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Patient Survey 
 

After Consulting with our patient group, we decided this year to ask our patients 

to tell us about their experience of reception. The survey results are available at 

reception and on our website. Thank you to all our patients to who took the time 

to complete our questionnaire at the surgery or on line. We received a total of 

169 responses. 

 

The results in summary 
 94% of patients found that access to the surgery was very easy or fairly easy 

 93%  reported that the team was very or fairly friendly  and courteous 

 92% reported that the receptionists were either very helpful or fairly helpful 

 53% reported that the reception team were professional 

 31% reported that the reception team were kind 

 18% reported that the reception team were knowledgeable 

 65% reported that the reception area was comfortable 

 45% reported that the reception area was clean 

 39% reported that the reception area was tidy 
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Less favourable feedback was 
 4% reported that reception were either not very or fairly friendly  or  courteous 

 2% reported that the receptionists were not very helpful 

 1% reported that the receptionists were not at all helpful 

 1% reported that the reception team were not professional 

 3% reported that the reception area was not very comfortable 

 4% reported that the reception area was not very clean 

 2% reported that the reception area was not very tidy 

 1% reported that the reception area was very untidy 

 

 

What the survey tells us and what we plan to do as a result 

 

Access 
Many patients answered the question about access to comment on the difficulty of 

getting an appointment and getting through over the telephone. Getting an 

appointment with a GP of your choice at the time of your choice is a problem not just 

at Barton House but across the borough and probably across the country. More and 

more patients are seen in general practice today than ever before. In the past, patients 

with chronic conditions were monitored and seen in hospital. Today, these patients 

are assessed and reviewed by their GP. This is a good thing but results in the practice 

having fewer ordinary appointments available overall. At Barton House there are a 

total of 770 GP appointments per week not including clinics and 310 nurse 

appointments. Despite this, we struggle to meet demand. 

 

The appointment system at Barton House has been developed so that any patient who 

needs to see a GP on the day will either be offered an appointment or can speak to a 

GP. Patients should call at 8.30am to either book an on-the-day appointment or book 

a call back from the on-call doctor. Should there be no appointments left when you 

call, reception will offer you a call-back. The GP will endeavour to call you within 

the hour and should you need to be seen you will be given an appointment for later in 

the morning or in the afternoon.  

 

You can of course book ahead, but depending on the availability of appointments, 

you may need to wait a week to 10 days. 

 

You can now also book a telephone consultation with a GP. These are for issues such 

as wanting to discuss results or one-off queries that are not urgent. 

 

 



Getting through on the telephone: 
A frequent gripe from patients is the difficulty of getting through over the telephone. 

We are aware of this problem. We have 8 lines and usually, four receptionists on 

duty at any one time. Our telephone system is old and does not have a facility to 

queue callers. When reception are busy on other calls or attending to patients, the 

telephone tone continues to ring rather than inform the caller that they are on hold. 

We are in the process of looking into a new telephone system which we hope to 

have in place within the next few months. We hope that this will improve patients’ 

experience when  phoning the practice. 

 

“Patient Access” has now gone live which enables you to order repeat prescriptions 

and book appointments. We would like to encourage patients to use this facility so 

that we can assess how successful this new facility is to patients. Please ask 

reception how to get your log-on PIN. 

 

Being overheard at reception:  16% of patients reported that they are not happy 

about being overheard at reception.  The reception area is open and there is little 

scope to alter the physical design of it. However, we have reminded  reception to be 

aware of the need for discretion and ask patients who may prefer to speak in a quiet 

corner or out of earshot of other patients to offer this. 

 

Patients who had a negative experience or were unhappy about reception: 

There were  4 out of a total of 169 patients who reported various concerns that 

amounted to complaints.  Despite this small number, we take all complaints and 

criticism seriously and try to resolve these matters as quickly and effectively as 

possible. It is difficult in a survey of this kind to respond to patients with specific 

complaints as the survey is anonymous and therefore the practice is unable to 

investigate these matters. However, should you wish to make a complaint, please 

ask to speak to the reception supervisor or practice manager. Our complaints 

procedure and forms are available at reception and can be downloaded from our 

website. 

 

Signage: A few patients commented that the signage at the front of the building is 

unclear and faded. The practice will apply to NHS Property Services to update and 

improve the exterior signage which is indeed in need of improvement.  

 

Car parking: Some patients asked that parking be available for patients. This is not 

possible due to shortage of space and the large number of staff working at the 

medical centre as well as at the GP practice. We are unable to change this and can 

only suggest that patients use public transport or walk to visit the surgery. There are 

no surgeries in Hackney where patient parking is available. 

 

 



Patients not being informed when surgeries are running late:  
This was a comment frequently made in the survey. Reception have been reminded 

to make general announcements to patients sitting in both waiting areas and also to 

advise patients when they arrive, how late (or not) their doctor’s surgery is running. 

 

Other News…. 
 
Pharmacy First 
You can get free advice and medication for minor ailments from your local 

pharmacist. This scheme is very useful for patients who do not need to see a GP but 

need some advice and/or medication for minor illnesses. Ask reception for a form to 

register for Pharmacy First. 

 

Care.Data 

This continues to be a controversial  project which has been put on hold for the time 

being (6 months at least) There is information on our website about Care.Data as 

well as links to other sources of information. 

 

Staff news 
We are delighted to have working with us a new medical secretary. Farzana Alam 

joined us at the beginning of March and will be a welcome addition to our 

secretarial team.   

 

Dr Williams and Dr Humphreys will both be off on maternity leave in April and 

May respectively. We wish them well and look forward to seeing them back 2015. 

We have starting with us in June Dr Amy Banks with whom we look forward to 

working. She will be with us for a year covering for Dr Humphreys and Dr 

Williams.  
 

 

 


