
BILLESDON SURGERY 

PATIENT PARTICIPATION DISPENSARY QUESTIONNAIRE REPORT DECEMBER 

2018 

 

 

From August to December 2018 Billesdon dispensary conducted a survey of patient opinion 

about the dispensary and the services we provide. 

The results will be analysed to address and improve any areas identified as needing 

improvement within the dispensary.    

 The results will be used to comparisons and improvements when repeated again in one 

year. 

Thank you to all patients who completed the questionnaire-your opinions and views do 

count!  

  We are always happy to receive patient’s views as this helps us to improve the 

dispensary services. 

 

How the Questionnaire was conducted. 

The dispensary conducted the survey in house and questionnaire forms were distributed to 

all patients who visited the dispensary during August –December 2018. 

 The completed questionnaires were collected via collection box being placed in the waiting 

room area, questionnaires were completed anonymously.  

125 Questionnaires were given out to patients of which 100 were returned. 

 

Results and an action plan will be displayed and available to read by patients from the 1st 

April 2019.  A copy will also be available for all patients who attend the Patient participation 

group (PPG) at the planned April meeting. 

 



     Results & Action Plan  

 

1. 95% of patients reported that they waited less than 20 minutes when collecting a 

prescription, this included repeats and acute medication, 2% waited over 20 minutes 

and 3% came back. 

This amount of time is expected and it is pleasing that only a small number of 

patients waited  over 20 minutes,  the  5% that came back can be explained as this 

would be for medicines that we don’t  keep in stock because they are very expensive 

or used infrequently. 

This is 5 % increase from 2017 questionnaire. 

 

Action-no direct action at present. 

 

 

2. 84% patients were very satisfied and 11% fairly satisfied with the time it took to 

provide a prescription, 6% were not very or not at all satisfied.  

This is a 20% increase from the 2017 questionnaire. 

 We currently ask for 48 hours, which means two full working days.  From the discussion 

at the monthly dispensary meetings that patients are not waiting the full 2 working days 

to collect prescriptions, in particular patients ordering at the weekend were trying to 

collect on the Monday, the dispensary is closed over the weekend so prescription 

requests are not processed until the next working day, which is the Monday. 

 

Action- A new information poster and patient leaflet on the two working day rule 

and examples of when a prescription is ordered and when it will be ready for 

collection, this will be displayed in the surgery and distributed to patients. 

 

3. 93% of patients were very satisfied with the method used to order medication, 

options are by post, ordering at the surgery by person or through a repeat slip or on 

line-currently we do not take telephone orders.  

 3% were fairly satisfied and only 4% not very or not at all satisfied, from the 

comments made, the website ordering seems to be causing problems. 

This is an increase of 13% from the 2017 questionnaire. 

 

Action- A new website is planned for 2019. 

New website launched in April 2019. 

 



 

4. 89% patients reported very good stock and medicines needed in the dispensary, 7% 

thought fairly good and 4 % thought fairly or very poor. 

This is an increase of 16% from the 2017 questionnaire. 

 

Action plan –On occasions the reason we are out of stock is because the stock 

balances in the dispensary are not always correct, through staff training and stock 

checks the stock balance this is now improving and with continued support and 

training, this should resolve itself. 

 

 It was also noted that patients reported missing items, this is due to the dispensary 

ordering in the required medications as part of a patients medications order, once 

the item had been dispensed is was not put with the original order, creating two 

medicine bags and the patient only receiving one bag. 

 

Action-All staff informed and a checklist for dispensers to use as a guide when 

completing part orders.  

 

 

5. 90% of patients reported very good when waiting to be served, 8% thought fairly 

good, 2% good and 0% thought poor or very poor. 

This is an increase of 10% from the 2017 questionnaire. 

 

No action required. 

 

 

6. 89% reported that it is very good to have somewhere to go if you wanted to speak to 

a dispenser away from the dispensary, 3% didn’t know and 8% thought fairy good 

and 0% very poor. 

Action-posters will be placed on the notice boards around the dispensary notifying 

patients of this option. 

This was also checked by a CQC officer at the 2018 CQC inspection. 

This is a 9% increase. 

 

7. On rating the staff on the following areas of customer service- 

 88% reported very good at being polite and taking the time to listen- 

 10% thought fairly good and 2% poor or very poor. 

 On answering queries-80% reported very good, 15% fairly good and 3% poor 

or very poor. 

 On service received from the dispensary staff – 97% reported Good,2% fairly 

good and 1% reported poor or very poor. 



 On providing an efficient service- 90% reported very good 8% thought fairly 

good and 2% reported poor or very poor. 

 The staff overall-75% reported very good, 20% good, 4% fairy good and 1% 

poor. 

All the results have improved over the last year, staff training in customer service have 

greatly improved the service provided by the dispensary staff. 

 

8. Finally taking everything into account how would you rate the dispensary and the 

service provided 73-% reported that the staff were excellent, 10% very good, 14% 

fairly good and 3% poor or very poor. 

This is a 25% increase on the 2017 questionnaire. 

 

Conclusion 

 The results from the questionnaire show that the dispensary is performing extremely well, 

all services have improved greatly, with 73% of patients rating the overall dispensary as 

Excellent! 

 This clearly shows that the action plan and improvements made from the 2017 

questionnaire have significantly improved all of the dispensary services. 

This was also recognised by the CQC inspector at the visit in April 2018 where we were 

awarded overall rating as good. 

Results and actions will be published on the dispensary notice boards and on the practice 

website. 

 

 

 

 

 


