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Compliments

The surgery was pleased to receive many compliments throughout the year. Many of these were 
informal and verbal, and some were received as written letters. The areas that were mentioned 

included the appreciation of care provided by the surgery, the helpfulness of staff, prompt access 
to appointments, and the practice website.

Complaints

The surgery received 13 complaints during the year. 6 complaints were received verbally, and 7 
were written (2 of these were received by email). The complaints could be grouped into the 

following categories:
1. Communication via reception (attitude)

2. Communication via clinical staff about medication dose changes
3. Communication via clinical staff regarding appropriate clinical care

4. Communication surrounding test results
5. Referral processes (NHS and private)

6. Infection control procedures (handwashing)
7. Provision of services under the NHS

8. Appointment access for emergencies
9. Appointment access after arriving late for a booked appointment

In each instance the complaint was acknowledged and dealt with by the practice manager and a 

member of the clinical staff in a timely manner (most frequently within 24 hours). On one occasion 
the complainant was contacted after 3 days due to the complaint being passed to a member of 

clinical staff rather than the practice manager.
Each complaint was discussed with the relevant member(s) of staff, and the practice manager, and 

a response was issued either verbally or written (through letter or email dependent on how the 
initial complaint was received).

At each stage we attempted to resolve any issues that were raised, identify the learning that arose 
from each complaint, and discuss the issues more widely amongst the partners and the wider 

clinical and administrative staff at scheduled monthly meetings following receipt of the complaint. 
As a surgery, we are planning to explore how the surgery can improve the way in which it 

communicates with registered patients and their carers and relatives, as this seemed to be a 
common theme raised throughout the year.



Friends and Family Test

The surgery received 1638 responses to the Friends and Family Test from 03/03/2017 to 
02/03/2018. This was a 74% response rate to the 2228 appointments that generated the request.

The vast majority (1415 patients, 86.4%) indicated they would be extremely likely to recommend 
the surgery, with a further 147 patients (9%) indicating they would be likely to recommend the 

surgery (total of 95.4% extremely likely or likely to recommend the surgery).
19 patients (1.7%) were neither likely or unlikely to recommend the surgery.

22 patients (1.3%) were unlikely to recommend the surgery, with a further 25 patients (1.5%) 
indicating they would be very unlikely to recommend the surgery.

The surgery received 23 individual comments through the family and friends test, all of which were 
positive and were shared with the staff at the surgery.

Significant Events
The surgery discussed 5 significant events this year. The issues raised were:

1. Administrative error from the Health Visitor team regarding a referral from the surgery
2. How advice about purchasing over the counter medications is shared with patients

3. Administrative issue regarding the new Electronic Referral System and how appointments are 
made (involving 2 separate scenarios)

4. Administration of live vaccinations
All significant events were discussed at the partners monthly meetings, and also at the monthly 

staff meetings where this was considered appropriate. We have updated our communications with 
the Health Visitor team, considered how to give advice about purchasing over the counter 

medications, reviewed our procedures for making appointments through the currently evolving 
Electronic Referral System, and also reviewed the system of checks that are conducted prior to 

administering live vaccinations.

Dr Kate Hodder
GP Partner

2.4.18


