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Executive Summary

This year’s patient survey was carried out between 24 and 28th September. There were 424 respondents (~4% 

of the surgery’s registered patients), approximately the same as 2017, with 21% choosing to take part using the 

on-line option. The largest group of respondents were in the 31-45 year age group (31%), 61-75 years (24%) 46-

60 years (19%). 10% of respondents were over 75 years of age. The Practice population figures for these groups are, 

31-45 years = 23%, 61-75 = 12%, 46 – 60 = 22% and over 75 = 5% of the population, so the survey was broadly 

representative of the demographics of Binfield surgery, with a slight over-representation from the 31-45 year olds.

The top three areas identified about the surgery were doctors and nursing staff being friendly and helpful, the 

quality of healthcare provided by GP and nursing team and ability to secure an appointment. 

The three areas that were identified for improvements when asked a free question in the survey, were 

appointment access, appointment punctuality (waiting times being poor) and the surgery premises and 

facilities.  

This apparent conflict of opinion in appointment access demonstrates that the surgery’s system suits many, but 

not all and the issue appears to be in the ability to make follow-up appointments and the communication 

around who is responsible for doing this.

Booking appointments

v  Extended Hours Service at Boundary House Surgery, every evening and Saturday morning with a 

doctor, nurse or Health Care Assistant from the local area, but not necessarily Binfield.

These options are clear on the web-site under PRACTICE – Opening Hours or APPOINTMENTS

Reception Staff
87% very satisfied/satisfied, which is similar to the 2016 and 2017 survey, with many positive comments about 

reception staff. As a reminder, if there are individual grievances, they need to be raised through the practice 

manager, so that appropriate action can be taken.

There is still some confusion over use of the extended hours service and the patient group will be putting 

together some more information about this to help people’s understanding of the choices that are available. 

There are a small number of follow-up appointments available to book in advance, yet once these are gone, the 

on-the-day call is necessary. As we value the ability to be able to see a doctor on the day for emergencies, we 

feel we would like to keep this system, as it is the preferred option most of the time. The on the day 

appointments before 10am are of course not just for emergencies.

There are two systems for seeing a Healthcare professional outside the usual hours: 
v  Practice Extended Access, Monday/Thursday, 6-7.30PM, in the surgery with our doctors and nurses.

Almost all patients (90%) are aware of the ability to book an appointment on the same day and to book over 

the phone and this is highly valued by both patients and within the practice. Binfield is the only surgery within 

the Bracknell & Ascot area  to offer this service.  There were some comments about difficulties in booking 

follow-up or pre-booking longer-term appointments as well as requests to see a female doctor.



The full results from the survey, in graph form, are available below 

Doctors
The quality of healthcare provided by GPs and the attitude of the doctors were regarded two of the top-rated 

areas in the survey. There were isolated comments about the ability to see a female doctor and although this is 

not something that will change, the Patient Group can ensure information about seeing specialist nursing staff 

is as clear as possible, as this may be an appropriate choice for some.

On-line Access
Awareness of on-line access and ability to access medical records, order repeat prescriptions and make 

appointments is quite high (72%), yet further information could be made available to increase this number. The 

patient group will generate further information to this end. 

Blood pressure machine in surgery premises
There is very low usage of the machine being used in the surgery (21%) which could partly be due to its 

proximity to the right of the entrance and is out of sight. The patient group will improve this by appropriate 

signage. 

Waiting Area

Some comments stated that the waiting area has improved since last year, which is encouraging, as this was an 

action following the 2017 survey which was put into place very quickly. There is still the ongoing issue of 

securing new premises, about which information will follow when relevant. 

There is high awareness of the ability to see the practice nurses about vaccinations (81%), dressings (70%) and 

suture removal (53%). There is lower awareness of the ability to have an ECG (39%), family planning (42%) and 

long-term conditions (43%).  There is some confusion over the ability to book ear-syringing or an ECG with a 

practice nurse without having a doctor’s referral. There was a suggestion to provide a list of services available 

from the practice nurses, without requiring a GP consultation, the patient group will follow-up with this 

suggestion. 

 Nursing Staff



Percentage
Very Rarely (Less than twice a year) 19% 0.190023753 80
Occasionally (a few times a year) 56% 0.555819477 234
Frequently (most months)  20% 0.206650831 87

Very Frequently (several times per month)  5% 0.047505938 20
100% 1 421

Over 75 11% 0.106280193 44
61-75 25% 0.246376812 102
46-60 20% 0.198067633 82
31-45 32% 0.31884058 132
18-30 11% 0.106280193 44
Under 18 1% 0.024154589 10

100% 1 414

(v) Extended hours service (appointments) that all 

surgeries in Bracknell and Ascot can book their 

Patients into? 39% 167
(iv) That you can book in reception 82% 346
(iii)That you can book over the phone 91% 386
(iii) That you can book on line 61% 258
(ii) That you can book appointments two weeks in 

advance where available 52% 222

(i) How to book an appointment for the same day 90% 383
424

1. How would you describe how often you come to the Surgery? 

2. What is your age? 

3. Are you aware of the following?
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(i) How to book an appointment for the same day



(vi) Not applicable 1% 0.004750594 2
(v) Very poor 2% 0.023752969 10
(iv) Fairly poor 7% 0.066508314 28
(iii) Neither good nor poor 9% 0.09263658 39
(ii) Fairly good 41% 0.413301663 174
(i) Very good 40% 0.399049881 168

100% 1 421

(ii) No 10% 0.09569378 40
(i) Yes 90% 0.90430622 378

418

(iv) Waiting room area 69% 294
(iii) Overall Customer Service from Reception 

team 72% 306
(ii) Telephone manner of receptionists 76% 323

(i) Friendliness/helpfulness of Reception staff 87% 367
424

4. Overall how would you describe your experience of making an appointment at the surgery?

5. Were you able to get an appointment to see or speak to someone the last time you tried?

6. The Practice aims to maintain a good and patient friendly reception service at all times. Based on your 

own experiences in the last 12 months, please rate your satisfaction with the aspects of the Reception 

service below. Please tick all that apply. 
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No 25% 0.253658537 104
Yes 75% 0.746341463 306

410

No 32% 0.324074074 35
Yes 68% 0.675925926 73

108

Cytology (Smear tests) 48% 0.481132075 204
Family planning 42% 0.41745283 177
Ear syringing 45% 0.450471698 191
Suture removal 54% 0.535377358 227
Dressings 70% 0.700471698 297
ECGs 39% 0.389150943 165
Vaccinations 82% 0.816037736 346
Long term conditions        43% 0.426886792 181

424

No 80% 0.797136038 334
Yes 20% 0.202863962 85

419

10. Have you used the machine in the waiting room to test your blood pressure in the last 12 months?

7. The practice has sent out communications and held events regarding online access to try to increase 

its use. Are you aware of the ability to access your medical record, order repeat prescriptions, make 

appointments and other useful services using online access?

8. If you have a disability, impairment or sensory loss, does Binfield Surgery provide the necessary 

services to support and communicate with you appropriately?

9. Feedback has shown that some patients are not aware of who they can book appointments with for 

different conditions. Our Practice Nurses are more appropriately qualified for the following conditions 

Are you aware you can see a nurse for the following 
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No 93% 0.933962264 297
Yes 7% 0.066037736 21

318

No 36% 0.361111111 143
Yes 64% 0.638888889 253

396

None of the above – am happy with things as they 

are 22% 0.22181146 120

Doctors and nursing staff friendliness/helpfulness 6% 0.059149723 32
Receptions team friendliness/helpfulness 5% 0.053604436 29

Appointment punctuality – waiting times are poor   21% 0.208872458 113
Quality of healthcare provided by the GP and 

nursing team 6% 0.059149723 32
The Surgery premises and facilities 13% 0.133086876 72
Appointment access  27% 0.264325323 143

100% 1 541

Receptions team’s friendliness and helpfulness  9% 0.090609555 110
Appointment punctuality – usually seen on time 

or when advised on check in  5% 0.05354201 65
Having a named GP 5% 0.047775947 58
The Surgery’s location  15% 0.145799012 177
Quality of healthcare provided by the GP and 

nursing team 17% 0.172981878 210
The Surgery’s premises and facilities 7% 0.065897858 80
Appointment access – ability to get an 

appointment 17% 0.171334432 208

Doctors and nursing staff are friendly and helpful 25% 0.252059308 306
100% 1214

11. Do you look after someone else, are you a carer? 

12. The Practice regularly send out Newsletters to the patients with an email address registered with the 

surgery, who have consented. Are you aware of this?

13. What do you think are the things that most need improving at the Binfield Surgery? 

14. What do you think are the top three things about Binfield Surgery?
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