
 Report on Survey conducted by Patients Voice October 2017  

 

Sample Details 

 10-16 17-30 31-45 46-59 60-70 71-80 80+ 

males 0 1 8 6 12 14 4          45 

females 0 3 9 2 10 13 6          43 

undeclared 0 1 3 4 6 7 2          23 

Total=111 0 5 20 12 28 34 12       111 

 

Time Frame: Survey was undertaken on October 7th and 21st at various intervals during the Flu 

Immunisation Surgeries between 9a.m. and 11.30a.m. 

Note: Age group 31-45 in particular were accompanied by children who were receiving the vaccine. 

 

Survey Data 

As agreed the survey was kept to two key questions. Responses were grouped in categories as below 

in order to allow for more meaningful discussion. An any comments opportunity was offered at the 

end of the survey. 

 

Question 1. What do you value most about using this surgery? 

Responses indicated 18 differently worded answers. These were grouped into the following 

categories: 

 Surgery Experience  

 Reception /Customer Experience 

 Medical Services  

Surgery Experience 

With surgery experience the location of the surgery was mentioned 42 times as being most valued 

by patients. The availability of information once, services offered once. The surgery itself mentioned 

three times without elaboration but within context of other responses this could be realistically 

interpreted as feeling like a family practice. 

Appointments were mentioned 25 times as being valued because patients had been able to see a GP 

quickly, on 3 occasions statements were made that these were valued especially for young children. 

 

 

 



 Reception/Customer Experience  

This was mentioned 52 times as being valued. Key descriptors used were: 

 Friendly 

 Helpful 

 Caring 

 Professional 

 Respect 

 Medical Services 

Doctors were mentioned 31 times in relation to value with Dr Love being named 5 times and Dr 

Lewis twice. Having access to a female GP was mentioned once. Prompt referrals were mentioned 

once and seeing the same GP was mentioned 6 times .Nurses were mentioned once. Continuity of 

GPs and staff was mentioned 4 times. 

Question 2. What suggestion do you have that could improve things? 

There were 21 differently worded responses to this question. 

 20 suggestions were about the phone lines with patients suggesting more lines into the 

surgery to deal with problems at 8.30a.m. Failing this some on line accessibility  ( this was a 

particular suggestion of the 31-45 year olds sampled) 

 14 patients suggested increased parking provision but none suggested how this might be 

achieved. 

 7 patients suggested one evening or very early morning surgery once a week JUST for 

working patients who find normal surgery hours difficult. 

 2 patients suggested that because of the stairs to the upstairs consulting room being steep 

all children’s appointments should be downstairs. 

 1 patient suggested that having a nurse available daily for support for patients with mental 

health issues would be useful. 

 1 patient would like to go back to repeat prescriptions at the pharmacy 

 

 

 

 

 

 

 



 

 

Any other comments? 

No you’re perfect 

We love our doctors, always very helpful to our family, would highly recommend this doctors. 

Happy with Practice 

Good, organised and friendly 

Dr Melrose’s instincts were amazing as he sent my daughter for a blood test that showed she had 

leukaemia. Within 4 days she was on treatment. Amazing! 

Fantastic pharmacy service at Olton 

No very happy 

Use new technology more. Internet, twitter. 

Appointments scheduled should start on time 

We hope we never need to change surgery 

Stop any further cuts and stop privatisation 

I liked the system of going/phoning pharmacy for repeat prescription but I believe the government 

has stopped this. 

Not always easy to get appointment 

When you very rarely come to the surgery like myself, trying to get a telephone appointment is 

waiting 4 days to speak your GP you could die in that time something need doing about this issue 

Thank you 

Thank you an excellent service 

Very good environment and team 

Keep up the good work 

Very pleased with the service 

No air in the waiting room 

Very good 

Only thanks to all 

Best surgery in the West Midlands 



St Margaret’s Practice is very good. Nurses and staff 

No, everything ok 

No 

No 

A good doctors Practice 

Very pleased with the online appointment and repeat prescription, works well 

1st Class 

Very happy and satisfied with service 

Generally one of the most satisfying Practices with which we’ve been associated 

Everyone is so pleasant! 

No excellent Practice 

Entirely happy with things as they are! 

No way can you get through at 8.30 

Service quite good 

Long established patients treated well 

Everything first rate 

Always found the staff and medical staff efficient and caring 

Like the on- line service 

 

Key information by age group of key things valued by patients about the surgery 

 

17-30: Customer Service and location of the surgery 

31-45: Location of surgery, doctors and customer service 

46-59: Location of the surgery and customer service 

60-70: Doctors, location of the surgery and customer service 

71-80: Friendly helpful reception, location of surgery and ease of appointments 

80+: Location of surgery and ease of appointments 



 

Next Steps: 

1. Agreed that the sample size could be modelled against the total patient size by age to develop an 

understanding of numbers. Without doubt, despite issues about the stairs in the surgery patients 

liked where St Margaret’s was located in terms of proximity and accessibility to their homes. There is 

a clear message here that any attempts to move the surgery into a bigger practice arena, further 

away would not be well received by patients. Older patients in particular mentioned access to 

doctors who knew them and they trusted as something they valued.  

2. There continue to be some problems with getting through to make appointments in the morning. 

This is particularly problematic for those working or who have to get children to school. A suggestion 

was made for at least one late or early morning surgery per week open only to those in work. This is 

something we would like the Practice to seriously consider alongside the Ask My GPsystem . 

3. Report to go onto the Practice website . 

4. Newsletter to highlight the report and also offer information to patients about facilities the 

surgery can offer if patients inform them ahead of appointments. 

 

Patients Note 

We would like to thank all patients who gave their time in completing this survey. If you did not take 

part in the survey but have a contribution to make please email the Practice with your comments 

and we will add them in as we revise the data. This survey will be repeated in 12 months time. 

 

 


