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DR DUGGLEBY& PARTNERS 

STOKESLEY HEALTH CENTRE 

 
PATIENT PARTICIPATION SURVEY 2012-13  (Appendix C)  

 

COMMENTS 

 

FOR 

 

 Outstanding practice.  We’re very fortunate.  Thank you. 
 

 Lucky to have present facility – hope it can maintain standards. 

 

 We are “happy”. 
 

 Reception staff always very helpful – thank you ! 
 

 Find the reception staff generally very pleasant and helpful (pleasant always 
helps with health concerns). 

 

 I really cannot comment because, fortunately, I have had little wrong! 

 

 Many thanks for the first class help to see my doctor. 
 

 All staff very helpful and pleasant. 
 

 Just great service. 

  

AGAINST 

 

Appointments - same day 

 

 “The basic problem surgeries have with appointments is :- 
 

1) People are not “ill” to order !  At a constant rate e.g. surgery load varies on a 

daily basis – say 20-80 people per day wanting urgent appointments. 

2) Available resources will vary i.e. doctor examination slot. 

3) If say to try to be fair to all potential patients you allow 3 minutes per 

appointment telephone call and require patients to telephone for example 8.00 

a.m. to 10.00 a.m. – you have 120 min/3 min = 40 slots. 

4) If you have more than 40 patients trying to book a same day appointment – 

some will always be disappointed. 

5) Even with the maximum 40/day – patient call will collide i.e. they don’t 

telephone in sequence so many will still feel frustrated trying to dial to find a 

free slot !     

 

To improve things you could try :- 
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1) Try to reduce the number in the day who will try to call 8.00 a.m. to 10.00 

a.m. by educating patients (with a handout) as to alternatives e.g. a) telephone 

10.00 a.m. to 5.00 p.m. if not urgent – removes non-urgent patients from 

queue b) advise of NHS Direct option i.e. other people they can call. 

2) Try to optimise each appointment telephone call i.e. if it takes 3 minutes on 

average – think of a standard procedure/script to reduce this to say 1 minute. 

This would increase number of call slots from e.g. 120/3 = 40 to 120/1 = 120 

so less patient calls would collide and patients would feel they get through 

more quickly. 

 

With infinite resources and infinite time it’s not a problem !!  In real world it is !  

Note: An automated call handling system that informs caller “You are number x in the 

queue” reduces caller frustration !    

 

More radical solution  

Another problem is that first 40 patients get same day appointments.  But say on busy 

day next 20 canot get appointment – but maybe these are really ill ones !  If you have 

120 slots – record all 60 and call most recent 40 back.   

– But a lot of work and probably not practical (although fairer!). 

– Would need to triage based on telephone call records.”   

 

 Time of appointment for that day very short and trying to get through on 
telephone at 8.00 a.m. very difficult. 

 

 Told to ring at 8.00 a.m. - sometimes wait 15 minutes to be answered then 
appointments have been taken. 

 

 Don’t all ring up at 8.00 a.m. for appointment.  

 

 Getting a doctor appointment on the day is difficult.  I use repeated “redial” at 
8.00 a.m. timed to the second.  Without a “redial” facility on my phone my 

fingers would be worn out.  

 

 If I come at 7.50 a.m. to request an appointment I don’t expect to jump the 
queue but it would be nice to be asked before you answer the phones.  

 

 I don’t know the answer to getting through in the first hour (in order to cancel 

a morning appointment on that day) – possibly transfer to a message-leaving 

service.  

 

 Phoning at 8.00 a.m. for an appointment is difficult – line busy and then when 
eventually I get through there are no appointments left.  Not sure how to 

address this ?  More staff to answer phones at 8.00 a.m. ?  Or a different 

system completely ?  

 

 I do not like having to phone between 8-8.30 a.m. for appointments and then 
not being able to get an appointment. 
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 I appreciate the need for a system but it is frustrating having to ring in at 8.00 
a.m. and put up with all lines engaged.  However, with perseverance I have 

always received an appointment. 

 

Appointments in advance 

 

 It is almost impossible to have an appointment in advance. 

 

 The facility to make advance appointments makes life simpler for us (the 
patient) – perhaps a 2 week window could operate ? 

 

 More pre-bookable appointments released earlier.  
 

 Could improve ability to book in advance i.e. 4-2 days. 
 

 Would be most helpful if we make appointments in advance. 

 

 More pre-bookable appointments please. 
 

 More advance appointments would be useful. 
 

 Making appointments in advance for people that work. 

 

 Able to make appointments in advance but lead time is too long. 
 

 Ability to make advanced appointments instead just on the day. 
 

 Don’t say you can book in advance when it’s never available. 

 

Appointments  - GP of choice 

 

 Online booking with GP of your choice. 

 

Appointments – general 

 

 I think the doctors should work extra hours and, therefore, more appointments 
would be available. 

 

 More information online of hours doctors are available for appointments. 
    

 Increase number of online appointments available. 

 

 Keep to appointment times. 
 

 Never enough appointments to see Dr Francis!  Too popular!  Thank you for 
your care. 

 

 Internet booking appointments.   
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 Out of hours appointments for people who work. 
 

 A greater willingness to offer out of hours appointments for those who are at 

work would be helpful.  

 

 

Telephone Services 

 

 Telephone line often engaged and then when answered given message that 
staff are all busy and put back on hold.  Requires specific attention. 

 

 I feel that anyone with hearing or understanding problems could have 
problems with the automated telephone system. 

 

 Find the telephone reception staff very abrupt and think a friendly approach 
would be much better. 

  

Other 

 

 It would be advantageous to be able to speak to someone about existing 

medical conditions, not for diagnosis or px, but to understand better.   

 

 Being able to e-mail my GP and communicate directly would be excellent and 
make the health centre more efficient. 

 

 Reintroduce magazines in waiting area. 
 

 Improve prescription process and accuracy of medication. 

 

 Make it easier to request repeat prescriptions, having to write a letter is 
ridiculous !   

 

 A list of doctors in surgery each day on the whiteboard would save time at the 
desk for those of us who call in to make appointments. 

 

 If you can get past reception things not too bad. 
 

 What happened to the magazines in the waiting area ?  Please bring them 

back.  

 

 Treat patients as people not numbers. 
 

 Would like some magazines in the waiting area ! 
 

 

 

  


