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The patient survey carried out during February 
was written with the practice’s Patient 
Participation Group to give a brief overview of 
the appointment system and how happy our 
patients are with the system and also to review 
how patients feel when they contact the 
practice by telephone. The practice is due to 
change the telephone system and would like to 
improve the service we offer, whilst 
maintaining the ability for our patients to speak 
directly with a receptionist.  
 
Thank you to all of our patients who completed 
the questionnaires and have supplied us with 
feedback, this has been really useful in 
developing our systems. From your responses 
we found that…. 
 

Our Appointments 

76% of our patients book their 

appointments by telephone, 18% book 
appointments in person and 6% of our patients 
book their appointments on line. 
 

By registering for on line booking, you are 
able to browse our pre-bookable 

appointments with all of our partners. This 
includes our Saturday morning 

appointments. Just contact reception to 
register for this service. 

89% of patient felt that they are usually 

seen within 15 minutes of their appointment 
time, with 20% of patients being seen on time, 
27% within 5 minutes and 42% of patients are 
seen between 5 to 15 minutes from their 
appointment time. 
 

 92%of our patients felt they did not have 

to wait long, or did not mind if there was a wait. 
Only 7% of our surveyed patients felt that the 
wait was a bit too long. 
 

84% of patients are happy with our 

opening times and only 4% of patients reported 
being quite dissatisfied or very dissatisfied with 
our opening times. 

 

The practice is open on alternate Saturdays 
from 8.30-11.30. Pre-bookable 

appointments are available with a GP and a 
Practice Nurse. 

 

 

Our Telephone System 
 

76% of patients surveyed found it easy or 

fairly easy to get through to the practice on the 
telephone, 19% reported that it was not very 
easy to get through to the practice by 
telephone. For those patients who would like to 
speak to a doctor or nurse on the telephone 
95% found it very easy or fairly easy to speak 
to a GP on the telephone and 96% found it 
very easy or fairly easy to speak to a Practice 
Nurse on the telephone. 

89% of patients found ordering a repeat 

prescription by telephone easy or fairly easy. 
 

The repeat prescription telephone line, 
01327 843507 is open from 8.30-10.30 and 
5.30-6pm for ordering items, please allow 

36 hours before collecting the prescription. 
Repeat prescriptions can be requested 

through the practice website: 
www.longbuckbydoctors.gpsurgery.net 

 

92% of patients found it easy or fairly easy 

to collect test results by telephone. 
  
 

To try and allow patients who require 
appointments first thing in the morning we 
request that patients telephone to collect 

test results between 11am and 2pm. 

 

Looking to our new telephone system, we 
hoped to gauge our patients feelings on 
functions within a telephone system that 
patients would find acceptable. You reported 
the following: 

94% of the patients surveyed 
would recommend the practice 

to someone new to the area. 



 
When implementing the new system we would 
like to include as many of the concerns that 
have been raised, some of which include, but 
are not limited to: 
‘consider patients with no touch tone 
telephone’ 
‘some [telephone systems] do not give the right 
options’ 
‘please do not play crass music on hold’ 
‘inform patients better of the dedicated lines 
available for repeat prescriptions and test 
results etc’ 
‘there can be too many recorded options to go 
through’ 
Next Steps 
We have met with some of our Practice 
Participation Forum members and we have 
discussed the findings of the survey reported 
upon here. We have agreed a number of 
requirements for the new telephone system. 
These include: 

 A partly automated service with limited 
options to press 

 Ensure that the welcome to the system 
informs patients without a touch tone 
how to get through to a receptionist 

 Call recording 
 The ability for patients and other callers 

to be connected directly to key 
personnel, i.e. Medical Secretary, 
registrations administrator, medical 
reports, rather than the receptionist 
answering and forwarding the call on to 
the necessary member of staff 

 Voicemail options for administration 
staff to avoid repeat calls through 
reception 

 A cancellation line with a direct dial 
number 

 Some recorded practice information to 
be available 

 
Both the Patient Participation Group’s objective 
and the main concern of the practice is to 

ensure that our patients can still be connected 
quickly to a receptionist and although there will 
be a small change to the system. 
 
The partly automated system will be installed 
to connect callers who wish to speak to 
administrative staff directly to that person 
rather than the call being answered by a 
receptionist. Our aim is that our receptionists 
then speak to patients and can deal with their 
queries with less of a delay. 
 

The practice has had a Patient Participation 
Group since February 2007 and our 

members are Mr. Williams (Chair), Mrs. 
Davis, Mrs. Pollard, Mrs Jones, Mrs. White, 

Mr. Sewell and Ms. Hall 

 
We have had the hardware for the system 
installed already and we are waiting for some 
of the functionality to be installed shortly.  

 
We do not expect the telephone service to 
be interrupted whilst these changes take 
place. 

19% of our surveyed patients had 

commented that it is not very easy or not easy 
at all to get through to the practice by 
telephone, and we hope that we can improve 
on this from the changes we are implementing.  
Once all of the changes are in place and we 
have used the system for a month, we intend 
to survey the patients again to see if the 
system has brought about the improvements 
we require and if any further changes need to 
be made. 
 
We would like to thank everyone that helped to 
design, implement and who completed the 
questionnaire. If you would like feedback from 
the practice and you are available via e-mail, 
please register to be part of our Virtual Patient 
Participation Group. This is an e-mail group 
where we hope to let you know of our surveys 
and the results and changes that happen 
within the practice. Please pick up a form at 
reception to register or e-mail 
longbuckbypatientforum@nhs.net 
 

98% of patients would be prepared to use 

an appointment cancellation line 

75% of patients would be prepared to use 

a partly automated telephone service 

94% of patients would like to know their 

queue position if they are left on hold 

62% of patients would like an option to 

listen to recorded information about clinic 
times and practice information 

The practice telephone numbers will not 
change and charges that you pay to call 

into the practice will not change. 
 There IS NOT a premium rate call 
charge attached to this system. 

longbuckbypatientforum@nhs.net

