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THE LONG BUCKBY PRACTICE 

 
Patient Access Survey 

 
As a practice, we are always investigating ways to ensure that our patients can contact us at a time and 
using a method that is most convenient to them. During 2012 we asked for our patients comments on our 
telephone system. We listened to these comments and installed a new system which allows the support 
staff in the practice to bypass the patient line when dialing out of the practice and also allows our patients 
to be put through directly to the member of support staff they require. We hope that this has gone some 
way to improving access for our patients. This year our focus has been to look at other ways patients may 
wish to contact us and how we can contact our patients.  
 
At the beginning of March 2013, 14% of our patients have been registered to use on-line booking service. 
This service allows our patients to book pre-bookable appointments (including Saturday appointments) 
with any of our doctors. You can see the appointment times which are available and book the appointment 
you find the most convenient. We have 14% of the list registered to use this service, during February 2013 
and this time approximately 12.25% of our pre-bookable GP appointments were made using the on line 
facility.  
 
From the patients who responded to the access questionnaire we had in the practice in February, 32% of 
respondents were registered for on-line booking and 65% were not registered. We were interested to 
know of those who used on-line booking, if there is anything that made using the system difficult, 28% of 
respondents said ‘No’ and only 3% reported a problem with their passwords.  It was useful to know that 
there were no specific barriers i.e. the on line system is too difficult to use, that were preventing patients 
from using the system. 
 
For those using the on-line appointment system, patients reported that they us it in the following way: 
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65% of patients who responded to the questionnaire were not registered for on-line booking, although 73% 
of these were aware of the on-line facility. It was good to know that patients were aware of this service, 
even if they do not want to use it. Of those patients not registered to use the system, their interest in 
registering to use it was as follows: 

 

 
In order to develop the on-line booking system, we needed to know what types of appointments our 
patients would like to have available on-line to be booked. We asked those patients who are currently 
registered for on-line booking and those who would like to register for on-line booking what types of 
appointments they would like to have available on line and the results were: 
 

 

 
This has given the practice a good insight into what our patients would like us to be able to offer through 
our on line booking system. We will start by offering doctor book on the day appointments and blood tests 
on line. Due to the variety in lengths and differing skills of our nurses, their appointments will not be 
available on line at the moment. 
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We also asked our patients about texting appointment reminders, requests to contact the surgery etc. As a 
surgery we would like to reduce the number of patients that ‘Did Not Attend’ (DNA) their appointments. 
During February 37 doctors appointments were DNA’s, that equates to be just over 6 hours of doctor time, 
when our doctors have been waiting for patients who did not arrive. Four patients who DNA’d in February 
had missed appointments that they had booked as ‘same day’ appointments. Although the number of 
DNA’s within this practice is not significant any missed appointments are wasted and this time could be 
used for another patient. We would like to reduce the number of DNA’s as much as possible and where 
appropriate to do so and where patients agree we would like to offer a text reminder service to our 
patients. We can also use this service to ask patients to contact the surgery to obtain tests results etc. 
 
Of those patients who replied the majority would like the practice to offer a text reminder and request to 
contact the surgery service: 
 

 
 
We would like our patients to opt into this service rather than assume that patients would like to be 
included: 
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83% of patients surveyed left their mobile number so that we can contact them by text. We already have a 
number of patients mobiles on our system. Once we have up-dated the new numbers that have been left, 
we intend to send out a text: 
 
‘This is the Long Buckby Practice, we would like to offer you text reminders and requests to contact the 
surgery, if you do not wish to receive these messages please contact the surgery to opt out.’ 
 
We would then like to start reminding all of our patients of their appointment times and where it is 
suitable, asking patients to contact the surergy i.e. following test results. It is important to note that the 
message from the practice will not contain any specific details about why we are asking the patient to 
contact us, the message will simply request the patient to telephone reception. 
 
We predict that over the next month some same day and blood test appointments will be available on line. 
A request to opt out of the texting system will be sent to all patients who currently have a mobile number 
on their records. Once this is complete, towards the middle of April we will start to send reminder texts to 
patients who have booked pre-bookable appointments and those who need to contact the surgery to 
obtain test results.  


