
 

 

 

 

 

About us 
Healthwatch Leeds is here to help local people get the best out of 
their local health and care services by bringing their voice to those 
who plan and deliver services in Leeds. 



Introduction 

We aim to find out the views and experiences from a wide range of 
people using different services. As part of our engagement we want to 
gather more views from people using GP surgeries.  

We are currently testing models for engagement with people who use 
GP practices. Once developed, we will consider a rolling programme to 
cover a wide range of GP practices in Leeds. 

 

Why we did it 

In October 2017, we carried out the first pilot visits to two surgeries 
East Leeds Medical Centre and Halton Medical Practice. The report for 
these can be found on our website.  

This report forms part of the second phase of the pilot that includes 
visits to a further three surgeries and relates to Robin Lane GP 
Practice.  

The aim of this project was to better understand: 

• How people access their GP services  
• What will help to improve people’s experiences of visiting their 

GP. 
 
What we did 

In April and May 2018 we carried out three visits to Robin Lane GP 
Practice. We gathered views and experiences from patients and carers 
in the surgery waiting areas. We also made observations about the 
environment. The questionnaire consisted of two parts:  

Part 1 asked about patient’s experiences before and during the 
appointment.  

Part 2: asked about patient’s experiences during the appointment.  

We spoke to a total of 35 patients; 26 patients completed both parts of 
the survey. Not all of these answered all of the questions.  

 

 



Summary of findings 

Overall, 83% of patients said that they were either very satisfied or 
satisfied with their GP surgery, noting that the surgery is doing well, 
meets patients’ needs and is “always striving to make improvements”. 
However, there were also some areas identified as in need of 
improvement. 
 
Experiences of appointment system (including access and booking)  

• The majority of patients (88%) understood the appointment 
system. 

• Just over half of patients (54%) told us that it was difficult or 
very difficult to book appointments by phone, mentioning long 
waits and unanswered calls. 

• There was a generally low take up of online prescription services, 
telephone consultations, and getting test results by phone. 

• Patients liked the walk-in system, which they felt meant they 
could more easily get a same day appointment. 

• Patients often had to wait after their appointment time to be 
seen, with 19 (73%) patients saying they waited over 20 minutes. 
 

Information and communication  

• Just under half of patients (43%) told us they did not know how 
or weren’t sure how to feedback comments or concerns to the 
surgery.  

• The majority of patients (80%) were not fully aware of the 
Patient Participation Group at the surgery. 
 

Quality of care and services 

• Patients were generally aware of the different roles of staff 
although there was less awareness of the role of the Advanced 
Nurse Practitioner. 

• The majority of patients found receptionists and clinical staff to 
be helpful and welcoming.   

• Patients were very positive about the recent refurbishment of 
the surgery. 

• Patients felt that there needed to be a better link between the 
surgery and pharmacy to improve their experience.   



Findings 

Experiences of appointment system 

Do you understand the appointment system?  

Yes 31 (88%)  No 2 (6%)  Not sure 2 (6%)  

 

31 (88%) patients said they understood the appointment system. The 
“walk in” service was noted as being a welcome alternative to booking 
an appointment. 

 

17 (48%) patients said it was easy or very easy to book an appointment 
in person. 13 (37%) said they found it difficult or very difficult to do so. 

19 (54%) patients told us that it was difficult or very difficult to book 
appointments by phone. Patients mentioned long waiting times on the 
telephone, taking up to 15 minutes to speak to a receptionist or, in 
some cases, go unanswered. Some patients noted that when calls did 
get answered, only a few appointments remained available which 
could be inconvenient for them. Patients who worked also said phoning 
at 8am to book an appointment was difficult. 

23 (66%) patients told us they didn’t go online to book appointments. 
Patients told us that they liked the ease of the walk-in service as you 
would “definitely get seen” the same day when doing so. 
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27 (77%) patients told us they did not use online repeat prescription 
services, 24 (69%) didn’t use telephone consultations and 26 (74%) did 
not get test results by phone. Some patients mentioned that the online 
prescription services recently changed which stopped them from using 
it. Patients also mentioned missing telephone consultations and having 
to go through multiple people to get results via the phone. 

 

Out of those who needed an urgent appointment, 18 (51%) patients 
said they were able to get a same day or a next day appointment. Two 
patients said they had to wait between two and seven days. Patients 
were satisfied with extended opening hours and walk in services.  

 

How long after your appointment time were you seen? 

On Time Up to 10 min 11-20 min Over 20min Can’t Remember 

3 (12%) 2 (8%) 3 (12%) 17 (65%) 1 (3%) 

 

8 (32%) patients we spoke to said they were seen on time or up to 20 
minutes after their appointment time. 19 (73%) patients said they 
waited over 20 minutes to be seen, two of these told us that they had 
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waited over an hour. Some patients told us that they were happy to 
wait longer when using the walk in service. 

 
 
One patient who said their additional needs were “sometimes met”, 
said that hearing aid support was “okay”. However, another patient 
who also required hearing aids said that their needs were always met. 

 

Information and Communication 

Does your surgery offer appointments on evenings or weekends? 

Yes 29 (83%) No 2 (6%) Not Sure 4 (11%) 

 

29 (83%) patients showed awareness that the surgery offered weekend 
(Saturdays, 8am – 4pm) or evening appointments. 6 (17%) patients said 
they didn’t think the surgery offered evening and weekend 
appointments or weren’t sure. One patient told us that they did not 
know what the weekend/evening hours were.   

During our visit, we observed information displayed that said the 
surgery was open six days a week (Mon – Sat) from 8am to 4pm, but 
that the service could close early if capacity was reached. 
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Out of patients who were delayed, 3 (11%) said they were informed of 
the delay, 7 (27%) said they were not informed and 15 (58%) said they 
weren’t sure.  

 

Do you know how to feedback your comments or concerns about 
surgery?  

Yes 19 (54%) No 12 (34%) Not Sure 3 (9%) N/A 1 (3%) 

 

15 (43%) patients told us they did not know how or weren’t sure how  
to give feedback to the surgery. Texting was the most cited method of 
providing feedback, although some patients also mentioned providing 
feedback through the website, feedback forms, receptionists and 
Practice Manager.  

During our visit, we did not observe any signs about how to feedback 
comments to the surgery. One patient commented that they would like 
to see a complaints/feedback poster displayed so that they’d know 
how to provide feedback. 
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Are you aware of the Patient Participation Group at this surgery? If 
yes, do you know what they do? 

Yes 6 (17%) No 23 (66%) Not Sure 5 (14%) N/A 1 (3%) 

 

Patients were largely unaware of the Patient Participation Group at 
the surgery with only 6 (17%) patients being aware of its existence. 

 

Quality of Care and Services 

Are you aware of roles of staff and are they welcoming and helpful? 

Patients were generally aware of the different roles of staff although 
there was less awareness of the role of the Advanced Nurse 
Practitioner, with 11 (31%) patients said they weren’t aware of this 
role. Other staff patients were aware of at the surgery included 
physiotherapists, ophthalmologists and diabetic nurses. Patients liked 
that there were other services offered at the surgery. 

The majority of patients stated that receptionists (83%), Practice 
Nurses (86%), GP (80%) and Advanced Nurse Practitioners (66%) were 
always helpful and welcoming.  Some patients commented that 
receptionists were “very caring” and “professional”. Despite this, 5 
(14%) patients said that receptionists were only “sometimes” 
welcoming and helpful. 4 (11%) patients also said that the GPs were 
only sometimes welcoming and helpful. One patient commented that, 
“things have gotten better recently”. 

During our visit, we observed that reception staff were friendly and 
welcoming and patient interactions with staff were discrete and not 
overheard. 
 

 



 

13 (37%) patients we spoke to stated that it was fairly important or 
very important to see a particular GP. The reasons given for seeing a 
particular GP were not having to repeat themselves and continuity of 
care. 20 (57%) patients said it was not important to see a particular GP 
because of the use of medical records and good quality of care 
received. Patients told us they understood it was difficult to see a 
particular GP but mentioned that some GPs “seemed more 
knowledgeable than others”.  

 

Very Important
31%

Fairly Important
6%

Not Important
57%

No Answer
6%

How important is it to you to see a 
particular GP?

52%

31%

11%

3%
0

3%

0

10

20

30

40

50

60

Very Satisfied Satisfied Neither Dissatisfied Very
Dissatisfied

No Answer

Pe
rc

en
ta

ge
 (%

)

Overall, how satisfied are you with your 
GP Surgery?   



Overall, 29 (83%) patients said they were satisfied or very satisfied 
with Robin Lane GP Practice. Patients liked the walk-in system and 
though they told us that waiting times could be reduced, they 
appreciated that they would be seen the same day. Patients also 
mentioned that doctors were good and knowledgeable, and 
receptionists were welcoming. Patients told us they liked the long 
opening times.  

Only one patient told us they were dissatisfied and no one expressed 
being very dissatisfied. Some patients told us that they felt there were 
too few doctors, which increased waiting times. 

 

At your appointment who did you see? 

GP Practice 
Nurse 

Advanced Nurse Practitioner Other 
(Pharmacist) 

20 (77%) 2 (8%) 3 (12%) 1 (4%) 

 

 

In part 2 of the survey patients were asked about how their 
appointment went. 26 (100%) patients said they were given enough 
time for their appointment, felt heard, involved in decisions about 
their care and felt like they were treated with respect and dignity. 
Aside from two patients who skipped the question, patients also told 
us that tests and treatments were explained. 
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Other comments and observations  

When patients were asked for further comments or suggestions about 
the surgery, the following were common themes that were highlighted. 

Appointment system 

When patients were asked what could be done to improve the surgery, 
the appointment system was the most frequently mentioned thing. 
Patients told us that there were too few appointments and sometimes 
you would have to “wait months”. Patients also suggested it should be 
possible to book appointments at any time during the day, and not just 
at 8am which was difficult for some people because of work.  

Patients suggested a more efficient phone services to reduce the long 
waiting times. It was also suggested to “play music during [phone] 
waiting time instead of the long automated message”. Patients also 
told us that online services could be improved to ensure that 
appointments are made available there. 

Patients appreciated that they were now being told how long they’d 
have to wait to be seen during a walk in which enabled them to leave 
and come back in time for their appointment. Despite this noted 
efficiency, there was a mention that the busy nature of the walk-in 
meant that doctors didn’t have enough time to spend with each 
individual patient. 

Environment 

During our visits, we observed a reception area with comfortable 
colorful seating and calming background music which made for a 
welcoming environment. Signs were clearly posted for different 
waiting areas and there was lots of information displayed about 
general health, though some was out of date. Screens were well used 
showing average waiting time. 

The refurbishment of the building was highly praised. Nearly half of 
patients mentioned the improvements, relaxed environments and 
better quality chairs. Patients also told us they liked the information 
provided on screens. One patient complimented the “nice calming 
atmosphere”.  

 



During our visits, a cat was able to enter the surgery. Two patients had 
an issue with this with one remarking that it was “not pleasant” and 
another “was not happy” because their “son had allergy”. 

Pharmacy 

Patients frequently mentioned that there needed to be a better link 
between the surgery and pharmacy. They told us that it seems “the 
system changes every month”, described the prescription process as 
“confusing” and mentioned that sometimes you’d “wait weeks for 
tablets” from the pharmacy. Patients saw the pharmacy as short 
staffed.  

Recommendations and Conclusion  

Based on our findings and suggestions from patients, we suggest the 
following areas can be improved to increase the level of patient 
satisfaction with the Robin Lane GP Practice: 

Experiences of appointment system (including access and booking)  

• Review the telephone appointment system to ensure patients do 
not have to wait too long and consider having music played in 
between automated messages. 

• Consider the number and availability of appointments that can be 
booked online and by phone. This could be important for patients 
working and unable to book at 8am when appointments are 
normally released. 

• Promote the use of online prescription services, telephone 
consultations, and getting test results by phone, particularly for 
patients unable to come into the surgery. 

• Look at why so many patients are having to wait over their 
allotted appointment time, and review the system in light of 
this. 
 

Information and communication  

• Ensure that information about how to register feedback is 
displayed and visible. 

• Promote the purpose, meetings, events and minutes of the 
Patient Participation Group. 
 



Quality of care and services 

• Work with the pharmacy to look at ways of improving patient 
experience through making the process easier to understand. 

 

Robin Lane Response 

Thank you for your report, and I appreciate your time in formulating 
recommendations.  We shall use this as a means to help improve our 
care. 

I am pleased that the majority of patients you spoke to were satisfied 
or very satisfied with the care they receive at Robin Lane.  We are 
aware of the difficulties patients can experience getting through on 
the telephones, and we continue to work on maintaining adequate 
staffing to improve patient experience.  Interestingly, we currently 
have 44% of our patients registered for online services (one of the 
highest in the Leeds CCG area).  All GP appointments that are 
available on the telephone are also available at the same time online.  
Patients can gain access to their Details Patient Record online, and 
order repeat medication online. We will continue to promote this 
access method.  

We are planning to improve our Feedback information which I hope will 
give patients better access to knowledge about the Patient 
Participation Group / Volunteer Programme at the Robin Lane Health 
& Wellbeing Centre.  Dr Neil Bastow, GP Partner 

 

 

 

 

 

 

 

 



Next Steps 

This report will be shared with Leeds CCG and Robin Lane GP Practice. 
The report will also be published online at 
http://www.healthwatchleeds.co.uk  
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