
2015 patient survey results 

 

Q1. How many times have you needed to visit the surgery in the last 6 months? 

Q2. Are you aware that we offer booked appointments with a doctor once a 

week from 6:30-8pm and once a fortnight on a Saturday from 9am-12noon? 

These appointments are available on a first come first served basis and are 

mainly intended for those in full time work or education  who struggle to make 

it to the surgery during normal working hours.  



Q3. How do you usually book your appointments to see a doctor, nurse or 

health care assistant? 

Q4. Which method would you PREFER to use to book your appointment? (not 

necessarily the way you do now). 

The telephone is always the most popular way to be able to book appoint-

ments. Please be aware that  the busiest time of day for the phone lines is from 

8:15-9:30.  

 



Q5. In the past 6 months how easy have you found getting through to the  

surgery on the telephone? 

 

Q6.  Are you aware that we offer telephone conversations with the doctor or 

nurse for problems that are able to be discussed over the telephone? 

If you would like to speak to a doctor or nurse over the telephone, please in-

form a member of staff who may need to ask you the nature of the call in order 

to direct you to the right practitioner. All our nurses have different specialties 

so by giving us this information your query can be dealt with in the most effi-

cient way. If you need to speak to a doctor, you will normally speak to the doc-

tor on-call that day, not necessarily your preferred doctor. 



Q7. If you answered yes to question 6, in the last 6 months how easy have you 

found being able to speak to a doctor or nurse on the telephone? 

Doctor 

Nurse 

The results indicate that the majority of people who knew they could do this 

had not tried. For the small proportion who found it more tricky to get to 

speak to a doctor or nurse, please be advised that there are occasionally some 

circumstances where it may not be possible to speak to a nurse or doctor 

when requested as  they are often in clinics or on visits. In which case we will 

arrange for someone to call you back when they are available to do so or book 

an appointment at the earliest opportunity. 



Q8. In the last 6 months, how easy have you found it obtaining test results over 

the telephone? 

Test results are available over the telephone after 2:30pm. This is to allow for 

test results to be transferred from the hospital system to ours. Please also note 

that we cannot give our results to anyone other than the patient they belong to 

with out prior written consent. This is for the data protection of our patients in 

accordance with the law.  

 

Q9. In the past 6 months, have you needed to see a doctor fairly quickly? 



If you answered yes to question 9, were you able to see a doctor within that 

time frame? If you were not seen, why as that? 

Of the small proportion that were unable to be seen in that time frame, the 

reasons were  “there were no appointments available” and “there were no  

appointments available at a time that suited me”.  Our policy is to see any  

patient that  needs immediate medical support  or advice.  If any patient is 

deemed to need to be seen as an emergency, ie. On the same day, we will fit 

you in with the duty doctor, usually after a call from them. If you are unwell, we 

will offer you the soonest available appointment either with a doctor or a  

prescribing nurse. We offer out of hours services on a Tuesday and every other 

Saturday for those with work commitments.  If we have no appointments left 

for the day you are calling and it is NOT an emergency, we may ask you to call 

back first thing the next day or see if you wish to have a telephone consultation. 



Q11. Are you aware that we offer appointments to pre-book to see a doctor 

each morning up to two weeks in advance? 

These appointments are run on a first come first served basis and are usually 

the first appointments of the morning. They are mainly intended for people 

with ongoing health  concerns who know they need to be seen on a specific 

day. We offer the morning appointments in advance to be sure that these slots 

are filled meaning that we don’t waste as many appointment slots. If you nook 

one of these slots and are unable to make the appointment, please inform us as 

soon as possible in order for us to re-fil the appointment slot.. 

Q12. In the last 6 months, if you tried to pre-book an appointment, were you 

able to? 



Q13. In the last 6 months, how easy was it for you to get an appointment with a 

nurse or health care assistant? 

 

Nurse appointments can be booked several months in advance (eg. For repeat 

blood tests or dressings). Therefore they are often unavailable for on the day 

bookings. If a doctor has requested you have a blood test, we aim for this to be 

done within two weeks and we are often able to do it much sooner than this. If 

the doctor feels that your blood tests are urgent, they will do them themselves 

or organise an emergency appointment for you. This is the same for all routine 

testing we offer at the surgery. If you know you need to be seen several weeks 

in advance, we advise that you book the appointment as soon as possible in  

order for us to give you a suitable appointment time. 

 



Q14. Is there a particular doctor you prefer to see at the surgery? 

Q15. If you answered yes to question 14, how often do you manage to see him/

her? 

We will always do our best to fit you in with the doctor you prefer to see. How-

ever due to unavoidable situations such as annual leave and staff sickness this is 

not always possible.  Please be advised that all our doctors are able to see you 

for acute illness and have full access to your notes screen.  



Q16. How helpful do you find the receptionists at the surgery? 

As a team we try to do our best to answer any questions and deal with patient 

needs as efficiently and helpfully as possible. Please do not hesitate to contact 

us if you have any specific concerns. 

 

Q17. How clean do you find the surgery? 

 

As many of our patients will be aware the main Alverton building is in need of 

some updating but we clean all our premises to an appropriate standard on a 

daily basis.   



Q18. How easy do you find parking at the surgery? 

 

Unfortunately due to the location of both the Alverton and Newlyn branches 

we are unable to offer parking. There is time limited parking along the road 

from the surgery and council parking at St Johns hall in Penzance for a small 

charge. Our clinics at Sainsbury's have the added bonus of a large free carpark 

that will hopefully help our patients that struggle to park in town. 

Q19. Are you aware that we have a website?  www.thealvertonpractice.nhs.uk 



The website is available publicly for general information , prescription re-

ordering and patient registration. From April we are launching “The Waiting 

Room” which is a secure online booking system. Unfortunately we are unable 

to publish test results online due to confidentiality issues.  

 

Q20. What is your age? 


