
BURHAM SURGERY – GP MANAGEMENT MEETING 

HELD ON TUESDAY 11
TH

 March  01.00 PM 

Present:    

Dr Latif 

Dr Kamlow 

Dr Rajesh 

Dr Collins 

Liz Mackenzie, Practice Nurse 

Sandra Swanborough, Reception Manager 

Susan Hancock, Practice Nurse 

Carol Banham, Dispensary Manager 

 

Apologies – Dr Rajesh  

 

 

 

 

 

This meeting was held to discuss the Survey Results for 2013 -2014.  This survey was carried 

out by our patient participation group and analysed by Bob Spence and Liz Mackenzie. 

 

The results of this survey had been discussed by the PPG on 26
th

 February  2014 when it had 

been reported that they had received good feedback from patients in the waiting room, 

most of whom were happy to complete the survey. 

 

Last year’s survey (March 2013) there were 61 responses to the survey and this year (March 

2014) 159 responses. 

 

A copy of the survey was distributed together with a copy of the patients’ comments.  

(please see attached) 

 

It was noted that the scores were decreased in the following areas: 

 

 2013 2014 

Does our telephone system allow your call to be answered quickly? 85% 68.55% 

Do you think our opening hours are of 09.00-18.30 Monday to Friday are 

suitable for your needs? 
91% 

No Saturday 

opening in 2013 

Do you think our opening hours are of 09.00-18.30 Monday to Friday and 

9.00 am – 11.30 am Saturday are suitable for your needs? 
 87.42% 

When you visited the surgery were you treated with respect and dignity? 100% 98.11% 



 2013 2014 

We introduced a triage nurse service for patients who wish to speak 

urgently with a health professional and to triage home visit requests.   

Do you think this service is a benefit to patients? 

83% 71.7% 

Do you think the surgery has the right system in place when offering 

appointments? 
77% 62.26% 

In the past six months has there been an instance where the surgery 

could not offer you an appointment with the doctor of your choice? 
23.00% 38.36% 

If you could not book to see the doctor of your choice were you offered 

an alternative choice? 
23% 67.3% 

Before you took this survey did you know the practice had a Patient 

Group? 
58% 33.33% 

Do you think the Patient Participation Group is a benefit to patients? 59% 46.54% 

 

Despite the apparent decrease in scores, the doctors and staff were very pleased by the 

positive comments received on the questionnaires.  It was felt that these comments gave a 

very different picture to that of the questionnaire. 

 

It was pointed out by Liz that at our recent Care Quality Commission Inspection the CQC 

Inspector reported that all patients interviewed were extremely satisfied by the service.  This 

too was reported by the member of the Patient Participation Group who distributed the 

Survey to patients. 

 

The survey results had been discussed at a PPG meeting on26th February 2014 when the 

group had suggested that the surgery should look at ways of improving patients ability to 

access appointments and a number of recommendations were made including improving the 

number of telephone lines to the surgery. 

 

Sandra Swanborough stated that in the morning the lines were extremely busy and this 

would be of benefit.  It was agreed that BT should be contacted with a view to upgrading the 

system to enhance access for patients.  LM to contact BT with a view to this work being 

carried out within the next few months. 

 

A further discussion ensured around the fact that in 2013 91% of patients reported that they 

considered opening hours of 8.00 am – 18.30 pm Monday to Friday were satisfactory. 

 

In 2104 despite the practice increasing opening hours by providing a Saturday morning 

surgery this percentage dropped to 87.42%. 

 

It was also noted that although the percentage of patients wishing to make an appointment 

with their usual doctor had decreased, the number of patients being offered an appointment 

with an alternative doctor had increased. 



 

As there has been an increase in the use of locum doctors as a result of two doctors being on 

extended sick leave, this may have impacted on patient’s choice of doctor. 

 

This year’s survey had also requested information on patient access to the building mainly as 

the issue of patient parking which had been raised by the PPG.  The survey had indeed 

highlighted this problem and it was agreed that Maldon District Council should be contacted 

with a view to finding a satisfactory solution. 

 

The whole team agreed that there had been very few instances of patients expressing 

dissatisfaction and indeed most patients offered their thanks and praises for the service 

given which is always a morale booster for the staff. 

 


