
 

Number 18 Surgery 

ACTION PLAN  

FROM ACCESS AND PATIENT SURVEYS 2014 
 

The results and action plan will be posted on the surgery website from 24
th

 

March 2014 for patients to view and to send comments electronically back to 

the practice manager 

 

Results shared with virtual PPG, Staff and the Partners at the meeting 28
th

 

March 2014. 

            

1. Comments regarding the waiting room and other areas of the surgery 

looking a bit outdated. 

Answer:  

 We are waiting for delivery of Notice board TV, this will be 

installed in the waiting room, to update patients on practice 

information and local health related issues.  By end June 2014 

 Redecoration is ongoing. There is an ongoing maintenance plan plus  

we are currently having discussions on improvements for the 

surgery, to create an additional clinical room on the first floor. Work 

to have commenced by Feb 2015 

 

2. Comments regarding ability to get through on the telephones first thing in 

the morning, booking appointments at lunchtime for the afternoon and the 

use of online facilities. 

Answer:  

 

 We are arranging for at least 2 additional members of staff to answer 

the phones between 8:30am and 10:00am by End April 2014 

 We are reviewing the appointments protocol, by end May 2014 

 We currently have online facilities for booking and cancelling 

appointments, ordering repeat prescriptions, but patients do need to 

personally take photographic id and proof of address to reception to 

collect login details.  Once you have registered, there is an App you 

can use on your mobile device.   If we have up-to-date email 

addresses and mobile numbers, we can text appointment reminders 

the day before an appointment and can email information to patients, 



with their consent.  This appears to not be generally known, so we 

are going to update a flyer to give to patients to inform them of the 

changes we have made and what is available. By end of June 2014  

 A few people comment that it would be good to be able to text to 

cancel appointments.  We are looking into this to see if this is 

possible to do direct into the clinical IT system and will let patients 

know in due course – By End June 2014 

 Please see our new updated website at www.number18surgery.co.uk 

 

3. Comments regarding opening hours and availability of appointments.   

Answer: 

 We are continually assessing the opening hours and availability, and 

try to facilitate as many patients as possible within our resources.  

Across practices in Bath and North East Somerset, we have started 

looking at innovative ways we can work together to provide better, 

more accessible appointments, this is ongoing and we will update 

patients as plans progress 

4. Comments on waiting times. 

Answer: 

 We are looking at waiting times with the Productive General 

Practice programme and will hope that this will help to show where 

the problem is.  This has also been addressed in clinical staff 

appraisals.  Review June 2014 

 We ask that patients book the appropriate length of appointment, so 

that if they feel it is going to be a long appointment, then a double 

appointment is booked.  If it is a single appointment, the doctor will 

only be able to deal with one problem. 

 Another problem we have is with patients turning up late for 

appointments.  We have discussed this and will now have a blanket 

rule that if a patient turns up late for an appointment, they may not 

be seen until the end of the surgery or may not be seen at all.  This 

will be up to the doctor’s discretion. 

5. Comments on the members of staff 

Answer: 

 Generally as a rule the staff are very welcoming.  There are times 

where their job gets quite stressful, although this should not affect 

the way a patient is spoken to and this may show in their greeting, 

We appreciate feedback from the patients on any members of the 

practice team, positive or negative.  This is always fed back to the 

http://www.number18surgery.co.uk/


team and discussed how we can improve. We do have a zero 

tolerance policy and so also ask all patients to treat staff with 

courtesy and respect.   

 

Answers to general comments:  

 We open 2 Saturdays in a month.  The opening times are displayed 

at the surgery, but also on the website at 

www.number18surgery.co.uk . 

 We had an issue with all the available appointments showing on the 

clinical system for online booking – this has now been sorted.  It is 

difficult to put nurse appointments for online booking as each 

treatment takes different timings.  If this is not managed correctly, 

this contributes to the nurses running behind. 

 There is a lift to all floors 

 The doctors normal availability is on the website 

www.number18surgery.co.uk 

 We are considering other forms of communication with the GP’s 

and will let you know the outcome by end June 2014 

 We have a news area on the surgery website (see above), we are 

now able to update the website ourselves rather than going through a 

third party and so can update news on a more regular basis. 

 We have asked all clinical staff to notify patients, over the tannoy 

system, if they are 20 minutes or more delayed due to unforeseen 

circumstances. 

 

 

Thank you for all your input into the questionnaires, we are constantly striving to 

make our service better and always welcome comments and suggestions, either via 

the feedback page on the website, or in writing to me 

 

Helen Harris  

Practice Manager 

http://www.number18surgery.co.uk/
http://www.number18surgery.co.uk/

