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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. 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%) 

 



WRITTEN COMMENTS MADE BY PATIENTS COMPLETING THE SURVEY 

OUT OF THE 202 COMPLETED PATIENT SURVEY FORMS 67 CONTAINED RELEVANT 

COMMENTS. THE COMMENTS ARE EITHER SUMMARISED OR QUOTED UNDER FOUR 

SECTIONS AS FOLLOWS. 

APPOINTMENTS 

THERE WERE 31 FORMS CONTAINING COMMENTS RELATING TO THE APPOINTMENTS 

PROCESS. THESE ADVERSE COMMENTS ARE REFLECTED IN THE STATISTICS DETAILED IN 

THE PREVIOUS SECTION OF THIS REPORT. WHILST THEY ARE ALL NEGATIVE THEY ONLY 

REPRESENT 15% OF THE TOTAL COMPLETED FORMS. THIS IS A BIG IMPROVEMENT ON THE 

63% OF COMMENTS FALLING INTO THIS CATEGORY IN THE 2016 SURVEY. 

COMPLAINTS 

A TOTAL OF 15 COMPLAINTS WERE RECORDED EMANATING FROM 7% OF PATIENTS 

COMPLETING THE SURVEY 

“When I have been phoned by surgery to see Dr regarding test results I think that 3 wks is unacceptable” 

“xxxxxxx is lovely, always very polite + does everything she can to get an appointment others are very rude 

and not accommodating” 

“It has improved in the last two years but the reception/booking system is very off putting and unfriendly 

still. The toilets really need a re-vamp/clean and parking with a toddler/infant can be difficult” 

“Could be more patient friendly – sometimes it’s very “computer says no” 

“Receptionists are rude and unhelpful” 

“Lack of empathy towards patients. It took two weeks to get an appointment. Rude reception, lack of….” 

“Patient access passwords have not worked twice when trying to register online” 

“Never see the same doctor twice – no “old fashioned” continuity. Some receptionists react with defence 

rather than ‘positive customer service’ ( however , I do understand the pressure the practice is under)” 

“As far as I am aware you can’t get repeat prescriptions,  that would be good if you can, more info would be 

good” 

2Doctors are just so strapped for time. Very appreciated. Just wish there was more time” 

“Often feel ‘told off’ or punished by the reception staff e.g if needing a prescription in a hurry without 

accounting for individual circumstances” 

“Seems to operate a triage system based on whether receptionists think your symptoms seem serious 

enough. Was then sent in error to Walk in Centre” 

“Waiting times very poor – insufficient time with doctor for diagnosis –some doctors much better” 

“There could be a more happy atmosphere: at the moment it verges on grumpy”  

“Unfortunately I have witnessed some very bad “customer care” from reception staff in the recent past” 

 

  



COMPLIMENTS 

A TOTAL OF 17 PATIENTS WERE COMPLIMENTARY REGARDING THE SERVICE PROVIDED. 

THIS IS 8% OF THE PATIENTS PARTICIPATING IN THE SURVEY. 

 “The nurses have always been brilliant and very polite and helpful” 

“Much more pleasant waiting room than Goldsworth Park” 

“I am very happy with the service I receive” 

“I have MS so try to see same doctor who is fantastic” 

“I am pleased with overall care we have here” 

“I have found the Drs very helpful and the practice nurses very good” 

“I think the staff are very good it’s just the lack of staff” 

“Reception always helpful” 

“I think it is a very good surgery, been there all my life 30 years. Dr xxxxxxxx amazing best doctor goes above 

and beyond” 

“Excellent staff and doctors” 

“We have just moved into this surgery and found them very helpful and diligent” 

“I didn’t manage to get an appointment on the day that I tried on Tuesday, but I did get one for Thursday – I 

understand how busy you all are though, so it’s all good. Thankfully I don’t come often” 

“This has always been a very good Practice. Thank you” 

“Well since we have lived here in Knaphill this always our Family Practitioner, Has improve a great deal 

since” 

“Overall a great experience –Good Staff” 

“Best surgery been with” 

“Very pleased with the service they give” 

 

SUGGESTIONS 

FOUR PATIENTS MADE COMMENTS WHICH COULD BE CONSIDERED AS SUGGESTIONS. 

“I think that people with special needs should be given appointments when needed and not to have to wait 

a long time which becomes difficult for the parents/carers 

“Very good at the Practice but could do with more parking” 

“I work from 8am therefore it is impossible for me to phone at 8.30am. It would help if at least once a week 

the phone line opened earlier” 

“A water point in the surgery would be nice esp. if you walk here” 

 

 



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. 

  



RECOMMENDATIONS 

 

1. Carry out a another review of the appointments process in an attempt to improve 

the current situation including taking into account two of the suggestions put 

forward by patients and detailed earlier in this report. 

 

2. Consider the other two suggestions submitted. 

 

 

3. Review how this survey was conducted with a view to making plans for the next 

one.  

 

4. Discuss the report at the next meeting of the FOTFP 
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