
PARK SURGERY PATIENTS GROUP 

REPORT ON THE SURVEY HELD  

MONDAY 17TH TO FRIDAY 21ST OCTOBER 2016 

 

Part A 

1. Introduction 

During the week beginning 17th October 2016 the Practice Patient Participation Group carried out a survey on 
Patients’ views and knowledge on the Telephone Triage system which was introduced during April 2016 at the 
Park Surgery. The survey form is attached as Appendix 1. 

There were a total of 380 responses spread over the week. (January 2016 =481) 

 

2. Conducting the Survey 

Following discussions at Patient Group Meetings it was decided to adopt a variety of different approaches to 
collect completed forms. A total of three approaches were agreed as follows:-  

i) Members to attend during surgery hours and either complete the Survey forms in conjunction with 
Patients or hand out forms for self-completion by Patients. 

ii) Practice staff would contact by telephone Patients who had been dealt with during the Survey week 
by a Telephone Triage call without the need to attend the Practice. 

iii) A copy of the Questionnaire would be sent by E-Mail to all members of the Virtual Patients Group 
for completion and return to the Practice Manager.  

The advantages of the various methods of collection included completed Questionnaires by actual Patients 
using the services of the practice during the sample period, increased numbers of forms completed by filling 
them in with Patients in the waiting room and a variety of different types of patients who had the opportunity to 
be involved, whether actually attending or receiving a service from the practice. It was also cost effective as 
there would be little postage and E-Mail return was offered to the Virtual Patient Group members. 

3. Time Taken to Undertake the Survey 

Members kindly agreed to attend the Surgery on a rota basis to distribute and complete the Questionnaires over 
the survey period. It was decided to have a survey period of one week in October 2016. It will be noted that in 
October 2016 a total of 380 forms were collected compared to 481 in January 2016, 489 in 2015 and 402 in 
2014 over the same period. 

The actual time spent at the Surgery by Members engaged on Questionnaire completion was  
 42 Hours 55 Minutes (January 2016 = 58 Hours 45 Minutes, 2015 = 63 hours 30 minutes and  
2014 = 39 hours 25 minutes.)  
 
The actual time spent by Members on collating, analysing the data and producing this Report was  
 41 Hours 30 minutes (January 2016 = 40 Hours, 2015 = 29 hours 2014 = 38 hours.)  
 
 

 



The patient survey took place in the week beginning Monday 17th October 2016.  

October                                     October        January   
                                                    2016             2016                    2015                      2014 
Monday 17th              AM             49                 67                        69                          66 
Monday 17th               PM             32                 58                        29                           2 
Tuesday 18th              AM             53                 53                        78                          52 
Tuesday 18th               PM             33                 46                        51                          44  
Wednesday 19th         AM             49                 57                        64                          61 
Wednesday 19th          PM              0*                25                        20                          33 
Thursday 20th             AM             40                 47                        66                          42 
Thursday 20th             PM               7                    9                        42                            6 
Thursday 20th            Evening       20                 19                         -                             - 
Friday 21st                 AM              31                 57                         41                          53 
Friday 21st                 PM               33                 36                         29                          33 
Telephone calls to patients             33 
& Virtual Group                                                   7                          0                          10 
    
Total                                          = 380           = 481                    = 489                    = 402  
*Surgery closed 
 
 
Part B 

It should be noted that not all patients provided an answer to every question. 

The results of the survey are detailed below. 

 
Question1. Did you use the new Telephone Triage system to get your appointment 
today? 

Yes    No  
 
 

 
If NO go straight to QUESTION 9 

Question 2. What time of day did you ring for your consultation? 
     

a) In the morning  
b) Lunchtime 
c) In the afternoon 

 

Yes
No

Q1 - Did you use 
Triage?

141 239 

120 
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12 



 
 
 

 
Question 3. How long did you have to wait before speaking to the Doctor? 

 
a. Less than 30 minutes 
b. Between 30-60 minutes 
c. More than 60 minutes  
d.      

     Comments …….See later  

 
Question 4. Were you ringing for: 

d) An appointment for a doctor/nurse  
e) Advice  
f) Home visit  
g) Results of tests 
h) Medication request/query 
i) Certificate for sickness 
j) Other – please specify 

 

 
 

Question 5 Part A. If you were ringing for an appointment, did you receive an 
appointment? 

a. Yes  
b. No 
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Question 5 Part B. If no, was this because the doctor sorted out the problem over 
the phone? 
                                                                     a. Yes   

b.  No 
 

 
 

If no, please comment (See later) 

 
Question 6. If you were ringing for advice, did you receive advice or did you receive an 
appointment? 

a) Received advice 
b) Received appointment 

 

 

 

Yes

No

Q5A - get appointment?

Yes

No

Q5B - Sorted?

Advice
Appoint

Q6 - Advice or 
Appointment

37 

3 
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78 



Question 7. Overall, were you happy with the service you received from the triage 
doctor? 

 
a) Yes 
b) No 

 
 
 

 
 

If no, we would appreciate if you could tell us why you were unhappy 

(See later) 

Question 8. We would appreciate any comments you have regarding the triage service 
and suggestions on how the service could be improved.  
 

(See later) 

Question 9. Are there any other areas of the Practice which you feel we could improve? 
Please leave your comments/suggestions below 

 
(See later) 

     Question 10. 

 

 Male   Female   
 

 

Yes

No

Q7 - Happy with 
service?

Male

Female

Q10 - Gender

118 

8 

122 254 



Question 11            

 

 18 and under  19-36  37-54  55-72  73+ 

 

 

(2016 January         U18 = 24     19-36=115         37-54=133      55-72=135       73+=66) 
(2015                       U18 =33     19-36= 119        37-54 = 141    55-72 = 132     73+ =61) 
(2014                       U18 =14     19-36 = 110       37-54   =94     55-72 = 122     73+ =50) 
 
Question 12 
 
11 To which of these ethnic groups do you consider you belong? 
 
 White British  White other 
 
 Black British  Black other 
 
 Asian British  Asian 
 
 Mixed   Other  
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Comments: 

4 papers were incomplete. 

QUESTION 3 Comments 

14    Very happy with service, good or no problems 

3       Took between 2 to 5 minutes to get through 

3        Didn't speak to doctor 

2        Call back within 30 minutes 

3 hours for call back at 8.45pm after 6 1/2 hours wait - not sure if they had forgot me 

Doctor rung back mid to late morning. 

Over 3 hours wait 

Called back after 2 hours 

10 minute wait 

Called back at 8 pm not a problem 

3 hours to call back, then told go to hospital 

Appointment at 8.30 still waiting at 9.00 no one in to see doctor, Reception informed me that Doctor was in but 
not calling anyone. 

I thought it might be quicker. 

Should be more than one doctor when busy. 

I rang 44 times 

I tried 20 times to get through before being answered 

After 15 minutes on the phone I gave up and drove to the surgery 

I came to the surgery for 8.00am as I know I would not be able to get through 

I was on the phone for ages when I eventually got through all the appointments had gone. 

Brilliant service if you have young children 

I thought it was to put me off, but it worked well 

Receptionist dealt with it 

QUESTION 7 Comments 

9     Very happy with service/efficient 

3     Receptionists made appointments. Had to ring 24 times before answered 

Had to wait all day and was eventually seen late evening I was in agony and told by receptionist only 5 in front 
of me I had to wait ages 

Didn't speak to doctor 



They said medical action no 

It took too long, I rang and a doctor came from Ilkeston 

QUESTION 8 Comments 

31     Very happy with service/system or good service 

8        Pleased with prompt service 

5        Still a delay getting through on phone or put on hold for a long time. 

5       Better if GP can give approximate time of call 

4        Didn't like giving receptionists medical details. 

4        Had use triage before delighted with service 

3       It is much better than the old system. I found it more difficult to make appointments before. 

3        Would prefer appointments to be made am and pm. 

2        Fine, I received what I needed. Sometimes when not on internet hard to get an appointment 

2        Used the service in past and found it worked well. Ideal for parents with young children 

2       Would like a screen indicating next patient as difficulty with hearing. 

I have used the service before and doctor did not ring back until 9.00 pm 

I have used the service before, Doctor rang on a number not given to receptionist, and can doctors make sure 
the number given is the one used as patient may not be at home. 

If doctors are running late could receptionists phone acutely ill patients and inform them 

It took too long for the doctor to ring back. 

Sometimes have to wait quite a long time for ring back but still happy with service 

I know the pressure the staff are under, so I am learning to accept change and explain why I am ringing. 

We are new to the area and is my first appointment. I prefer it to where I lived before. 

My appointment was cancelled on Friday and should have been rearranged by the surgery but the message was 
no passed on. 

Very efficient dealt with by receptionist. 

I was referred triage but the doctor gave me an appointment. 

Previously waited 90 minutes for doctor to call back. 

I had offer of triage doctor he/she did not ring back, Monday 10th. 

Usually ok but needed an appointment today 

Some receptionists are a bit rude and abrupt at times. 

May be easier to give appointments for next day rather than same day. 

Waiting times in surgery is annoying can be 30-40 minutes' 



Great Option Choice. 

I rang two months' ago and couldn't get through, I didn't want to take that risk today so I drove up for 8.00am 

The initial telephone message is too long 

Sometimes can be put on hold while wanting an appointment. This appointment was pre booked but patient 
usually uses triage 

Did not use today but used it twice last week and found the service superb. 

Sometimes you don't need to have an appointment all you need is advice 

Telephone calls are fine to avoid buses or taxis unless it is an emergency 

I don't think Triage is working I don't understand it 

System good but I cannot understand how all appointments can go in 15 minutes 

1st used today, I came up because I did not know of the new system Doctor rang me back at home. 

Absolutely fine I looked on the website 

Really good, problems to ring early morning when at work 

QUESTION 9 Comments 

38        Completely happy. 

15       Problems getting through on phone  

12     Very good service/satisfied have previously used triage before 

5       The system is better only having to ring once in the day. 

3      Nothing I can think of. 

3     I would like to make appointments in advance say 2-3 days. Also names called out on screen as I                   
am hard of hearing. 

3     I hate the new system 

2     More appointments on the day 

3     Abrupt Reception Staff 

3     Saturday/weekend appointments 

2   I would like to pre-book appointments one or two day before. 

Appointments running late. 

Receptionist s are always really good, polite and helpful. I has to come in on an emergency a few weeks ago 
and Dr Tompkinson saw me straight away. 

I see the morning calls as only detrimental and not supportive as when I made them at 2.00pm. 

Make allowances for those who work away and have to take a day off to see a GP and there are no 
appointments. Doctors are all lovely. 



Comments on Reception Staff 

In my opinion what more can the GP's do? I think the receptionists get a rough deal and they carry on 
regardless. Thank you. 

Receptionists are very kind, this surgery looked after me after my stroke and re brilliant 

Everybody at this surgery is very nice especially the receptionists who always go the extra mile to help. 

I have been with this practice all my life, I think Dr Lines is exceptional and the receptionists go the extra mile. 

Receptionists are fantastic 

Some receptionists are slower than others, some are better than others I have been with the surgery since I was 
born 

Receptionists are very helpful when I had an infection, patient has been with practice 30 years 

I don't like explaining to receptionists symptoms as they aren't in a position to say what is a priority and I wasn't 
offered a call back 

Receptionists always look miserable. 

Receptionists need retraining as wrong information given which meant the patient had to go to hospital. 

Access difficult with a walker due to lip on door. I have to lift it over and lose my balance. 

Comments on Appointments and Experiences 

3   I preferred it when I could ring at 2.00pm as I don't get up very early and I didn't have to wait too long on 
the phone. 

2   Patients should be told when a doctor is running more than 30 minutes late 

I rang at 8.00am last week and saw a GP at 11.00am, very good service. 

Doctors don't listen to me or my family about illness, tell me nothing is wrong, but when investigated as an 
emergency there is, one life threatening. 

I was discharged from Nottingham City Hospital having had a knee replacement, no one came to check on me 
although I live alone. Other surgeries automatically visit after discharge. 

Better one ring time. Often difficult to ring at 2.00pm 

Publicity for improvements- group emails 

Seeing same doctors 

Difficulty making appointment waited a week for an appointment (pre-booked appointment) 

Took three weeks to get an appointment with a nurse. 

Made triage appointment and did not get a call back from the Doctor. 

Getting a follow up appointment when needed. Continuity of care between doctors and A & E 

Sometimes Doctors not rung back, waited over three days. 

Waited 1 1/2 hours last night to see a doctor, was locked in and didn't see a doctor 



The waiting time in surgery is too long. I cannot see to make a phone call, so I make them in advance. It is very 
difficult to make them on the day, the receptionists are very good 

I would prefer the old system, I rang at lunchtime and the surgery was closed yesterday it was closed in the 
afternoon for training and I need my results of tests 

It is harder now than it used to be to get an appointment, the service is notes personal as it used to be, but I 
would not change surgeries. Doctors don't get enough credit for the hours they do 

Patient had previously used triage beforehand had concerns about not seeing a GP, she was reassured that she 
could still request an appointment 

Very satisfied with service it is fantastic, great doctors and staff 

The only problem is the waiting time, had an appointment for1.45 nurse did not start until 2.00pmIt is a good 
practice 

Not keen on the "Boots" order prescription system 

I would like to spend more time with the GP it always seems rushed, I don't come very often. 

I think the new doctor should listen to the patients and read their notes. 

I struggle to get an appointment for evenings 

More doctors 

Not happy ringing in morning and no appointments available 

I had to wait 55 minutes in the waiting room for my appointment, very happy with reception staff 

I waited 3 hours for a call back 

Pre bookable appointments have often gone much preferred when you had to ring at 8.00am and 2.00pm 

No appointments on Thursdays long time it a bank holiday, should inform patients when appointment system 
changes 

Telephoned Monday between 8.00 and 8.45 am all appointments gone Friday (today) called and received an 
appointment 

I have been trying to get in on the day for three days making lots of calls, I have been offered phone 
appointments but declined, I have written letter of complaint, thinking of transferring to another surgery 

I have been very happy here I am 81 

Environmental Comments 

2    Enlarged Car Park. 

2   Cannot hear the tannoy, could the receptionist relay the names 

Reception needs decorating. Extra late nights. 

Coffee machine 

Access difficult with a walker due to lip on door. I have to lift it over and lose my balance. 



At the entrance there is a small step which makes difficult access for scooters and walkers, a very good 
practice. 

The system works because we get her here to see the doctor. Could we have chairs with arms to those with 
mobility problems are enabled to raise. 

The TV drives me crazy.  

IT Comments 

I like the internet system 

Face to face computer consultations, I love these doctors 

Having to pre-register for on line system makes it really difficult to get an appointment 

Wanted to book appointment online, didn't have a password going to get one today. 

I found out today you can pre book appointments on line, should be better advertised 

 
Part C 
 
Uses for Data Collected and Analysed 
 
The data collected and analysed during the survey period is a primary source of information and material which 
captures the views, opinions, concerns and suggestions of a large number of the Patients of the practice in 
October 2016.  
 
The material produced provides hard data which may prove useful to the practice in such areas as analysis of:- 

 Patient Flows 
 Patient Age Profiles 
 Patient profile of Male and  Female attending during the survey period 
 Ethnicity of the Patients taking part in the Survey  
 Up to date Patient views on the recently introduced telephone triage system together with general views 

and comments regarding the Practice and any possible changes necessary 
  

The data generated from the Questionnaires is now available to the practice staff for use when considering 
future planning and possible changes. 
 
 
Part D 
 
Next Stages 
 
a) The Practice 

 Receive the review and consider the findings from the survey contained in this report. 
 Consider the creation of an Action Plan for presentation to the Patient Group within a specified period 

of proposed changes. 
 The Patient Group accepts that such an Action Plan would have due regard to the findings and the 

establishment of priorities identified in accordance with the budget. 
 
b) Patients 
 
It will be necessary to agree the most appropriate way to inform patients of the findings of the Questionnaire. 
There are a variety of different methods which may include: notices in the Waiting Room, inclusion on the 



Practice Website, a Newsletter produced by the Practice, an Open Evening (meet the Practice) event when the 
results could feature etc. 
 
37% (141) of Patients surveyed had used the triage system and 63% (239) had not. (Question 1) 

As a large number of Patients did not use the triage system and therefore did not answer Questions 2 to 9 the 
responses to these questions do not provide consistent data which could be accurately analysed using 
percentages. As there is no base figure (380 Questionnaires) and each question had a very different number of 
responses to accurately analyse the responses is difficult and lacks reliability. 
 
Part E 
 
Conclusions 
 
General Comments 
The majority of callers rang in the morning (120), compared with at lunchtime (8) and in the afternoon (12). 
There were a total of 131 responses to this question (Question 2) 
 
The length of time a Patient had to wait to speak to a Doctor varied from  
less than 30minutes (69), between 30 – 60 minutes (21) and more than 60 minutes (59). 
There were a total of 149 responses to this question (Question 3) 
 
The large number of comments provided by Patients when answering Questions 3, 5, 8 and 9 provide a valuable 
insight into issues which Patients consider important when having contact with the Park Surgery. 
  
The majority of Patients were ringing for an appointment with a doctor/nurse (107),  for advice (25) or a 
medication request/ query (11). Other totalled 8 
There were a total of 151 responses to this question (Question 4) 
 
The age profile of the Patients surveyed was as follows:- 
Under 18 = 5%, 19-36 = 26.5%, 37-54 =29%, 55-72 =26.5%, 73+ = 12% and did not answer = 1% 
(Question 11) 
 
95% of Patients surveyed described themselves as White British, 2% White other, 0.3% Black British, Black 
other 0.3%, Asian British 0.5%  and Asian 0.7%. The balance failed to answer the question. 
(Question 12)  
 
 
There are currently 8,725 Patients registered with the Park Surgery (as at October 2016) and by capturing the 
views of 380 during the Survey Week this is 4.4% of the Patient population. 
 
Lessons Learned 

 There is a substantial decrease in the number of Questionnaires collected at the Surgery compared to 
previous Surveys. October 2016 = 347 (380 Questionnaires collected of which 33 came from 
telephone contact rather than waiting room completion 33 +347 = 380) Questionnaires collected in 
January 2016 = 481, 2015 = 489 and 2014 = 402. 

  
There may be a number of reasons for this reduction including less Patients actually attending     
personally at the Surgery, the reduced number of hours provided by Patient Participation Group 
Members to conduct the Survey (42 Hours 55 minutes compared to 58 Hours 45 minutes in January 
2016 and 63 Hours 30 minutes in 2015) and one lost session due to the afternoon Surgery closure.  

 It was unfortunate that the Surgery was closed for training on the afternoon of Wednesday 19th October 
2016 which reduced the opportunity to collect Questionnaires at that session. In the Survey conducted in 
January 2016 25 Questionnaires were collected in this session. This however does not account for the 
overall reduction of 101 Questionnaires. 

 It was disappointing that no Questionnaires were completed by Virtual Group Members (January 2016 
= 7 completed) 



 More females 254 than males 121 took part in the Survey. Four Patients did not answer this question. 
      In previous Surveys the figures were as follows; January 2016 females = 302 and males = 172 and in  

            2015 females = 325 and males = 160. (Question 10). 
 An extra dimension was provided by the telephone calls made by Practice staff during the Survey week 

to Patients who had taken part in the triage system to capture their feedback. 33 Patients were contacted 
by telephone with 31 being overall happy with the service from the triage doctor compared to 2 who 
were not. 

 The Questionnaire provided four opportunities to add Comments. This resulted in a substantial number 
of personal/individual entries which when collated originally amounted to Nine Pages. These individual 
comments were distilled in to groups/areas to make them more manageable. However the steer volume 
of comments substantially increased the amount of time which had to be spent on the data input, 
processing and producing the final Report.  

  
 
 
 

 
The staff and Practice Manager were very helpful throughout this activity. 
 
The survey would not have been possible without the enthusiasm and time commitment of the Members of the 
Patient Practice Group.   
 
 
Patient Participation Group.                                                                        November 2016.  
 
 
 
 
 
              

              

 

 

 

 

 
 

    

 
 
 
 

 
 

 


