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COLWALL SURGERY 

Patient Liaison Group 

Executive Summary of Patient Survey Results September 2019 

The Local Patient Liaison Group (PLG) was established in January 2012. The group has 

continued to invite Patients to participate in various ways: the Surgery Newsletter: the 

village magazine ‘the Clock’; the website; and a notice in the waiting room. For patients 

keen to join the group, they are invited to write to the Chair of the PLG and the request is 

presented to the group for discussion and this continues to work well.  

The Surgery undertook a Patient Survey in May 2019 in order to gain the opinions and 

experiences of the patients. In previous years, following the patient survey, action plans 

were devised with the help of the PLG. Questionnaires were given to patients to complete 

when attending the Surgery for an appointment. The results are summarised below (please 

note: for the summary, percentages are calculated using the number of responses for the 

question and not the overall number of responders). When asked to rate questions, there 

were five options for patients to choose: ‘poor’; ‘fair’; ‘good’; ‘very good’; and ‘excellent’. 

Results from previous years’ surveys have been included for comparison. 

The survey is a good indicator of how busy the surgery is, for example, 34.7% of patients 

had seen a GP more than five times in the previous twelve months, 43.4% had seen a GP 

between three and four times, and 26.1% had seen a GP once or twice.. The surgery excels 

in good communication with our patients and we support our patients well and know and 

understand their needs. Continuity of care for our patients is a great asset for a small 

practice and hugely valued by the local population. 

Patient Surveys over the years 

The patient survey is undertaken regularly each year with the aim of continually identifying 

ways to improve the service. This year, the results from six years’ worth of patient surveys 

have been compared in tabular form (Appendix 1). The results from each year have been 

combined to give an average score which is found in the last column of each graph.  

For 2019, access to see a particular GP has improved significantly with 52.4% of patients 

saying they saw a GP the same day when asking for an appointment. Requesting an 

appointment to see any GP the same day has always been significantly high in that 66.7% of 

patients are seen (average being 58.2%). Alternatively, 95% of patients requesting a 

telephone consultation have successfully spoken to the GP. 

The quality of care continues to be high for both doctors and nurses. The Surgery has 

worked very hard to ensure continuity of care by booking the same GP Locums over the last 

couple of years. By doing this, the Locums become familiar with how the surgery operates 

and the patients that use the service.  
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The Friends and Family Test (FFT) was introduced into the NHS in April 2013 & subsequently 

rolled out to General Practice in 2014. The FFT is a tool for patients to give feedback about 

their experience of services. A simple question asks how likely, on a scale ranging from: 

extremely likely to extremely unlikely, a person is to recommend the service to a friend or 

family member if they needed similar care or treatment. The question (Q.11) was included 

in the Patient Survey from 2015. The FFT asks people if they would recommend the services 

they have used and offers a range of responses. 

 

Some Comments from Patients about our service: 

 

The comments from patients largely fell into two categories: the high quality of the service; 

and limited resources. Please see the comments below: 

 

Quality  

• The feeling that you matter 

• Dr Newey saved my life by diagnosing after a brief consultation that I had cancer. 

Her attention to detail and efficiency has and is excellent. I cannot praise Dr Newey 

highly enough 

• Patience of the doctor, follow up, brilliant  

• Excellent surgery and team of nurses and support staff 

• Dr Newey excellent 

• Have had excellent care 

• I cannot fault the care I have been given 

• One to one attention, too good to need improvement 

• Always ready to listen and helpful explanations given 

• I have appreciated how thorough Dr Newey has been with an ongoing issue 

• None. The surgery is super! 

• Have had excellent care 

• I cannot fault the care I have been given 

• One to one attention, too good to need improvement 

• Friendliness of everyone. Could not be more professional. No improvement needed. 

Resources 

• Colwall Surgery is the same as any other in the UK 

• I think we are all aware of the pressures on GPs & Surgeries. Colwall is growing in 

size and need, and better premises/more GPs will be needed fairly soon. 

• Telephone answering. Another permanent doc.  

• I have no problems, and happily accept short delays because of the pressure you are 

all under 

• All the staff, inc GPs and Admin are thoughtful and patient, and very helpful. The 

difficulty is always in getting appointments if needed. Fortunately, I rarely need. 

Room for Improvement 

• If we know the names of the receptionists it would establish a more friendly 

relationship  
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• The Main Issue is the telephone system – v. poor, constantly asking for answers to 

be repeated 

Actions  

 

1. Dr. Newey to re-do Telephone Introduction (as it’s very quiet) 

2. If possible, to record a second message with added information – For example, ring 

after 2.30pm for results, prescriptions.  

   

Accessing the Service – Information for Patients: 

 

The Surgery is open each day Monday to Friday from 8.30 am to 6.00 pm (8.00am – 8.30 am 

is for emergencies only). Additionally, the surgery offers both GP and nurse appointments as 

part of the Extended Hours agreement held with NHS England. Patients can either 

telephone the Surgery for an appointment (tel: 01684 540323) or by visiting the Surgery. 

 

Recommendations and Commendations 

 

We always welcome any suggestions that patients may have which would help contribute 

towards the excellent service we give. These can be sent to either the Practice Manager or 

the Chair of the PPG.
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