Rookery Patient Survey Analysis: May 2026
This year we have had almost the same number of responses as last year (over 900). This is a great response and we grateful for all your feedback on how you feel the Practice is performing.
As I do every year, I have personally reviewed every comment submitted. While some responses were understandably passionate, each offered valuable insight. Bringing together such a diverse range of views is not without its challenges; however, several clear themes have emerged. I will seek to address these in my response to Question 10.
The survey results are as follows:

1. Please rate the length of time it takes to get through to the Practice on the phone.
73.4% Good or above (2025: 69%) / 26.6% average or below (2025: 31%)
It is encouraging to see an improvement on last year’s performance. Improving telephone access during our busiest periods has been a key focus, and we have tried to direct additional resources to these peak times — including clinicians assisting on the phones during the early morning period to help reduce call queues.
That said, around a quarter of patients still rate their experience as average or below, and we recognise that this is not where we want to be. To help address this, we have recruited additional staff to support the busiest periods, and we hope that, once fully trained, they will make a significant further improvement to patients’ experience of getting through on the phone.
2. Please rate how easy it is to navigate the telephone system options.
84% of respondents rated the system as straightforward and easy to navigate, with a further 12% saying it was much the same as contacting any other service or company. We are pleased that patients are finding the process simpler than in previous years, and we have made a conscious effort to keep recorded messaging to a minimum wherever possible.
3. How satisfied are you with our triage system (i.e. when you feel you need to be seen on the same day)?
Of those who expressed a preference:
93.6% satisfied (2025: 91.5%) / 6.4% dissatisfied (2025: 8.5%)
It is encouraging to see that we have recovered from the slight dip reported last year. We are proud of the same-day access we can provide, and to see our ratings improve despite continually increasing demand is particularly rewarding.


4. Please rate the standard of care you receive from the doctors.
92.9% Good or above (2025: 89.5%)

A good improvement in this area too which we are pleased with. We have recruited an extra 8 session GP in the past few months so, hopefully, that performance will continue to improve. 

5. Please rate the standard of care you receive from the nurses.
96% Good or above (2025: 95%)

Thank you once again for your kind recognition of our nursing team. Your positive feedback regarding their professionalism and the high standard of care they provide is greatly appreciated and very encouraging.

6. Please rate the standard of care you receive from the reception team.
90.9% Good or above (2025: 88.6%)

It is very pleasing to see that the reception team has improved its performance over the past year. As noted above, this remains a highly demanding role, particularly given the continued national focus on reducing the 8 a.m. rush.
We still need to refine the balance to ensure we have the right resources in the right place at the right time, but it is encouraging to hear that the team is delivering a good service under considerable pressure.


7. Please rate the standard of care you receive from the dispensary team.
90.4% Good or above (2025: 89%) 

It is encouraging to see that the Dispensary has improved its performance compared with last year. Over the past twelve months, we have lost several very experienced team members, and it has been challenging to bring new starters up to the same level during a period of transition.
Against the backdrop of an increasingly busy delivery service and a growing number of dosette boxes being prepared, the improvement in satisfaction levels is particularly positive to see.
 

8. Please rate the Practice website (www.rookerymedicalcentre.co.uk)
91% of patients who use the website find it useful, which represents a slight decrease from last year’s figure of 92%. I will look to set aside additional time to ensure the site is updated more regularly, although this can be challenging alongside my wider responsibilities. Nonetheless, it is an area I am keen to improve going forward.

9. If you have contacted the Practice electronically (e-consult, online form, direct email, via Systm Online etc.) please rate the service you have received? 
80% Good or above (2025: 74%)
It is good to see an improvement in this area compared with last year, reflecting the significant work undertaken to ensure requests are processed in a timelier manner.
This aspect of primary care continues to grow, with more patients choosing the convenience of digital access via smartphones, particularly through the NHS App.
We are currently reviewing our online consultation tool, eConsult, to assess whether there are additional tools or systems that could further enhance the patient experience.

10. What areas do you think the Practice can improve?
As in previous years, we received a wide range of comments reflecting the diverse experiences and perspectives of our patient community. Most responses were fair, constructive, and thoughtfully expressed, and we would like to extend our sincere thanks to everyone who took the time to complete the survey and provide detailed feedback.

Below, I attach a summary of the key themes identified in your comments, together with our responses to each. We hope this reflects the importance we place on your feedback and our continued commitment to making meaningful improvements wherever we can.
	


	
11. What things do you think the Practice does well?
We would like to sincerely thank everyone who took the time to share positive feedback about our services. We recognise that, given the significant pressures currently facing primary care funding, we are not always able to deliver everything we would wish. This makes your thoughtful and balanced comments especially valued. The whole team greatly appreciates your support and understanding.

Below is a summary of some of the positive feedback we were pleased to receive. Thank you again for your support.




12. Thinking about the Practice as a whole (including clinical and non-clinical staff) how do you rate the overall quality of service?
92.5% Good or above (2025: 89% / 2024: 88% /2023: 83% / 2022: 75%)
The Practice would like to thank all respondents for completing the questionnaire.
We are pleased to see an improvement in our overall satisfaction score and remain committed to carefully reviewing all feedback as we continue to develop and improve our services.

Best wishes

Scott
Practice Manager
26th May 2026
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Patient Survey 2026 – summary of comments on improvement areas 

Overview

· 549 patient responses analysed

· Feedback is consistent and actionable, with clear themes

· Overall sentiment: generally positive, but with some operational frustrations



Key Findings

1. Access to Appointments – Primary Issue

· Difficulty securing appointments, particularly routine care

· Long waits (often 2–3 weeks) for routine issues 

· Reliance on 8am same-day model is widely criticised

· Limited flexibility for working patients (lack of evenings/weekends)



2. Telephone Access – Major Pressure Point

· Long wait times and answered call delays

· Calls dropped / poor callback experience

· Insufficient capacity at peak times



3. Continuity of Care – Strong Expectation

· High demand to see a preferred GP

· Frustration with repeating history

· Poor continuity impacts complex and long-term care



4. Face-to-Face Access

· Clear preference for more in-person consultations

· Concerns about over-reliance on telephone triage



5. Digital Access & Online Systems

· eConsult system seen as overly complex and repetitive

· Website navigation criticised

· Some digital exclusion evident (especially older patients)



6. Reception & Triage Experience

· Mixed feedback: 

· Some very positive

· Others report difficulty getting appointment they want

· Concern about non-clinical staff triaging access



7. Communication & Follow-Up

· Delays in: 

· Test results

· Letters

· Follow-up care

· Lack of clarity over who initiates contact



8. Prescriptions & Dispensary

· Issues with: 

· Processing delays

· Communication with pharmacies

· Monthly repeat burden



9. Accessibility & Inclusion

· Barriers for: 

· Elderly patients

· Disabled/housebound patients

· Hearing-impaired patients



10. Environment & Facilities

· Feedback on: 

· Seating comfort

· Waiting areas

· General environment



Strategic Interpretation

The feedback highlights a system under some pressure 

Core patient priorities are:

· Easier access

· Better communication

· Continuity of care

· Reduced system complexity

Encouragingly:

· Many patients describe care as “excellent” once accessed

· Areas where improvements are needed are operational and achievable



Priority Areas

Priority 1: Access Redesign

· Rebalance blended model (same-day + pre-bookable) – work has already started on this

· Enable advance booking (1–2 weeks) – being discussed at our Appointments Working Group meetings



Priority 2: Telephony Improvement

· Increase staffing at peak times – additional resource has been hired

· Improve callback functionality (time windows)

· Monitor call performance metrics – already in place



Priority 3: Continuity Model

· Implement named/regular GP approach for key cohorts – this is already in place, but we need to look at the parameters we currently use

· Protect continuity appointments – again, make sure that this being extended to ALL patients who need it



Priority 4: Digital & Website Simplification

· Streamline eConsult – alternative providers are being considered

· Improve website usability

· Expand online booking where appropriate



Priority 5: Patient Experience (Reception & Frontline)

· Communication training

· Standardised triage approach – template for this is being designed

· Improve confidentiality and consistency



Supporting Improvements

· Prescription process optimisation – an IT solution is being sought for this

· Accessibility pathways for vulnerable patients

· Minor estate/environment upgrades



Conclusion

The practice is fundamentally strong, but access, communication and system design are limiting patient experience. Targeted operational changes will deliver significant and rapid improvement in patient experience.
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Patient Survey 2026 – summary of comments on improvement areas 

Overview

· 549 patient responses analysed

· Feedback is consistent and actionable, with clear themes

· Overall sentiment: generally positive, but with some operational frustrations



Key Findings

1. Access to Appointments – Primary Issue

· Difficulty securing appointments, particularly routine care

· Long waits (often 2–3 weeks) for routine issues 

· Reliance on 8am same-day model is widely criticised

· Limited flexibility for working patients (lack of evenings/weekends)



2. Telephone Access – Major Pressure Point

· Long wait times and answered call delays

· Calls dropped / poor callback experience

· Insufficient capacity at peak times



3. Continuity of Care – Strong Expectation

· High demand to see a preferred GP

· Frustration with repeating history

· Poor continuity impacts complex and long-term care



4. Face-to-Face Access

· Clear preference for more in-person consultations

· Concerns about over-reliance on telephone triage



5. Digital Access & Online Systems

· eConsult system seen as overly complex and repetitive

· Website navigation criticised

· Some digital exclusion evident (especially older patients)



6. Reception & Triage Experience

· Mixed feedback: 

· Some very positive

· Others report difficulty getting appointment they want

· Concern about non-clinical staff triaging access



7. Communication & Follow-Up

· Delays in: 

· Test results

· Letters

· Follow-up care

· Lack of clarity over who initiates contact



8. Prescriptions & Dispensary

· Issues with: 

· Processing delays

· Communication with pharmacies

· Monthly repeat burden



9. Accessibility & Inclusion

· Barriers for: 

· Elderly patients

· Disabled/housebound patients

· Hearing-impaired patients



10. Environment & Facilities

· Feedback on: 

· Seating comfort

· Waiting areas

· General environment



Strategic Interpretation

The feedback highlights a system under some pressure 

Core patient priorities are:

· Easier access

· Better communication

· Continuity of care

· Reduced system complexity

Encouragingly:

· Many patients describe care as “excellent” once accessed

· Areas where improvements are needed are operational and achievable



Priority Areas

Priority 1: Access Redesign

· Rebalance blended model (same-day + pre-bookable) – work has already started on this

· Enable advance booking (1–2 weeks) – being discussed at our Appointments Working Group meetings



Priority 2: Telephony Improvement

· Increase staffing at peak times – additional resource has been hired

· Improve callback functionality (time windows)

· Monitor call performance metrics – already in place



Priority 3: Continuity Model

· Implement named/regular GP approach for key cohorts – this is already in place, but we need to look at the parameters we currently use

· Protect continuity appointments – again, make sure that this being extended to ALL patients who need it



Priority 4: Digital & Website Simplification

· Streamline eConsult – alternative providers are being considered

· Improve website usability

· Expand online booking where appropriate



Priority 5: Patient Experience (Reception & Frontline)

· Communication training

· Standardised triage approach – template for this is being designed

· Improve confidentiality and consistency



Supporting Improvements

· Prescription process optimisation – an IT solution is being sought for this

· Accessibility pathways for vulnerable patients

· Minor estate/environment upgrades



Conclusion

The practice is fundamentally strong, but access, communication and system design are limiting patient experience. Targeted operational changes will deliver significant and rapid improvement in patient experience.














