses the satisfactory level of service has been maintained. 

According to the survey the doctors are continuing to provide the expected care and 

attention that people would expect and a very high satisfaction rate has again been 

recorded. 

Well done to the receptionists the area that has achieved the highest level of 

improvement despite being in the front line in regard to the problems described in the 

first paragraph of this summary.  The survey recorded that 86% of patients were satisfied 

with the degree of help that they received from the reception staff. 

Waiting times remained about the same with the greater percentage of patients (50%) 

indicating that they waited on average between five and fourteen minutes. 



 


