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Kings Road Medical Centre
Introduction

The surgery was started in the 1930's by Dr Jude Welling. At that time including Kings
Road Medical Centre, there were 12 sites in total. During the proceeding years this went
down 2 sites, Kings Road and Eastcote Surgery. The surgery registered patients are split
60/40. We have a mixture of patients from various multicultural backgrounds. Our aim is
to provide the highest quality medical care and full range of medical services together with
special clinics designed to promote optimum healthcare amongst our patients.
The practice currently has a patient population of about 7500 patients looked after by 3
Doctors (2 male and 1 female) 2 practice Nurse, 1 Diabetic Nurse, 1 phlebotomist, and 1
external Community Dietician
The surgery has always strived to offer the best possible service to all its patients and take
into consideration the comments and suggestions made by the patients. In line with this
around mid 2011 the practice set up a Patient Participation Group comprising of members
within our patient group.

PPG Members

The invitation to join the PPG was done via word and mouth; it was also advertised in
house on the notice board. Currently our PPG compromises of 5 male and 3 female, from
different ethnic background, skill set and with different health needs. The practice took
every steps to try and communicate and extended an invitation to patients in the hard to
reach categories.

Local Survey

Due to time constraint, a decision was reached to use the existing questions from previous
surveys in order to initially establish the areas where the patient population felt that the
surgery needed improvement on.

Survey

The survey was carried out both in-house and on the website a total of 216 questionnaires
was given out. Initially a search for the patients with mobile phones numbers were
carried out on the clinical system. A text message was send directing the patient to the
website asking them to fill in the anonymous questionnaire. For those patients whom the
practice were unable to reach, they were either given the questionnaire when they came
into the surgery or the questionnaire was posted to the,
The survey results were emailed to all members of the PPG group and their points of view
were requested.
The main issues which arose from the email discussion were:
1: Lack of appointments.
2: Waiting time on the Telephone.
3: Not enough doctors.
4: More locum
5: Improve reception Staff services
6: Background music
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1: Both the lack of appointments and waiting times on the telephone have been visited on
numerous occasions, but with only three doctors taking surgery there is only a limited
amount of appointments that can be offered on a daily basis. The practice has also notice
that over the past few years the DNA (Did Not Attend) percentage has increased steadily.
Patients make appointment but do not turn up, thus leaving no appointments for patients
who are in urgent need of them. DNA’s are a contributing factor of the lack of
appointment issue.
2: The reception staffs try their utmost to ensure that the waiting time on the telephone is
not too long, however sometimes this may not be possible as they have patients waiting
at the front desk to make appointments/referrals/get test results etc. There are three
lines coming into the surgery and only two reception staff on duty.
3: Regrettably the practice does not have enough clinical rooms to accommodate more
doctors during the morning surgery when the demand for appointment is at its peak.
4: The surgery tries to ensure that there are locum doctors available when one doctor is
either away or sick that this has been in place for a long time- however, some patients do
not want to see a locum doctor as they feel that “their” doctor is aware of their problem
and the locum may not know.
5: The practice at present is looking into various courses to help reception staff improve
on deliverance of services offered.
6: Background music – Unfortunately, this is not possible as some patients would like back
ground music and some do not. Too some it can be too loud and to the other is it too low.
It is not possible to please everyone.
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Kings Road Medical Centre
Questionnaire circulated
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Statics of the surgery
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Looking at the above data – it is comparable with all practices who have participated in the survey and with
practices who have the same number of patients as Kings Road. Kings road Medical Centre is fairly
comparable with Questions 6, 22, and 23. Questions 2,7 and 8 are part of our action for improvement for
2013. Even though the attitude of reception staff was one of the issues picked up by the PPG members and
the patient populations, in comparison to other surgeries Kings Road is very near the bench mark.
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Action Plan for 2013

1: Comfortable waiting room- The practice will look into redecorating the waiting rooms,
both at Kings Road and Eastcote.
2: Reception Training- This has been brought to the attention of the reception manager
but also the practice will be looking into further training on customer relations for all
reception staff
3: Waiting time on telephone – the reception staff will be given training on effective time
management
4: Waiting time to see a doctor – The doctors have been informed re: the waiting time
and this will be continuously enforced.
While there have been a few negative comments, there have also been a few positive
ones.
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Kings Road Medical Centre
Surgery Opening Times
OPENING
Details of opening hours
HOURS
Reception
Phone
Opening
Kings Road
Eastcote
Kings Road
Eastcote
Hours
(reception
and phone
line
opening)
9am –
9am -12:00pm
Monday
9am- 6pm
9am- 6pm
6:30pm
2pm-6:30pm
9am –
9am -12:00pm
Tuesday
9am- 6pm
9am- 6pm
6:30pm
2pm-6:30pm
9am –
9am -12:00pm
Wednesday
9am- 6pm
9am-12pm
6:30pm
9am 9am -12:00pm
Thursday
9am-12:00pm 9am- 6pm
12:00pm
2pm-6:30pm
9am –
9am -12:00pm
Friday
9am- 6pm
9am- 6pm
6:30pm
2pm-6:30pm
Closed
Closed
Saturday
Closed
Closed
Sunday

Closed

Closed

Closed

Closed

Advance access is on Mondays run by two GP. These appointments are
bookable on the day.
APPOINTMENTS
We run an advanced access appointment system, whereby we aim to offer everybody an
appointment on the day they want it. A few pre-bookable appointments are available each
morning and late afternoon, but the majority of appointments are given out at 9am each
day. To book an appointment, please telephone or call into reception.
Telephone advice
The Doctors and nurses are happy to give advice on the telephone. Please speak to the
receptionist who will advise you of the best time to call, or will take a message for the
Doctor/Nurse to call you back.
HOME VISITS
Home visits are for the bedridden or housebound. These should be requested before
10am to enable the Doctor to organise the call. Please note that lack of transport is not
sufficient reason for a doctor to be called out. Children should usually be brought to the
surgery. This is in accordance with current national guidelines
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