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The survey was emailed to 58 patients who have agreed to help the Practice by responding 
to short surveys. In addition, a link to the survey was published on the Practice web site. 
Paper copies were also available at reception. To date, 58 people have participated in the 
survey. 
  

1)      Contacting the Practice 
The majority of patients felt that contacting the practice was ‘very easy’.  The most chosen method 
was contacting the surgery by telephone or in person.   There was some concern as regard to the 
telephone line being engaged quite frequently and not being answered quickly enough. 

We have now implemented a new telephone system which enables two calls to be answered at any 

one time. The new system also allows the call to be picked up by any member of staff in any part of 
the building. This prevents any calls not being answered quickly enough and it also enables us to 
answer more calls at any one time. 

  

2)      Booking Appointments 
The results of the survey showed that many of our patients are booking their appointment over the 
telephone or in person. 

We have now introduced a new service called ‘Patient Access’. This service enables patients to now 
book their own appointment online. It also enables them to order their repeat prescriptions as well 
as looking at their brief medical summary. 

  

3)      Ordering Repeat Prescriptions 
Following the results of the survey, it was noted that a lot of our patients order their repeat 
prescription through the practice website. Some patients also order their medication in person at 

the surgery or via their local chemist. We also have some patients that order their medication by 
putting their request in writing and sending a self-addressed envelope. 

Following the introduction of ‘Patient Access’ patients are now being encouraged to order their repeat 
prescription through Patient Access rather than the practice website. Patient Access is linked to our 
medical computer system, Emis Web which enables the repeat prescribing process to be a lot easier 
and more efficient to use. 

  

4)      Staff Training 
One member of our PPG suggested that it may be a good idea to provide some staff training for 
newer members of staff. 

We recognise that this is an area that should be updated whenever possible. We do provide regular 
staff training for both new and long term members of staff.  We recognise the importance of regular 

staff training in order to continue providing an efficient and rewarding service for our patients. 

  

5) Appointment waiting times too long 
We appreciate that patients do not want to wait more than a few days for an appointment. We now 

offer a daily triaging service in order to help patients more promptly. 

The daily triage service seems to be working very well and is proving to help in alleviate appointment 
waiting times.   

 


