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The Hedges Medical Centre Patient Survey Report 2012/2013 

 

Introduction 

The Hedges Medical Centre Patient Representative Group was formed in 2011, and 

has compiled two annual surveys for the practice.  A report from the first annual survey 

can be viewed on the web-site.  

The group met in November 2012 to discuss priorities and questions for the 2012/2013 

survey. It was agreed to keep broadly to the same questions as in the 2011/2012 

survey, with some minor changes to make some questions clearer.  Eleven questions 

were agreed and these covered availability, waiting times, reception, satisfaction with 

treatment, and overall satisfaction with the surgery. The group agreed that 100 

responses would be satisfactory. 

The survey ran in the months of December and January. It was presented on the 

practice web-site so that patients could complete it on line. It was also given out to 

patients as a paper copy as they entered the surgery. 104 patients completed the 

survey, of which 100 were completed as paper copies.  

Major Points from the 2012/2013 Survey 

 97% of patients felt that they could be seen for urgent appointments on the 

same day, and 84% for non-urgent appointments. This is a 5% improvement for 

an urgent appointment and a 10% improvement for non-urgent appointments 

from the 2011/2012 survey. 

 80% of patients are satisfied or very satisfied with the opening hours, with 20% 

feeing that there could be an improvement. 

 The 2011/2012 survey suggested that access by phone was an issue. Following 

this result, extra support was provided during peak times. However, this remains 

an issue for many patients. 

 Patients are much more aware that they can speak to a doctor or nurse, or 

obtain test results, on the phone, than in 2011/2012.  

 Most respondents are very satisfied or satisfied with their treatment from 

reception staff. 

 There has been an improvement from 2011/2012 in patient satisfaction for the 

length of wait for a consultation. 

 Patients are generally very satisfied with the results of their consultation with 

their doctor.  

 There was an increase from 2011/2012 of patients who would very definitely, or 

definitely recommend the GP surgery, from 77% to 80% of respondents. 

 

Overall, the results suggest an improvement on the previous year’s survey, 

although with some areas requiring further consideration. 
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Patient Respondents 

77% of the respondents were women, and 98% were white British. More respondents 

were in full or part-time work than when the survey was completed in 2011/12.  Most 

respondents were between the ages of 25-64, and most felt that their  general health 

was either good or very good. The greater numbers of workers completing the survey 

may reflect some of the access issues for that group of people. 

Action Points from the 2011/2012 survey 

Following the results of the 2011/2012 survey, the following actions were taken: 

 The appointment booking system was changed so that patients can now phone 

for a morning or afternoon appointment at 8.30am, rather than having to phone 

back for an afternoon appointment at 2.00pm. 

 More advance appointments are available. 

 On most days, there are three people taking calls at the peak time in the 

morning, rather than two. 

 Telephone consultation slots are now available at the end of morning surgery. 

 The availability of telephone consultations and ringing up for test results has 

been advertised widely. 

 Issues of confidentiality, including the installation of perspex screens have been 

discussed with the Patient Group and the GPs. Discussions are still ongoing as 

to the best way forward. 

2012/2013 Action Plan 

Following the results of the 2012/13 survey and from individual comments from 

patients and the Patient Group, the following plan will be actioned:  

 Consideration will be given to re-arranging the reception area to provide greater 

confidentiality and clarity of access.  

 GPs will book their own appointments in advance from mid-morning onward, 

freeing early appointments for pre-booking through reception 

 Two extra duty doctor appointments will be made available for general booking 

in the afternoon 

 A reconsideration of Jayex Boards and touch screens for signing in, will take 

place (this was rejected by the Patient Group and GPs following the 2011/2012 

survey). 

 Updated customer care training will be provided for all administration and 

reception staff.  

 Patients will be able to book repeat prescriptions on line. 

 Within resources available, (and with the understanding that this may not be 

ultimately possible), consideration will be given to how to make it easier to get 

through on the phone. 

 A number of GP clinics will be piloted to take place later in the afternoon, to 

offer easier access to workers and schoolchildren. 


