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Introduction 

 

This report outlines the results for the Practice Questionnaire conducted by Staines 

Thameside Medical for winter 2012 to early 2013. The questionnaire was completed by 60 

patients registered at the Practice who were selected at random. 

 

Aims and Objectives 

 

The aims are to explore how the Practice is performing from the patient’s perspective and 

also to gauge any changes or improvements that can be made. Findings can also be used to 

discuss at our next PRG and to work on for the next year. 

 

Terms of Reference 

 

This report is conducted for the QOF and DES contract for the NHS. Findings are based on 60 

anonymously completed patient questionnaires conducted between November 2012 and 

January 2013. 

 

The report aims to compile the results of the questionnaire to draw up conclusions as to the 

successes and the areas of improvement. This report will be published on the Practice 

website www.stainesthamesidemedical.co.uk. 

 

Methodology 

 

A questionnaire was compiled by the practice based mainly on the MORI questionnaire and 

on other key areas the Practice would like to gain more feedback from. 

 

The questions were compiled using simple “yes” or “no” answers and answers graded 1 to 5 

(1=poor, 2=fair, 3=good, 4=very good, 5=excellent) to obtain a quantitative outcome. The aim 

for an average score of 3 was aimed for to indicate whether the Practice was performing to a 

satisfactory level.  

 

http://www.stainesthamesidemedical.co.uk/
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A copy of the questionnaire is included in the appendix. 

 

Patients who filled in the questionnaire were selected at random by those who attended the 

surgery between November 2012 and January 2013. All questionnaires were anonymous to 

allow more honest feedback. 

One advantage of random sampling is that it also decreases the chances of unbiased 

statistics. This suggests that as the sample size increases, the statistics from the sample 

approaches the true values of the population and that it is a fair method of choosing a sample 

from a given population as everyone is given an equal chance of being selected. 

 

However this is limited to whether the probability distribution of the population does not 

vary with time, or as a result of being sampled.  

The main disadvantage to random sampling was mainly the time taken to conduct the 

questionnaires. However, this had to be tolerated to obtain true and fair results. 

Results 

Demographics of those who completed the questionnaire: 

 

 Female 28 

 Male  32 

Mean average years registered as a patient at the Practice: 17 years 
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The modal average of patient visits in the past 12 months of the patients questioned was 1-5 

visits in the past 12 months.  

 

 

 

It was positive to read that 98% of patients said that they were offered appointments within 

2 working days. However, the one participant who claimed not to have been made an 

appointment did not leave any further information regarding circumstances so that changes 

can be addressed. 

Patients were asked to rate other areas of the Practice on a scale of 1 to 5. 1=Poor, 2=Fair, 

3=Good, 4=Very Good, 5=Excellent 

Average Scores for other key areas: 

 No. of 

Respondents 

Average Mean 

Score 

Score expressed 

as a Percentage 

Satisfaction with opening hours  60 4/5 80% 

Ease of contacting the Practice on 

the Phone  

60 3.6/5 72 

Convenience of day and time of 

your appointment  

60 3.8/5 76 

Length of time waiting to see the 

Doctor or Nurse  

56 3.4/5 68 

Ease of speaking to a Doctor or 

Nurse on the phone 

46 3.6/5 72 

Opportunity of obtaining a home 

visit when necessary  

 

29 3.3/5 66 
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 No. of 

Respondents 

Average Mean 

Score 

Score expressed 

as a Percentage 

How satisfied are you of the ease of 

obtaining test results and 

medication?  

57 3.5/5 70 

Information provided by the 

Practice about it's services  

58 3.7/5 74 

The information provided by 

reception staff  

58 3.9/5 78 

The helpfulness of the reception 

staff  

60 4.1/5 82 

How would you rate the cleanliness 

of the building? 

60 3.8/5 76 

I would rate the Doctor's ability to 

really listen to me as 

57 4/5 80 

The Doctor's explanation of tests 

and treatment  

58 4/5 80 

The amount of time given to me by 

the Doctor  

59 3.7/5 74 

How likely are you to recommend 

the Surgery to family and friends?  

60 4/5 80 

 

The average score for patients being likely to recommend the surgery to friends and family 

was 4/5 (80%).  
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Overall Satisfaction with the Practice 

The most important score was the overall satisfaction of patients: 

 

 

 

The average score was 4/5 (80%) which would rate as being “Very Good”.  

Further Feedback  

 

Some patients left further comments which included: 

 

“Receptionists are fantastic”. 

 

“Very good.” 

 

“The receptionist and Doctors are always very helpful and polite.” 

 

“Sometimes it can take a while to get through on the phone.” 

 

“I trust the GP’s here greatly.” 

 

“Please sort out the parking!” 

 

“All the staff here are lovely.” 
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Another question asked to patients was to ask them how aware they were of services run by 

the Practice Nurses, including diabetic clinics, asthma/COPD clinics, hypertension 

monitoring, weight loss, minor surgery, phlebotomy, family planning, cervical smear 

screening and travel immunisations. 

 

Many patients were unaware of many of the clinics that were run by the nurses. Should 

awareness increase as to nurse run clinics, the amount of available appointments or time 

available with GP’s could increase. As patient satisfaction is quite highly related to the GP’s 

telephone availability and time available, easing up GP time should improve our patients 

overall satisfaction. As a result, awareness regarding nurse lead clinics needs to be 

advertised more despite current efforts to do so.  

 

The reception staff’s helpfulness and the information they provide did score very well which 

is a testament to the reception team.  

 

Conclusion 

Overall the outcomes from this survey are quite positive. There are no major complaints. 

However it has raised awareness that: 

 

 

 The reception team are doing a good job, providing adequate information and scoring 

“excellent” in terms of their helpfulness. 

 

 Some patients felt that obtaining a home visit could be improved. This could be 

increased if GP time was increased by increasing awareness of nurse led clinics hence 

nurse led clinic will be more widely advertised.  

 

 Parking availability is a problem but is being dealt with currently by Surrey County 

Council.  

 

 To increase the ease of obtaining test results, potentially promoting specific times of 

day for patients to call to obtain test results would solve this issue. 
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 Many patients felt that the ease of using the out of hours service was difficult. 

Although this is beyond our control, we can aim to promote walk in clinics as an 

alternative to Harmoni. 

 

Appendix 

 

See overleaf  
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“Improving the Practice” Questionnaire 

You can help the Practice to improve its service. 

 

 The Doctors and staff welcome your feedback 

 Please do not write your name on this survey 

 Please read and complete this survey while waiting for your appointment 

 

 Never 1-5 6-10 11+ 

1. How many times have you visited this practice in the 

last 12 months (including collecting prescriptions 

and consultations with nurses and/or GP’s?) 

 

    

Booking an appointment 

 YES NO 

2. Were you offered an appointment with a GP within 2 working days? (Not 

necessarily the GP of your choice). 

  

3. Were your needs met?   

 

Access to a Doctor or Nurse (please circle) 

 N/A Poor Fair Good Very 

Good 

Excell

ent 

4. Your level of satisfaction with the 

Practice’s opening hours 

  

1 

 

2 3 4 5 

5. Ease of contacting the Practice on the 

telephone 

  

1 

 

2 3 4 5 

6. Convenience of day and time of your 

appointment 

 
1 2 3 4 5 

7. Length of time waiting to see the 

Doctor or Nurse 

 
1 2 3 4 5 

8. Ease of speaking to a Doctor or Nurse 

on the telephone  

 
1 2 3 4 5 
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9. Opportunity of obtaining a home visit 

when necessary 

 
1 2 3 4 5 

10. How would you rate the ease of using 

our after hours service? 

 
1 2 3 4 5 

Obtaining test results and prescriptions (please circle) 

 

 N/A Poor Fair Good Very 

Good 

Excell

ent 

11. How satisfied are you, of the ease of 

obtaining test results and medication? 

 

 

1 2 3 4 5 

12. Information provided by the Practice 

about its services, e.g. repeat 

prescriptions, test results and clinics. 

 

1 2 3 4 5 

 

About the staff and practice in general (please circle) 

 N/A Poor Fair Good Very 

Good 

Excell

ent 

13. The information provided by the 

Reception staff  

 
1 2 3 4 5 

14. The helpfulness of the Reception staff 

 

 
1 2 3 4 5 

15. How do you rate the cleanliness of the 

building? 

 
1 2 3 4 5 

 

About the Doctor (please circle) 

 N/A Poor Fair Good Very 

Good 

Excell

ent 

16. I would rate the Doctor’s ability to 

really listen to me as 

 
1 2 3 4 5 

17. The Doctor’s explanation of tests and 

treatment. 

 
1 2 3 4 5 

18. The amount of time given to me by the 

Doctor 

 
1 2 3 4 5 
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Services at our surgery (please circle) 

Are you aware the following clinics run by our practice nurses? 

 Yes No 

19. Diabetic clinic 

 
  

20. Asthma/COPD clinic 

 
  

21. Hypertension monitoring clinic 

 
  

22. Weight loss clinic 

 
  

23. Minor surgery clinics 

 
  

24. Phlebotomy (blood testing) 

 
  

25. Family planning and cervical screening 

clinic 
  

26. Travel immunisation clinics 

 
  

 

       

 N/A Poor Fair Good Very 

Good 

Excell

ent 

27. My overall satisfaction with this 

Practice 

 

 

1 2 3 4 5 

28. Please rate how likely you would 

recommend this surgery to family and 

friends? 

 

1 2 3 4 5 

 

The following questions provide us only with general information about the range of people 

who have responded to this survey. It will not be used to identify you, and will remain 

confidential. 

 

How old are you? Under 21      21-35         36-50        50-65           65+        
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Are you male or female? 

 

                     Male                       Female 

                                                   

Are you…            

 

      Employed            Unemployed            Homemaker           Retired             Student      

                                                                                                     

 

How many years have you 

been attending this 

Practice? 

 

 

_____________ 

 

Any further comments: 

 

 

 

 

 

 

 

 

 

 

 

 

Thank you very much for your time and assistance 

 

Please return your completed questionnaire to reception 

 

 


