
 

 

 

 

Response to Patient Participation Group Survey of Patient’s Opinion 2019 

April 2019 

Dartmouth Medical Practice would like to thank all those patients who took the time to fill out the recent 

Participation Participation Group Survey of Patient Opinion. We’d also like to extend our gratitude to the 

Patient Participation Group for planning, implementing, distributing and collating the results.  

The responses to the survey were somewhat varied, however, there were some themes that the PPG and 

the Practice have looked to concentrate on.  

 

Continuity of Care 

Continuity of Care was a prominent desire throughout the survey. This feeling is also prominent 

throughout England in the majority of surveys of public opinion across the NHS. Continuity of Care is a no 

less a challenge for DMP (Dartmouth Medical Practice) than it is for the majority of practices in the 

country. We appreciate patient feeling on this and strive to offer continuity of care where possible.  

However, we do have limited resources. Alongside “routine” bookable appointments, we are required to 

provide “urgent” access to a clinician within 2 working days. In order to do this, we have to run an On the 

Day Urgent Care Team alongside routine appointments. This means we have to carefully balance the desire 

for continuity of care (routine appointments), with the need to offer quicker access. The survey results 

show that patients want quicker access, longer appointments, and also continuity of care. We have 

arranged our resources to aim to cater for this and work with the PPG to analyse appointment data to 

make sure we are striking the right balance throughout the year.  

The practice will continue to work with the PPG to fine tune our appointments system according to patient 

need.  

 

Waiting Times 

Waiting times to book a routine appointment were raised as a concern. With reference to the answer 

above, we work alongside the PPG to allocate our resources to best suit the requirements. We have agreed 

a target of a 5 day wait for a routine appointment with a GP with the PPG. We have been successful in 

achieving this target throughout the year, with some variance either side of the target at varying points 

throughout the year.  

The 5 day target aims to provide patients with a routine, bookable appointment with a GP within 5 working 

days. What we are unable to do is provide a target for a specific day with a specific GP. We understand that 

this can cause frustration to patients. At the time of writing this response, we can offer an appointment 

with a GP within 4 working days. The national average waiting time in England is currently 13 working days.  

Some comments referenced frustrations with the 4 week limit on booked appointments. As a result of the 

survey, the practice will extend this to 6 weeks.  

 



  

Triage System 

There were concerns raised about the triage system, specifically the length of time it took for a GP to call a 

patient back. Such a system is, by it’s nature, difficult to predict. In 2018, we dealt with 15,800 requests 

from patients for urgent care through the triage system. The average time that patients waited from 

booking a request with reception, to receiving a phone call from a GP was 24 minutes. As this is an average 

waiting time, there will be times when it takes a member of the team a lot longer to call a patient back, but 

overall, we are pleased with our response times.  

 

Telephone System 

Work is ongoing within the surgery currently to implement a new telephone system. Due to the amount of 

work required, replacing all of the internal wiring within the practice and new direct links with the 

telephone exchange in the town, we aim to have the new phone system in place within the next 12 

months.  

The system will inform patients of where they stand in the queue. We hope that this will be a useful 

feature for patients.  

 

Repeat Prescriptions 

While offering online access to medical records, including requesting repeat prescriptions, we understand 

that with the removal of Managed Repeats (pharmacies requesting repeat prescriptions on behalf of the 

patient) due to changes imposed by the Clinical Commissioning Group has caused difficulties for some 

patients requesting repeat prescriptions. The practice will extend the opening times of the Repeat 

Prescription Telephone Line. We will open this line in the afternoons as well as in the morning, 5 days per 

week.  

 

Digital Services 

We received some feedback on the difficulty of using Online Access (Patient Online). This is a national 

system and one we do not have any control over. We are introducing further ways of accessing Medical 

Records, including the new NHS App as soon as it is available to us.  

We are also looking to hold “Digital Access” workshops locally alongside the PPG and volunteers to aid 

patients in using digital services to access the surgery where this would be beneficial to the patient.  

 

Summary 

The NHS is undergoing significant change at the moment and is under significant pressure across the 

system. As a surgery, we continue to strive to offer the best service we are able to within our access to 

resources available.  

We are currently looking to add an additional 40-50 GP appointments per week through additional GP 

workforce.  

We have offered an additional 9 appointments per week, on a Thursday evening between 6pm and 8pm 

and can now offer additional bookable appointments on a Saturday and Sunday in the GP hub in Paignton. 

We understand that Paignton can be difficult to get to for patients and, within the Torbay and South Devon 

area are looking at the possibility, within resource of bringing a weekend appointment hub closer to 

Dartmouth and the surrounding area. 



  

We will continue to use a 5 day target for routine bookable appointments with a GP.  

We will continue to offer increase continuity of care where possible.  

We are looking to offer additional resource through Extended Hours. Such a service is reliant on other local 

resources being available. This is something the practice is actively engaging in at the moment.  

We are implementing a new phone system which we hope will provide a better system for patients and 

staff alike.  

We will continue to promote online access to records in order that patients can view test results online etc. 

We will continue to work alongside the PPG to improve services and give a full explanation where 

requested improvements are not viable.  
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