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Are you happy with the ease of 
contacting our practice on the phone?

73% 17% 10%

Suggestions of a recorded 
message being placed on 
the phone recordings whilst 
patients are in the queue to 
speak to a receptionist 
advising them of the option 
to register for online 
services to book 
appointments.

The practice has received feedback over the 
last 12 months from patients contacting us 
by phone. The Practice has since moved to a 
new provider in an attempt to improve the 
phone service. 

1: New phone system has increased the 
number of phones able to receive an 
incoming call                                             2: 
Increase the number of staff on the 
phones during peak times                         3: 
Review monthly call analytics and adjust 
staff accordingly                               4: 
Implementation of E-consult to direct 
patients to online access as opposed to 
contacting the practice by phone

May-20

1. message recorded on 
telephone messages.
2. where available full 
staff on phones at peak 
times.
3. to be actioned 
4.  E-consult is in now up 
and running at the 
practice

How do you normally book your 
appointment to see a Doctor or Nurse 
at the practice

24%          
in person 

56%         
by phone

18%         
on line

Suggestions of a recorded 
message being placed on 
the phone recordings whilst 
patients are in the queue to 
speak to a receptionist 
advising them of the option 
to register for online 
services to book 
appointments.

The practice has worked along side the CCG 
to pilot E-consult to increase the number of 
patients accessing our services online. The 
practice is committed to offering 25% of 
appointments online by the end of the 
financial year in a bid to improve access and 
type of access for patients.

1: Pilot e-consult with GPs                        2: 
Work alongside the CCG and patients to 
provide feedback on e-consult                                                                        
3: Increase access to services via e-
consult                                                                           
4: Reduce the demand on the telephone 
system                                                 5: Work 
towards achieving 25% of appointments 
online                                      6: Robust 
advertising campaign to patients which 
includes websites, Facebook, text 
messages & posters

May-20

1.E-Consult is now up and 
running at the practice.
2. ongoing
3. Ongoing
4. will be measured by 
patients booking e-
consults and having online 
access
5. Ongoing
6. Ongoing.

Are you aware of how to contact a 
member of the Patient Representative 
Group should you have a suggestion about 
the surgery?

22% 66% 12%

give Locality Manger email 
address who will then 
forward to the PPG Chair.

The PRG play a pivotal role in ensuring the 
patient voice is part of the day to day 
running and service improvement of the 
surgery. 

1: Display PRG info on website and 
Facebook                                                          
2: Message on Part B of prescription slips                                                                     
3: Profile of the PRG to be included in a 
potential newsletter                                              
4: Contact us and email address for PRG 
on the website                                                  
5:Text messages advertising the PRG 

May-20

1.  Adverts on website and 
facebook
2. Information placed on 
Part B of prescripton 
13.12.19
3. PRG profile included in 
newslettter.
4.  PPG Chair confirms 
email address can be 
shared with patients 
maureen@kube-
group.com 
5. Text messages sent 
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