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253 Surveys were sent out 
108 Surveys were returned 

This equates to a 40% completion rate 
To help us improve our service to you,  

Please complete the survey report if you receive one. 

Overall Improvement 
  

You reported an overall improvement in the majority of 
our services to you in the last 12 months. 

‘Who, Why and When’  
  

This is a patient education leaflet that we have produced 
to help you to know,  

‘Who, Why and When’ 
You need to be seen.  A poster is displayed in our waiting 
room, alternatively speak to reception to request a copy 

to read and keep at home.  

 

 
 
 
 
 

What We Did Well… 
You said... 

  
You have confidence in our nursing team. 

Our nursing team are good at involving you in decisions 
about your care. 

You have trust and confidence in our nursing team.  
Your overall experience of the surgery is good.  

  
  
  
  
  



 
% Of Convenient Appointments 

  
Our weekday opening hours are still the same, although 

we have opened for longer on a Saturday morning for 
pre-booked appointments. 

If appointment times are not convenient we can always 
offer you GP+ which is based in 

Bury St Edmunds in the evenings. 

  
  

Did Not Attend 
  

We would request that when you cannot attend an 
appointment you let us know to cancel this.  There is an 
option on our phone line to leave a message to cancel 

your appointment. 
We can always offer your appointment to another 

patient, even at short notice. 

Comments or Complaints 
  

You commented that we did not have chairs in our 
waiting room with arms on.  We now have some chairs 

in our waiting room with arms on. 

 
 

What We Did Well… 
You said... 

It was now easier to get through on the phone. 
That our receptionists were helpful. 

That you were able to speak to a Doctor. 
It was a good experience making an appointment. 

You did not wait too long to be seen. 
You had trust and  confidence in our doctors. 

You felt the Doctor gave you enough time and was good 
at listening and giving you results. 

You said that you would recommend this surgery to 
someone relocating to the area.  
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%  Of patients who said the nurse was good at listening and 
explaining results to them 

  
Again, we can only apologise for this, again we feel that this 

could be due to work load, but we did shorten our nurse 
appointment times slightly, to be able to offer you more 

appointments. 

% Of Patients waiting more than 15 minutes past their 
appointment time to be seen 

  
We can only apologise for this, we put this down to our 

increasing patient list size and the increasing workload on 
our GPs. 

Phone System 
  

We changed our phone system from a ‘hunt system’ to 
a ‘queuing system’ so that telephone calls are 

answered in turn.  Our phone lines do get very busy 
and we do our best to answer them as quickly as 

possible. 

Feedback  
  

We appreciate all of your comments and any 
feedback, both positive and negative. 

Should you feel the need to complain, please see the 
leaflet below or ask to speak to the  

HR or Business Manager. 


