
PRG PATIENT SURVEY 2016 
 

 

The results from our Patient Survey which was distributed for the month of February have now 

been collated.  Out of the 104 completed surveys we received, 99% were from over eighteens and 

68% were from females, 32% from males. 

 

We asked patients how easy they find it to get an appointment at their preferred time – Very, 

Mostly or Rarely.  24% of patients said Very, 58% said Mostly and 18% said Rarely. 

 

We asked patients a further 5 questions, all with free text answers.  A selection of the responses are 

shown below along with responses from the surgery where appropriate. 

 

*** 

 

We asked patients what they consider to be the best thing about the practice: 
 

“The different ways in which you can contact the surgery – email, phone, systmonline account etc.” 

 

“Flexible opening times with evenings and Saturday options.” 

 

“Choice of GPs with varying personalities and specialisms.” 

 

“Everything I could ever wish for in a doctor’s surgery with excellent doctors and friendly staff.” 

 

“Kind staff, very helpful.” 

 

“Very friendly, approachable receptionists and staff, easy parking, very good with repeat 

prescriptions, text appointments great!” 

 

“It’s not difficult to get an urgent appointment, if required, via the triage system.” 

 

“The GPs and staff are very friendly and helpful.” 

 

“The convenience of the booking/prescription service.” 

 

“Good with children’s appointments.” 

 

“Able to get a same day appointment when it is really necessary.” 

 

“Availability of consultation with doctor by phone. Choice of which doctor to see.” 

 

“The surgery appears to be well organised and a whole team environment shines through.” 

 

“Caring doctors that have time for you.” 

 

“It is what I call an intimate, small and personal surgery with a friendly atmosphere.” 

 

“Its friendly approach and old fashioned values where you are treated as a patient and not a 

number.” 

 

We were very pleased to receive such positive feedback about so many aspects of the practice. 



 

*** 

 

We asked patients for any suggestions that would improve their experience at the 

practice: 
 

“Varied opening and closing hours to cover those at work.” 

We do try to accommodate working people by offering appointments in our extended clinics held in 

the evenings until 7.30pm, usually on Tuesdays and Wednesdays and on some Saturdays. 

 

“Blood tests outside of work hours.” 

Blood samples, which must be fresh when they arrive at the Path Lab, are collected by the hospital 

courier at 11.30am each day so unfortunately we are unable to offer blood test appointments after 

this time. 

 

“More consideration given to patients who obviously need emergency appointments on the 

day. It’s unacceptable to make vulnerable patients wait days/weeks to see a doctor.” 

We operate a triage system so that patients who need to be seen urgently are seen the same day or 

given advice, whichever is more appropriate.  We have just appointed an Advanced Nurse 

Practitioner who will be running these clinics every morning. 

 

“Easy accessibility to extended hours appointments.” 

While primarily for people who cannot attend appointments during the working day, appointments 

in the extended hours clinics are available for anyone. 

 

“More time with the doctor during the visit.” 

If you feel you need more than the usual 10 minute appointment please ask to book a double 

appointment. 

 

“Access to a well woman clinic.” 

Although we don’t currently offer a specific Well Woman Clinic, all the doctors can give advice on 

contraception, HRT, breast checks and cervical smears as well as height and weight measuring and 

blood pressure.  No matter who your doctor is, you may book an appointment with a female doctor 

if you wish.  NHS Health Checks are also offered every 5 years to patients without pre-existing 

conditions aged 40 to 74. 

 

“More realistic appointment times, always very late after time given.” 

We are now including the statistics for this at our quarterly Business Meeting where these are 

reviewed and we are attempting changes in the way bookings are made. 

 

“More appointments enabling patients to book earlier online (ie well beyond 4 weeks).” 

We have found in the past that appointments offered more than 4 weeks in advance are more likely 

to be forgotten.  We do all that we can to reduce the number of lost clinical hours and this is one 

way of limiting it. 

 

“Sometimes it can be awkward requesting stuff verbally.” 

If you would like to speak to a receptionist in private then please do ask and this can be easily 

arranged.  Alternatively patients are welcome to email requests to enquiries.lodgesurgery@nhs.net 

 

“It would be helpful if the check-in screen could say whether your appointment is likely to be 

on time or if there is going to be a delay.” 

mailto:enquiries.lodgesurgery@nhs.net


A message appears at the bottom of the check-in screen, when it directs patients to a waiting room, 

stating “Expected waiting time is x minutes.” 

 

“Some way of the pharmacies collecting prescriptions quicker when requesting repeats.” 

Prescriptions used to be collected from us on a daily basis by the pharmacies but unfortunately they 

have reduced this service due to the rise in electronic prescriptions. 

 

“Bring back the magazines in the waiting rooms.” 

As some bacteria and viruses can survive for hours on magazine surfaces we believe the safest 

policy is not to have magazines in our waiting rooms. 

 

*** 

 

We asked patients if they feel safe with the GPs and staff: 
 

Everyone answered yes and there were few additional comments apart from: 

 

“Always 100%!” 

 

“GPs are brilliant, feel very safe in their hands.” 

 

“Yes, listen well and are very patient often with a list of anxieties.” 

 

“Absolutely!” 

 

“Most definitely.” 

 

“Yes they are always very courteous and polite and reassuring of situations.” 

 

“Yes, very.” 

 

 

*** 

 

We asked patients whether they felt they are treated with dignity and respect and if 

so, how staff do this: 
 

“Yes they use preferred names, are polite and greet on arrival.” 

 

“Yes, phone is answered quickly and courteously, confidence is good, patients are listened to.” 

 

“Yes I understand that if you need to speak to someone in confidence there is somewhere for this.” 

 

“Always caring, polite, informative and empathetic.” 

 

“Yes they listen and make eye contact.” 

 

“Yes, attentive when asked questions at the counter, doctors listen when consulted, escorted to 

visiting rooms courteously.” 

 

“Yes they’re polite and cheerful and take an interest in me and my family.” 

 



“My doctor is helpful, knowledgeable and approachable, explains things clearly.” 

 

“Yes they acknowledge that I have knowledge and awareness of my son’s condition.” 

 

“Yes, asking how I like to be addressed, ensuring blinds/curtains are closed during examinations.” 

 

“The staff are always very polite and take time to listen and I always feel as though my query is 

important to them.” 

 

“Yes always treated in a friendly but professional manner.” 

 

“They talk to me like I am actually an intelligent human and answer my questions with a good level 

of detail.” 

 

“Yes, always take an ailment or problem seriously and don’t treat you as a nuisance.” 

 

“Yes although some of the receptionists can come over as abrupt and uncaring at times.” 

 

We will be including some of the negative comments received and addressing them in our regular 

ongoing staff training. 

 

*** 

 

We asked patients if staff appear well trained and knowledgeable in their field: 
 

“Definitely and if needed they will cross reference in books or ring for advice.” 

 

“Yes excellent.  Very professional surgery from reception through to clinical staff.” 

 

“Yes they do, very confident and reassuring.” 

 

“Yes – they explain any diagnoses and medication that is being prescribed and what it’s for.” 

 

“The GPs and nurses most certainly. The reception side of the practice certainly know the structure 

and operation of the practice.” 

 

“All staff I have spoken to seem well trained and knowledgeable.” 

 

“Yes throughout the surgery.” 

 

“Yes always.” 

 

“Very, especially my doctor.” 

 

“GPs yes, nurses yes, reception no.” 

 

“Not all the reception staff are knowledgeable.” 

 

We will always have staff with a range of experience and skills and we work with them to identify, 

and implement, training based on their individual requirements. 

 


