GAS HOUSE LANE SURGERY
Patient Participation Questionnaire – Access to Services
September  2012

SURVEY RESULTS

Please tick the boxes which apply and add comments where you wish to.  Return date is Friday 12 October 2012.  
A. Accessing the Surgery by Telephone
Q1.  Ease of getting through on the telephone to the receptionist




Very

17 
(85%)




Fairly

3  
(15%)




Not Very






Not at all


Q2.   Ease of getting through on the telephone to the prescription line




Very

11
(55%)




Fairly

3
(15%)




Not Very






Not at all






N/A

6
(30%)
Q3.   If appropriate, ease of getting to speak to a GP or Nurse




Very

10
(50%)




Fairly

6
(30%)




Not Very
1
(5%)




Not at all






N/A

3
(15%)
Comments
Since the introduction of EMIS access, my need to speak to the Surgery by phone has been significantly reduced; only now necessary for non-planned appointments.  This is much more convenient for me, in seeking repeat prescriptions and booking routine appointments and presumably far more efficient for reception staff freeing them up for other, more “value adding” processes.
My only criticism of the service does not really reflect on the GP service but on the backup services outside the control of the GP once a referral has been made.

Obviously you do not get straight through if you ring at 8.05 but otherwise it is very good.  If you wish to speak to someone it is usually fine so long as you do not mind being put on a list for them to ring back at the end of the surgery or before if free which seems perfectly sensible.

I usually just speak to the receptionist or hand the prescription in.

B. Booking Appointments
Q4.  What is your preferred method of booking an appointment at the Surgery?   





By Phone
12
(60%)




In Person
1
(5%)




Electronically via EMIS Access
7
(35%)
Q5.  Where you aware that you could book appointments and order repeat medication on line?




Yes

15
(75%)




No 

5
(25%)
Q6.  How convenient was the appointment you were given?   





Very convenient
17
(85%)





Fairly convenient
3
(25%)






Not at all convenient



Q7.  Please state below if there would be a more convenient time of day during the week for you to come to an appointment? 

Comments

Early morning appointments at 8am are convenient for me as they fit in with my working day.
Saturdays would be a big help.

The introduction of early morning appointments has been much appreciated.

I have not heard about EMIS access as a method of making an appointment.

The appointment times on offer cover a large percentage of the day and are more than adequate.

I appreciate and always take the early appointments.
Q8.  Were you aware that during a 10 minute appointment, it may only be possible to discuss one problem with you? 





Yes

13
(65%)




No

6
(30%)




Unsure

1
(15%)
Q9.  If this was the case, would you be willing to book another appointment to discuss other problems?





Yes

16
(80%)




No

2
(10%)




Unsure

2
(10%)
Q10.If not, can you think of another way that we could successfully handle the situation to your satisfaction?
Comments
If more than one problem needs to be discussed, it may be helpful if the surgery offered the availability of longer appointment times.
Whilst I have not had more than one problem, if I did I would expect to deal with all issues at one attendance.

It would be better to make a double appointment, as it is an effort to make time to get to the surgery.  Life is very busy.  Maybe it should be asked when making an appointment whether the patient has more than one problem to discuss.

Make patients more aware that appointments are limited to 10 mins duration.  Should they think more time is required for their problems would it be possible to book a double appointment.  This may be more convenient than two trips to the surgery.

Presumably be “another appointment”, you mean a double slot?

If my first query is handled within the 10 minutes then I might ask about another matter otherwise I’m not really bothered.
C. Getting to the Surgery
Q11. How do you normally get to the surgery?





Car

19
(79%)





Taxi









Bus









By Foot
5
(21%)






By Cycle








Other (please state below)


Q12.  Would you prefer to travel by an alternative method if this was available?




Yes

3
(15%)




No

16
(80%)




Unsure

1
(5%)

Q13.   If yes, please state alternative method of transport
Comments
It is not a problem to speak to the receptionist on arrival there is rarely a queue.
By foot once the new surgery opens; assuming the reason I need to attend does not prevent me from doing so!!  Otherwise I would remain travelling by car.
D. Checking in for your Appointment
Q14.  Is the process for checking in for your appointment adequate?




Yes

19
(95%)




No

1
(5%)




Unsure



Q15.  Is the reception desk normally busy when you are trying to book in for your appointment?





Yes

9
(45%)




No

11
(55%)




Unsure



Q16.  Would you like the opportunity to be able to book in for your appointment electronically without having to wait at the reception desk?





Yes

15
(75%)




No

3
(15%)




Unsure

2
(10%)
Please add any additional comments here that you may have.
Comments
	
	
	


Being able to check in electronically would free up the receptionist to do other things.
Booking in electronically maybe good as an OPTION for some.  But being forced to book in electronically is a step back in customer satisfaction, and may be difficult for some people, eg elderly.
We are very happy with both the administrative and medical attention we receive at our Practice.

I do not find the check-in process onerous however if technology can be used to make it more efficient for the reception staff then I am in favour.  I find the EMIS access system excellent.

I have had experience with electronic check-in at my Mother’s surgery and while it is quick and great if there is a queue, it is rather impersonal and I rarely experience a long queue at my surgery.

I am happy with the service I receive from the surgery.  Well done!

What is hard about waiting if receptionist is busy?  There is never much of a queue.

Although I often have to wait, it is not for very long.
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


	
	
	
	

	
	
	
	


	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	


	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


	
	
	
	
	
	
	

	
	
	
	
	
	
	


	
	
	
	
	

	
	
	
	
	


	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	


	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	








