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Patient Satisfaction Survey Results 

 
Aims 

 

The aim of this survey was to assess how the practice is meeting, or not meeting, the 

expectations of its patients.  The data collected will be used to identify any areas for 

improvement within the practice and will be used to formulate a follow up survey, which 

will aim to seek opinion on how patients feel the practice could be improved. 

 

The survey asked ten questions about the general services of the practice and asked 

patients to rate how they felt about each area.  It also included an option to provide 

comments on any areas in which they felt the practice was performing poorly or very 

poorly. 

 

The sample group was 115 patients selected randomly on a ‘first come first serve’ basis 

as and when they entered the practice.   

 

Results 

 

Question 1 
 

Question 1 asked patients how satisfied they were with the overall performance of the 

practice.  The options for answering this question were; very unsatisfied, unsatisfied, 

satisfied or very satisfied. 

 

The answers were as follows: 
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It can be seen that 98% of respondents were either ‘very satisfied’ or ‘satisfied’.  This is 

excellent feedback for the practice which shows that the vast majority of patients are 

happy with the service being provided. 

 

The following comments were left with this question:  

 

“Very well run practice, the staff are great” 

 

“Very satisfied with the practice” 

 

"Can always get an appointment when I want one, the receptionists are friendly and 

helpful" 

 

 

Question 2 
 

Question 2 asked patients to rate the hours that the practice is open for appointments.  

The options for answering this question were; very poor, poor, fair, good, very good and 

excellent. 

 

The answers to this question were as follows: 

 

 
 

It can be seen that 85% of respondents rated the opening times of the practice as either 

‘good’, ‘very good’ or ‘excellent’.  Although this is a good response it is lower than the 

last survey that was conducted in 2015, so during this time patients may have become 

disillusioned with the opening times.  Overall however, the result shows that the surgery 

is generally providing adequate hours for its patients to be seen. 
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A few comments were left on this question with the main issue being that the surgery 

isn’t open late enough for people who work long hours. 

 

Question 3 
 

Question 3 asked patients to rate the telephone system used for booking appointments.  

The options for answering this question were; very poor, poor, fair, good, very good and 

excellent. 

 

The answers to this question were as follows: 
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The answers to this question were slightly disappointing when compared to the previous 

questions, with only 73% of respondents rating the telephone booking system as 

‘excellent’, ‘very good’ or ‘good’.  Although this is still a majority of respondents who 

are happy with the service, that still leaves almost a third of respondents unhappy or 

indifferent to the service. 

 

Comments were invited on this question and a number of comments were left.  The 

comments have been written here verbatim, and are as follows: 

 

"Hard to get through on phone even at 8am"  

 

"If you can't call at 8am you can't get an appointment"  

 

"Sometimes I still can't get an appointment even if I ring at 8am" 

 

"Very difficult to get through" 
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There was a lot of feedback on this area and it does seem to be an issue for patients.  This 

is an area where improvements could be made and further investigation may be 

warranted. 

 

Question 4 
 

Question 4 asked patients to rate the level of care provided to them by the GPs of the 

practice.  The options for answering this question were; very poor, poor, fair, good, very 

good and excellent. 

 

The answers to this question were as follows: 

 

 
 

It can be seen that 95% of patients surveyed rated the level of care provided by the GPs 

as ‘excellent’, ‘very good’ or ‘good’.  Of this figure 54% rated the care as excellent and a 

further 35% rated it as very good.  This is a fantastic response and shows that the level of 

care provided is at the very least meeting the expectations of the patients. 

 

6% of the respondents rated the level of care as ‘fair’ but no comments were left. 

 

Question 5 
 

Question 5 asked patients to rate the level of care provided to them by the Nurses of the 

practice.  The options for answering this question were; very poor, poor, fair, good, very 

good and excellent. 

0% 0% 

6% 

11% 

33% 

50% 

Very Poor 

Poor 

Fair 

Good 

Very Good 

Excellent 



Field Road Health Centre 
 Patient Satisfaction Survey - December 2016  

 

25 January 2017 5 

 

The answers to this question were as follows: 

 

 
 

It can be seen that 98% of patients surveyed rated the level of care provided by the 

Nurses as ‘excellent’, ‘very good’ or ‘good’.  Of this figure 51% rated the care as 

excellent and a further 27% rated it as very good.  This is a fantastic response and shows 

that the level of care provided is at the very least meeting the expectations of the patients. 

 

Question 6 
 

Question 6 asked patients to rate how they feel they are treated by the receptionists within 

the practice.  The options for answering this question were; very poor, poor, fair, good, 

very good and excellent. 

 

The answers to this question were as follows: 
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It can be seen that 97% of patients surveyed rated the conduct of the Receptionists as 

‘excellent’, ‘very good’ or ‘good’.  Of this figure, a massive 63% rated the Receptionists 

as excellent and a further 26% rated them as very good.  This is a fantastic response and 

shows that the Receptionists in the practice are doing an excellent job in looking after the 

patients between their arrival and their consultation. 

 

Disappointingly, three respondents rated the conduct of the receptionists as poor.   

 

Question 7  
Question 7 asked patients how quickly they can get an appointment at the practice.  The 

options for answering this question were; same day, next working day, within 2 working 

days, within 3 working days, within 4 working days and 5 or more working days. 

 

The answers to this question were as follows: 
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The aim of the practice is to see all patients within 2 working days of them requesting an 

appointment.  It can be seen from the survey that only 75% of patients could be seen 

within this timeframe.  This is a slight reduction on the score of 77% from the last survey, 

which shows that the practice has more or less maintained standards in this area. 

 

Question 8  

 
Question 8 asked patients if they can be seen by a GP on the same day if they need to be 

seen urgently.  The options for answering this question were ‘yes’, ‘no’ or ‘don’t 

know/never needed to’. 

 

The answers to this question were as follows: 
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Of the 115 respondents 21% of them had never needed to be seen urgently so could not 

answer ‘yes’ or ‘no’.  Taking this 21% out of the question, this meant that 80% of 

respondents who have needed to be seen urgently were actually able to be seen on the 

same day.  This was an improvement on the score of 78% last survey.  

 

Disappointingly, 18 of the respondents, or 20% of the sample, said that they were not 

able to be seen on the same day if they needed to be seen urgently.  This is an area that 

will need to be addressed going forward. 

 

Question 9 

 
Question 9 asked patients if they had access the EMIS online system.  This was put in to 

get an idea of how many of our patients are using this and if we need to do more to get 

more patients using it. 

 

The answers to this were as follows: 
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It can be seen that 74% of the sample group are using EMIS which is a good thing as the 

practice is actively encouraging patients to sign up to the service. 

 

Question 10 

 
Question 10 was a follow-up question to question 9, asking those patients who aren’t 

currently using EMIS if they are aware of the service. 

 

 
 

Of the 30 people surveyed who don’t use EMIS only 9 of them were unaware that the 

service is offered.  This is a good indicator of the practice having promoted the EMIS 

service and having made its patients aware of its existence. 
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Question 11   

 
Question 11 asked which age group the respondents belonged to.  This question was 

asked solely for information purposes.   

 

The answers were as follows: 

 

 
 

This is consistent with the general age spread of active patients within the practice. 

 

Question 12 

 
Question 12 asked whether the respondents were male of female.  This question was 

asked solely for information purposes.   

 

The answers were as follows: 
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Conclusion 

 

There were many positive aspects to come out of this survey and these can be 

summarized as follows: 

 

Positives 

 

 Nearly all of the participants were satisfied with the overall services provided by 

the practice.  One participant left a comment about the practice saying simply 

“very well run practice, the staff are great” 

 Patients are generally very happy with the level of care they are receiving from 

the GPs and the Nurses 

 Patients are very happy with the conduct and approach of the receptionists at the 

practice, with 86% of respondents rating them as ‘Excellent’ or ‘Very Good’ 

 89% of patients are being seen within 3 working days of requesting an 

appointment 

 80% of patients can be seen the same day if they need an urgent appointment 

 

Negatives 

 

 The biggest negative appears to be the telephone booking system.  This was the 

area that attracted the highest volume of comments and appears to be the main 

issue with patients   

 A number of respondents complained about the opening hours of the surgery, 

saying that their working hours, aligned with the opening hours, made it almost 

impossible to get an appointment without taking time off from work  
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Review 

 

- The main criticism came for the telephone booking system.  Although the results 

here were actually an improvement on the last survey, this is still an area that will 

need to be addressed. 

 

- Appointment times and opening hours seemed to be a big area of concern again 

this time round.  Patients who work late and who work irregular shift patterns felt 

that access to appointments at times convenient to them was a big issue.  The 

possibility of holding later surgeries one day a week could maybe be explored.   

 

 

 

Action Plan 

 

 Discuss appointments system 

 Look at ways to open up more appointments 

 Aim to improve turnaround between patient requesting an appointment and 

getting an appointment 

 


