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PINFOLD MEDICAL PRACTICE 

Pinfold Lane, Butterknowle, Bishop Auckland DL13 5NX 
www.pinfoldmedical.co.uk  

 

Friends and Family Test Results Report – December 2015 (update) 

 

In this update we have added the Friends & Family Test Reports up to November 2015 well as the updated Waiting Time 

patient survey questionnaire.  The complaints we received since the last report were about waiting times. 

 

INTRODUCTION: 

 

General practice surveys are carried out to help us identify areas of performance improvement and facilitate 

communication between the Practice and its patient population.   Having obtained feedback, it is important that we 

review the results carefully and identify areas of improvement.  We also keep our patients informed of what actions we 

have taken by publishing the results and (this) report on our practice website and waiting room noticeboard.  We share 

the results with our practice staff and discuss improvement strategies, also sharing the positive feedback we receive from 

our patients –this tells us what we are getting right and boosts staff morale. 

 

The Friends & Family Test survey kiosk was first installed in the practice and made available to the public in December 

2014. It is available in several formats: paper version and ‘Elephant Kiosk’ installed in the practice entrance lobby and an 

electronic link accessible from our website.  This report covers the period up to December 2015. 

 

THE RESULTS:  
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ACTION PLAN: 

 

FFT feedback comment 
– trigger point. 

Identified 
priority areas. 

What we did? 

Comments (8) about 
the long waiting time to 
be seen, once arrived 
for appointment.   

Appointment 
experience 

 Refreshed notices asking patients to book one appointment per 
family member. 

 Took the decision to keep with our policy NOT to ask patients to 
book another appointment/ return at another time to discuss 
multiple problems.  Clinicians preferred to give each patient the 
time they need. Some patient feedback seemed to agree with this. 

 Run a patient survey on this one question of waiting times – to 
obtain feedback (majority opinion) as we acknowledge it is a long 
standing issue. 

 
See “Waiting Time” below. 

Administration staff 
issues  

Customer 
Service  

 Customer Service Training (March 2015). 

 Ongoing audit of Customer Service manner. 
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 Updating of Reception Desk notice to make it more visible to 
visitors 

 Improved communication between duty administration staff 

Administration staff 
issues 

Confidentiality  Installation of Life Channel Television (to replace music centre 
which had broken down. This took time to organise and the 
complaint was received during this waiting period). The added 
advantage to Life Channel is that it is also (health) educational and 
can be used by the practice to highlight various health strategies 
and initiatives. 

 Mentoring of new staff to reinforce confidentiality. 

Telephone system 
(music on hold) 

Communication  The music on hold which came with the telephone system has been 
replaced with what we hope will be music that is easier on the 
listener. 

Waiting Time  
 

Customer 
Service 

This refers to the length of time a patient waits to see their GP or 
Practice Nurse once they have arrived for their appointment.  As you 
will see from the attached survey introductory note, it is an issue we 
have struggled to find a solution for and so we took the view that we 
needed to involve our patients in any decision to change the way we do 
things in this regard.   
 
The survey was started in July 2015 and we anticipate it will need to run 
for several months to 

 

Growing our Patient Reference Group: 

 

We continue to struggle to get more people to join our Patient Reference Group.  Historically, we first set up the group 

some ten years ago and at that time arranged evening meetings with guest speakers and catering.  The evening meetings 

were to help those PRG members representing the working population to attend meetings.  We had a group of 

approximately four or five patients initially and a further nine or ten were subsequently invited to join who expressed an 

interest.  Of this latter group, one rang in their apologies and the remainder did not attend and we received no further 

correspondence from them in regard to joining the PRG.  When we got the opportunity to set up a vPRG (virtual PRG) we 

anticipated that our numbers would increase as people would find this much easier but we were disappointed in the poor 

response. 

 

However, we continue with our endeavours and in the past year we have: 

 

1. Started a newsletter with the express purpose of encouraging patients to join our vPRG (the inaugural issue had a 

feature about our PRG, its purpose and how to join etc.) 

2. Placed messages on our waiting room Life Channel TV inviting patients to join our PRG 

3. Continue to have waiting room notices inviting patients to join our PRG 

4. Advertise our website  

5. New Patient Registration pack has an information leaflet about our PRG 

6. We are presently investigating the possibility of having an appropriate message placed on the Friend & Family Test 

Kiosk in the entrance lobby. 

7. We have devised an additional survey of our own as a way of reaching out to and have a conversation with our 

patient population over the waiting time issue (see above).  This has proved very successful (please see report 

above) whilst also ensuring we are able to reach a diverse range of the patient population. 

8. Those patients without technology have patient feedback forms in the entrance lobby including a Suggestion Box. 

Pens are provided but are not always returned! We do replace them! 

 

 


