Thank you to all of the patients who responded
to our 2019 Patient Survey.
The results were encouraging and are
summarised below.

The comments were overwhelmingly positive
and can be viewed in full at
www.highfieldsurgery.com

How many times do you visit High Field Surgery?

If you need to be seen urgently we will give you an appointment on the same
day or following day or arrange to see you as an emergency after surgery.
This might not be with your regular doctor. If you need a non-urgent
appointment we will try our best to give you and appointment within a week
of your call. Please tell us how much you agree with the following statements

We appreciate that many patients need flexible opening times. Our current
opening times are Monday – Friday 8am–6pm. We also offer an extended
hours service at Ireland Wood Surgery including evenings, weekends and
bank holidays. This service is available weekdays 6pm–8pm, Saturdays 8am-

4pm and Sundays and bank holidays 9:15am-3:30pm. Considering our
opening times, please tell us how much you agree with the following
statements

We want to make your visit to the surgery as pleasant as possible. Please tell
us how much you agree with the following statements

Providing excellent clinical care is our priority. Please tell us how much you
agree with the following statements

Constantly improving our service and your experience is high on our priority
list. The feedback from previous surveys has influenced the changes we have
made, and is used by our patient Participation Group to drive surgery
improvements.

Providing services that benefit our patients is of the upmost importance to
us. Considering that we currently provide minor surgery (eg. Removal of
benign skin lesions), travel clinic, leaflets and contact information for
patients who are carers, long term health condition reviews (eg. Asthma,
diabetes, COPD), Family planning& contraceptive advice including coil fitting
and contraceptive implants, child health & baby immunisations, maternity
care, flu clinics, preventive health checks ages 40-74 with no history of CVD,
memory clinics and social prescribing clinics please tell us how much you
agree with the following statements

FAQS & Answers from our 2019 Survey
How long will I have to wait for an appointment?
We aim to offer you a routine appointment at High Field Surgery within a week
however demand for appointments can increase at certain times and the wait
will therefore be longer.

What is the best way to book an appointment?
You can book appointments in a variety of ways such as over the phone or at
the reception desk between our opening hours (08:00am -18:00pm) however
the most efficient way to book an appointment with one of our GP’s is via our
online service. This enables you to be able to see the bookable appointments
our surgery has to offer and this can be done at any time of the day at your
convenience. Alternatively you can also download the NHS App which also
enables you to book appointments online.

Why have you reconfigured the reception area?
This year High Field Surgery undertook the task of updating the reception area
to comply with disabled access requirements and to enable more privacy for
patients when speaking to a receptionist at the desk.
The old desk was a major source of complaints and patient feedback about lack
of privacy.
The check in screen has been relocated closer to the entrance to allow patients
to self-check in much more efficiently and to reduce queues at the reception
desk thus enabling patients who need to speak to a receptionist to do so in
more privacy.

Why don’t the receptionists permanently man the reception
desk?
The receptionists don’t just man the reception desk, but also answer the
telephones and deal with all the administrative tasks such as prescriptions.
Much of this work cannot be completed on reception in order to maintain
patient confidentiality.
We will man the reception desk wherever possible, however the receptionists
have to be flexible especially when dealing with incoming telephone calls. To
this end we have a self-check in screen so all patients can check in without
needing to call a receptionist, and a prescription drop box for repeat
prescription requests.

How do you deal with abuse of the online appointment
booking system?
Abuse of the online system (booking appointment that are not needed, or
booking appointments and failing to attend) is very rare as the vast majority of
patients use the service responsibly.
However, the surgery does remove the online booking facility from any patient
who misuses the service to the detriment of other patients.

