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Bearsted Patient Participation Group 

Patient Survey 2017 

 

Introduction 

The aim of the Patient Participation Group (PPG) is to represent constructively to 

the Bearsted Practice the views of patients regarding the service provided to 

them. With this in mind we designed a short, anonymous survey, asking patients 

to tell us about their experience of coming to the surgery and for their views 

about how it might be improved. 

The PPG had previously conducted a patient survey in 2014, receiving 

responses from 94 patients. In 2017, we received 304 replies to a similar survey. 

Given that the registered number of patients is over 13,000, this could not be 

considered a representative sample of patient views, however it has generated 

some useful information and comments to give back to the surgery. In the last 

year, the surgery has started to use texts, emails and online services to contact 

patients for appointments, prescriptions and to give general information. We 

wanted to see if these changes had been welcomed by patients and were 

working well. 

Survey respondents told us that booking for afternoon appointments at a specific 

time is limiting for some patients, especially those at work or school.  Using 

technology such as texts and online services for prescriptions and appointments 

is welcomed. Not many people like waiting for a long time at the Walk-in and wait 

clinic. Patients looked for information as to why the surgery closed at lunchtime, 

why they needed to queue outside for the morning surgery and for some clear 

understanding as to the procedure for the Walk-In clinic, indicating that more 

work could be done to explain surgery systems. On the whole patients were more 

than happy with the service they received from the surgery. 

What we did 

The PPG designed a survey using a template from SurveyMonkey. We circulated 

this online to members of the PPG’s email group in June and sent a reminder to 

them in July. The group has a membership of approximately 250 patients. We 

also asked the surgery to send a text with the surveymonkey website address to 

patients. Over 7,961 texts were sent out. As we knew that not all patients use 

email or know about the existence and purpose of the PPG, we also produced a 

similar paper copy of the survey which we handed to patients waiting for the 

Walk-In and Wait clinic. We also left some copies on the PPG table in the 

reception waiting area and at Madginford Library, but we did not get a response 

from this site. Some patients took the paper copy home with them and returned it 

to the suggestion box at the surgery. 
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What Patients Told Us 

 

1. The PPG plan to support patients with health education and are going to 
arrange a series of talks on relevant topics.  Which would be of most 
interest to you?  Please rank from 1 to 6, with 1 being your highest 
preference 
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74 patients answered this question. Not all respondents gave a preference of 1-6. 

Some highlighted their particular area of interest, or sometimes rated two topics 

with a 1 score. 
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2. How well do you think the surgery communicates the introduction of new 

services e.g. the electronic prescription service, texting, recruitment of a 

paramedic, availability of a health and social care co-ordinator? 

 

 

 

 

 

Over 70% of the responses fell into the Excellent, Good or Satisfactory 

categories. 

295 answered and 11 skipped the question. Of these 295 respondents some 

added comments. 21 patients said they liked the texts.15 said they found the 

excessive texts about the surgery being shut one Bank Holiday irritating. 72 

patients said they didn’t know about any of the new services mentioned in the 

question. 20 said that they only found out about changes to the surgery if they 

went to the surgery. 25 people said that they were happy with the way the 

surgery communicated. 2 people said that the electronic prescription service had 

improved. 

A number of suggestions were made 

• Could patients be advised of new services using the monitor? 

• Could the PPG newsletter be used to keep patients informed of changes? 

• Maybe people need to read the website. Could it be updated? 

• If you don’t have the need to visit the surgery you miss out. Could there be 

posters put in the Chemist or even in the Parish Magazine or notice 

board? 
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3. How well do you think the surgery communicates changes in operating 

practice? 

 

 

 

 

 

 

Over 75% of the responses fell into the Excellent, Good or Satisfactory 

categories. 

 

 298 answered and 8 skipped the question. 122 patients added comments to 

their responses. 17 thought Texts were a helpful way to communicate. 20 people 

said they didn’t know of any changes. 8 people said that unless they went into 

the surgery, they didn’t know what changes had been made to staff or services. 2 

people said they relied on the Receptionists to tell them about changes. 

Three suggestions were made 

• Could there be clear information about the process of using the Walk-In 

clinic. Eg using the side door for early nurse appointments, or coming back 

later for an appointment once you had signed in to reception, therefore 

avoiding a long wait. 

• Use email more frequently to inform patients of changes. 

• Update information on the monitor regularly. 
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4. How would you rate your experience of Patient Online ? 

 

 

 

Over 46% of the responses fell into the Excellent, Good or Satisfactory 

categories. Approaching 46% categorised the experience as “not applicable” 

 

291 Patients answered the question and 13 skipped it. 104 people made 

comments. 25 people said that they didn’t know about the Patient Online system. 

35 people said that they had never used it. 18 said they liked it and found it 

useful. 2 people said they had tried using it but had given up. Other comments 

and suggestions were made: 

• Could the answer phone message be updated 

• I am a new patient but wasn’t told to use the side door for a nurse 

appointment, so missed it. 

• Can we use email and the website to make it easier to understand the 

Online service? 

• I don’t remember being told in advance of planned changes at the surgery. 

There doesn’t seem to be an effective “push “ system for information run 

by the surgery. 

• PPG try and keep patients informed through the newsletter. 

• There are too many old notices that need to be removed or tidied up. 

There can be too many posters 
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5. How would you rate your experience of the afternoon appointments system? 

 

 

 

Over 48% of the responses fell into the Excellent, Good or Satisfactory 

categories. 23% of the respondents were less than satisfied with their patient 

experience. 

 

293 patients answered the question and 11 skipped it.  142 made comments 

which were mainly about the access to afternoon appointments. 68 patients said 

it was hard to get an afternoon appointment. 31 said they hadn’t used it. 19 were 

pleased with the system and 7 made a suggestion that there should be more 

appointments available. The following comments give a flavour of different 

experiences. 

• If you don’t call on Monday at 2.00pm then you will miss the 2 week 

appointment time as they go so quickly. 

• I ring on the day in case there has been a cancellation and that works. 

• I can rarely get an appointment unless a doctor books it for me. 

• You don’t have to wait long and it’s easy to sign in. 

• It’s difficult to get an appointment before school time finishes. Sometimes 

you don’t want to take the children along. 

• I’ve been amazed to hear a receptionist telling someone on the phone to 

come along to the surgery for an appointment, after I have had to wait two 

weeks for mine. Perhaps the system could be explained a bit better? 
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6. What do you like most about the surgery and why? 

Of the total of 306 respondents, 269 answered and 37 did not respond when 

asked “What do you like most about the surgery and why”?  There were 122 

responses containing very positive references to the surgery personnel. 

Repeatedly, we observed words such as kind, caring, helpful, friendly, polite, 

efficient, nice and supportive. 

Examples of comments received included: 

• “Friendly doctors, nurses and receptionists. They listen” 

• “Reception staff are efficient and usually have a smile on their face. 
Doctors I’ve seen seem to care and I don’t feel like a number.” 

The second largest category that people responded, with 81 recorded replies, 

related to the walk-in clinic. And for balance, this compares with only a tiny 

handful who negatively commented about the walk-in system per se.  Later in the 

survey report we will comment on the waiting times that the patients frequently 

commented upon. 

Examples of comments received included: 

• “Grateful to see a doctor on the same day. Friendly, good continuity of 

care. Can always be seen in an emergency.”  

• “Nearly all the staff are approachable bar a couple! I always come away 
feeling that I have been listened to and am being treated well, my children 
have had excellent care so far. The sit and wait service is also excellent 
meaning you know you will get seen for an urgent condition or can wait on 
a day that suits you/work.” 

The reception and staff were what was most liked about the surgery by 60 

respondents.  The vast majority of comments praised the staff highly but there 

were some less positive comments made. 

The surgery and its surrounding were most liked by 20 respondents. 

The convenience of the surgery’s location was most liked by 16 respondents. 

There were 4 respondents who most liked the afternoon appointment system. 

 

 

7. What do you like least about the surgery and why? 

More respondents skipped this question, 60 in total. We received 246 replies 

across a range of areas. It is not clear why fewer responses were received 
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compared to the question above. It was made clear that the survey was 

anonymous and it is possible that people preferred not to make negative 

comments. One reply was given as follows, “Compared to other surgeries that 

my family use, this is the best for accessing a doctor so it would be a pity to have 

a “least like”.” 

The most common least liked aspect of the surgery was the waiting times. There 

were 74 comments in general terms about waiting. Of these, 50 related to waiting 

times in the morning and only 3  to waiting in the afternoon. Comments were 

often quite brief but several patients were moved to write in a little more detail: 

• “Morning queue system – good that you can always see someone but it 

always seems a great waste of time sitting waiting for maybe 2 hours 

possibly catching germs from those around you. If you turn up and the 

receptionist knows it will be at least an hour I feel it would be helpful to 

know, then you could use the time.” 

• “Time waiting to see a doctor at the daily clinics. But the ability to go away 
for a coffee is a good step forward.”  

• “I am generally a very big fan of the surgery. Sometimes it is very busy 
and I don’t like standing in the waiting area when I feel poorly…but what 
can you do?” 

When asked specifically for their main dislike, 46 patients affirmed that there was 

nothing to dislike. 

Various comments were made about the afternoon appointment booking system. 

We categorised and grouped 42 replies as appointment booking difficulties. 

Some comments were to the effect it was difficult to get appointments two weeks 

ahead, that it was necessary to call or get on-line as soon as the appointments 

were released at a specific time on Monday. Contacting the surgery at that one 

specific time presented difficulties for some patients. Interestingly, a small 

number of patients commented upon the desire to have an appointment booked 

further into the future. One example of this is,” The two week window for booking 

appointment is too short. I am abroad quite a lot and if I am away for more than 

two weeks it’s very difficult/impossible to book” 

The Reception was liked the least by 23 patients . Issues with parking was least 

liked by 17 patients. 

The surgery’s opening and closing times were the most least liked feature for 8 

patients. These comments centred on the difficulties that patients had getting to 

the surgery if they worked and there several observations made about the lunch 

time closure of the surgery. 
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8. Other comments and suggestions 

172 patients answered and 132 skipped it. Here are some of the suggestions 

people made. 

• Could there be a ticket system in the mornings so that people could wait in 

the car? 

• Could they improve mental health treatment with a specialist GP? 

• My mother-in-law needed a home visit because she couldn’t get to the 

surgery. The surgery and doctor was very helpful and came out. 

• Why can’t the surgery open up earlier, rather than us waiting outside. Is 

there a good reason not to? 

• It gets hot in the waiting area. Is there a fan or air conditioning? 

• Could there be a tea/coffee machine? 

• Could the waiting room chairs be improved? 

• I’m not clear who is eligible for a regular health check. I don’t understand 

why I can’t have my cholesterol checked more frequently. 

• Any chance of Saturday morning appointments? 

• Can you keep the monitor up to date? 

• Closing for lunch baffles me. Why? 

• I’d like the option to pay a fee to see a GP for a consultation working round 

hours that suit me. 

• The British Heart Donation boxes look a mess in the entrance. 

• If I go to the Walk-in and wait clinic it would be very helpful if the 

receptionist indicated the wait time. If it’s longer than an hour, I could do 

some chores at home and come back. 

• Could there be some hand gel by the automatic check-in? 

• Is there a place away from reception where private matters can be kept 

private? 

• What happens to lost property? 

• Can we get health checks done elsewhere? 

 

 

 



10 

 

9.  Demographics   Age 

 

 

2 respondents skipped the question 

 

10. Demographics  Sex  

 

6 patients skipped the question 
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Summary 

Patient replies indicate that the surgery could improve the way it communicates 

with patients. We recognise that this is particularly difficult for them to do unless 

patients attend the surgery. Even then patients don’t necessarily read leaflets, 

posters or the monitor in the waiting area. The challenge for the surgery is how to 

keep patients informed of changes and services when patients are not regularly 

seeking the information and are not easily contacted.   

The number of responses to the survey 306, has been very small. This is 2.3% of 

the surgery’s registered patients. However, it has been useful to receive their 

feedback. Patients said: 

• They are generally pleased with the treatment and care that they receive 

from the surgery. 

• Nobody likes waiting too long for an appointment. 

• I still don’t understand the morning clinic and afternoon appointment 

systems.  The surgery could make this clearer in their website and at 

Reception.  

• That it’s difficult for the surgery to communicate changes to the practice 

with patients who do not attend the surgery frequently. Texting patients 

with appointment reminders works well but perhaps the use of technology 

using email and improving the monitor display could improve the 

dissemination of general information. 

• That they’d like the surgery to offer preventative health checks. It may be 

that the surgery cannot accommodate everyone wanting these, but 

perhaps other services such as Maidstone Borough Council offers these 

checks? 

• The priority system for young children doesn’t seem to be satisfactory. 

How can the surgery explain this a little better? 

• The Electronic Prescription system has had some teething problems but is 

working better. 

• Receptionists are on the whole seen as helpful and friendly but it appears 

that unless the patient knows to ask them to estimate the wait in the Walk-

In clinic, the information will not necessarily be given. Could the surgery 

encourage patients coming to the Walk-In to check in with reception and 

then return nearer the time that they are likely to be seen? 

• We do not understand why the surgery has to close for lunch so that you 

can’t ring, pick up prescriptions, collect letters etc. Could lunch breaks be 

staggered? Why do people have to queue outside in the mornings? 
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Perhaps the surgery could explain that there are ways to ensure that 

elderly and sick people don’t have to wait outside. 

• We are interested in learning more about specific areas of illness, 

preventing ill health and managing it better, when illness occurs. 

Most of the comments about the service recorded in this survey echo the 

responses given in the 2014 survey. However suggestions made in 2014 for 

booking appointments online are now in place and texting is used more routinely.  

 

Outcomes 

It is not going to be possible to ensure all patients understand the appointment 

systems in place at the surgery but it appears that better use could be made of 

the monitor, website and email to improve understanding. Patients admit that 

they don’t like waiting too long, but if they understand the pressures on the 

service and the best way to use it this will help. 

The PPG will be considering the patient suggestions at their next PPG/Practice 

meeting with the surgery and we will then provide some feedback to patients via 

the PPG email system. We will also print a summary in our next newsletter and 

put the full report on the surgery website.  Patients need to understand how the 

surgery runs and the constraints it is under and to be given the opportunity to 

contribute to improvements. Finding an effective and positive way for staff and 

patients to keep communicating is something that the PPG is hoping we can 

assist with.  

The PPG are planning a Health Talk on understanding and managing the effects 

of Cancer in the autumn as well as providing some information about Mindfulness 

and how this can help you manage anxiety and depression. We are particularly 

interested to support parents and children with this.  

 

Bearsted Patient Participation Group - August 2017 
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